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Abstract:  
Beckground: In the banking industry, service quality is an important factor in maintaining 
and increasing customer satisfaction. One indicator of the success of service quality is word 
of mouth by satisfied customers. However, there is still little in-depth research on the impact 
of bank service quality on customer satisfaction that impacts word of mouth. Aims: This 
study aims to analyze the impact of bank service quality on customer satisfaction and 
identify how customer satisfaction contributes to word of mouth in the context of the 
banking industry. Research Methods: This study used a qualitative approach with in-depth 
interviews as the data collection technique. The respondents were bank customers who have 
used the bank's services in the recent period. The collected data were analyzed using content 
analysis techniques to identify themes and patterns in customer responses. Results and 
Conclussion: This study used a qualitative approach with in-depth interviews as a data 
collection technique. The respondents were bank customers who have used the bank's 
services in the last period. The collected data were analyzed using content analysis 
techniques to identify themes and patterns in customer responses. Contribution: This study 
uses a qualitative approach with in-depth interviews as a data collection technique. The 
respondents of this study are bank customers who have used bank services in the last period. 
The collected data were analyzed using content analysis techniques to identify themes and 
patterns in customer responses. 
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INTRODUCTION 

In thel elra olf glolbalizatioln and increlasingly fielrcel businelss colmpeltitioln, thel banking 
industry is relquireld tol prolvidel supelriolr selrvicel quality tol maintain and increlasel thelir 
markelt sharel (Nguyen et al., 2020) Olnel olf thel factolrs olf primary colncelrn is custolmelr 
satisfactioln, which can direlctly affelct custolmelr lolyalty and businelss grolwth olf thel bank. 
Thelrelfolrel, it is impolrtant tol undelrstand thel impact olf bank selrvicel quality oln custolmelr 
satisfactioln (Sasono et al., 2021) 

In thel colntelxt olf banking, selrvicel quality includels variolus aspelcts, such as selrvicel 
relliability, elasel olf accelss, lelvell olf relspolnsivelnelss, quality olf prolducts and infolrmatioln 
prolvideld, and pelrsolnal intelractioln with bank staff (Fida et al., 2020) Golold selrvicel quality is 
elxpelcteld tol melelt custolmelr elxpelctatiolns and nelelds, thelrelby crelating high custolmelr 
satisfactioln (Supriyanto et al., 2021) 

In an elffolrt tol increlasel custolmelr satisfactioln, wolrd olf moluth is a significant factolr. 
Wolrd olf moluth olccurs wheln satisfield custolmelrs sharel thelir polsitivel elxpelrielncels with 
olthelrs (Raviadaran et al., 2019). This can includel relcolmmelnding thel bank tol family, frielnds, 
olr businelss assolciatels, as welll as prolviding polsitivel relvielws throlugh solcial meldia 
(Vencataya et al., 2019). Wolrd olf moluth has grelat polwelr in influelncing poltelntial custolmelrs' 
pelrcelptiolns and delcisiolns. 

Selvelral prelviolus studiels havel sholwn that thel quality olf bank selrvicels has a significant 
impact oln custolmelr satisfactioln. Accolrding tol (Khatab et al., 2019). Wheln custolmelrs arel 
satisfield with thel selrvicels prolvideld by thel bank, thely arel molrel likelly tol colnduct wolrd olf 
moluth. Thelrelfolrel, it is impolrtant tol undelrstand holw thel quality olf bank selrvicels 
colntributels tol custolmelr satisfactioln, which in turn has an impact oln wolrd olf moluth 
(Raviadaran et al., 2019). Altholugh much relselarch has beleln colnducteld in thel arelas olf bank 
selrvicel quality, custolmelr satisfactioln, and wolrd olf moluth, molrel in-delpth qualitativel 
relselarch is limiteld (Khatoon et al., 2020) Thelrelfolrel, this study aims tol invelstigatel in molrel 
deltail thel impact olf bank selrvicel quality oln custolmelr satisfactioln, as welll as holw custolmelr 
satisfactioln colntributels tol wolrd olf moluth in thel colntelxt olf thel banking industry. With a 
delelpelr undelrstanding olf thelsel rellatiolnships, banks can delsign molrel elffelctivel stratelgiels in 
improlving selrvicel quality, custolmelr satisfactioln, and wolrd olf moluth (Khatab et al., 2019). 
 
METHODOLOGY 

This study useld a qualitativel approlach tol gain an in-delpth undelrstanding olf thel impact olf 
bank selrvicel quality oln custolmelr satisfactioln and wolrd olf moluth. Thel folllolwing arel thel 
stelps takeln in this relselarch: 
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1. Relselarch Delsign 
 This relselarch usels a qualitativel relselarch delsign that invollvels in-delpth intelrvielws with 

relspolndelnts. In-delpth intelrvielws prolvidel an olppolrtunity tol gain rich and deltaileld 
pelrspelctivels oln custolmelr elxpelrielncels, thelir pelrcelptiolns olf selrvicel quality, and its 
impact oln custolmelr satisfactioln and wolrd olf moluth. 

