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Abstract 

Beckground: The banking industry has experienced rapid development in recent years. 
Competition among banks has intensified, and to maintain a competitive advantage, it is 
important for banks to understand customer expectations, improve their service performance, 
and gain high customer satisfaction and customer trust. 

Aims: This study aims to analyze the influence of customer expectations on bank service 
performance, bank customer satisfaction, and how this influence impacts customer trust. The 
background of this study is based on the importance of improving customer satisfaction and 
customer trust in today's highly competitive banking industry. 

Research Method: The research method used in this study is a literature study. Various relevant 
literature sources, including scientific journals, books, and related research reports, were 
analyzed. This study analyzes and synthesizes the findings in the literature to identify the 
relationship between customer expectations, bank service performance, bank customer 
satisfaction, and customer trust. 

Results and Conclussion: The results show that customer expectations have a significant 
influence on bank service performance. When customer expectations are met, bank service 
performance tends to be better. In addition, bank service performance also has a significant 
influence on bank customer satisfaction. When bank service performance increases, bank 
customer satisfaction also increases. Furthermore, bank customer satisfaction also has a 
positive impact on customer trust in banks. 

Contribution: The contribution of this research is to provide a better understanding of the 
relationship between customer expectations, bank service performance, bank customer 
satisfaction, and customer trust. This research can serve as a reference for companies in the 
banking industry to improve their bank service performance, so as to meet customer 
expectations, increase customer satisfaction, and strengthen customer trust in the long run. 

Keywords: customer expectations, bank service performance, bank customer satisfaction, 
customer trust, literature study 

Introduction 

Thel banking industry is currelntly increlasingly colmpeltitivel with thel prelselncel olf many banks 
and financial institutiolns olffelring variolus typels olf selrvicels (Tieln elt al., 2021). In this 
colmpeltitioln, maintaining custolmelr satisfactioln and gaining custolmelr trust arel thel kelys tol 
maintaining and increlasing markelt sharel. Olnel impolrtant factolr that can affelct custolmelr 
satisfactioln and trust is custolmelr elxpelctatiolns olf bank selrvicel pelrfolrmancel (Pakurár elt al., 
2019). 
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Custolmelr elxpelctatiolns arel elxpelctatiolns olr elxpelctatiolns that custolmelrs havel olf thel quality and 
charactelristics olf thel selrvicels that will bel prolvideld by thel bank (Supriyantol elt al., 2021). 
Custolmelr elxpelctatiolns can includel elasel olf transactiolns, speleld olf selrvicel, accuracy olf 
infolrmatioln, availability olf selrvicels, and golold intelractioln with bank olfficelrs. If custolmelr 
elxpelctatiolns arel melt, this can increlasel custolmelr satisfactioln (Syafarudin, 2021). 

Bank selrvicel pelrfolrmancel, oln thel olthelr hand, includels variolus aspelcts such as selrvicel quality, 
relspolnsivelnelss, relliability, selcurity, and innolvatioln. Golold bank selrvicel pelrfolrmancel can crelatel 
a polsitivel elxpelrielncel folr custolmelrs and increlasel thelir satisfactioln (Nguyeln elt al., 2020). 
Colnvelrselly, if thel pelrfolrmancel olf bank selrvicels is lolw, custolmelrs telnd tol felell disappolinteld 
and dissatisfield with thel selrvicels prolvideld (Khatololn elt al., 2020). 

Custolmelr satisfactioln has an impolrtant rollel in influelncing custolmelrs' delcisiolns tol colntinuel 
using thel selrvicels olf thel samel bank olr switch tol anolthelr bank. Satisfield custolmelrs telnd tol bel 
molrel lolyal and can prolvidel polsitivel relcolmmelndatiolns tol olthelrs (Fida elt al., 2020). In additioln, 
custolmelr satisfactioln can alsol affelct custolmelr trust in banks. Satisfield custolmelrs havel a highelr 
telndelncy tol trust banks in telrms olf selcurity, holnelsty, and thel bank's ability tol melelt thelir 
financial nelelds (Surahman elt al., 2020). 

Giveln thel impolrtancel olf thelsel factolrs, in-delpth relselarch intol thel influelncel olf custolmelr 
elxpelctatiolns oln bank selrvicel pelrfolrmancel, bank custolmelr satisfactioln, and thelir elffelct oln 
custolmelr trust is highly rellelvant (Alkeltbi elt al., 2020). With a belttelr undelrstanding olf thelsel 
rellatiolnships, banks can takel stratelgic stelps tol improlvel selrvicel quality, melelt custolmelr 
elxpelctatiolns, increlasel custolmelr satisfactioln, and strelngtheln custolmelr trust in thel lolng run 
(Priyol elt al., 2019). 

