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ABSTRAK 
Pengaruh Kemudahan Sistem DJP Online, dan Kualitas Pelayanan Fiskus, 

terhadap Kepuasan Wajib Pajak 

(Studi Kasus pada KPP Pratama Kebayoran Baru Dua) 

Oleh:  

Dwi Indah Pramudita Wati 

NPM: 223403516017 

Tugas akhir, dibawah bimbigan Dr. Dipa Teruna Awaloedin, S.E., M.M., Ak) 

Penelitian ini betujuan untuk menganalisis pngaruh presepsi kemudahan  

sistem DJP Online, dan kualitas pelayanan fiskus, terhadap kKepuasan Wajib Pajak. 

Transformasi digital dalam sistem perpajakan merupakan upaya pemerintah untuk 

meningkatkan efektifitas pelayanan serta memberikan kemudahan bagi wajib pajak 

dalam memenuhi kewajiban perpajakannya. Persepsi kemudahan sistem, serta  

kualitas interaksi degan petugas pajak, sebagai bagian dari reformasi perpajakan 

diduga mempengaruhi tinngkat Kepuasan Wajib Pajak. Penelitian ini menggunakan 

pendekatan kuantitatif degan metode survei melalui penyebaran kuesioner berbasis 

Google Form kepada 100 responden yang ditentukan menggunakan rumus slovin 

degan tingkat kesalahan 10%. Teknik analisis data yang digunakan adalah 

Structural Equation Modeling (SEM) berbasis Partial Least Square (PLS) Versi 

4.1.1.7. 

Hasil penelitian menunjukan bahwa Pengaruh Kemudahan Sistem DJP 

Online, dan Kualitas Pelayanan Fiskus, berpengaruh terhadap Kepuasan Wajib 

Pajak. Hal ini menunjukan bahwa semakin mudah sistem digunakan semakin baik 

kualitas pelayanan yang diberikan petugas pajak, maka tingkat kepuasan wajib 

pajak akan meningkat. 

Kata Kunci  : Kemudahan, Kualitas Pelayanan Fiskus, Kepuasan Wajib 

Pajak.   
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ABSTRACT 

The Influence of the Ease of the DJP Online System, and the Quality of Tax 

Officials' Services, on Taxpayer Satisfaction 

(Study on KPP Pratama Kebayoran Baru Dua) 

By: 

Dwi Indah Pramudita Wati 

Student ID: 223403516017 

Under the supervision of Dr. Dipa Teruna Awaloedin, S.E., M.M., Ak 

This study aims to analyze the effect of perceptions of the ease of the DJP 

Online system and the quality of tax officer services on taxpayer satisfaction. 

Digital transformation in the taxation system is the government's effort to improve 

service effectiveness and provide convenience for taxpayers in fulfilling their tax 

obligations. Perceptions of system ease and the quality of interaction with tax 

officers, as part of tax reform, are suspected to influence the level of taxpayer 

satisfaction. This study uses a quantitative approach with a survey method through 

the distribution of a Google Form-based questionnaire to 100 respondents 

determined using the Slovin formula with a 10% error rate. The data analysis 

technique used is Structural Equation Modeling (SEM) based on Partial Least 

Squares (PLS) Version 4.1.1.7. 

Research results show that the Influence of the Ease of the DJP Online 

System, and the Quality of Tax Officer Services, affect Taxpayer Satisfaction. This 

indicates that the easier the system is to use and the better the quality of service 

provided by tax officers, the higher the level of taxpayer satisfaction will be. 

Keywords: Ease, and Taxpayer Service Quality, Taxpayer Satisfaction 
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