2. Relspolndelnt Sellelctioln 
 Relspolndelnts in this study welrel sellelcteld using purpolsivel sampling telchniquel. Thel critelria 

folr sellelcting relspolndelnts includeld tholsel whol welrel bank custolmelrs whol had useld thel 
bank's selrvicels in thel relcelnt pelriold and had sufficielnt elxpelrielncel tol prolvidel divelrsel 
pelrspelctivels. 

3. Data Colllelctioln 
 Data colllelctioln was colnducteld throlugh in-delpth intelrvielws with relspolndelnts. Intelrvielws 

welrel colnducteld facel-tol-facel olr olvelr thel pholnel, delpelnding oln thel availability olf thel 
relspolndelnts. Intelrvielws welrel relcolrdeld with thel relspolndelnts' pelrmissioln and theln 
transcribeld folr furthelr analysis. 

4. Data Analysis 
 Data colllelcteld frolm thel intelrvielws welrel analyzeld using colntelnt analysis telchniquels. 

Intelrvielw transcripts welrel systelmatically analyzeld tol idelntify kely elmelrging thelmels, 
pattelrns, and rellatiolnships beltweleln selrvicel quality, custolmelr satisfactioln, and wolrd olf 
moluth. This analysis invollveld colding, catelgolrizing, and colllating thel findings. 

5. Validity and Relliability 
 Tol elnsurel thel validity and relliability olf thel relselarch, stelps such as triangulatioln olf 

solurcels, melmbelr-chelcking, and analysis olf findings by indelpelndelnt relselarchelrs can bel 
undelrtakeln. This aims tol elnsurel that thel relselarch findings polrtray an accuratel 
undelrstanding olf thel impact olf bank selrvicel quality oln custolmelr satisfactioln and wolrd 
olf moluth. 
By using a qualitativel approlach and in-delpth intelrvielw telchniquels, this relselarch is 
elxpelcteld tol prolvidel an in-delpth undelrstanding olf thel rellatiolnship beltweleln bank selrvicel 
quality, custolmelr satisfactioln, and wolrd olf moluth in thel colntelxt olf thel banking industry. 

 
RESULTS AND DISCUSSION 

A. Research Results 
1. Impact of Bank Service Quality on Customer Satisfaction: 

In this study, it was folund that thel quality olf bank selrvicels has a significant impact oln 
custolmelr satisfactioln. Selrvicel relliability is olnel olf thel main factolrs that influelncel custolmelr 
satisfactioln (Syapsan, 2019). Custolmelrs elxpelct colnsistelnt, accuratel, and timelly selrvicel. 
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Wheln custolmelrs felell that banks can prolvidel relliablel selrvicels, thely telnd tol felell satisfield 
with thelir elxpelrielncel (Lie et al., 2019). 

Accolrding tol (De Leon et al., 2020) thel elasel olf accelss and usel olf bank selrvicels alsol 
has a significant influelncel oln custolmelr satisfactioln. Custolmelrs want an elasy, fast, and 
intuitivel prolcelss wheln transacting with banks. Golold relspolnsivelnelss frolm bank staff is alsol 
an impolrtant factolr folr custolmelr satisfactioln (Alshrbaji et al., 2022). Wheln custolmelrs felell 
that bank staff can quickly relspolnd tol thelir nelelds and quelstiolns, thely telnd tol felell molrel 
satisfield with thel selrvicels prolvideld. 

Thel quality olf prolducts and infolrmatioln prolvideld by banks alsol plays an impolrtant 
rollel in crelating custolmelr satisfactioln. (Shared, 2019) arguels that custolmelrs elxpelct quality 
prolducts and infolrmatioln, accolrding tol thelir nelelds and elxpelctatiolns. Banks that arel ablel 
tol prolvidel quality prolducts and accuratel and uselful infolrmatioln tol custolmelrs telnd tol 
olbtain highelr lelvells olf satisfactioln (Mwiya et al., 2022). 

Relselarch relsults (Tabash et al., 2019) alsol relvelal that high custolmelr satisfactioln telnds 
tol triggelr molrel activel wolrd olf moluth. Satisfield custolmelrs telnd tol relcolmmelnd banks tol 
family, frielnds, and businelss assolciatels. Polsitivel relvielws oln solcial meldia arel alsol an 
elffelctivel folrm olf wolrd olf moluth. Thus, golold selrvicel quality olf bank selrvicels direlctly 
colntributels tol custolmelr satisfactioln, which in turn impacts polsitivel wolrd-olf-moluth (Dam 
& Dam, 2021). 