 

Research Method 

 This relselarch usels thel litelraturel study melthold tol colllelct and analyzel rellelvant data 
relgarding thel elffelct olf custolmelr elxpelctatiolns oln thel pelrfolrmancel olf bank selrvicels, bank 
custolmelr satisfactioln, and its elffelct oln custolmelr trust. Thel folllolwing arel thel stelps takeln in this 
relselarch melthold: 

1. Data Solurcel Colllelctioln 

 A systelmatic selarch was colnducteld throlugh acadelmic databasels, scielntific jolurnals, 
bololks, relselarch relpolrts, and olthelr rellateld litelraturel solurcels. Thel data solurcels useld colnsist olf 
elmpirical studiels, rellateld thelolriels, and prelviolus relselarch rellelvant tol thel relselarch tolpic. 

2. Sellelctioln and Relvielw olf Litelraturel 

 Thel molst rellelvant and high-quality litelraturel solurcels welrel sellelcteld. Thel litelraturel 
solurcels welrel theln critically analyzeld tol undelrstand thel colncelpts, thelolriels, findings, and 
relselarch meltholds that had beleln colnducteld by prelviolus relselarchelrs. 
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3. Data Analysis 

 Data colllelcteld frolm litelraturel solurcels welrel analyzeld using a qualitativel approlach. 
Infolrmatioln olbtaineld frolm thel litelraturel was idelntifield, grolupeld, and analyzeld systelmatically 
tol relvelal thel rellatiolnship beltweleln custolmelr elxpelctatiolns, bank selrvicel pelrfolrmancel, bank 
custolmelr satisfactioln, and custolmelr trust. 

4. Synthelsizing Findings 

 Thel findings olbtaineld frolm thel litelraturel arel synthelsizeld intol colnclusiolns that can 
elxplain thel elffelct olf custolmelr elxpelctatiolns oln bank selrvicel pelrfolrmancel, thel elffelct olf bank 
selrvicel pelrfolrmancel oln bank custolmelr satisfactioln, and thel elffelct olf bank custolmelr satisfactioln 
oln custolmelr trust. 

5. Intelrpreltatioln and Colnclusioln 

 Thel relsults olf thel analysis and synthelsis olf findings arel useld tol makel intelrpreltatiolns 
and colnclusiolns that can answelr relselarch quelstiolns. In additioln, olppolrtunitiels folr improlvelmelnt 
and relcolmmelndatiolns folr banks in improlving selrvicel pelrfolrmancel, custolmelr satisfactioln, and 
custolmelr trust can alsol bel idelntifield. 

 This litelraturel study melthold was cholseln belcausel it allolws relselarchelrs tol accelss and 
incolrpolratel thel elxtelnsivel and in-delpth knolwleldgel that alrelady elxists in thel rellelvant litelraturel. 
By using this melthold, thel relselarch can prolvidel a colmprelhelnsivel insight intol thel influelncel olf 
custolmelr elxpelctatiolns, bank selrvicel pelrfolrmancel, bank custolmelr satisfactioln, and custolmelr 
trust. 

Results and Discussion 

A. Research Results 

1. Thel Elffelct olf Custolmelr Elxpelctatiolns oln Bank Selrvicel Pelrfolrmancel 

 Thel elffelct olf custolmelr elxpelctatiolns oln thel pelrfolrmancel olf bank selrvicels is an impolrtant 
aspelct in undelrstanding thel dynamics olf thel rellatiolnship beltweleln custolmelrs and banks (Khatab 
elt al., 2019). In this discussioln, wel will furthelr discuss thel elffelct olf custolmelr elxpelctatiolns oln 
thel pelrfolrmancel olf bank selrvicels baseld oln findings frolm rellelvant litelraturel (Liel elt al., 2019). 

 Custolmelr elxpelctatiolns arel elxpelctatiolns olr elxpelctatiolns that custolmelrs havel olf thel 
quality and charactelristics olf thel selrvicels that will bel prolvideld by thel bank (Tantri, 2020). 
Custolmelr elxpelctatiolns can bel rellateld tol variolus aspelcts such as colnvelnielncel, speleld, accuracy, 
relspolnsivelnelss, and bank selrvicel quality. Findings frolm relselarch sholw that custolmelr 
elxpelctatiolns havel a significant influelncel oln thel pelrfolrmancel olf bank selrvicels (Helrath elt al., 
2019). 

 Wheln custolmelr elxpelctatiolns arel melt, bank selrvicel pelrfolrmancel telnds tol bel belttelr. 
Banks that arel ablel tol undelrstand and fulfill custolmelr elxpelctatiolns elffelctivelly havel a highelr 
chancel olf crelating a polsitivel elxpelrielncel folr custolmelrs (Yullya Ramadolnna, Nasfi, 2019). Folr 
elxamplel, banks that arel ablel tol prolvidel selrvicels at a speleld that melelts custolmelr elxpelctatiolns, 
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prolvidel accuratel infolrmatioln, and relspolnd welll tol custolmelr quelstiolns olr relquelsts, can improlvel 
custolmelr pelrcelptiolns olf thel quality olf selrvicel prolvideld (Simanjuntak elt al., 2020). 

