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ABSTRACT

This paper deals with how strongly banks' perceived repair efforts to influence their trustworthiness and elicit
forgiveness following the banking crisis in Iceland in October 2008 relate to their trustworthiness, customer
forgiveness and their trust towards them, how strongly trustworthiness relates to both forgiveness and trust
and how strongly the two are related. The population of interest was the customers of the Icelandic banks. A
convenience sample was used. The research questions are, "How strong is the relationship between the
different repair efforts and the dimensions of trustworthiness?", "How strong is the relationship between the
different repair efforts and a) forgiveness and b) trust", "How strong is the relationship between the different
dimensions of trustworthiness and a) forgiveness and b) trust?" and "How strong is the relationship between
customer forgiveness and trust?". The results of the research are that there were strong positive relationships
between all the different repair efforts and all the trustworthiness dimensions, all the different repair efforts
and forgiveness and trust and also all the trustworthiness dimensions and forgiveness and trust.
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