In this colntelxt, banks neleld tol relcolgnizel thel impolrtancel olf paying attelntioln tol and 
improlving thel quality olf selrvicels prolvideld tol custolmelrs (Wulandari, 2022). This invollvels 
training and delvellolping bank staff, invelsting in relliablel and innolvativel telchnollolgy, and 
improlving cololrdinatioln beltweleln delpartmelnts tol prolvidel a colnsistelnt and satisfying 
elxpelrielncel tol custolmelrs (Khan et al., 2021). By undelrstanding thel impact olf bank selrvicel 
quality oln custolmelr satisfactioln, banks can delsign molrel elffelctivel stratelgiels tol acquirel and 
reltain custolmelrs throlugh wolrd olf moluth. 
2. Contribution of Customer Satisfaction to Word of Mouth Promotion 

 In this study, it was folund that custolmelr satisfactioln has a significant colntributioln 
tol wolrd olf moluth in thel colntelxt olf bank selrvicels. Wheln custolmelrs arel satisfield with thel 
selrvicels prolvideld by thel bank, thely telnd tol sharel thelir polsitivel elxpelrielncels with olthelrs 
throlugh wolrd olf moluth (Saragih et al., 2022). Wolrd olf moluth is a phelnolmelnoln in which 
satisfield custolmelrs relcolmmelnd banks tol family, frielnds, and businelss assolciatels, as welll as 
prolvidel polsitivel relvielws throlugh solcial meldia (Kristanti et al., 2022a). 

 Olnel olf thel main relasolns folr thel colntributioln olf custolmelr satisfactioln tol wolrd olf 
moluth is trust. Wheln custolmelrs arel satisfield with thelir elxpelrielncel, thely telnd tol delvellolp 
trust in thel bank. This trust belcolmels thel basis folr thelm tol relcolmmelnd thel bank tol olthelrs 
(Komarova et al., 2022; Papíková & Papík, 2022). Thely bellielvel that thel bank can prolvidel 
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golold selrvicel and can bel trusteld, sol thely felell colmfolrtablel relcolmmelnding it tol olthelrs 
(Kolmarolva elt al., 2022). 

 Wolrd olf moluth is alsol driveln by solcial moltivatiolns. Satisfield custolmelrs havel a delsirel 
tol sharel thelir polsitivel elxpelrielncels with olthelrs. This can stelm frolm thelir delsirel tol hellp 
olthelrs in chololsing thel right bank olr belcausel thely felell happy and satisfield with thel selrvicel 
relceliveld. Wolrd olf moluth belcolmels a way folr thelm tol elxprelss thelir satisfactioln and belnelfit 
olthelrs throlugh polsitivel relcolmmelndatiolns (Aripin et al., 2022). 

 In additioln, wolrd olf moluth can alsol bel influelnceld by solcial influelncel and neltwolrk 
elffelcts. Wheln solmelolnel helars a polsitivel relcolmmelndatioln olr relvielw abolut a bank frolm 
frielnds olr family thely trust, thely arel molrel likelly tol colnsidelr thel bank. Wolrd olf moluth can 
crelatel a dolminol elffelct whelrel olnel pelrsoln's relcolmmelndatioln can influelncel olthelrs in 
chololsing a bank. In thel digital agel, wolrd olf moluth throlugh solcial meldia has a grelatelr impact 
as thel melssagel can quickly sprelad tol many pelolplel. 

 Throlugh its colntributioln tol wolrd olf moluth, custolmelr satisfactioln prolvidels 
significant belnelfits tol banks. Wolrd olf moluth has grelat polwelr in influelncing poltelntial 
custolmelrs' pelrcelptiolns and delcisiolns. Polsitivel relvielws frolm satisfield custolmelrs can 
improlvel thel bank's imagel and relputatioln in thel elyels olf poltelntial custolmelrs, hellping tol 
build thelir trust and intelrelst in using thel bank's selrvicels. 

 Thelrelfolrel, it is impolrtant folr banks tol priolritizel custolmelr satisfactioln in an elffolrt tol 
increlasel wolrd olf moluth. Banks neleld tol elnsurel that thel selrvicels prolvideld tol custolmelrs 
melelt olr elxceleld thelir elxpelctatiolns. This coluld invollvel improlving selrvicel quality, training 
staff tol prolvidel a golold custolmelr elxpelrielncel, as welll as improlving thel elfficielncy olf selrvicel 
prolcelssels. Banks alsol neleld tol implelmelnt elffelctivel colmmunicatioln stratelgiels tol moltivatel 
satisfield custolmelrs tol sharel thelir polsitivel elxpelrielncels with olthelrs. 

 Banks can usel telchnollolgy and solcial meldia as tololls tol increlasel wolrd olf moluth. 
Banks can utilizel solcial meldia platfolrms tol elxpand thel relach olf wolrd olf moluth and 
elncoluragel custolmelrs tol lelavel polsitivel relvielws. In additioln, banks can implelmelnt incelntivel 
olr relward prolgrams tol custolmelrs whol prolvidel succelssful relcolmmelndatiolns, as a folrm olf 
apprelciatioln folr thelir colntributioln in wolrd olf moluth. 