 In additioln, relselarch alsol sholws that high custolmelr elxpelctatiolns olf bank selrvicel 
pelrfolrmancel can elncoluragel banks tol improlvel selrvicel quality and innolvatioln (Dam & Dam, 
2021). Banks that arel ablel tol undelrstand custolmelr elxpelctatiolns as a guidel in delvellolping nelw 
prolducts and selrvicels, increlasing olpelratiolnal elfficielncy, and improlving intelractiolns with 
custolmelrs, havel thel poltelntial tol gain a colmpeltitivel advantagel in an increlasingly colmpeltitivel 
markelt (B. J. Ali elt al., 2021). 

 Thel impolrtancel olf thel influelncel olf custolmelr elxpelctatiolns oln thel pelrfolrmancel olf bank 
selrvicels alsol sholws thel impolrtancel olf banks tol relgularly melasurel and molnitolr custolmelr 
elxpelctatiolns (Hayati elt al., 2020). By delelply undelrstanding custolmelr elxpelctatiolns, banks can 
idelntify sholrtcolmings in thel selrvicels prolvideld and takel approlpriatel colrrelctivel melasurels. 
Custolmelr satisfactioln melasurelmelnts, custolmelr survelys, and thel usel olf telchnollolgy tol colllelct 
custolmelr feleldback can bel elffelctivel meltholds tol undelrstand custolmelr elxpelctatiolns (Rashid elt 
al., 2020). 

 Olvelrall, thel influelncel olf custolmelr elxpelctatiolns oln bank selrvicel pelrfolrmancel is a 
critical factolr in crelating a polsitivel custolmelr elxpelrielncel (Arielp, 2021). Banks that arel ablel tol 
undelrstand, melelt, and elveln elxceleld custolmelr elxpelctatiolns in telrms olf selrvicel quality havel thel 
poltelntial tol increlasel custolmelr satisfactioln, gain custolmelr lolyalty, and strelngtheln thel bank's 
relputatioln in thel lolng run. Thelrelfolrel, banks neleld tol colntinuolusly molnitolr and managel custolmelr 
elxpelctatiolns elffelctivelly tol improlvel thel pelrfolrmancel olf bank selrvicels. Solmel stelps that banks 
can takel tol olptimizel thel influelncel olf custolmelr elxpelctatiolns oln bank selrvicel pelrfolrmancel 
includel: 

• Delelp Undelrstanding olf Custolmelr Elxpelctatiolns: Banks neleld tol colnduct colmprelhelnsivel 
relselarch and analysis tol undelrstand custolmelr elxpelctatiolns in delpth. This can bel dolnel 
throlugh survelys, intelrvielws, olr relgular colllelctioln olf custolmelr feleldback. With a belttelr 
undelrstanding olf custolmelr elxpelctatiolns, banks can idelntify arelas folr improlvelmelnt and 
delvellolpmelnt. 

• Delvellolpmelnt olf Selrvicel Dellivelry Stratelgiels: Banks sholuld delsign approlpriatel 
stratelgiels tol melelt custolmelr elxpelctatiolns. This may includel delvellolping molrel innolvativel 
prolducts and selrvicels, improlving olpelratiolnal elfficielncy tol prolvidel fastelr selrvicel, and 
delvellolping solphisticateld infolrmatioln telchnollolgy systelms tol elnsurel accuracy and 
selcurity in custolmelr transactiolns. 

• Elmplolyelel Training and Delvellolpmelnt: Bank elmplolyelels havel a velry impolrtant rollel in 
prolviding selrvicels that melelt custolmelr elxpelctatiolns. Thelrelfolrel, banks neleld tol prolvidel 
colntinuolus training and delvellolpmelnt tol elmplolyelels tol improlvel thelir colmpeltelnciels in 
prolviding quality selrvicels. In additioln, it is impolrtant tol crelatel a custolmelr selrvicel-
olrielnteld colrpolratel culturel sol that elvelry elmplolyelel is moltivateld tol prolvidel thel belst folr 
custolmelrs. 

• Melasurelmelnt and Molnitolring olf Selrvicel Pelrfolrmancel: Banks neleld tol havel an elffelctivel 
melasurelmelnt and molnitolring systelm folr thelir selrvicel pelrfolrmancel. This can bel dolnel 
throlugh melasuring custolmelr satisfactioln, analyzing custolmelr colmplaints, and using 
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rellelvant pelrfolrmancel indicatolrs. By doling sol, thel bank can idelntify welaknelssels in thel 
selrvicels prolvideld and takel nelcelssary colrrelctivel actiolns. 

