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This study aims to determine how much infl uer
e officers and its implications for taxpayer
oll ection instrument used in this study is a
respondents at the Pratama Kelapa Gading Tax
The analytical t ool used is the Structural E c
ur al Rel ationship) progr am. The results of th
ti on, tax reform has a significant influence
has a significant influence on taxpayer compl.
compliance.
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In the framework of realizing national de-
velopment which aims at achieving a just
and equitable welfare, large funding is
needed, the main source of which are tax
revenues that are the most important ele-
ment in supporting the state budget reve-
nue. The Law of the Republic of Indonesia
number 11 of 2016 concerning tax amnesty
states that the government pays considera-
ble attention to realizing the national de-
velopment plan. The government seeks to
improve taxpayer compliance in carrying
out their tax obligations.

One of the government's efforts to improve
taxpayer compliance is by making the tax
system more effective and efficient
through improved taxation policies, tax
administration systems and expanding tax
bases so that tax revenues can be optimally
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carried out. The system is expected to
make it more convenient for taxpayers to
carry out their obligations. Vigryana,
Mukhzam and Ruhana (2016) state that
quality service for taxpayers (TP) has a sig-
nificant effect on taxpayer satisfaction. Ac-
cording to Mangkunegara and Waris
(2015) human resources are seen as an im-
portant element in the business develop-
ment process; therefore, human resources
are a very important investment in an or-
ganization.

Table 1 shows that the number of registered
taxpayers does not reflect ideal conditions.
According to the data, the total population
of Indonesia that are employed and are
registered as individual employee taxpay-
ers is only 22,332,086 people, with a com-
pliance rate ratio of 63.22%, when in fact
the workforce in February 2018 reached
133.94 million people, as shown in table 2.
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In addition, according to Statistics Indone-
sia (BPS) data up to 2015, there were
531,351 small-scale companies operating in
2013, and 2,887,015 micro-companies in
2013, 283,022 small companies in 2015
and 3,385,851 micro-enterprises, as seen in
table 3. This means that not all companies
are registered as Corporate Taxpayers. Ta-
ble 3 shows data of micro and small busi-
nesses in Indonesia from 2013-2015 ob-
tained from BPS. It can be seen that the
number of small businesses from 2013 de-
creased until 2015. However, micro busi-
nesses were actually increasing from 2013.

The number of corporate taxpayers paying
taxes was 375,569. This number is very
small compared to total of more than three
million companies operating in Indonesia.
Likewise, the number of Non-Employee
and Employee Taxpayers paying taxes was
794,418, which is very small compared to
the total number of more than 93 million
Indonesians who work and have income.

Considering the low levels of compliance
that resulted in the low achievement of tax
revenues above, it is crucial for tax reforms
to be carried out in Indonesia. Tax reforms
can be implemented in several aspects, in-
cluding human resources, IT and data-
bases, business processes and tax regula-
tions (Mardlo, 2018). A summary of tax
non-compliance compiled by authors from
various published references is presented
in table 4.

The casesin table 4 place more emphasis on
non-compliance of taxpayers and tax offi-
cials in carrying out tax obligations. If tax-
payers and tax officials have high integrity
and a good understanding of tax, they will
be inclined to comply with tax regulations.
Istighfarin (2018) mentioned other pro-
blems, such as the implementation of tax
amnesty in the framework of tax reform
that has not been implemented optimally.
There is no standardization of information

among tax authorities andthe Tax Ser vi ce
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Of f i KPB). There is still a lack of staff
providing tax services as well as a lack of
quality systems and intensive tax socializa-
tion.

The research questions of this study are
whether based on the perception of tax-
payers, tax reform has a direct effect on
the performance of tax services? Based on
the perception of taxpayers, does tax ser-
vice performance have a direct effect on
taxpayer compliance in carrying out their
tax obligations? Based on the perception
of taxpayers, does the tax reform indirectly
affect taxpayers' compliance in carrying
out their tax obligations?

This study uses the Goal-Setting Theory
proposed by Locke (1968) as the grand
theory. Goal-Setting Theory as a form of
motivation theory, emphasizes the impor-
tance of the relationship between the goals
set and the performance produced. The
basic concept of this theory is that when
someone is able to understand the goals of
the organization, that understanding will
affect his/her work behavior.

Goal-Setting Theory implies an individu-
al's commitment to the goal. If an indivi-
dual is committed to achieving those goals,
then that commitment will affect his/her
actions and affect the consequences of his/
her performance. The achievement of the
goals (objectives) that are set can be seen
as the goals/level of performance that the
individual wants to achieve. Overall,
intention that is related to the set goals,
provides a strong motivation in realizing
its performance. Individuals must have the
skills, goals and receive feedback to assess
their performance. Achievement of the
target (objectives) has an influence on em-
ployee behavior and performance in an
organization (Locke & Latham
Lunenburg, 2011).

in

Tax Reform

Waluyo (2011) defines tax as an achieve-
ment that is imposed by one party, i.e. the
employer (according to the norms he/she
has set in general) without any compen-
sation and which is solely used to cover
expenses. Thus, the definition of tax
implies the existence of power in its
implementation; however, along with the
technological development and progress,
taxation must also undergo reform so that
its implementation can run well. In addi-
tion, the many tax cases that have occurred
show that reform is needed.