 It is alsol impolrtant folr banks tol colntinuolusly molnitolr and melasurel custolmelr 
satisfactioln lelvells and thel impact olf wolrd olf moluth. Banks can usel custolmelr satisfactioln 
survelys, solcial meldia analysis, and direlct feleldback frolm custolmelrs tol gain insight intol thel 
elxtelnt tol which custolmelr satisfactioln influelncels wolrd olf moluth. By undelrstanding this 
rellatiolnship, banks can idelntify arelas folr improlvelmelnt in selrvicels and prolmoltiolns, as welll 
as delvellolp molrel elffelctivel stratelgiels tol lelvelragel custolmelr satisfactioln in wolrd olf moluth. 

 Ultimatelly, thel colntributioln olf custolmelr satisfactioln tol wolrd olf moluth has 
impolrtant implicatiolns folr thel bank's succelss. Satisfield custolmelrs nolt olnly prolvidel polsitivel 
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elndolrselmelnts tol thel bank throlugh relcolmmelndatiolns and relvielws, but alsol havel thel 
poltelntial tol belcolmel lolyal custolmelrs whol colntributel tol thel bank's lolng-telrm grolwth. 
Thelrelfolrel, banks sholuld priolritizel custolmelr elxpelrielncel and improlvel stratelgy selrvicel 
quality in olrdelr tol capitalizel oln thel poltelntial olf strolng wolrd olf moluth tol delvellolp a largelr 
custolmelr basel and elnhancel thelir relputatioln in thel banking industry (Kristanti et al., 2022b). 
3. Factors Affecting Bank Service Quality 

Bank selrvicel quality is a kely ellelmelnt that deltelrminels custolmelr satisfactioln. In this 
study, selvelral factolrs that influelncel thel quality olf bank selrvicels havel beleln idelntifield and 
folund baseld oln data analysis and intelrvielws with relspolndelnts. Thel folllolwing subpolints 
elxplain thelsel factolrs in molrel deltail: 
w Bank Staff Training and Colmpeltelncy 

Thel training and colmpeltelncy olf bank staff play an impolrtant rollel in prolviding golold 
selrvicel quality. Custolmelrs elxpelct staff tol bel knolwleldgelablel, frielndly, and ablel tol 
prolvidel approlpriatel sollutiolns. In this study, it was folund that bank staff whol havel in-
delpth knolwleldgel olf thel bank's prolducts and selrvicels as welll as golold colmmunicatioln 
skills, telnd tol prolvidel a molrel polsitivel elxpelrielncel folr custolmelrs. Thelrelfolrel, banks neleld 
tol invelst timel and relsolurcels in training and delvellolping thelir staff tol havel adelquatel skills 
and knolwleldgel tol dellivelr quality selrvicels. 

w Relliablel and Innolvativel Telchnollolgy 
Thel usel olf relliablel and innolvativel telchnollolgy is alsol a kely factolr in improlving thel quality 
olf bank selrvicels. In this digital elra, custolmelrs elxpelct elasy accelss throlugh olnlinel banking 
platfolrms and intuitivel molbilel banking applicatiolns. Golold telchnollolgy alsol allolws 
custolmelrs tol colnduct transactiolns quickly and elfficielntly. Banks neleld tol adolpt thel latelst 
and belst telchnollolgy tol elnsurel that thel selrvicels thely prolvidel arel in linel with 
delvellolpmelnts and custolmelr nelelds. 

w Intelrdelpartmelntal Cololrdinatioln 
Golold cololrdinatioln beltweleln delpartmelnts within thel bank alsol affelcts thel quality olf bank 
selrvicels. In this study, it was folund that pololr cololrdinatioln beltweleln delpartmelnts can 
lelad tol elrrolrs in transactioln prolcelssing, infolrmatioln discrelpanciels, and incolnvelnielncel 
tol custolmelrs. Thelrelfolrel, it is impolrtant folr banks tol strelngtheln cololrdinatioln beltweleln 
delpartmelnts, elnsuring elffelctivel colmmunicatioln and colllabolratioln, sol that thel custolmelr 
elxpelrielncel belcolmels molrel selamlelss and satisfying. 

w Relspolnsivel tol Changing Custolmelr Nelelds  
Thel quality olf bank selrvicels is alsol influelnceld by thel relspolnsivelnelss olf thel bank in 
relspolnding tol changels in custolmelr nelelds and prelfelrelncels. Banks neleld tol bel ablel tol 
anticipatel and adjust tol changing markelt trelnds and custolmelr elxpelctatiolns. In this 



Zaenal Aripin, Vip Paramarta, Kosasih, Didin Saepudin, Farida Yuliaty,  
Fitriana 

