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EFFECTS OF SERVICE FAIRNESS, SERVICE QUALITY, TRUST, AND 
CUSTOMER VALUE TOWARD CUSTOMER SATISFACTION OF PT. 

BANK RAKYAT INDONESIA (PERSERO), TBK IN SURABAYA 
 
 

Arde Prayoga 
STIE Perbanas Surabaya 

ardeprayoga.perbanas@gmail.com 
 
 

ABSTRACT 
 

 The purpose of this research is to analyze wheater Service Fairness, 
Service Quality, Trust, and Customer Value simultaneously and partially have 
significant effect toward Customer Satisfaction of PT. Bank Rakyat Indonesia 
(Persero), Tbk in Surabaya. This research was used by using questionnaires 
methods. Population of this study was BRI funding customers in Surabaya. 
Research involves to 210 BRI customers. The sampling technique in this study 
was used Accidental Sampling. The Technique of data analysis using multiple 
linier regression analysis. The result of the research showed that Service 
Fairness, Service Quality, Trust, and Customer Value simultaneously have 
significant effect toward Customer Satisfaction of PT. Bank Rakyat Indonesia 
(Persero), Tbk in Surabaya. Trust and Customer Value partially have positive 
significant effect towards Customer Satisfaction. Service Fairness and Service 
Quality partially have insignificance effect toward Customer Satisfaction   
 
Keywords : Service Fairness, Service Quality, Trust, Customer Value, Customer 
Satisfaction 
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