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Pengaruh Digitalisasi Pajak, Kesadaran Wajib Pajak dan Kualitas Pelayanan 

terhadap Kepatuhan Wajib Pajak Kendaraan Bermotor (Studi Kasus Samsat 

Wilayah Jakarta Barat) 

Irma Nurmalasari 

ABSTRAK 

 

 

Pajak kendaraan bermotor merupakan salah satu sumber pendapatan daerah yang 

memiliki peran strategis dalam mendukung pembiayaan pembangunan. Namun 

demikian, tingkat kepatuhan wajib pajak kendaraan bermotor masih menjadi 

permasalahan yang dihadapi pemerintah daerah, khususnya di wilayah perkotaan. 

Untuk meningkatkan kepatuhan wajib pajak, pemerintah telah melakukan berbagai 

upaya, antara lain melalui penerapan digitalisasi pajak, peningkatan kesadaran 

wajib pajak, serta perbaikan kualitas pelayanan pada kantor Samsat. Penelitian ini 

bertujuan untuk manganalisis pengaruh digitalisasi pajak, kesadaran wajib pajak, 

dan kualitas pelayanan terhadap kepatuhan wajib pajak kendaraan bermotor pada 

Samsat Wilayah Jakarta Barat. Penelitian ini menggunakan pendekatan kuantitatif 

dengan metode survei. Populasi dalam penelitian ini adalah seluruh wajib pajak 

kendaraan bermotor yang terdaftar pada Samsat Wilayah Jakarta Barat. Teknik 

pengambilan sampel yang digunakan adalah nonprobability sampling dengan 

pendekatan Accidental Sampling dengan  kriteria wajib pajak kendaraan bermotor 

yang terdaftar atau berdomisili di wilayah Samsat Jakarta Barat, serta telah 

memiliki NPWP sebagai indentitas wajib pajak yang sah. Berdasarkan kriteria 

tersebut, diperoleh sampel penelitian sebanyak 190 wajib pajak kendaraan 

bermotor. Data yang digunakan merupakan data primer yang diperoleh melalui 

penyebaran kuesioner pada responden. Data dianalisis dengan model regresi dan 

diolah menggunakan SmartPLS versi 4.1.1.6. Hasil penelitian menunjukkan bahwa 

digitalisasi pajak tidak berpengaruh terhadap kepatuhan wajib pajak kendaraan 

bermotor. Selanjutnya, kesadaran wajib pajak terbukti berpengaruh signifikan 

dengan arah positif terhadap kepatuhan wajib pajak kendaraan bermotor. Sementara 

itu, kualitas pelayanan tidak berpengaruh terhadap kepatuhan wajib pajak 

kendaraan bermotor. Penelitian ini diharapkan dapat menjadi bahan pertimbangan 

bagi pemerintah daerah dalam merumuskan kebijakan yang lebih efektif untuk 

meningkatkan kepatuhan wajib pajak kendaraan bermotor. 

Kata kunci: Digitalisasi Pajak, Kesadaran Wajib Pajak, Kualitas Pelayanan, 

Kepatuhan Wajib Pajak, Samsat, Pajak Kendaraan Bermotor 
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The Effect of Tax Digitalization, Taxpayer Awareness, and Service Quality on  

Motor Vehicle Taxpayer Compliance (Case Study of the West Jakarta Samsat) 

Irma Nurmalasari 

ABSTRACT 

 

 

Motor vehicle tax is one of the sources of regional revenue that plays a strategic 

role in supporting development financing. However, the level of compliance among 

motor vehicle taxpayers remains an issue faced by local governments, especially in 

urban areas. To improve taxpayer compliance, the government has made various 

efforts, including through the implementation of tax digitalization, increasing 

taxpayer awareness, and improving service quality at the Samsat office. This study 

aims to analyze the effect of tax digitalization, taxpayer awareness, and service 

quality on motor vehicle taxpayer compliance at the West Jakarta Samsat office. 

This study uses a quantitative approach with a survey method. The population in 

this study is all motor vehicle taxpayers registered with the West Jakarta Samsat. 

The sampling technique used is nonprobability sampling with an accidental 

sampling approach, with the criteria being motor vehicle taxpayers who are 

registered or domiciled in the West Jakarta Samsat area and have an NPWP as a 

valid taxpayer identity. Based on these criteria, a sample of 190 motor vehicle 

taxpayers was obtained. The data used is primary data obtained through the 

distribution of questionnaires to respondents. The data was analyzed using a 

regression model and processed using SmartPLS version 4.1.1.6. The results of the 

study indicate that tax digitization has no effect on motor vehicle taxpayer 

compliance. Furthermore, taxpayer awareness has been proven to have a 

significant positive effect on motor vehicle taxpayer compliance. Meanwhile, 

service quality has no effect on motor vehicle taxpayer compliance. This study is 

expected to serve as a consideration for local governments in formulating more 

effective policies to improve motor vehicle taxpayer compliance. 