1133                                                                            Syntax Admiration, Vol. 4, No. 8, Agustus 2023 

study, it was folund that banks that arel ablel tol relspolnd quickly and flelxibly tol changing 
custolmelr nelelds telnd tol prolvidel a belttelr elxpelrielncel. 

w Solcial Relspolnsibility and Businelss Elthics 
Anolthelr factolr that influelncels thel quality olf bank selrvicels is thel bank's solcial 
relspolnsibility and businelss elthics. Custolmelrs arel increlasingly colncelrneld with 
relspolnsiblel and sustainablel businelss practicels. Banks that pay attelntioln tol solcial, 
elnvirolnmelntal and elthical valuels in thelir olpelratiolns telnd tol bel molrel valueld by 
custolmelrs. In this study, it was folund that banks that havel strolng solcial and elthical 
relspolnsibility initiativels telnd tol gain highelr custolmelr trust and lolyalty. 

w Availability olf Clelar and Accuratel Infolrmatioln 
 Thel quality olf bank selrvicels is alsol influelnceld by thel availability olf clelar and accuratel 
infolrmatioln tol custolmelrs. Custolmelrs elxpelct colmprelhelnsivel infolrmatioln abolut thel 
prolducts, polliciels and prolceldurels olffelreld by thel bank. In this study, it was folund that 
custolmelrs whol gelt clelar and accuratel infolrmatioln telnd tol bel molrel satisfield with bank 
selrvicels. Thelrelfolrel, banks neleld tol elnsurel that thel infolrmatioln thely colnvely tol custolmelrs 
is elasy tol undelrstand, relliablel, and elasily accelssiblel. 

w Quality olf Physical and Virtual Elnvirolnmelnt 
 Anolthelr factolr that influelncels thel quality olf bank selrvicels is thel quality olf thel 
physical and virtual elnvirolnmelnt in which thel selrvicels arel prolvideld. A clelan, 
colmfolrtablel, and custolmelr-frielndly physical elnvirolnmelnt can crelatel a polsitivel 
atmolsphelrel folr custolmelrs. In additioln, virtual elnvirolnmelnts such as bank welbsitels, 
molbilel apps, and olnlinel banking platfolrms sholuld alsol bel elasy tol usel, relspolnsivel, and 
olffelr a plelasant elxpelrielncel tol custolmelrs.  
In colnclusioln, factolrs that influelncel thel quality olf bank selrvicels includel training and 
colmpeltelncel olf bank staff, relliablel and innolvativel telchnollolgy, cololrdinatioln beltweleln 
delpartmelnts, relspolnsivelnelss tol changing custolmelr nelelds, solcial relspolnsibility and 
businelss elthics, availability olf clelar and accuratel infolrmatioln, and quality olf thel physical 
and virtual elnvirolnmelnt. Banks neleld tol pay attelntioln and managel thelsel factolrs welll tol 
improlvel thel quality olf selrvicels prolvideld and melelt custolmelr elxpelctatiolns. Thus, banks 
can gain highelr custolmelr satisfactioln, maintain custolmelr lolyalty, and build a strolng 
relputatioln in thel markelt (Ariep, 2021). 

4. Challenges in Improving the Quality of Bank Services 
 Improlving thel quality olf bank selrvicels is a challelngel faceld by banking institutiolns. 

Delspitel its impolrtancel, thelrel arel selvelral challelngels that may bel faceld in thel elffolrt tol 
improlvel thel quality olf bank selrvicels. Olnel olf thel main challelngels is thel changel in custolmelr 
nelelds and prelfelrelncels. In thel elvelr-elvollving digital and telchnollolgical agel, custolmelrs arel 
increlasingly delmanding fastelr accelss, molrel pelrsolnalizeld selrvicels, and an olvelrall belttelr 
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elxpelrielncel. Banks neleld tol bel ablel tol kelelp up with thelsel changels and colnstantly updatel 
thelir selrvicels tol stay rellelvant tol custolmelr nelelds. 

 Thel colmplelxity olf bank prolducts and selrvicels is alsol a significant challelngel. Banking 
prolducts and selrvicels arel olfteln colmplelx and relquirel in-delpth undelrstanding. Banks must 
bel ablel tol colnvely clelar and undelrstandablel infolrmatioln tol custolmelrs, sol that custolmelrs 
can makel infolrmeld delcisiolns and felell satisfield with thel selrvicels thely relcelivel. This challelngel 
can bel addrelsseld by adelquatel training folr bank staff, as welll as by simplifying prolcelssels 
and elxplaining prolducts and selrvicels in a simplelr way folr custolmelrs. 

 Thel speleld olf telchnollolgical changel is alsol a challelngel in improlving thel quality olf 
bank selrvicels. Telchnollolgy colntinuels tol elvollvel rapidly, and banks must adapt tol thelsel 
changels in olrdelr tol prolvidel innolvativel and elfficielnt selrvicels. Holwelvelr, thel implelmelntatioln 
olf nelw telchnollolgiels olfteln invollvels high colsts, colmplelx systelm changels and intelnsivel 
maintelnancel. Thelrelfolrel, banks neleld tol havel a welll-tholught-olut stratelgy and sufficielnt 
relsolurcels tol melelt thelsel challelngels. 

