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FAKTOR-FAKTOR YANG MEMPENGARUHI TINGKAT KEPUASAN
WAJIB PAJAK ORANG PRIBADI DALAM PENGGUNAAN APLIKASI E-

FILING SPT TAHUNAN PPH ORANG PRIBADI 1770-S DAN 1770-SS
TAHUN 2014

(STUDI KASUS PADA KPP PRATAMA JAKARTA TANAH ABANG DUA)

Dita Andriyani Pratiwi
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Jurusan Akuntansi S1 – Fakultas Ekonomi dan Bisnis – Universitas Mercu Buana

ABSTRAK
Penelitian ini bertujuan untuk mengetahui Faktor-Faktor yang Mempengaruhi

Tingkat Kepuasan Wajib Pajak Orang Pribadi dalam Penggunaan Aplikasi E-Filing
SPT Tahunan PPH Orang Pribadi 1770-S dan 1770-SS Tahun 2014. Variabel yang
digunakan dalam penelitian ini adalah variabel dependen yaitu Tingkat Kepuasan
Wajib Pajak sedangkan variabel independennya yaitu persepsi kegunaan, persepsi
kemudahan penggunaan, kerumitan, keamanan dan kerahasiaan, kesiapan teknologi
informasi wajib pajak, dan keakuratan

Data yang digunakan dalam penelitian ini adalah data primer dengan
menggunakan kuesioner. Respondennya adalah wajib pajak orang pribadi yang
menggunakan e-filing di KPP Pratama Jakarta Tanah Abang Dua. Analisis Data
dalam penelitian ini dengan menggunakan program SPSS 21 for windows.

Hasil menunjukkan bahwa: (1) Persepsi Kegunaan berpengaruh signifikan
secara positif terhadapTingkat Kepuasan Wajib Pajak Orang Pribadi dalam
penggunaan E-filing, (2) Persepsi Kemudahan Penggunaan berpengaruh signifikan
secara positif terhadapTingkat Kepuasan Wajib Pajak Orang Pribadi dalam
penggunaan E-filing, (3) Kerumitan berpengaruh signifikan secara negatif
terhadapTingkat Kepuasan Wajib Pajak Orang Pribadi dalam penggunaan E-filing,
(4) Keamanan dan Kerahasiaantidak berpengaruh secara signifikan terhadapTingkat
Kepuasan Wajib Pajak Orang Pribadi dalam penggunaan E-filing, (5) Kesiapan
Teknologi Informasi Wajib Pajak berpengaruh signifikan secarapositif
terhadapTingkat Kepuasan Wajib Pajak Orang Pribadi dalam penggunaan E-filing,
(6) Keakuratan berpengaruhsignifikan secara positif terhadapTingkat Kepuasan
Wajib Pajak Orang Pribadi dalam penggunaan E-filing.

Kata Kunci :E-Filing, Persepsi Kegunaan, Persepsi Kemudahan Penggunaan,
Kerumitan, Keamanan dan Kerahasiaan, Kesiapan Teknologi
Informasi Wajib pajak, Keakuratan, Tingkat Kepuasan Wajib
Pajak
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FACTORS AFFECTING SATISFACTION LEVEL OF  INDIVIDUAL
TAXPAYERS USING INCOME TAX E-FILING SYSTEM 1770-S AND 1770-

SS IN 2014
(Case Studies in KPP Pratama Jakarta Tanah Abang Dua)

Dita Andriyani Pratiwi
43211010005

S1 Accounting - Faculty of Economics and Business - University of Mercu Buana

ABSTRACT

This study aims to investigate factors affecting satisfaction level of individual
taxpayers using income tax e-filing system 1770-S dan 1770-SS in 2014.The
Variables which are used in this research is dependent variable that is satisfaction
level of individual taxpayers while independent variables are perceived usefulness,
perceived ease of use, complexity, security and privacy, readiness technology
taxpayers information, and Accuracy.

Data used in this research is primary data by using questionnaire. Respondent
are the Individual taxpayers who using e-filing in KPP Pratama Jakarta Tanah Abang
Dua. Data analysis in this research uses SPSS 21 programfor windows.

