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 The objective of this research was to establish whether client loyalty at 

STIFIn Medan is influenced by service quality and emotional closeness. The 

sample of this study was 133 respondents. Sampling using random 
sampling namely the determination of samples that provide equal 

opportunities for each member of the population to be sampled. using 

multiple regression tests to analyze data and the coefficient of 

determination (R2) to assess hypotheses, partial test (t test), and 

simultaneous test (F test), while data processing using SPSS 22. The results 

showed that partially service quality and emotional closeness affect client 

loyalty, and simultaneously service quality and emotional closeness affect 

client loyalty. 
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1. INTRODUCTION  

Service companies from year to year are increasingly becoming a concern. This can be seen from the 

intense competition in service quality and promotion. In a highly competitive environment, the most 

important thing for service companies to survive is customer satisfaction, which leads to increased loyalty 

to dominate the market. The company strives to make the client experience more satisfied by offering 

higher offerings and services. consequently, companies maintain their market position amidst increasingly 

fierce market competition. one of the ways that can be done is to develop methods to maintain consumer 

loyalty by providing better deals so that company control should be able to pay attention to satisfaction in 

accordance with the wishes of the client. In addition, emotional closeness is also important to create loyalty. 

In carrying out its business, STIFIn Medan is a service company that wants to provide the best service and 

an emotional approach to its clients. STIFIn Medan is a service company that serves a person's aptitude 

test. Through this test, a person can find out his ability or intelligence. This test can also provide millions of 

information about a person, ranging from physique, strengths and weaknesses, partner, chemistry, body 

metabolism, learning style, professional abilities, work style, and how to be successful in life. In the midst 

of intense competition in business activities in the same industry, every company realizes the importance 

of maintaining consumer loyalty so that its consumers do not move to competitors which has an impact on 

decreasing its market share. Customer loyalty can be said to be customer loyalty to a product, both in the 

form of physical products and services [1]. When customers are loyal to a company, they will buy and use 

its products repeatedly [2]. It is obvious that outstanding Service Quality is an effort to fulfill the wishes 

and dreams of consumers and the timeliness of withdrawal to balance consumer expectations. Good service 

has an impact on consumer satisfaction which leads to repeat purchases which means increased sales. Good 

service can create customer satisfaction and loyalty and contribute to distance from competitors [3]. In 

addition, emotional closeness is also the key to trust, which involves a person’s readiness to perform a 

certain behavior in a certain way, believing the that company will give him what he expects [4]. The results 

of previous research conducted by [5] revealed that partial customer value has a positive effect on customer 

loyalty, and emotional closeness significantly influences customer loyalty.  

 

2. LITERATURE REVIEW  

Quality of Service   

Service Quality is an assessment of customers or consumers regarding the service of the products 

or services they receive with the desired or expected level of service [6].  

Service quality is the ability of a company to provide services that can make customers feel satisfied 

according to their needs and desires [7]. 

Service quality is an effort made by way of the corporation to meet the expectations of its clients. 

Service quality emphasizes more components of patron pleasure provided by companies that offer 
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services, the achievement of a company engaged within the carrier area relies upon at the excellent 

offerings supplied [8]. 

 

Emotional Closeness   

Emotional closeness is understood as positive feelings and attitudes of consumers that can affect 

loyalty levels [1]. Emotional closeness is the relationship between the customer and the company with 

interest, closeness, and love [4]. Emotional is a feeling that arises within an individual and is a response to 

external stimuli that motivates a person to act [9]. 

 

Loyalty  

Customer loyalty means the loyalty of parties who use services or products each for his or her 

personal needs and as an intermediary for the desires of other parties to reserve from the company in the 

long time by means of buying and the usage of products or services again and again, voluntarily 

recommending the corporation's products and services to their colleagues [10] 

Consumer loyalty is defined as a consumer's effort to remain loyal to a product based on their 

awareness, strong perception of quality, satisfaction, and pride, followed by repeat purchases [11]. 

Loyalty is an emotional thing. To get a person's loyal attitude, many factors influence him [12]. 

 

3. METHOD 

Thel quelstilonnailrel iln thils study was gilveln to 200 clilelnts as relspondelnts, thils study useld quantiltatilvel 

delscrilptilvel analysils melthods. Thelrel welrel threlel quelstilonnailrel ilnstrumelnts iln thils study, namelly selrvilcel 

qualilty, elmotilonal closelnelss and loyalty. 

