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ABSTRACT 

 
THE INFLUENCE OF BENEVOLENCE, CREDIBILITY AND IMAGE 

TOWARD EMPLOYEES’ INTIMACY AND SATISFACTION OF 
DEPOSAN BANKS CONVENTIONAL IN SURABAYA 

 

World of banking is currently walks on rapid growth, so that this 
situation pushes the banking business to be a competitive and string. This reality 
can’t be denied so that each bank must  use a variety of ways to gain public 
interest. Banks as financial institutions mainly provide saving services and 
distribute funds in a variety of alternative loans to the public also needs to focus 
on service performance to satisfy customers. It is the key for banking services be 
distinguished a bank with its competitors, so these variations show important role 
in achieving corporate goals. This research is aimed at determining the influence 
of the benevolence, credibility and image of bank’s employees toward the 
intimacy of bank’s employees and their customers. The banks researched were 
conventional banks including Mandiri, BNI, BRI, and BTN. The population 
surveyed was the customers of the four banks and the sample was framed using 
non-probability and purposive sampling focusing on a hundred saving customers. 
The data was gathered using questionnaires and processed using Structural 
equation Modeling (SEM). The result were: 1) benevolence did not significantly 
influence the employees and customers’ intimacy; 2) credibility  significantly 
influenced the employees and customers’ intimacy; 3) image  significantly 
influenced the employees and customers’ intimacy; 4) intimacy significantly 
influenced the employees and satisfaction.  
 
Key words: Benevolence, Credibility, Image, Intimacy, Customers Satisfaction 




