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ABSTRACT

The author conducted this research with the aim of knowing the effect of physical 
environment and social interaction on customer loyalty through perceived value 
and hotel image as mediating variables in boutique hotels in Batam city.

This study uses Smart PLS 3.0 and IBM SPSS Statistic 22 applications in managing 
and analyzing distributed questionnaires. A total of 200 questionnaires were 
distributed to boutique hotel visitors and which can be used for analysis of 194 
questionnaires.

Thus, the results showed a significant effect between physical environment and 
social interaction on customer loyalty through perceived value and hotel image.
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