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Abstract

This paper is to identifies relationship between service quality, trust toward employees, trust
toward store and store loyalty by investigate how service quality influences on trust toward
employees and trust toward store, and its, in turn, influence on store loyalty and explain the
moderating effect in relationships between service quality and trust toward employees, and
service qualty and trust toward store in bank services setting. A survey study was conducted
to collect the data with the actual service purchasers at domestic mayor banks. Analysis of
structural equation modeling with AMOS 18.0 was performed to test the research hypothesis.
The results of the study are as follows: First, it was found to the moderating effect in
relationships between empathy dimension of service quality and trust toward employees, and
assurance dimension of service quality and trust toward store. Second, service quality shows
differential effects on both trust toward employees and trust toward store by dimension but trust
toward employees influence on both trust toward store and it, in turn, influence on store loyalty.
To sum up, it have to build empathy of service quality for increase of trust toward their
customer who have high duration of relationship and have to build assurance of service quality
for increase of trust toward store in bank service settings.
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