The result showed that: (1) Perceived Usefulness significantly positive
influence to satisfaction level of individual taxpayers using income tax e-filing
system, (2) Perceived Ease of Use significantly positive influence to satisfaction level
of individual taxpayers using income tax e-filing system, (3) Complexity significantly
negative influence to satisfaction level of individual taxpayers using income tax e-
filing system, (4) Security and Privacy has not significantly influence to satisfaction
level of individual taxpayers using income tax e-filing system, (5) Readiness
technology taxpayers information, (6) Accuracy significantly positive influence to
satisfaction level of individual taxpayers using income tax e-filing system.
significantly positive influence to satisfaction level of individual taxpayers using
income tax e-filing system.

Keywords: E-filing,Perceived Usefulness, Perceived Ease of use, Complexity,
Security and Privacy, Readiness Technology Taxpayers
Information,Accuracy, Satisfaction Level of Taxpayers.



xi

DAFTAR ISI

Halaman

SURAT PERNYATAAN KARYA SENDIRI................................................................ i

LEMBAR PENGESAHAN SKRIPSI ........................................................................... ii

KATA PENGANTAR....................................................................................................iii

ABSTRAK ....................................................................................................................vii

ABSTRACT..................................................................................................................viii

DAFTAR ISI................................................................................................................... ix

DAFTAR TABEL ........................................................................................................ xiv

DAFTAR GAMBAR..................................................................................................... xv

DAFTAR LAMPIRAN ................................................................................................ xvi

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

A. LatarBelakangPenelitian.................................................................................... 1

B. RumusanMasalah................................................................................................ 6

C. TujuandanKontribusiPenelitian........................................................................ 8

1. Tujuan Penelitian ...................................................................................... 8

2. Kontribusi Penelitian............................................................................... 10



xii

BAB II KAJIAN PUSTAKA, RERANGKA PEMIKIRAN DAN HIPOTESIS...... 11

A. KajianPustaka ................................................................................................... 11

1. Landasan Teori........................................................................................ 11

a. Theory of Planned Behavior (TPB) ............................................ 11

b. Task Technology Fit (TTF)......................................................... 12

c. Technology Acceptance Model (TAM) ...................................... 14

d. Teori Keperilakuan dalam Pengembangan dan Implementasi

TeknologiInformasi..................................................................... 17

e. Konsep Dasar Perpajakan ........................................................... 18

f. Surat Pemberitahuan (SPT)......................................................... 20

g. Electronic Filing (E-Filing)......................................................... 24

h. Tingkat Kepuasan Wajib Pajak................................................... 29

i. Persepsi Kegunaan ...................................................................... 32

j. Persepsi Kemudahan Penggunaan .............................................. 33

k. Kerumitan.................................................................................... 34

l. Keamanan dan Kerahasiaan ........................................................ 35

m. Kesiapan Teknologi Informasi Wajib Pajak ............................... 36

n. Keakuratan .................................................................................. 36

2. Penelitian Terdahulu ............................................................................... 37

B. RerangkaPemikiran.......................................................................................... 41

C. Hipotesis ............................................................................................................. 47



xiii

BAB III METODE PENELITIAN .............................................................................. 49

A. Waktu dan Tempat Penelitian ......................................................................... 49

B. Desain Penelitian ............................................................................................... 49

C. Definisi dan Operasionalisasi Variabel ........................................................... 49

D. Pengukuran Variabel........................................................................................ 55

E. Populasi dan Sampel Penelitian....................................................................... 55

1. PopulasiPenelitian ................................................................................... 55

2. SampelPenelitian..................................................................................... 56

F. Teknik Pengumpulan Data .............................................................................. 57

G. Metode Analisis Data ........................................................................................ 58

1. StatistikDeskriptif ................................................................................... 59

2. PengujianKualitas Data........................................................................... 59

a. Uji Validitas ................................................................................ 59

b. Uji Reliabilitas ............................................................................ 60

