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ABSTRAK

Penelitian ini dilatarbelakangi oleh pentingnya peran PDAM Surakarta sebagai
BUMD dalam menjamin ketersediaan air bersih guna meningkatkan kesejahteraan
masyarakat. Penelitian ini bertujuan untuk menganalisis pengaruh kualitas
informasi, kualitas pelayanan, dan personal approach terhadap kepuasan pelanggan
PDAM Surakarta. Menggunakan metode deskriptif kuantitatif, teknik pengambilan
sampel menggunakan metode convenience sampling, yaitu memilih responden
yang mudah dijangkau oleh peneliti dan memenuhi kriteria sebagai pelanggan
PDAM Surakarta. Sampel penelitian terdiri atas 400 pelanggan yang mengisi
kuesioner. Analisis data dilakukan dengan regresi linear berganda menggunakan
perangkat lunak SPSS 25. Hasil penelitian menunjukkan bahwa secara parsial,
kualitas informasi, kualitas pelayanan, dan personal approach berpengaruh positif
dan signifikan terhadap kepuasan pelanggan, dengan kualitas pelayanan sebagai
faktor yang paling dominan. Secara simultan, ketiga variabel independen tersebut
berpengaruh signifikan terhadap kepuasan pelanggan dengan nilai kontribusi
sebesar 55,7%. Kesimpulannya, kualitas informasi, kualitas pelayanan, dan
personal approach terbukti berpengaruh positif dan signifikan terhadap kepuasan
pelanggan PDAM Surakarta, baik secara parsial maupun simultan, sehingga ketiga
variabel tersebut menjadi faktor penting dalam meningkatkan kepuasan pelanggan.
Kata Kunci: Kualitas Informasi, Kualitas Pelayanan, Personal Approach,

Kepuasan Pelanggan.
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ABSTRACT
This research is motivated by the important role of PDAM Surakarta as a regionally

owned enterprise (BUMD) in ensuring the availability of clean water to improve
community welfare. This study aims to analyze the influence of information
quality, service quality, and personal approach on customer satisfaction at PDAM
Surakarta. This study used a quantitative descriptive method, with convenience
sampling selecting respondents who were easily accessible to the researcher and
met the criteria of being PDAM Surakarta customers. The study sample consisted
of 400 customers who completed a questionnaire. Data analysis was performed
using multiple linear regression using SPSS 25 software. The results showed that
partially, information quality, service quality, and personal approach had a positive
and significant effect on customer satisfaction, with service quality being the most
dominant factor. Simultaneously, these three independent variables significantly
influenced customer satisfaction, contributing 55.7%. In conclusion, information
quality, service quality, and personal approach were found to have a positive and
significant effect on customer satisfaction at PDAM Surakarta, both individually
and jointly, making these three variables important factors in increasing customer
satisfaction.

Keywords: Information Quality, Service Quality, Personal Approach, Customer

Satisfaction.
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