Thils relselarch was conducteld iln STIlFIln Meldan Jl.Garu IlIl A No.44D,Kelc.Meldan Amplas Meldan Cilty- 

North Sumatelra Utara 20147. Thel study tilmel starts from March to May. 

 

Samplilng telchnilquel 

Thel relselarch samplel was takeln usilng thel Sloviln telchnilquel wilth thel followilng formula: 

� �
�

�����   Ilnformatilon: 

n : Numbelr of Samplels 

N : Populatilon Silzel 

el : Elstilmateld Elrror ratel 5% 

N�
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���		
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   = 
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   = 
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   = 133 

Wilth a populatilon of 200 peloplel and an elstilmateld elrror ratel of 5%, Thel samplel silzel iln thils relselarch 

ils 133 peloplel. 

 

Relselarch Data Typel 

Prilmary data sourcels arel obtailneld from obselrvatilons and data from filllilng out quelstilonnailrels on 

clilelnts iln STIlFIln Meldan. Selcondary data arel obtailneld from elxtelrnal relselarch siltels such as thel ilntelrnelt and 

lilbrarilels. 

 

Table 1. Opelratilonal Delfilniltilon of Relselarch Varilablels 

No Varilablel Delfilniltilon Ilndilcators Silzel 

1 Qualilty of 

Selrvilcel 

(X1) 

Good selrvilcel qualilty ils onel of 

thel ellelmelnts that can affelct 

customelr satilsfactilon [13]. 

1. Stilpulatilon of selrvilcel tilmel  

2. Selrvilcel accuracy 

3. Poliltelnelss and frilelndlilnelss 

4. Elasel of gelttilng selrvilcels [14] 

Lilkelrt 

2 Elmotilonal 

Closelnelss 

(X2) 

Thel elmotilonal approach ils a 

connelctilon beltweleln thel 

customelr and thel company 

wilth attractilon, closelnelss, and 

lovel [4]. 

1. Crelatilng and mailntailnilng 

good rellatilonshilps 

2.  Posiltilvel belhavilor and 

supportilvel belhavilor 

Lilkelrt 
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3. Havilng elmpathy and 

sympathy for othelrs [14]. 

3 Loyalty 

(Y) 

Customelr loyalty ils a relactilon 

that ils closelly rellateld to 

commiltmelnt as thel basils of 

contilnuilty of thel rellatilonshilp 

and ils usually relflelcteld iln 

consilstelnt and relpelat 

purchasels [15]. 

1. Makel relcurrilng purchasels 

2. Relfelrrilng othelrs 

3. Talk about posiltilvel thilngs to 

othelrs 

4. Shows ilmmunilty to pull from 

compeltiltors [14]. 

Lilkelrt 

 

Melasurelmelnt Scalel  

 Thel scalel useld iln thils melasurelmelnt ils thel Lilkelrt scalel. To relducel thel ilmpact of bilas and thel 

occurrelncel of concelntratilon of data durilng analysils, thel scalel useld can bel seleln iln thel followilng tablel: 

 

Table 2. Scale 

No Quelstilon Scorel 

1 Dilsagrelel Strongly (STS) 1 

2 Dilsagreleld (TS) 2 

3 Dilsagrelel Lelss (KS) 3 

4 Agreleld (S) 4 

5 Totally Agreleld (ST) 5 

 

Data Analysils Telchnilquels 

 Procelss thel data relsults iln thils study usilng valildilty and rellilabillilty analysils telst, relsults of multilplel 

lilnelar relgrelssilon telsts, deltelrmilnatilon coelffilcilelncy (R2), silmultanelous telsts (f telsts), and pelrsilal telsts (t-

telsts). Whillel thel softwarel useld to procelss data ils spss 22. 

 

Hypothelsils telst 

1. Koelfilsileln Deltelrmilnasil (R2) 

Thel magniltudel of thel modell’s capabilliltilels to elxplailn thel delpelndelnt varilablel ils elsselntilally melasureld 

by thel coelffilcilelnt of deltelrmilnatilon (R2). Thel hilghelr thel valuel of thel coelffilcilelnt of deltelrmilnilng (closel to 

onel), thel bilggelr thel elffelct of thel ilndelpelndelnt varilablel (X) on thel delpelndelnt varilablel (Y). Ilf thel coelffilcilelnt 

ils known and ilt ils known how much ilnfluelncel thel ilndelpelndelnt varilablel has on thel delpelndelnt varilablel, theln 

thel coelffilcilelnt of deltelrmilnatilon (kd) ils useld wilth thel followilng formula :  

Kd = r2 x 100% 

Ilnformatilon: 

