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 THE INFLUENCE OF SERVICE QUALITY AND EMOTIONAL 

CLOSENESS ON CUSTOMER LOYALTY OF BANK NEGARA 

INDONESIA (BNI) MALANG BRANCH 

 

Ervina Widyatuti1 , Dicky Wisnu, Ph.D2, Viajeng Purnama Putri, S.E., MM3 

Program Studies of Management , Faculty of Economics and Business University 

of Muhammadiyah Malang 

Corresponding E-mail: Ervinawidyatuti213@gmail.com  

ABSTRACT 
This study seeks to examine the impact of service quality and emotional closeness 

on customer loyalty at Bank BNI (Bank Negara Indonesia) Malang Branch Office. 

This research falls under the category of explanatory research employing a 

quantitative approach to validate the proposed hypotheses. The research method is 

conducted through a questionnaire to 120 customers of Bank BNI Malang Branch 

in Malang City and data analysis using multiple linear regression, determination 

coefficient test, and hypothesis testing with t test and dominant test. The results 

show that the more service quality and emotional closeness increase, the more 

customer loyalty will also increase. The findings also indicate that service quality 

exerts the most influential impact on customer loyalty. The conclusion of this study 

is that service quality and emotional closeness have a positive and significant effect 

on customer loyalty. 

Keywords: service quality, emotional closeness, customer loyalty, Bank BNI 
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PENGARUH KUALITAS LAYANAN DAN KEDEKATAN EMOSIONAL 

TERHADAP LOYALITAS NASABAH BANK NEGARA INDONESIA (BNI) 
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ABSTRAK 
Penelitian ini bertujuan untuk menguji pengaruh kualitas pelayanan dan kedekatan 

emosional terhadap loyalitas nasabah Bank BNI (Bank Negara Indonesia) Kantor 

Cabang Malang. Penelitian ini termasuk dalam kategori penelitian eksplanatori 

yang menggunakan pendekatan kuantitatif untuk memvalidasi hipotesis yang 

diajukan. Metode penelitian dilakukan melalui kuesioner kepada 120 nasabah Bank 

BNI Cabang Malang Kota Malang dan analisis data menggunakan regresi linier 

berganda, uji koefisien determinasi, dan uji hipotesis dengan uji t dan uji dominan. 

Hasil penelitian menunjukkan bahwa semakin meningkat kualitas pelayanan dan 

kedekatan emosional maka loyalitas pelanggan juga akan meningkat. Temuan ini 

juga menunjukkan bahwa kualitas layanan memberikan dampak paling 

berpengaruh terhadap loyalitas pelanggan. Kesimpulan penelitian ini adalah 

kualitas pelayanan dan kedekatan emosional berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan. 

Kata Kunci: kualitas pelayanan, kedekatan emosional, loyalitas nasabah, Bank 

BNI 
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