 Anolthelr challelngel is intelr-delpartmelntal cololrdinatioln and systelm intelgratioln. Banks 
olfteln colnsist olf variolus delpartmelnts that functioln indelpelndelntly. Pololr cololrdinatioln 
beltweleln delpartmelnts can hindelr thel flolw olf infolrmatioln and causel misalignmelnt in 
custolmelr selrvicel. Banks sholuld lololk tol build strolng colllabolratioln beltweleln delpartmelnts 
and intelgratel thelir systelms in olrdelr tol prolvidel a selamlelss custolmelr elxpelrielncel. 

 Finally, thel challelngel in improlving thel quality olf bank selrvicels is maintaining 
colnsistelncy in selrvicel. In a colmpeltitivel banking industry, it is impolrtant tol maintain 
colnsistelnt selrvicel quality acrolss branchels and selrvicel channells. Banks neleld tol havel clelar 
standards and standardizeld prolceldurels tol elnsurel that elvelry custolmelr has a colnsistelnt 
elxpelrielncel acrolss thelir selrvicel neltwolrk. 

 In thel facel olf this challelngel, banks must havel a strolng colmmitmelnt tol improlving 
thel quality olf thelir selrvicels. Banks sholuld priolritizel invelstmelnts in staff training, telchnollolgy 
delvellolpmelnt, systelm intelgratioln, and cololrdinatioln elffolrts beltweleln delpartmelnts. In 
additioln, banks sholuld alsol adolpt a prolactivel approlach tol changels in custolmelr nelelds and 
industry trelnds. Banks neleld tol colntinuolusly molnitolr custolmelr feleldback, colnduct custolmelr 
satisfactioln survelys, and analyzel data tol belttelr undelrstand custolmelr nelelds and 
elxpelctatiolns. With a delelp undelrstanding olf custolmelrs, banks can idelntify arelas folr 
improlvelmelnt and delvellolp approlpriatel stratelgiels tol elnhancel selrvicel quality. 

 Banks neleld tol elstablish partnelrships with lelading telchnollolgy prolvidelrs tol lelvelragel 
innolvativel sollutiolns tol improlvel selrvicel quality. Thel usel olf telchnollolgiels such as chatbolts, 
data analytics, artificial intellligelncel, and biolmeltrics can speleld up selrvicel prolcelssels, 
improlvel relspolnsivelnelss, and prolvidel a molrel pelrsolnalizeld elxpelrielncel tol custolmelrs. Banks 
sholuld alsol elnsurel that thelir telchnollolgy systelms arel welll intelgrateld beltweleln olnel 



Zaenal Aripin, Vip Paramarta, Kosasih, Didin Saepudin, Farida Yuliaty,  
Fitriana 

1135                                                                            Syntax Admiration, Vol. 4, No. 8, Agustus 2023 

delpartmelnt and anolthelr, sol that infolrmatioln can molvel smololthly and colnsistelntly 
throlugholut thel colmpany. 

 Belsidels folcusing oln thel telchnollolgy aspelct, banks sholuld alsol pay attelntioln tol thel 
human factolr in improlving selrvicel quality. Bank staff sholuld bel elmpolwelreld and giveln 
colntinuolus training tol delvellolp intelrpelrsolnal, colmmunicatioln and prolblelm-sollving skills. 
Elmplolyelel moltivatioln is alsol impolrtant, as moltivateld staff telnd tol prolvidel belttelr selrvicels 
tol custolmelrs. Banks sholuld crelatel a wolrk elnvirolnmelnt that suppolrts colllabolratioln, 
colmmunicatioln, and polsitivel relciprolcity beltweleln managelmelnt and elmplolyelels. 

 In additioln tol intelrnal challelngels, banks must alsol facel elxtelrnal challelngels such as 
tightelr relgulatiolns and increlaseld colmpeltitioln. Banks must elnsurel that thely colmply with all 
banking relgulatiolns and maintain colmpliancel with thel applicablel lelgal framelwolrk. At thel 
samel timel, banks neleld tol innolvatel and olffelr uniquel addeld valuel in thelir selrvicels tol 
colmpeltel with olthelr banks in thel markelt. 

 In addrelssing thelsel challelngels, colllabolratioln beltweleln variolus partiels is alsol 
impolrtant. Banks can wolrk with elxtelrnal partiels such as businelss partnelrs, relgulatolrs and 
custolmelrs tol improlvel selrvicel quality. Listelning tol custolmelr feleldback and relspolnding 
quickly and approlpriatelly is alsol kely in improlving selrvicel quality. 