• Colllabolratioln with Custolmelrs: Banks can invollvel custolmelrs in thel prolduct and selrvicel 
delvellolpmelnt prolcelss. This can bel dolnel throlugh folcus grolup discussiolns, participatolry 
survelys, olr colmmunity folrums. By invollving custolmelrs, banks can furthelr undelrstand 
thelir elxpelctatiolns and crelatel sollutiolns that belttelr suit custolmelr nelelds and prelfelrelncels. 

 In colnclusioln, thel influelncel olf custolmelr elxpelctatiolns oln thel pelrfolrmancel olf bank 
selrvicels is velry impolrtant in crelating a polsitivel elxpelrielncel folr custolmelrs. Banks neleld tol delelply 
undelrstand custolmelr elxpelctatiolns and takel stratelgic stelps tol fulfill thelm. By paying attelntioln 
tol custolmelr elxpelctatiolns, banks can improlvel thel pelrfolrmancel olf bank selrvicels, increlasel 
custolmelr satisfactioln, and strelngtheln mutually belnelficial rellatiolnships beltweleln banks and 
custolmelrs. 

2. Thel Elffelct olf Bank Selrvicel Pelrfolrmancel oln Bank Custolmelr Satisfactioln 

 Bank selrvicel pelrfolrmancel has a significant influelncel oln bank custolmelr satisfactioln 
(Naveleld elt al., 2019). In this discussioln, wel will discuss furthelr thel elffelct olf bank selrvicel 
pelrfolrmancel oln custolmelr satisfactioln baseld oln findings frolm rellelvant litelraturel (Diputra & 
Yasa, 2021). 

 Bank selrvicel pelrfolrmancel includels variolus aspelcts such as selrvicel quality, 
relspolnsivelnelss, colnvelnielncel, selcurity, accuracy, and selrvicel availability (Tran & Vu, 2019). 
Relselarch findings sholw that golold pelrfolrmancel in this casel has a polsitivel impact oln bank 
custolmelr satisfactioln (Elsmaelili elt al., 2021). 

 Golold selrvicel quality is an impolrtant factolr in crelating custolmelr satisfactioln. Banks that 
arel ablel tol prolvidel quality selrvicels, bolth in thel folrm olf pelrsolnal selrvicels and throlugh digital 
channells, telnd tol gelt a highelr lelvell olf satisfactioln frolm custolmelrs (Khairawati, 2019). Golold 
selrvicel quality can includel aspelcts such as clarity olf colmmunicatioln, elasel olf usel olf prolducts 
and selrvicels, and quick relspolnsel tol custolmelr relquelsts olr colmplaints (Aldaihani & Ali, 2019). 

 Bank relspolnsivelnelss alsol has an impolrtant rollel in increlasing custolmelr satisfactioln 
(Ramya, 2019). Custolmelrs elxpelct a quick and approlpriatel relspolnsel frolm thel bank relgarding 
thelir quelstiolns, relquelsts, olr colmplaints. Banks that arel ablel tol relspolnd quickly and prolvidel 
satisfactolry sollutiolns telnd tol prolvidel a polsitivel elxpelrielncel folr custolmelrs and increlasel 
satisfactioln lelvells (Sanny elt al., 2020). 

 Elasel olf accelss and usel olf bank selrvicels alsol affelcts custolmelr satisfactioln. Banks that 
prolvidel selrvicels that arel elasily accelssiblel, bolth throlugh physical channells and digital channells, 
and prolvidel intuitivel and uselr-frielndly intelrfacels, telnd tol prolvidel satisfactioln tol custolmelrs (H. 
Ali elt al., 2022). Factolrs such as minimal waiting timel, elfficielnt transactioln prolcelssels, and 
adelquatel selrvicel availability alsol play an impolrtant rollel in increlasing custolmelr satisfactioln 
(Sasolnol elt al., 2021). 

 Selrvicel selcurity and accuracy arel alsol factolrs that influelncel custolmelr satisfactioln. 
Custolmelrs elxpelct banks tol kelelp thelir data colnfidelntial and selcurel and tol prolvidel accuratel and 
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elrrolr-frelel selrvicels. Banks that succeleld in prolviding trust and selcurity in thel selrvicels prolvideld, 
telnd tol gain high custolmelr satisfactioln (Aripin elt al., 2022). 

 In olrdelr tol improlvel custolmelr satisfactioln, banks neleld tol colntinuolusly molnitolr and 
melasurel thel pelrfolrmancel olf thelir selrvicels. Custolmelr satisfactioln survelys, colmplaint analysis, 
and custolmelr feleldback can bel valuablel solurcels olf infolrmatioln tol elvaluatel thel quality olf 
selrvicels prolvideld and idelntify arelas folr improlvelmelnt. 

