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ABSTRAK

Studi ini bertujuan guna menganalisis pengaruh kualitas layanan pajak, sanksi
perpajakan, dan kesadaran wajib pajak atas kepatuhan WP orang pribadi, melalui
penggunaan sistem e-Filing berperan yang berperan sebagai variabel moderasi.
Studi ini dikerjakan pada Wajib Pajak Orang Pribadi yang terdaftarkan KPP
Pratama Jakarta Duren Sawit. Pengambilan sampel memanfaatkan metode
purposive sampling, melalui jumlah sampel ada 427 responden. Metode penelitian
yang dipakai adalah pendekatan kuantitatif melalui teknik analisis regresi berganda
dan moderated regression analysis (MRA). Analisis data dikerjakan melalui
memanfaatkan software SPSS versi 26. Hasil penelitian mengindikasikan kalau
kualitas layanan pajak dan sanksi perpajakan berdampak positif secara signifikan
atas kepatuhan WP, sedangkan kesadaran wajib pajak tidak berdampak secara tidak
signifikan atas kepatuhan WP. Selain itu, penggunaan sistem e-Filing tidak mampu
memoderasi secara signifikan hubungan diantara kualitas layanan pajak, sanksi
perpajakan dan kesadaran wajib pajak atas kepatuhan WP. Temuan ini
mengindikasikan bahwa kepatuhan WP lebih banyak terpengaruhi dari faktor lain,
dan sistem e-Filing belum efektif pada menambah kepatuhan WP melalui kualitas
layanan pajak, sanksi perpajakan, maupun kesadaran wajib pajak.

Kata kunci: Kualitas Layanan Pajak, Sanksi Perpajakan, Kesadaran Wajib Pajak,
Kepatuhan Pajak dan Penggunaan Sistem e-Filing.



ABSTRACT

This study aims to analyze the influence of tax service quality, tax sanctions, and
taxpayer awareness on individual taxpayer compliance, with the use of the e-Filing
system as a moderating variable. The research was conducted on individual
taxpayers registered at KPP Pratama Jakarta Duren Sawit. The sampling
technique used was purposive sampling, with a total of 427 respondents. The
research method employed a quantitative approach with multiple regression
analysis and moderated regression analysis (MRA). Data analysis was carried out
using SPSS version 26. The results of the study show that tax service quality and
tax sanctions have a significant positive effect on taxpayer compliance, while
taxpayer awareness does not have a significant effect on compliance. Furthermore,
the use of the e-Filing system does not significantly moderate the relationship
between tax service quality, tax sanctions, and taxpayer awareness with taxpayer
compliance. These findings indicate that taxpayer compliance is influenced by other
factors outside the scope of this research model, and that the e-Filing system has
not yet been effective in improving compliance through service quality, tax
sanctions, or taxpayer awarenes.

Keywords: Tax Service Quality, Tax Sanctions, Taxpayer Awareness, Tax
Compliance, use of e-filing system.
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