Bawazier (2011) states that tax reform
must have clear targets and objectives and
be carried out objectively. Tax reform must
pay attention to aspects of justice, econo-
mic competitiveness within the country or
with competing countries, smoothness and
ease of implementation, also cost efficien-
cy. According to Satriyo (2007) tax reform
is a fundamental change in all aspects of
taxation. The tax reform that is now being
prioritized concerns the modernization of
the mid-term tax administration of three
to six years with the aim of achieving high
level of voluntary compliance; great trust
in tax administration; and high producti-
vity of tax apparatus.
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3 to increase taxpayer compliance in  Spekle and Verbeeten (2014) state that the
implementing their tax obligations; organization's performance measurement
4 to apply the concept of good system for the operational objectives of the
governance, the existence of  organization is intended to measure the
transparency, responsibility, fairness,  outputs and outcomes of the organization.
and accountability to improve the Increasing transparency, good governance
performance of tax agencies as well as  and clean government is also an important
the publication of the wuse and  effort that immediate implementation.
expenditure of tax funds; Performance evaluation must be carried
5. to increase tax law enforcement, out in an objective, transparent and
intensive supervision in the implemen-  accountable manner based on the guide-
tation of tax administration, both for tax  lines for evaluating the performance of
authorities and taxpayers. public service units. The performance
According to the Directorate General of evaluation is also intended to give appre-
Taxes, tax reform focuses on three main  ciation to service units that have achieved
things, namely modernization of tax  the highest rank or have provided excellent
administration, tax policy reform, and tax  services, namely services that are fast, pre-
intensification and extensification. cise, inexpensive, safe, fair and account-
able. Appreciation given in the form of
Tax Service Perfor mancavards as a way of fostering state
apparatus is a strategic step in improving
Services according to Kotler (1967) in  public service quality. Giving appreciation
Rangkuti (2017) can be defined as a useful aims to enhance motivation, improvement
activity provided by one or several parties = and innovation in service, as well as to
to other parties to satisfy their needs and  conduct an assessment to obtain an
desires that are essentially tangible and  objective description of the performance of
will not cause any ownership for those the service unit.
accepting it; performance is strongly
related to the service provided. Heriansyah Taxpayer Compli ance
(2013) states that there is a relationship
between employee performance and excel- Tax compliance is a condition in which a
lent service at the Loa Tebu Village tax  taxpayer fulfills all tax obligations and
office in the Tenggarong Subdistrict in  carries out his/her tax rights (Muliari &
Kutai Kartanegara Regency. Pooremployee  Setiawan, 2011). Compliance in this study
performance results in service that is not  implies that taxpayers strive to comply
deemed satisfactory by the community. In  with applicable tax laws, by either fulfilling
addition, bureaucratic reform in public their obligations or carrying out their tax
services is in line with Law Number 25 of  rights. The criteria for being a compliant
2009 concerning Public Services. In carry-  taxpayer are listed in the Finance
ing out performance evaluations andin an =~ Minister's Decree No. 74/PMK.03/2012.
effort to accelerate the quality improve-
ment of public services, it is necessary to T h e Effects of Tax
compile a rating of public service Per f or mance of Tax

performance, as contained in Law No. 25
of 2009. Increasing service performance
and bureaucratic professionalism is a
requirement that cannot be postponed.

The motivation theory proposed by Locke
(1968) emphasizes the importance of the
relationship between the goals set and the
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performance produced. The basi c
an of ficer wh o i s

objectives expected
Gener al of T a x e sheni the

understanding will affect his/her working
behavior.

Tax reform is one of the efforts carried out
by the Directorate General of Taxes to
foster public awareness about the responsi-
bility of paying taxes and increasing
taxpayer compliance. One of the objectives
of tax reform is to improve the performan-
ce of tax services. The ineffectiveness of
the taxation system in Indonesia in the tax
administration system, government poli-
cies regarding taxation and tax extensi-
fication and intensification tend to cause
low performance in tax services rendered.

The research conducted by Fitria (2016)
shows that the taxation system has a
positive effect on the performance of the
employees in the KPP Pratama Surabaya
Krembangan. On the other hand, Sari
(2013) found that although tax reforms
that have been implemented in the form of

ablbeast ®

ctohnec elpdawi Bevel of tax compl
afiderhset aasls unhpet i on t
py r ftolrema nCcier ehcatso raant eef f ect o
tImproved ¢ aar mer vi ce per-formanc

ed to hel p taxpayers to 1
obligations and increase t .
tioncampl i ance.