3. UjiAsumsiKlasik ..................................................................................... 61

a. Uji Normalitas............................................................................. 61

b. Uji Multikolinieritas.................................................................... 62

c. Uji Heteroskedastisitas................................................................ 62

4. Uji Kesesuaian Model ............................................................................. 63

a. Uji Koefisien Determinasi .......................................................... 63

b. Uji Simultan ................................................................................ 64



xiv

5. Uji Hipotesis ........................................................................................... 64

a. Uji Statistik T .............................................................................. 64

b. Analisis Regresi Linier Berganda ............................................... 65

BAB IV HASIL DAN PEMBAHASAN ...................................................................... 67

A.  Gambaran Umum KPP Pratama Jakarta Tanah Abang Dua...................... 67

B.  Analisa Hasil Statistik Deskriptif..................................................................... 81

1. Statistik Deskriptif .................................................................................. 81

2. Analisis Frekuensi................................................................................... 84

C.  Hasil Pengujian Kualitas Instrumen ............................................................... 85

1. Uji Validitas ............................................................................................ 85

2. Uji Reliabilitas ........................................................................................ 88

D.  Hasil Uji Asumsi Klasik.......................................................................................... 89

1. Uji Normalitas......................................................................................... 89

2. Uji Multikolinearitas ............................................................................... 91

3. Uji Heteroskedastisitas............................................................................ 92

E.   Hasil Uji Kesesuaian Model ............................................................................ 94

1. Uji Koefisien Determinasi ...................................................................... 94

2. Uji Simultan (Uji F) ................................................................................ 95



xv

F.   Hasil Uji Hipotesis ............................................................................................ 97

1. Uji Statistik T .......................................................................................... 97

2. Analisis Regresi Linier Berganda ........................................................... 99

G.  Pembahasan..................................................................................................... 103

BAB V SIMPULAN DAN SARAN............................................................................ 110

A. Simpulan ............................................................................................................ 110

B. Saran................................................................................................................... 114

DAFTAR PUSTAKA.................................................................................................. 116

LAMPIRAN

DAFTAR RIWAYAT HIDUP



xvi

DAFTAR TABEL

TABEL ..........................................................................................................HALAMAN

1.1 Peran Pajak terhadap APBN Tahun 2009 – 2014.................................................. 2

2.1 Ikhtisar Penelitian Terdahulu................................................................................ 40

3.1 Operasionalisasi Variabel....................................................................................... 54

3.2 Instrument Skala Likert ......................................................................................... 55

4.1 Hasil Uji Statistik Deskriptif .................................................................................. 81

4.2 Hasil Uji Analisis Frekuensi................................................................................... 84

4.3 Hasil Uji Validitas ................................................................................................... 87

4.4 Hasil Uji Reliabilitas ............................................................................................... 88

4.5 Hasil Uji Normalitas ............................................................................................... 90

4.6 Hasil Uji Multikolinieritas...................................................................................... 91

4.7 Hasil Uji Koefisien Determinasi............................................................................. 94

4.8 Hasil Uji F ................................................................................................................ 96

4.9 Hasil Uji Statistik T................................................................................................. 97



xvii

DAFTAR GAMBAR

GAMBAR .....................................................................................................HALAMAN

2.1 Rerangka Pemikiran............................................................................................... 47

4.1 Peta Wilayah KPP Pratama Jakarta Tanah Abang Dua.................................... 73

4.2 Struktur Organisasi KPP Tanah Abang Dua....................................................... 77

4.3 Grafik Scatterplot Uji Heteroskedastisitas........................................................... 93



xviii

DAFTAR LAMPIRAN

LAMPIRAN..................................................................................................HALAMAN

1. Surat Izin Riset........................................................................................................ 120

2. Kuesioner Penelitian ............................................................................................... 123

3. Data Hasil Rekapan Kuesioner.............................................................................. 130

4. Hasil Output SPSS .................................................................................................. 137

5. Tabel r Untuk df=101-137 ...................................................................................... 151

6. Tabel Titik Persentase Distribusi t df=121-160.................................................... 153

7. Tabel Titik Persentase Distribusi f df=91-135...................................................... 155