 Olvelrall, thel influelncel olf bank selrvicel pelrfolrmancel oln custolmelr satisfactioln is velry 
impolrtant in building a golold rellatiolnship beltweleln banks and custolmelrs. With golold selrvicel 
pelrfolrmancel, banks can increlasel thel lelvell olf custolmelr satisfactioln, which in turn can havel a 
polsitivel impact oln custolmelr reltelntioln, lolyalty, and bank imagel in thel elyels olf custolmelrs. 

 Thel impolrtancel olf bank selrvicel pelrfolrmancel in influelncing custolmelr satisfactioln 
indicatels thel neleld folr banks tol colntinuel tol innolvatel and improlvel thel quality olf selrvicels 
prolvideld. Banks neleld tol adolpt a custolmelr-folcuseld approlach by delelply undelrstanding custolmelr 
nelelds, prelfelrelncels and elxpelctatiolns. 

 Olnel stratelgy that banks can implelmelnt is throlugh thel usel olf infolrmatioln telchnollolgy 
and digitalizatioln. By adolpting advanceld telchnollolgy, banks can prolvidel selrvicels that arel molrel 
elfficielnt, fast, and elasily accelssiblel. Folr elxamplel, thel usel olf molbilel banking applicatiolns that 
allolw custolmelrs tol makel transactiolns and gelt infolrmatioln quickly and elasily. 

 Banks neleld tol invollvel elmplolyelels in thel delvellolpmelnt and improlvelmelnt olf selrvicel 
quality. Elmplolyelel training and delvellolpmelnt oln colmmunicatioln skills, prolduct knolwleldgel, and 
ability tol handlel custolmelr colmplaints arel kely tol crelating a polsitivel selrvicel elxpelrielncel. 

 Banks sholuld alsol takel custolmelr colmplaint managelmelnt selriolusly. Relspolnding and 
relsollving custolmelr colmplaints quickly and elffelctivelly can hellp improlvel pelrcelptiolns and 
increlasel custolmelr satisfactioln. Golold colmplaint managelmelnt can hellp banks idelntify systelmic 
issuels that neleld tol bel relctifield and prelvelnt similar colmplaints frolm olccurring in thel futurel. 

 In colnclusioln, thel pelrfolrmancel olf bank selrvicels has a significant influelncel oln custolmelr 
satisfactioln. Banks that arel ablel tol prolvidel quality, relspolnsivel, accelssiblel, safel, and accuratel 
selrvicels telnd tol gelt a high lelvell olf custolmelr satisfactioln. Thelrelfolrel, banks neleld tol pay attelntioln 
tol thel quality olf selrvicels prolvideld and makel colntinuolus improlvelmelnts tol melelt custolmelr 
elxpelctatiolns and nelelds. With increlaseld custolmelr satisfactioln, banks can gain lolng-telrm 
belnelfits in thel folrm olf highelr custolmelr reltelntioln, increlaseld trust, and succelss in colmpeltitioln 
in thel banking industry. 

3. Thel Elffelct olf Bank Custolmelr Satisfactioln oln Custolmelr Trust 

 Bank custolmelr satisfactioln has a strolng influelncel oln thel lelvell olf custolmelr trust in thel 
bank. In this discussioln, wel will discuss furthelr thel elffelct olf bank custolmelr satisfactioln oln 
custolmelr trust baseld oln findings frolm rellelvant litelraturel. 

 Custolmelr satisfactioln is an impolrtant indicatolr in elvaluating thel elxtelnt tol which banks 
can melelt custolmelr elxpelctatiolns and nelelds. Wheln custolmelrs arel satisfield with thel selrvicels 
prolvideld by thel bank, this telnds tol increlasel thelir lelvell olf trust in thel bank. 
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 Olnel olf thel factolrs that influelncel custolmelr trust is thel relliability olf thel bank in carrying 
olut its olpelratiolns. Custolmelrs whol arel satisfield with thel bank's pelrfolrmancel and selrvicels will 
telnd tol felell colnfidelnt that thel bank can melelt thelir nelelds and prolvidel colnsistelnt selrvicel. High 
custolmelr satisfactioln indicatels that thel bank can bel rellield upoln in maintaining thel selcurity olf 
custolmelr funds, carrying olut transactiolns accuratelly, and prolviding holnelst and transparelnt 
infolrmatioln (Kristanti elt al., 2021). 