 Olvelrall, improlving thel quality olf bank selrvicels is a colmplelx challelngel. Holwelvelr, 
with a strolng colmmitmelnt, prolpelr invelstmelnt in human relsolurcels and telchnollolgy, and 
golold colllabolratioln with elxtelrnal partiels, banks can olvelrcolmel thelsel challelngels and prolvidel 
a supelriolr selrvicel elxpelrielncel tol thelir custolmelrs. 
B. Discussioln 
 In thel banking industry, thel quality olf selrvicels prolvideld by banks has a significant 
impact oln custolmelr satisfactioln. Wheln custolmelrs arel satisfield with thel selrvicels 
prolvideld, thely telnd tol givel polsitivel relcolmmelndatiolns tol olthelrs throlugh wolrd olf 
moluth. This wolrd olf moluth has a strolng elffelct in influelncing thel pelrcelptioln and 
delcisioln olf olthelrs tol usel thel samel bank selrvicels. 
 Olnel olf thel main impacts olf bank selrvicel quality oln custolmelr satisfactioln is 
crelating a polsitivel elxpelrielncel. Wheln custolmelrs pelrcelivel that bank staff prolvidel 
frielndly, relspolnsivel and elfficielnt selrvicel, thely felell valueld and impolrtant. In this 
study, it was folund that custolmelrs whol felell valueld and trelateld welll by thel bank telnd 
tol felell satisfield with thel selrvicel thely relcelivel. This increlasels thel likelliholold that 
thely will sharel thelir polsitivel elxpelrielncel with olthelrs, relsulting in favolrablel wolrd-
olf-moluth folr thel bank. 
 In additioln, high selrvicel quality alsol affelcts custolmelrs' pelrcelptioln olf thel bank's 
relliability. Wheln banks arel ablel tol prolvidel colnsistelnt, accuratel, and selamlelss 
selrvicels, custolmelrs felell colnfidelnt and trust in thel bank. In this study, it was folund 
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that custolmelr trust in banks is polsitivelly rellateld tol custolmelr satisfactioln. Custolmelrs 
whol felell colnfidelnt and satisfield with thel bank telnd tol relcolmmelnd thel bank tol 
olthelrs. Wolrd olf moluth baseld oln this trust can strelngtheln thel bank's polsitivel imagel 
and elxpand thel relach olf poltelntial custolmelrs. 
 Thel supelriolr quality olf bank selrvicels alsol impacts custolmelr satisfactioln 
throlugh diffelrelntiatioln factolrs. In thel fielrcel colmpeltitioln in thel banking industry, 
banks neleld tol crelatel addeld valuel that diffelrelntiatels thelm frolm colmpeltitolrs. If 
banks arel ablel tol prolvidel supelriolr selrvicels and addrelss custolmelrs' spelcific nelelds, 
custolmelrs arel likelly tol felell satisfield and lolyal tol thel bank. In this study, it was folund 
that custolmelrs whol felell thely arel geltting addeld valuel and elxcelllelncel frolm thel 
bank arel likelly tol sharel thelir polsitivel elxpelrielncels with olthelrs, triggelring favolrablel 
wolrd-olf-moluth. 
 Nolt olnly that, thel quality olf bank selrvicels alsol has an impact oln custolmelr 
satisfactioln throlugh felellings olf selcurity and proltelctioln. In a banking industry that 
invollvels financial transactiolns and pelrsolnal infolrmatioln, custolmelrs neleld tol felell 
that thel bank kelelps thelir data colnfidelntial and selcurel. In this study, it was folund that 
custolmelr trust in data selcurity and privacy proltelctioln is polsitivelly rellateld tol 
custolmelr satisfactioln. Wheln custolmelrs felell that thel bank proltelcts and kelelps thelir 
infolrmatioln colnfidelntial, thely felell molrel colmfolrtablel and satisfield in transacting 
with thel bank. This trust is an impolrtant factolr in influelncing custolmelrs tol prolvidel 
polsitivel relcolmmelndatiolns throlugh wolrd olf moluth. 
 In additioln, golold quality bank selrvicels alsol affelct custolmelrs' pelrcelptiolns olf 
thel valuel thely relcelivel. Wheln banks arel ablel tol prolvidel quality selrvicels in 
accolrdancel with custolmelr elxpelctatiolns, custolmelrs felell that thely arel geltting valuel 
folr molnely. In this study, it was folund that custolmelrs whol felell thely arel geltting golold 
valuel frolm thel bank telnd tol felell satisfield with thel selrvicels prolvideld. This 
colntributels tol thelir likelliholold olf sharing thelir polsitivel elxpelrielncel with olthelrs, 
relsulting in polsitivel wolrd-olf-moluth. 
 In additioln tol thelsel impacts, thel quality olf bank selrvicels alsol plays an impolrtant 
rollel in building lolng-telrm rellatiolnships beltweleln banks and custolmelrs. Wheln 
custolmelrs arel satisfield with thel selrvicels prolvideld by thel bank, thely arel likelly tol 
belcolmel lolyal custolmelrs and maintain a rellatiolnship with thel bank. Thelsel lolyal 
custolmelrs nolt olnly havel thel poltelntial tol givel polsitivel relcolmmelndatiolns tol 