Keywords: Tax Digitalization, Taxpayer Awareness, Service Quality, Taxpayer 

Compliance, Samsat, Motor Vehicle Taxes 

 

 

https://lib.mercubuana.ac.id



 

x 
 

DAFTAR ISI 

 

HALAMAN SAMPUL ...................................................................................................... 0 

HALAMAN JUDUL .......................................................................................................... i 

HALAMAN PERNYATAAN KARYA SENDIRI ......................................................... ii 

HALAMAN SURAT KETERANGAN HASIL UJI PLAGIASI ................................. iii 

HALAMAN LEMBAR PENGESAHAN SKRIPSI ...................................................... iv 

KATA PENGANTAR ....................................................................................................... v 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI TUGAS AKHIR DI 

REPOSITORI UMB ....................................................................................................... vii 

ABSTRAK ...................................................................................................................... viii 

ABSTRACT ....................................................................................................................... ix 

DAFTAR ISI...................................................................................................................... x 

DAFTAR TABEL ........................................................................................................... xii 

DAFTAR GAMBAR ...................................................................................................... xiii 

DAFTAR LAMPIRAN .................................................................................................. xiv 

BAB I PENDAHULUAN .................................................................................................. 1 

1.1. Latar Belakang ......................................................................................................... 1 

1.2 Rumusan Masalah ..................................................................................................... 5 

1.3 Tujuan dan Kontribusi Penelitian ............................................................................. 5 

1.3.1 Tujuan Penelitian .................................................................................... 5 

1.3.2 Kontribusi Penelitian .............................................................................. 5 

BAB II KAJIAN PUSTAKA, RERANGKA PEMIKIRAN DAN HIPOTESIS .......... 6 

2.1 Kajian Pustaka .......................................................................................................... 6 
2.1.1 Theory of Plannel Behavior .................................................................... 6 

2.1.2 Kepatuhan Wajib Pajak .......................................................................... 7 

2.1.3Digitalisasi Pajak ..................................................................................... 8 

2.1.4 Kesadaran Wajib Pajak ........................................................................... 8 

2.1.5 Kualitas Pelayanan .................................................................................. 9 

2.1.6 Penelitian Terdahulu ............................................................................... 9 

2.2 Rerangka Pemikiran ................................................................................................ 15 
2.2.1 Pengaruh Digitalisasi Pajak Terhadap Kepatuhan Wajib Pajak Kendaraan 

Bermotor ........................................................................................................ 15 

2.2.2 Pengaruh Kesadaran Wajib Pajak Terhadap Kepatuhan Wajib Pajak 

Kendaraan Bermotor ...................................................................................... 15 

2.2.3 Pengaruh Kualitas Pelayanan Terhadap Kepatuhan Wajib Pajak 

Kendaraan Bermotor ...................................................................................... 16 

2.3 Hipotesis ................................................................................................................. 17 

https://lib.mercubuana.ac.id



 

xi 
 

BAB III DESAIN DAN METODE PENELITIAN ...................................................... 18 

3.1 Jenis Penelitian ........................................................................................................ 18 

3.2 Definisi Operasionalisasi Variabel Dan Pengukuran Variabel ............................... 18 

3.2.1 Definisi Operasional Variabel .............................................................. 18 

3.2.2 Skala Pengukuran ................................................................................. 22 

3.3 Populasi Dan Sampel Penelitian ............................................................................. 23 

3.3.1 Populasi ................................................................................................. 23 

3.3.2 Sampel Penelitian ................................................................................. 23 

3.4 Teknik Pengumpulan Data ...................................................................................... 24 

3.5 Metode Analisis Data .............................................................................................. 24 

3.5.1 Deskripsi Objek Penelitian ................................................................... 25 

3.5.2 Analisis Model Pengukuran (Outer Model).......................................... 25 

3.5.3 Analisis Model Struktural (Inner Model) ............................................. 27 

BAB IV HASIL DAN PEMBAHASAN ........................................................................ 30 

4.1 Hasil ........................................................................................................................ 30 

4.1.1 Deskripsi Objek Penelitian ................................................................... 30 

a. Tingkat Pengembalian Kuesioner .............................................................. 30 

b. Profil Responden........................................................................................ 30 