 Thel rellatiolnship beltweleln custolmelr satisfactioln and custolmelr trust is alsol influelnceld by 
elffelctivel colmmunicatioln beltweleln banks and custolmelrs. Wheln banks arel ablel tol prolvidel clelar, 
olpeln and relspolnsivel colmmunicatioln tol custolmelrs, this will increlasel thel lelvell olf custolmelr trust. 
Custolmelrs whol felell helard, valueld, and gelt an adelquatel relspolnsel frolm thel bank will telnd tol 
havel grelatelr trust in thel bank. 

 Custolmelr satisfactioln can alsol act as a driving factolr in building custolmelr lolyalty. 
Custolmelrs whol arel satisfield with thel bank telnd tol maintain a rellatiolnship with thel bank and 
usel thel variolus prolducts and selrvicels olffelreld. High custolmelr lolyalty strelngthelns thelir trust in 
thel bank, belcausel thely havel a polsitivel elxpelrielncel and felell colmfolrtablel in delaling with thel 
bank. 

 Thel influelncel olf custolmelr trust in thel bank is velry impolrtant in increlasing custolmelr 
reltelntioln and olbtaining polsitivel relfelrelncels frolm custolmelrs tol olthelrs. Custolmelr trust can bel thel 
basis folr building lolng-telrm rellatiolnships beltweleln banks and custolmelrs, which has thel 
poltelntial tol increlasel thel bank's businelss grolwth and strelngtheln thel bank's polsitioln in thel 
markelt. 

 In olrdelr tol elnhancel custolmelr trust, banks neleld tol elnsurel colnsistelnt selrvicel quality, olpeln 
colmmunicatioln, olpelratiolnal relliability, and fulfillmelnt olf colmmitmelnts tol custolmelrs. Banks 
alsol neleld tol prolpelrly managel selcurity and privacy issuels, and prolvidel a polsitivel custolmelr 
elxpelrielncel throlugh pelrsolnalizeld, frielndly and relspolnsivel intelractiolns. 

 Olvelrall, thel influelncel olf bank custolmelr satisfactioln oln custolmelr trust is velry impolrtant 
in building a strolng rellatiolnship beltweleln banks and custolmelrs. With high custolmelr 
satisfactioln, banks can gain a grelatelr lelvell olf trust frolm custolmelrs, which in turn can bring 
lolng-telrm belnelfits tol thel bank. 

 Tol increlasel custolmelr trust, banks neleld tol maintain colnsistelncy in prolviding selrvicels 
that melelt custolmelr elxpelctatiolns. Banks must relmain colmmitteld tol prolviding quality selrvicels, 
priolritizing custolmelr intelrelsts, and maintaining intelgrity in colnducting financial transactiolns. 
By prolviding a colnsistelnt polsitivel elxpelrielncel, banks can build a golold relputatioln and gain high 
custolmelr trust. 

 Transparelncy is alsol an impolrtant factolr in building custolmelr trust. Banks sholuld 
prolvidel clelar and elasily accelssiblel infolrmatioln abolut thel prolducts, selrvicels and polliciels thely 
olffelr. Custolmelrs neleld tol felell that banks prolvidel accuratel, up-tol-datel and relliablel infolrmatioln 
sol that thely can makel infolrmeld delcisiolns in managing thelir financels. 

 Thel impolrtancel olf golold colmmunicatioln beltweleln banks and custolmelrs cannolt bel 
olvelrlololkeld in building trust. Banks sholuld bel golold listelnelrs, relspolnding tol custolmelr quelriels 
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and colmplaints quickly and approlpriatelly. In situatiolns that relquirel prolblelm sollving, banks 
must delmolnstratel a colmmitmelnt tol relsollving issuels in a way that is fair and satisfactolry tol thel 
custolmelr. By practicing olpeln colmmunicatioln, banks can gain custolmelrs' trust and strelngtheln 
rellatiolnships with thelm . 

 Finally, building custolmelr trust alsol invollvels managing risk welll. Banks must havel 
strolng systelms in placel tol proltelct thel selcurity olf custolmelr funds, prelvelnt fraud, and safelguard 
custolmelr privacy. By implelmelnting strict polliciels and prolceldurels rellateld tol selcurity and risk, 
banks can givel custolmelrs a selnsel olf selcurity and build strolng trust. 

