ABSTRAK

Sistem self assessment memberikan kesempatan kepada wajib pajak untuk
menghitung, membayar, dan melaporkan sendiri kewajiban perpajakan mereka
dengan benar dan tepat waktu sesuai dengan peraturan perpajakan yang berlaku.
Dalam sistem self assesment, kepatuhan WP sangat dipengaruhi oleh kondisi WP
itu sendiri serta kondisi sistem administrasi perpajakan yang meliputi antara lain
kualitas pelayanan pajak (tax service quality). Oleh karena itu, disamping
pengetahuan pajak dan tingkat pendidikan WP, kualitas pelayanan yang diberikan
oleh fiskus melalui Account Representative (AR) juga turut membentuk persepsi
yang positif tentang pajak yang pada akhirnya mendorong kepatuhan WP.

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh
kualitas pelayanan AR, tax knowledge dan jenjang pendidikan WP terhadap
kepatuhan wajib pajak orang pribadi (WPOP) di KPP Pratama Kota Bandung baik
secara simultan maupun parsial. Teknik analisis yang digunakan adalah metode
partial least square (PLS), sementara uji hipotesis menggunakan uji-F untuk
menguji pengaruh variabel secara simultan serta uji-t untuk menguji pengaruh
variabel secara parsial dengan tingkat signifikansi 5%.

Hasil penelitian ini menemukan bahwa berdasarkan uji-F kualitas
pelayanan AR, tax knowledge dan jenjang pendidikan WP secara simultan
mempunyai pengaruh yang signifikan terhadap kepatuhan WPOP di KPP Pratama
Kota Bandung dengan persentase keberpengaruhan (R Square) sebesar 0,3009.
Berdasarkan uji-t diperoleh hasil bahwa secara parsial kualitas pelayanan AR dan
tax knowledge masing-masing mempunyai pengaruh signifikan terhadap
kepatuhan WPOP di KPP Pratama Kota Bandung. Sedangkan jenjang pendidikan
secara parsial tidak mempunyai pengaruh signifikan terhadap kepatuhan WPOP di
KPP Pratama Kota Bandung.

Kata Kunci: kualitas pelayanan, account representative, tax knowledge, jenjang
pendidikan, kepatuhan
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ABSTRACT

Self assessment system gives chance to the tax payers to calculate, pay,
and report their own tax liabilities correctly and promptly in accordance with the
current tax regulation. In the self assessment system, compliance of tax payers is
strongly influenced by the condition of tax payers itself and the condition of the
tax administration system i.e. tax service quality. Therefore, beside the tax payers
knowledge and education level, quality of services provided by the tax authorities
through the Account Representative (AR) also helped shape positive perceptions
about tax system which in turn encourages the compliance of the tax payers.

This research is conducted to analize the influence of service quality of the
AR, tax knowledge and education level of the tax payers on tax compliance of
individual tax payers in tax office Pratama Bandung. The analysis technique used
is partial least square (PLS), whereas the hypothesis test uses F-test to examine
the influence of both variables simultaniously and t-test to examine the influence
of each variables partially upon the significance level of 5%.

The result shows that based on the F-test, simultaniously service quality of
the AR, tax knowledge and education level of tax payers influence significantly on
tax compliance of individual tax payers in tax office Pratama Bandung upon the
coefficient values of 0.309. Based on the t-test, the result shows that partially
service quality of the AR and tax knowledge each has a significant effect on tax
compliance of individual tax payers in tax office Pratama Bandung. While,
partially education level of the tax payers has no significant effect on tax
compliance of individual tax payers in tax office Pratama Bandung

Key Word:  service quality, account representative, tax knowledge, education
level, tax compliance
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