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ABSTRAK

PENGARUH KESADARAAN WAJIB PAJAK, SANKSI PAJAK DAN
PENERAPAN SISTEM E-SAMSAT TERHADAP KEPATUHAN
DALAM MEMBAYAR PAJAK KENDARAAN BERMOTOR
DENGAN KEPUASAN KUALITAS PELAYANAN SEBAGAI
VARIABEL MODERASI DI JAKARTA SELATAN
(Studi Kasus Pada Samsat Kota Jakarta Selatan Tahun 2025-2026)
Oleh : Linda Deviana Saputri
NPM : 223403416020
Tugas Akhir dibawah bimbingan Dr. Muhammad Nur, S.E., M.Si

Penelitian ini bertujuan untuk menganalisis pengaruh kesadaran wajib pajak, sanksi
pajak, dan penerapan sistem -eclektronik SAMSAT (e-SAMSAT) terhadap
kepatuhan wajib pajak dalam membayar Pajak Kendaraan Bermotor (PKB) dengan
kepuasan kualitas pelayanan sebagai variabel moderasi di UPTD Samsat Jakarta
Selatan. Penelitian menggunakan pendekatan kuantitatif dengan metode survei
terhadap 100 wajib pajak kendaraan bermotor yang dipilih menggunakan rumus
Slovin, dengan pengumpulan data melalui kuesioner skala Likert lima poin.
Analisis data dilakukan menggunakan Structural Equation Modeling (SEM)
berbasis Partial Least Squares (SmartPLS) melalui tahapan uji validitas, reliabilitas,
koefisien determinasi (R?), serta pengujian hipotesis pada taraf signifikansi 5%
termasuk analisis moderasi. Hasil penelitian menunjukkan bahwa kesadaran wajib
pajak, sanksi pajak, dan penerapan e-SAMSAT berpengaruh positif dan signifikan
terhadap kepatuhan wajib pajak dalam membayar PKB, serta kepuasan kualitas
pelayanan terbukti memperkuat hubungan antara ketiga variabel tersebut dengan
kepatuhan. Model penelitian memiliki kemampuan penjelasan yang berada pada
kategori moderat, sehingga dapat disimpulkan bahwa peningkatan kepatuhan wajib
pajak kendaraan bermotor memerlukan sinergi antara peningkatan kesadaran,
penegakan sanksi, optimalisasi sistem digital, dan perbaikan kualitas pelayanan
publik.

Kata kunci: Kepatuhan Wajib Pajak, E-Samsat, Kesadaran Wajib Pajak, Sanksi
Pajak, Kepuasan Kualitas Pelayanan, SEM-PLS.
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ABSTRACT

THE EFFECT OF TAXPAYER AWARENESS, TAX PENALTIES, AND THE
IMPLEMENTATION OF THE E-SAMSAT SYSTEM ON
COMPLIANCE IN PAYING MOTOR VEHICLE TAXES WITH
SERVICE QUALITY SATISFACTION AS A MODERATING
VARIABLE IN SOUTH JAKARTA

(Case Study at the South Jakarta Samsat Office in 2025-2026)

By  : Linda Deviana Saputri
NPM : 223403416020
Final Project under the supervision of Dr. Muhammad Nur, S.E., M.Si

This study aims to analyze the effect of taxpayer awareness, tax penalties, and the
implementation of the electronic. SAMSAT (e-SAMSAT) system on taxpayer
compliance in paying Motor Vehicle Tax (PKB) with service quality satisfaction as
a moderating variable at the UPTD Samsat South Jakarta. The research uses a
quantitative approach with a survey method of 100 motor vehicle taxpayers selected
using the Slovin formula, with data collection through a five-point Likert scale
questionnaire. Data analysis was performed using Structural Equation Modeling
(SEM) based on Partial Least Squares (SmartPLS) through stages of validity
testing, reliability, coefficient of determination (R?), and hypothesis testing at a
significance level of 5%, including moderation analysis. The results of the study
indicate that taxpayer awareness, tax penalties, and the implementation of e-
SAMSAT have a positive and significant effect on taxpayer compliance in paying
PKB, and service quality satisfaction has been proven to strengthen the relationship
between these three variables and compliance. The research model has an
explanatory power that falls into the moderate category, so it can be concluded that
increasing motor vehicle taxpayer compliance requires synergy between increasing
awareness, enforcing sanctions, optimizing digital systems, and improving the
quality of public services.

Keywords: Taxpayer Compliance, E-Samsat, Taxpayer Awareness, Tax Penallties,
Service Quality Satisfaction, SEM-PLS.
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