Kd = coelffilcilelnt of deltelrmilnatilon or how far thel changel iln varilablel Y ils useld by varilablel X. 

r 2 = Squarel of thel correllatilon coelffilcilelnt 

 

2. Silmultanelous Telst (F telst) 

To telst thel hypothelsils of thils relselarch, a silmultanelous telst (F telst) ils useld, thils telst ils carrileld out to 

selel thel ilnfluelncel of selrvilcel qualilty and elmotilonal proxilmilty on silmultanelous loyalty, thel telst was carrileld 

out at a 95% confildelncel lelvell or an elrror ratel of α = 0.05 (5%), wilth thel followilng criltelrila : 

 

1. Ilf Fcalculatel ≤ Ftablel, theln H0 ils accelpteld H1 ils reljelcteld, melanilng that silmultanelously thils study has no elffelct  

2. Ilf Fcalculatel > Ftablel, theln H0 ils reljelcteld H1 ils accelpteld, melanilng that silmultanelously thils study has an elffelct 

3. Partilal Telst (t-telst) 

 

A Partilal telst (t-telst) ailms to selel thel ilnfluelncel of selrvilcel qualilty and elmotilonal closelnelss on clilelnt 

loyalty, wilth thel criltelrila: 

1. Ilf Fcalculatel ≤ Ftablel, theln H0 ils accelpteld H1 ils reljelcteld, melanilng  that partilally thils study has no elffelct  

2. Ilf Fcalculatel > Ftablel, theln H0 ils reljelcteld H1 ils accelpteld, melanilng that partilally thils study has an elffelct 

 

Conduct a t-telst to telst thel elffelct of elach ilndelpelndelnt varilablel wilth thel followilng hypothelsils : 

t�
�√���

√����
 

Ilnformatilon: 

r = Pelarson correllatilons found 
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n = Numbelr of samplels 

t = tcalculatel whilch ils theln consulteld wilth ttable 

 

Concelptual framelwork 

 Baseld on thel delscrilptilon abovel, thel relselarch framelwork can bel buillt as follows : 

 

 

 

 

 

  

 

 

 

 

Figure 1.  Concelptual framelwork 

 

Ilnformatilon : 

Thel elffelct of a partilally ilndelpelndelnt varilablel on thel delpelndelnt varilablel 

Thel elffelct of a silmultanelous ilndelpelndelnt varilablel on thel delpelndelnt varilablel 

 

4. RElSULT AND DIlSCUSSIlON 

Valildilty and Rellilabillilty Telst Relsults  

a. Valildilty Telst  

A valildilty telst ils useld to selel thel valildilty of thel ilnstrumelnt useld iln thel study. Thel ilnstrumelnt ils saild 

to bel valild ilf rcount> rtablel. Thel relsults of thel valildilty of elach relselarch varilablel statelmelnt arel as follows : 

 

Table 1. valildilty telst 

Varilablel Ilnstrumelnts Valildilty Scorel Conclusilon 

    rhiltung rtabell   

Qualilty of Selrvilcel 

(X1) 

X1.1 0.894 0.1710 Valild 

X1.2 0.893 0.1710 Valild 

X1.3 0.891 0.1710 Valild 

X1.4 0.869 0.1710 Valild 

X1.5 0.846 0.1710 Valild 

X1.6 0.898 0.1710 Valild 

X1.7 0.893 0.1710 Valild 

Elmotilonal Closelnelss 

(X2) 

X2.1 0.830 0.1710 Valild 

X2.2 0.887 0.1710 Valild 

X2.3 0.923 0.1710 Valild 

X2.4 0.920 0.1710 Valild 

X2.5 0.897 0.1710 Valild 

Clilelnt Loyalty (Y) 

Y.1 0.791 0.1710 Valild 

Y.2 0.832 0.1710 Valild 

Y.3 0.854 0.1710 Valild 

Y.4 0.860 0.1710 Valild 

Y.5 0.879 0.1710 Valild 

Y.6 0.862 0.1710 Valild 

Y.7 0.875 0.1710 Valild 

 

Relsult of valildilty telst usilng SPSS wheln consildelrilng elach varilablel ilnstrumelnt of selrvilcel qualilty (X1), 

Elmotilonal Closelnelss (X2), and Clilelnt Loyalty (Y) havel a rtablel of 0.1710 thus ilt can bel concludeld that as a 

wholel thel statelmelnt ilnstrumelnts of thel threlel varilablels arel all valild. 

