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RINGKASAN

Penelitian dikaji untuk menganalisis pengaruh inovasi layanan home visit dan
kepuasan pelanggan terhadap loyalitas pelanggan pada Praktek Dokter Hewan Lala
Pet Shop Cilacap. Penelitian ini dilatarbelakangi dengan adanya peningkatan
kebutuhan masyarakat terhadap layanan perawatan dan kesehatan hewan. Hal
tersebut juga terjadi pada Lala Per Shop Cilacap dan untuk memberikan kemudahan
dan kenyamanan pelanggan, Lala Per Shop mengadakan inovasi layanan dibidang
kesehatan hewan yaitu pelayanan home visit. Meskipun jumlah kunjungan layanan
home visit masih terdapat flukruarif atau fluktuasi, Lala Per Shop Cilacap masih
berupaya untuk mengevaluasi faktor-faktor yang mempengaruhi loyalitas
pelanggan,

Penelitian ini menggunakan metode kuantitatif dengan pendekatan survei.
Teknik pengambilan sampel yang digunakan adalah purposive sampling, sehingga
seluruh populasi yang memenuhi kriteria dapat dijadikan sampel. Teknik analisis
yang digunakan pada penelitian ini meliputi analisis statistik deskriptif, uji
validitas, wji reliabilitas, uji normalitas, uji multikoleniaritas, uji
heteroskedastisitas, analisis regresi linear berganda, uji t (parsial), uji f (simultan),
dan koefisien determinasi (R?). Hasil penelitian ini menunjukkan bahwa inovasi
layanan home visit berpengaruh positif dan signifikan terhadap loyalitas pelanggan
dan kepuasan pelanggan juga berpengaruh positif dan signifikan terhadap loyalitas
pelanggan. Hasil koefisien determinasi (R?) menunjukkan bahwa 72,6% variasi
loyalitas pelanggan dijelaskan oleh inovasi layanan home visit dan kepuasan
pelanggan, sedangkan sisanya 27.4% dapat dipengaruhi oleh faktor lain diluar
model penelitian.

Kata Kunci: Inovasi Layanan Home visit, Kepuasan Pelanggan, Loyalitas
Pelanggan, Lala Pet Shop Cilacap
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SUMMARY

This study aims to analyze the influence of home visit service innovation and
customer satisfaction on customer loyalty at the Lala Pet Shop Cilacap veterinary
practice. The study is motivated by the growing public demand for animal care and
health services. In response to this trend and 1o enhance customer convenience and
comfort, Lala Pet Shop Cilacap introduced a home visit service as an innovation in
animal healthcare. Despite fluctuations in the volume of home visit service requests,
Lala Pet Shop Cilacap continues to evaluate the factors influencing customer

loyalty.

This study employs a quantitative method with a survey approach.
Purposive sampling was used as the sampling technique, allowing the entire

population meeting the specified criteria to be included in the sample. Analytical
techniques utilized in this study include descriptive statistical analysis, validity
testing, reliability rtesting, normality testing, multicollinearity testing,

heteroscedasticity testing, multiple linear regression analysis, t-tests (partial), F-

tests (simultaneous), and the coefficient of determination (R?). The results indicate

that home visit service innovation has a positive and significant effect on customer
loyalty, and customer satisfaction also has a positive and significant effect on
customer loyalty. The coefficient of determination (R?) results show that 72.6% of
the vartation in customer loyalty is explained by home visit service innovation and
customer satisfaction, while the remaining 27.4% is attributable to factors outside

the research model.

Keywords: Home visit Service Innovation, Customer Satisfaction, Customer
Loyalty, Lala Pet Shop Cilacap
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