ABSTRAK

Permasalahan pokok dalam penelitian ini adalah tax ratio yang masih
rendah diduga karena belum terpenuhinya kepuasan wajib pajak, sosialisasi
peraturan perpajakan belum optimal, dugaan penyimpangan fungsi pelayanan
account representative dan dugaan penyimpangan pemeriksaan PPN LB restitusi.
Dari pernyataan masalah tersebut, peneliti tertarik melakukan penelitian tentang
“Pengaruh Sosialisasi Peraturan Perpajakan, Pelayanan Account Representative,
dan Pemeriksaan PPN LB Restitusi Setelah Modernisasi terhadap Kepuasan
Wajib Pajak™.

Berdasarkan pemikiran tersebut, penelitian bertujuan untuk menguji apakah
sosialisasi peraturan perpajakan, pelayanan account representative, dan
pemeriksaan PPN LB restitusi berpengaruh terhadap kepuasan wajib pajak baik
secara parsial maupun simultan.

Pengumpulan data dengan menggunakan kuesioner. Respondennya adalah
Wajib Pajak di KPP Madya dan pernah mengajukan restitusi berjumlah 80,
dengan sampel 45. Analisis data untuk pengujian hipotesis menggunakan analisis
deskripsi dan analisis regresi berganda dengan bantuan software IBM SPSS 19.

Hasil penelitian menunjukkan: (1) secara parsial sosialisasi peraturan
perpajakan berpengaruh tidak signifikan terhadap kepuasan wajib pajak, namun
pelayanan account representative dan pemeriksaan PPN LB restitusi secara
parsial berpengaruh signifikan terhadap kepuasan wajib pajak, (2) secara simultan
sosialisasi peraturan perpajakan, pelayanan account representative dan
pemeriksaan PPN LB restitusi berpengaruh signifikan terhadap kepuasan wajib
pajak.

Kata kunci: Sosialisasi Peraturan Perpajakan, Pelayanan Account Representative,
Pemeriksaan PPN LB Restitusi dan Kepuasan Wajib Pajak

i Universitas Kristen Maranatha



ABSTRACT

The subject matter of this research is the low tax ratio still suspected
because it has not met the satisfaction of taxpayers, tax regulation education on
society have not been optimal, service of account representative functions alleged
irregularities and allegations of irregularities assessment over VAT overpayment
claim. From the subject matter stated above, the researcher is interested in
studying on "The Impact of Tax Regulation Education on Society, Service of
Account Representative, and Tax Assessment Over VAT Overpayment Claim After
Modernization Related to Tax Subject Satisfaction”.

Based on above, this research aims is to examine whether the tax regulation
education on society, service of account representative, and tax assessment over
VAT Overpayment claim effect on taxpayer satisfaction either partially or
simultaneously.

The primary data collected through questionnaires. Respondents are in the
KPP Madya and VAT overpayment claim amount to 80, with 45 samples. Analisis
data to test hypotheses by using the description and analysis of multiple
regression analysis using IBM software SPSS 19.

The results of this research indicate: (1) tax regulation education on society
have no significant influence on taxpayer satisfaction, but partially service of
account representative and tax assessment over VAT overpayment claim have
significant influence on the satisfaction of the taxpayer, (2) simultaneously tax
regulation education on society, service of account representative and tax
assessment over VAT overpayment claim have significant influences on the
satisfaction of the taxpayer.

Keywords: Tax Regulation Education on Society, Service of Account
Representative, Tax Assessment over VAT overpayment, and Tax
Payer Satifaction.
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