 

b. Rellilabillilty Telst  

Rellilabillilty telstilng ils carrileld out to elnsurel that thel tools useld arel rellilablel, consilstelnt and stablel ilf 

useld relpelateldly at dilffelrelnt tilmels. Thel tool ils delclareld rellilablel ilf thel calculateld Cronbach's alpa valuel> 

Quality of Service (X1) 

Emotional Closeness (X2) 

Cli lelnt Loyalty (Y) 
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Cronbach's alpha tolelrancel (0.6). Thel relsult of chelckilng thel rellilabillilty can bel seleln that : 

 

Table 2. Rellilabillilty telst 

No Varilablel Cronbach's Alpha Valuel Conclusilon 

1 Qualilty of Selrvilcel (X1) 0.805 Rellilabell 

2 Elmotilonal Closelnelss (X2) 0.824 Rellilablel 

3 Cient Loyalty (Y) 0.800 Rellilabell 

 

Baseld on thel tablel of statilstilcal rellilabillilty telst relsults abovel shows that thel valuel of Cronbach's alpha 

of all varilablels > 0.6, theln thel relselarch data ils saild to bel rellilablel. 

 

Linier Regression Test Results 

Thils telst was conducteld to deltelrmilnel thel elffelct of selrvilcel qualilty (X1), Elmotilonal Closelnelss (X2), 

and Clilelnt Loyalty (Y) at STIlFIln Meldan. Thel followilng ils a tablel of multilplel lilnilelr relgrelssilon telst relsults for 

elach varilablel : 

 

Table 3. multilplel lilnilelr relgrelssilon telst relsults 

Coelffilcilelntsa 

Modell 

Unstandardilzeld 

Coelffilcilelnts 

Standardilzeld 

Coelffilcilelnts 

T Silg. B Std. Elrror Belta 

1 (Constant) 3.170 1.214  2.610 .010 

Total_x1 .235 .076 .228 3.105 .002 

Total_x2 .917 .097 .689 9.404 .000 

a. Delpelndelnt Varilablel: Total Y 

 

Baseld on thel relsults of thel multilplel lilnelar relgrelssilon telst abovel, thel multilplel lilnelar relgrelssilon 

elquatilon ils obtailneld as follows: 

Y = 3,170 + 0,235X1 + 0,917X2  

Iln thel multilplel lilnelar relgrelssilon modell, thel valuel of thel Clilelnt Loyalty constant ils 3,170, That ils, ilf 

thel ilndelpelndelnt varilablels (X1 and X2) arel 0, thel bilnd varilablel (Y) ils 3.170. Thel relgrelssilon coelffilcilelnt of 

elach ilndelpelndelnt varilablel ils posiltilvel, melanilng that Clilelnt Loyalty iln STIlFIln Meldan can bel ilnfluelnceld by 

selrvilcel qualilty and elmotilonal closelnelss. 

 

Hypothelsils Telstilng 

a. Coelffilcilelnt of Deltelrmilnatilon (R2) 

Thel Coelffilcilelnt of Deltelrmilnatilon (R2 ) ailms to melasurel how much thel abillilty of thel ilndelpelndelnt 

varilablel ils iln elxplailnilng thel delpelndelnt varilablel. Thel coelffilcilelnt of deltelrmilnatilon can bel seleln iln thel tablel 

bellow : 

 

Table 4. coelffilcilelnt of deltelrmilnatilon 

Modell Summary 

Modell R R Squarel Adjusteld R Squarel Std. Elrror of thel Elstilmatel 

1 .888a .789 .785 1.97959 

a. Delpelndelnt Varilablel: Clilelnt Loyalty  

b. Preldilctors : (Constant), Qualilty of Selrvilcel,Elmotilonal Closelnelss. 

 

Thel coelffilcilelnt of deltelrmilnatilon (R2) obtailneld of 0.789 or 78.9% ilndilcatels that thel varilablels of 

selrvilcel qualilty (X1), elmotilonal closelnelss (X2) arel ablel to elxplailn thel varilatilons that occur iln clilelnt loyalty 

(Y) at STIlFIln Meldan. 

 

b. Silmultanelous Telst (Telst F)  

 

Table 5. Silmultanelous Telst (Telst F) 

ANOVAa 

Modell Sum of Squarels Df Melan Squarel F Silg. 

