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THE INFLUENCE OF THE SERVICE QUALITY OF TRUST THAT MEDIATED BY
BANK’S IMAGE AND CUSTOMER
SATISFACTION OF BNI'S INTERNET BANKING
IN SURABAYA

Oktavia Maharani
STIE Perbanas Surabaya
Email : 2013210105@students.perbanas.ac.id

ABSTRACT

One of electronic banking media which provided by bank is internet banking. Internet
banking is provided to simplify the customer do banking transactions quickly and efficiently.
This research aims to analyze the influence of the service quality of trust that mediated by the
image of the bank and the customer satisfaction of BNI’s internet banking in Surabaya. The
sample used in this study is the internet banking customer of BNI in Surabaya city. The
number of samples used in as many as 80 respondents obtained from offline questionnaire
and use the techniques of purposive sampling. Analysis tool used the smartPLS program
(Partial Least Square) version 2.0. The results of the research show that the bank's influential
positive imagery variables are not significantly to confidence, satisfaction the positive effect
is not significantly to confidence, quality of services positive effect significantly to the bank's
image, service quality and the positive effect is not significantly to satisfaction.

Keyword : Brand Trust, Celebrity Endorsement, Brand Satisfaction, Brand

Loyalty
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