4.1.2 Deskriptif Variabel/Statistik Deskriptif ................................................ 33 

4.1.3 Uji Kualitas Data .................................................................................. 40 

a. Analisis Model Pengukurann (Outer Model) ............................................. 40 

b. Analisis Model Pengukuran (Inner Model) ............................................... 46 

4.1.4 Hasil Analisis Data .............................................................................................. 48 

4.2 Pembahasan............................................................................................................. 48 

4.2.1 Pengaruh Digitalisasi Pajak terhadap Kepatuhan Wajib Pajak ............................ 48 

4.2.2 Kesadaran Wajib Pajak terhadap Kepatuhan Wajib Pajak................................... 49 

4.2.3 Kualitas Pelayanan terhadap Kepatuhan Wajib Pajak ......................................... 50 

BAB V KESIMPULAN DAN SARAN .......................................................................... 52 

5.1 Kesimpulan ............................................................................................................. 52 

5.2 Saran ....................................................................................................................... 53 

DAFTAR PUSTAKA ...................................................................................................... 54 

LAMPIRAN..................................................................................................................... 59 

 

 

 

 

https://lib.mercubuana.ac.id



 

xii 
 

 

DAFTAR TABEL 

Tabel 1.1 Jumlah Kendaraan Bermotor Kota Jakarta Barat ................................... 2 

Tabel 2. 1 Daftar Peneliti Sebelumnya ................................................................. 12 

Tabel 3. 1 Tabel Operasional Variabel ................................................................. 20 

Tabel 4. 1 Deskripsi Responden Berdasarkan Jumlah Kuesioner ........................ 30 

Tabel 4. 2 Deskripsi Responden Berdasarkan Gender ......................................... 31 

Tabel 4. 3 Deskripsi Responden Berdasarkan Usia.............................................. 31 

Tabel 4. 4 Deskripsi Responden Berdasarkan Tingkat Pendidikan Terakhir ....... 32 

Tabel 4. 5 Deskripsi Responden Berdasarkan Jenis Pekerjaan ............................ 32 

Tabel 4. 6 Deskripsi Responden Berdasarkan Jumlah Kepemilikan Kendaraan 

Bermotor ............................................................................................................... 33 

Tabel 4. 7 Range Hasil Survei .............................................................................. 34 

Tabel 4. 8 Pernyataan/Indikator Kepatuhan Wajib Pajak Kendaraan Bermotor .. 34 

Tabel 4. 9 Pernyataan/Indikator Digitalisasi Pajak .............................................. 35 

Tabel 4. 10 Pernyataan/Indikator Kesadaran Wajib Pajak ................................... 37 

Tabel 4. 11 Pernyataan/Indikator Kualitas Pelayanan .......................................... 38 

Tabel 4. 12 Uji Convergent Validity dengan Outer Loading ............................... 40 

Tabel 4. 13 Average Variance Extracted (AVE) .................................................. 43 

Tabel 4. 14 Fornell Lacker Criterion .................................................................... 44 

Tabel 4. 15 HTMT (Heterotrait Monotrait Ratio) ................................................ 44 

Tabel 4. 16 Uji Reliabilitas ................................................................................... 45 

Tabel 4. 17 Inner Collinearity .............................................................................. 45 

Tabel 4. 18 R Square ............................................................................................ 46 

Tabel 4. 19 F Square ............................................................................................. 46 

Tabel 4. 20 Hasil Pengujian Hipotesis ................................................................. 47 

 

 

 

 

 

 

https://lib.mercubuana.ac.id



 

xiii 
 

 

DAFTAR GAMBAR 

Gambar 2. 1 Rerangka Pemikiran........................................................................ 17 

Gambar 3. 1 Model SmartPLS ............................................................................ 29 

Gambar 4. 1 Model Pengukuran (Outer Model) Convergent Validity ................ 42 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://lib.mercubuana.ac.id



 

xiv 
 

 

DAFTAR LAMPIRAN 

Lampiran 1 Surat Izin Badan Pendapatan Daerah  ........................................ 59 

Lampiran 2 Surat  Balasan Badan Pendapatan Daerah .................................. 60 

Lampiran 3 Tabulasi Data Kuesioner ......................................................... 83 

Lampiran 4 Hasil Output SmartPLS ......................................................... 101 

Lampiran 5 Dokumentasi Wajib Pajak ..................................................... 108 

Lampiran 6 DAFTAR RIWAYAT HIDUP ............................................... 109 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://lib.mercubuana.ac.id