1 Relgrelssilon 1901.370 2 950.685 242.597 .000b 
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Relsildual 509.442 130 3.919   

Total 2410.812 132    

a. Delpelndelnt Varilablel: Total_Y 

b. Preldilctors: (Constant), Total_x2, Total_x1 

 

Lookilng at thel tablel, wel can selel that thel Fcalculatel valuel ils 242.597 > from thel Ftablel valuel of 2.67, and 

thel silgnilfilcancel valuel ils 0.000 < from thel alpha valuel of 0.05. Subselquelntly, thel delcilsilon madel ils reljelcteld 

by H0 and accelpteld by H1.Thel accelptancel of H1 shows that thel ilndelpelndelnt varilablel consilstilng of selrvilcel 

qualilty (X1) and elmotilonal closelnelss (X2) ils ablel to elxplailn thel delpelndelnt varilablel (Y). Thus, thel varilablels 

of selrvilcel qualilty and elmotilonal closelnelss silmultanelously havel a posiltilvel and silgnilfilcant elffelct on clilelnt 

loyalty to STIlFIln Meldan. 

 

c. Partilal Telst (t telst) 

Table 6.  t telst 

Coelffilcilelntsa 

Modell 

Unstandardilzeld 

Coelffilcilelnts 

Standardilzeld 

Coelffilcilelnt 

t Silg. B Std. Elrror Belta 

1 (constant) 3.170 1.214  2.610 .010 

X1 .235 .076 .228 3.105 .002 

X2 .917 .097 .689 9.404 .000 

a. Delpelndelnt Varilablel: Clilelnt Loyalty 

 

Baseld on thel wholel tablel, ilt can bel seleln that: 

1. Thel tcount valuel for thel selrvilcel qualilty varilablel ils 3.10.5> ttablel 1.978 and an elxtraordilnary valuel of 0.002 

< alpha 005, theln H0 ils reljelcteld and H1 ils accelpteld, so that thel selrvilcel qualilty varilablel has a posiltilvel 

and silgnilfilcant elffelct on clilelnt loyalty. 

2. Thel tcount valuel for thel elmotilonal closelnelss varilablel ils 9.404> ttablel 1.978 and a silgnilfilcancel valuel of 

0.000 <alpha 0.05 theln reljelct H0 and accelpt H1, so that thel elmotilonal closelnelss varilablel partilally has 

a posiltilvel and silgnilfilcant elffelct on customelr loyalty. 

 

Dilscussilon 

Thel relsult of telstilng thel filrst hypothelsils show that thel varilablels of selrvilcel qualilty (X1) and elmotilonal 

closelnelss (X2) arel ablel to elxplailn varilatilons that occur iln clilelnt loyalty at STIlFIln Meldan , thils ils elvildelnceld 

by thel coelffilcilelnt of deltelrmilnatilon (R2) valuel of 0.789 or 78.9%. 

Thel relsults of thel selcond hypothelsils telst show that thel varilablels of selrvilcel qualilty (X1) and 

elmotilonal closelnelss (X2) silmultanelously havel a posiltilvel and silgnilfilcant elffelct on clilelnt loyalty to STIlFIln 

Meldan, thils ils elvildelnceld by thel Fcalculatel valuel of 242,597 > from thel Ftablel valuel 2.67 silgnilfilcancel valuel 0.000 

< alpha valuel 0.05. Thel relsult of thils study arel iln accordancel wilth thel relsults of relselarch conducteld by [5] 

elntiltleld Thel Elffelct of Customelr Valuel, Selrvilcel Qualilty and Elmotilonal Closelnelss on Loyalty, relselarch relsults 

show that silmultanelously selrvilcel qualilty and elmotilonal closelnelss havel a posiltilvel elffelct on loyalty. 

Thel relsults of telstilng thel thilrd hypothelsils show that partilally thel Selrvilcel qualilty and elmotilonal 

closelnelss havel a posiltilvel ilnfluelncel. Thel relsults of thils study arel iln accordancel wilth thel relselarch [16] 

elntiltleld Thel Elffelct of Customelr Valuel, Selrvilcel Qualilty and Elmotilonal Closelnelss on Loyalty, thel relsults of 

hils relselarch show that selrvilcel qualilty and elmotilonal closelnelss havel a posiltilvel and silgnilfilcant elffelct. 

 

5. CONCLUSIlON 

Silmultanelously, thel varilablels of selrvilcel qualilty and elmotilonal closelnelss havel a posiltilvel and 

silgnilfilcant elffelct on clilelnt loyalty at STIlFIln Meldan. Partilally, thel varilablels of selrvilcel qualilty and elmotilonal 

closelnelss havel a posiltilvel and silgnilfilcant ilmpact on clilelnt loyalty at STIlFIln Meldan. 
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