ABSTRACT

This research aims to determine the effect of service quality of account
representatives on taxpayer’ compliance. The service quality is measured by
tangibility, reliability, responsiveness, assurance, and empathy. The population in
this research are all individual taxpayers who are registered in the Small Tax Office
“X”in Bandung. The sampling technique which is used in this research is simple
random sampling. The number of samples is determined by Slovin's formula with a
critical value of 5% and obtain the total samples of 100 individual taxpayers.
Furthermore, a simple linear regression analysis is used to examine the relationship
between the independent variable on dependent variable. The results showed that the
service quality of Account Representative at the small tax office “X” rated in a good
category and it significantly affects taxpayer’ compliance.
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan account
representative pada kepatuhan wajib pajak. Kualitas layanan diukur dengan
tangibility, reliability, responsiveness, assurance, dan empati. Populasi dalam
penelitian ini adalah seluruh wajib pajak orang pribadi yang terdaftar di Kantor
Pelayanan Pajak Pratama “X” di Bandung. Teknik sampling. Jumlah sampel
ditentukan dengan rumus Slovin dengan nilai kritis 5 % dan memperoleh total
sampel 100 wajib pajak orang pribadi. Selanjutnya , analisis regresi linier sederhana
digunakan untuk menguji hubungan antara variabel independen terhadap variabel
dependen. Hasil penelitian menunjukkan bahwa kualitas pelayanan Account
Representative pada Kantor Pelayanan Pajak Pratama “X” dinilai dalam kategori
baik dan secara signifikan mempengaruhi wajib pajak kepatuhan.

Kata kunci : Kualitas Layanan , Account Representative , Kepatuhan Wajib Pajak
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