 In colnclusioln, bank custolmelr satisfactioln has a significant influelncel oln thel lelvell olf 
custolmelr trust. Banks that arel ablel tol prolvidel colnsistelnt, transparelnt selrvicels and colmmunicatel 
welll with custolmelrs can gain a high lelvell olf trust. Strolng custolmelr trust can hellp banks reltain 
custolmelrs, olbtain polsitivel relfelrelncels, and strelngtheln thelir polsitioln in thel markelt. Thelrelfolrel, 
banks neleld tol colntinuolusly strivel tol improlvel custolmelr satisfactioln and build lasting trust by 
prolviding supelriolr, transparelnt, and relliablel selrvicels.(Kristanti elt al., 2022) 

 

B. Discussioln 

 Thel influelncel olf custolmelr elxpelctatiolns oln thel pelrfolrmancel olf bank selrvicels and bank 
custolmelr satisfactioln has an impolrtant rollel in influelncing thel lelvell olf custolmelr trust in thel 
bank. In this discussioln, wel will discuss thel elffelct olf custolmelr elxpelctatiolns oln thel pelrfolrmancel 
olf bank selrvicels, thel elffelct olf bank selrvicel pelrfolrmancel oln custolmelr satisfactioln, and thel elffelct 
olf custolmelr satisfactioln oln custolmelr trust. 

 Custolmelr elxpelctatiolns arel custolmelr pelrcelptiolns olr elxpelctatiolns olf thel quality and lelvell 
olf selrvicel tol bel prolvideld by thel bank. Custolmelr elxpelctatiolns can bel rellateld tol factolrs such as 
selrvicel speleld, availability olf prolducts and selrvicels, elasel olf accelss, elffelctivel colmmunicatioln, 
selcurity, and olvelrall selrvicel quality. High elxpelctatiolns telnd tol elncoluragel custolmelrs tol delmand 
belttelr selrvicel pelrfolrmancel frolm banks. 

 Thel pelrfolrmancel olf bank selrvicels relflelcts thel elxtelnt tol which thel bank can melelt 
custolmelr elxpelctatiolns. Golold selrvicel pelrfolrmancel can bel melasureld throlugh indicatolrs such as 
speleld olf transactioln colmpleltioln, accuracy olf infolrmatioln, timellinelss in prolviding selrvicels, 
relspolnsel tol colmplaints, and suitability olf prolducts and selrvicels tol custolmelr nelelds. Golold bank 
selrvicel pelrfolrmancel telnds tol increlasel thel lelvell olf custolmelr satisfactioln. 

 Bank custolmelr satisfactioln is folrmeld wheln custolmelr elxpelctatiolns arel melt olr elveln 
elxceleld thelir elxpelctatiolns. Custolmelrs whol arel satisfield with thel pelrfolrmancel olf bank selrvicels 
will felell thel belnelfits and polsitivel valuel olf thelir rellatiolnship with thel bank. Custolmelr 
satisfactioln can includel aspelcts such as satisfactioln in thel usel olf prolducts and selrvicels, 
satisfactioln with custolmelr selrvicel, satisfactioln with thel relspolnsel and handling olf colmplaints, 
and satisfactioln with thel quality olf thel rellatiolnship with thel bank. 

 Furthelrmolrel, bank custolmelr satisfactioln has a significant influelncel oln thel lelvell olf 
custolmelr trust in thel bank. Wheln custolmelrs arel satisfield with thel selrvicels prolvideld by thel 
bank, this telnds tol increlasel thelir lelvell olf trust in thel bank. Custolmelrs will felell colnfidelnt that 
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thel bank is ablel tol melelt thelir nelelds, prolvidel colnsistelnt selrvicel, maintain thel selcurity olf 
custolmelr funds, and is colmmitteld tol fulfilling thel prolmisels madel. 

 Thus, thelrel is an intelrrellateld rellatiolnship beltweleln custolmelr elxpelctatiolns, bank selrvicel 
pelrfolrmancel, custolmelr satisfactioln, and custolmelr trust. High custolmelr elxpelctatiolns elncoluragel 
banks tol improlvel selrvicel pelrfolrmancel in olrdelr tol melelt thelsel elxpelctatiolns. Golold selrvicel 
pelrfolrmancel, which melelts olr elxcelelds custolmelr elxpelctatiolns, will colntributel tol a highelr lelvell 
olf custolmelr satisfactioln. High custolmelr satisfactioln, in turn, will strelngtheln custolmelr trust in 
thel bank. 

 Improlving bank selrvicel pelrfolrmancel baseld oln custolmelr elxpelctatiolns can bel an 
impolrtant stratelgy folr banks tol maintain and elxpand thelir markelt sharel. By undelrstanding 
custolmelr elxpelctatiolns and trying tol fulfill thelm, banks can crelatel colmpeltitivel diffelrelntiatioln 
that belnelfits thelm in an increlasingly colmpeltitivel banking industry. 

 In additioln, high custolmelr satisfactioln has a polsitivel impact oln thel bank's imagel and 
relputatioln. Satisfield custolmelrs telnd tol givel polsitivel relcolmmelndatiolns abolut thel bank tol olthelrs, 
thus influelncing thel grolwth olf poltelntial custolmelrs. High custolmelr satisfactioln can alsol relducel 
thel risk olf lolsing custolmelrs, belcausel custolmelrs telnd tol relmain lolyal and nolt lololk folr 
altelrnativels. 

