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ABSTRAK 

Penelitian ini dilatarbelakangi oleh masih terbukanya peluang yang di miliki oleh 

lokasi wisata untuk lebih banyak lagi mendatangkan wisatawan. Tujuan dari 

penelitian ini adalah untuk mengetahui pengaruh Flower of Service dan Customer 

Relations terhadap Customer Loyalty dengan Customer Satisfaction sebagai 

Variabel Intervening. Penelitian dilakukan di objek wisata Milkindo Green Farm 

dengan wisatawan yang berkunjung sebanyak 70 sebagai sampel. Analisis data 

menggunakan aplikasi SPSS. Hasil uji hipotesis menunjukkan bahwa Flower of 

Service dan Customer Relations secara langsung berpengaruh signifikan terhadap 

Customer Loyalty, namun secara tidak langsung melalui Customer Satisfaction 

sebagai variabel Intervening Flower of Service dan Customer Relations tidak 

berpengaruh secara signifikan terhadap Customer Loyalty. 

Kata Kunci: Flower of Service, Customer Relations, Customer Satisfaction, 

Customer Loyalty  
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ABSTRACT 

This research is motivated by the opportunities that are still open for tourist sites 

to bring in more tourists. The purpose of this study was to determine the effect of 

Flower of Service and Customer Relations on Customer Loyalty with Customer 

Satisfaction as an Intervening Variable. The research was conducted at the 

Milkindo Green Farm tourist attraction with 70 visiting tourists as a sample. Data 

analysis using the SPSS application. The results of the hypothesis test show that 

the Interest of Service and Customer Relations directly have a significant effect on 

Customer Loyalty, but indirectly through Customer Satisfaction as an Intervening 

variable Flower of Service and Customer Relations do not have a significant 

effect on Customer Loyalty. 

KEYWORDS: Flower of Service, Customer Relations, Customer Satisfaction, 

Customer Loyalty 
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