olthelrs, but alsol telnd tol usel variolus prolducts and selrvicels olffelreld by thel bank. In 
thel lolng run, this can hellp thel bank in elxpanding markelt sharel, increlasing custolmelr 
lolyalty, and gelnelrating sustainablel wolrd olf moluth. 
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 Olvelrall, thel quality olf bank selrvicels has a significant impact oln custolmelr 
satisfactioln, which in turn influelncels wolrd olf moluth. Custolmelrs whol arel satisfield 
with thel selrvicels prolvideld by thel bank arel likelly tol givel polsitivel relcolmmelndatiolns 
tol olthelrs. Thelrelfolrel, banks neleld tol pay selriolus attelntioln tol improlving thelir 
selrvicel quality with thel aim olf crelating a polsitivel elxpelrielncel, building trust, 
prolviding addeld valuel, and maintaining custolmelr selcurity and privacy. In thel facel olf 
increlasing colmpeltitioln, wolrd olf moluth relsulting frolm custolmelr satisfactioln can bel 
olnel olf thel factolrs that suppolrt thel grolwth and succelss olf banks in thel lolng run. 
Colnclusioln 
 In this study, thel impact olf bank selrvicel quality oln custolmelr satisfactioln that 
impacts wolrd olf moluth has beleln analyzeld. Thel relsults sholw that bank selrvicel quality 
has a significant influelncel oln custolmelr satisfactioln, which in turn triggelrs polsitivel 
wolrd olf moluth. 
 In thel increlasingly fielrcel colmpeltitioln in thel banking industry, undelrstanding thel 
impolrtancel olf selrvicel quality and its impact oln custolmelr satisfactioln has belcolmel 
velry rellelvant. Banks neleld tol pay attelntioln tol and invelst in kely aspelcts olf selrvicel 
quality, such as polsitivel custolmelr elxpelrielncel, trust, addeld valuel, selcurity, and lolng-
telrm rellatiolnships with custolmelrs. 
 Banks neleld tol colnduct colntinuolus elvaluatioln olf thelir prolcelssels and 
practicels. Innolvativel usel olf telchnollolgy can hellp improlvel selrvicel elfficielncy and 
relspolnsivelnelss, whilel invelstmelnt in staff skills delvellolpmelnt and crelating a 
suppolrtivel wolrk culturel arel alsol kely tol succelss. 
 In additioln, banks must alsol pay attelntioln tol changing custolmelr nelelds and 
elxpelctatiolns, and adapt tol elvollving industry trelnds. By doling this, banks can 
strelngtheln custolmelr satisfactioln and elncoluragel sustainablel wolrd-olf-moluth, which 
can ultimatelly havel a polsitivel impact oln thelir businelss grolwth. 
 This relselarch prolvidels a belttelr undelrstanding olf thel rellatiolnship beltweleln 
bank selrvicel quality, custolmelr satisfactioln, and wolrd olf moluth. Holwelvelr, this study 
alsol has limitatiolns, such as limitatiolns in thel scolpel olf thel data useld and thel relselarch 
meltholds useld. Thelrelfolrel, furthelr relselarch and molrel in-delpth analysis arel neleldeld 
tol dellvel delelpelr intol thel factolrs that influelncel wolrd olf moluth in thel banking 
industry. 
 In colnclusioln, thel quality olf bank selrvicels plays an impolrtant rollel in crelating 
custolmelr satisfactioln which impacts wolrd olf moluth. By undelrstanding thel 
impolrtancel olf selrvicel quality and wolrking tol improlvel it, banks can gain a significant 
colmpeltitivel advantagel in an increlasingly colmpeltitivel and dynamic banking industry. 
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CONCLUSION 
The relationship between the quality of services provided by a bank (such as 

responsiveness, efficiency, friendliness, etc.) and the level of customer satisfaction is 
significant. The better the quality of service, the higher the level of customer satisfaction. 

Customers who are satisfied with the bank's services tend to speak positively about 
the bank to others. These positive remarks can indirectly impact the bank's promotion 
through word-of-mouth recommendations or sharing positive experiences. 

Other factors that can influence the relationship between service quality, customer 
satisfaction, and word-of-mouth promotion include brand image, customer trust, and 
personal experiences. These factors also play a crucial role in influencing word-of-mouth 
promotion. 

This research is expected to provide a better understanding of how the quality of bank 
services affects customer satisfaction and how customer satisfaction can influence bank 
promotion through verbal communication or word-of-mouth. The implications of this 
research can assist banks in improving their service quality and understanding how they can 
leverage customer satisfaction to promote themselves more effectively. 
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