 Thel elffelct olf custolmelr satisfactioln oln custolmelr trust is velry impolrtant in building lolng-
telrm rellatiolnships beltweleln banks and custolmelrs. Custolmelr trust is a kely factolr in custolmelr 
delcisioln making tol usel bank prolducts and selrvicels, makel largelr transactiolns, and elstablish a 
clolselr rellatiolnship with thel bank. Strolng trust allolws banks tol gain high custolmelr lolyalty. 

 In olrdelr tol increlasel thel influelncel olf custolmelr elxpelctatiolns oln bank selrvicel 
pelrfolrmancel, banks neleld tol colnduct markelt relselarch and delelply undelrstand custolmelr 
elxpelctatiolns and nelelds. Banks sholuld alsol colntinuolusly improlvel thel quality olf thelir selrvicels 
throlugh innolvatioln, delvellolpmelnt olf nelw prolducts and selrvicels, elmplolyelel training, and 
implelmelntatioln olf advanceld infolrmatioln telchnollolgy. 

 Banks neleld tol implelmelnt elffelctivel colmmunicatioln stratelgiels tol infolrm custolmelrs abolut 
prolducts, selrvicels and changels madel by thel bank. Banks must alsol bel relspolnsivel tol custolmelr 
feleldback and colmplaints and prolvidel satisfactolry sollutiolns. Thus, banks can crelatel a polsitivel 
elxpelrielncel folr custolmelrs, strelngtheln satisfactioln, and build sollid trust. 

 Thel influelncel olf custolmelr elxpelctatiolns oln bank selrvicel pelrfolrmancel, custolmelr 
satisfactioln, and custolmelr trust is an impolrtant aspelct in banks' elffolrts tol maintain a 
colmpeltitivel advantagel, gain custolmelr lolyalty, and build a strolng relputatioln. Banks that arel 
ablel tol melelt custolmelr elxpelctatiolns, dellivelr golold selrvicel pelrfolrmancel, and gain high 
custolmelr satisfactioln and trust, will havel a sollid folundatioln folr lolng-telrm grolwth and succelss 
in thel banking industry. 

Conclusion 

 In this study, wel havel discusseld thel elffelct olf custolmelr elxpelctatiolns oln bank selrvicel 
pelrfolrmancel, thel elffelct olf bank selrvicel pelrfolrmancel oln custolmelr satisfactioln, and thel elffelct olf 
custolmelr satisfactioln oln custolmelr trust. It was folund that high custolmelr elxpelctatiolns 
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elncoluragel banks tol improlvel selrvicel pelrfolrmancel in olrdelr tol melelt thelsel elxpelctatiolns. Golold 
selrvicel pelrfolrmancel, which melelts olr elxcelelds custolmelr elxpelctatiolns, colntributels tol highelr 
lelvells olf custolmelr satisfactioln. High custolmelr satisfactioln, in turn, strelngthelns custolmelr trust 
in thel bank. 

 Custolmelr trust is a kely factolr in building lolng-telrm rellatiolnships beltweleln banks and 
custolmelrs. With strolng trust, banks can gain custolmelr lolyalty, relcolmmelnd thel bank tol olthelrs, 
and relducel thel risk olf lolsing custolmelrs. Thelrelfolrel, banks neleld tol colntinuolusly strivel tol 
increlasel custolmelr satisfactioln and build lasting trust by prolviding supelriolr, transparelnt, and 
relliablel selrvicels. 

 Tol achielvel this, banks neleld tol colnduct in-delpth markelt relselarch tol undelrstand custolmelr 
elxpelctatiolns and nelelds. Banks must alsol colntinuolusly improlvel thel quality olf thelir selrvicels 
throlugh innolvatioln, elmplolyelel training, and thel applicatioln olf advanceld infolrmatioln 
telchnollolgy. Elffelctivel colmmunicatioln with custolmelrs, prolmpt relspolnsel tol custolmelr feleldback 
and colmplaints, and golold risk managelmelnt arel alsol impolrtant factolrs in building custolmelr 
trust. 

 Thus, this study prolvidels a belttelr undelrstanding olf holw thel influelncel olf custolmelr 
elxpelctatiolns, bank selrvicel pelrfolrmancel, custolmelr satisfactioln, and custolmelr trust arel 
intelrrellateld. Thel relsults olf this study can selrvel as a relfelrelncel folr banks tol delvellolp elffelctivel 
stratelgiels tol increlasel custolmelr satisfactioln and build strolng trust. It is holpeld that this relselarch 
can makel a melaningful colntributioln tol thel delvellolpmelnt olf belttelr bank selrvicels and strelngtheln 
thel rellatiolnship beltweleln banks and custolmelrs. 
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