Research conducted by Bhuasiri et al.
(2016) show that tax service performance
facilitates the conditions, social influence,
and credibility @wh i c rsignificantly
influences the tax payers to use the e-tax
payment system. Hidayatulloh's research
(2013) shows that tax service performance
has a positive effect on tax compliance in
KPP Pratama Bandung Cicadas. The
second hypothesis in this study is

H2: Tax services perfor manc
influence on corporate
compliance.

The Effects of Tax Reform o

Compliance

T h irectorate Gener al of Taxes,

effort to incr ednmeeel 9s8tdat e r ¢
amendments to the PPN & PPnBM Law on has introduced tax reforms
state tax revenues, the tax targets have not hnew system of estimating c
been achieved. The first hypothesis and reporting HB©asxessmei t1n g
proposedlnthlsstudyls”' meg hods replacing the previ
H1 : Tax reform has a positive influence on which the tax payable is di
tax service performance. by the government (official
|l ack of effectiveness of
The Efoff@aﬁervPeeforman,[caeXation system tends to b
orfaxpagempliance l ow | evel of tax compli ance
_ _ of the assumption that t ax
Taxs er perfomnancei s a f or m %Ff%%fv'o%%makpaylee
provided by t he t ax apparatus t o hel p
taxpayers carry oul phffhod fdc i TOR MBS i ni
correctly. I'mprOV|ng _Its_arxoahsefﬁbfg) qs_uhaom}stythat t
through tangibl e, emp'pro'sciatli’vereesfpfoencst'V%ﬂestsa’xpaye
reliability and assurKanpcePria%arﬁe{(pQSbﬁgkatrota Th
|ncrease taxpa.yer _CompFldnaaanbeha'vpa cgﬁéyh\pgaﬁlut(z()l
t heir t ax Obllgat'o-nsta(xzea'qlntn'ianIs’tr%?ri%%urr%form ‘
man,. & Ber;y, 1990) krtloeﬁlsed%;efeocfr:'tvaexattal”%nfhave
service performance e gsnitfoicaentt B 1% S e, 0f e
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of Taxable Entrepreneurs imfORpEi pgat@davi ce, S
West Denpasar. consultation for taxpayer
3.The sanctions gi ven to

Based on the theory and background of the increase taxpayer compl i e
problems raised, the third hypothesis that 4 Computeri zed and digital
can be developed in the study is systems makes it easier

H3: Tax reform has a p%%ir?_g/v%ufnfhé'ﬁf‘cﬁaﬂnoblig
corporate taxpayer COfRLIGOEe ot sophisticated

increase efficiency in s

W9{ 9| W/ | a9¢| h5nd i nspection and ma k e
) relatively fast (RPWPS)

The research was carri6e'%erovuitcebyfad(fisl_tirtiib%stiﬁBa_t
questionnaires at the KESNBPLPGWa Wk apmake it

Gading located in NorPhfixXflarttaO PFfTRCESS tax
research was conducted Piyn TREw@mgées ©BRWP6) ;

to April 2018 because 7dlUhéeé ngmphoyvee agoperobdeth
there were stildl many tcaox pofrfait ®e rtsa xtpoa yiempsr ov e
coming to the KPP PratgmewWRaghapa Gading

for t ax related activdgfthest axlhdfsfisteydVeif hpR&me
independent variables gamebyed aXode®fHd" Mt hics (
(X1), t he interveningg_y@éiggi(eal%@gstsyerpvonciecy C
performance (Y1), andcgtnﬂaqiadnecpeen(dReIJ]V{/Pg); and
vari abl e taxpayer compliance (Y2). Each _
variabl e was mepaosiurrtedLi]ul%eerhtbefaSS of warning, di s
scale in which 1 = str!oentgtleyrsdiosfagsreeiez,urf’=ar?d
di sagree, 3 = neutral, |4mp:roavgeretea,x%ayzerstcroonhpglllyar
agree.

Tax Reform (X1) Tax Service Performance (Y
According to Satriyo (T§X0SOe7r)VitCa?x preéffé)lrrwapgeais |
fundamental change tha%°'iKs OfmpliNefmetn@ % g2 Rparatus
every aspect of taxat(ﬂ_%"?\r.‘tiAtcycoarndq n(buatl_oité/h_é)v?r
Directorate Gener al otf'r’nre"ax”ées"",su{g)‘ii Ltl%'ferm'nd'Ci
focuses on three maipnhy?is(‘s?Jles?Virqgrﬂéley reliabi
moderni zati on of t ax aé‘cﬁjmiq‘lslss"frraaqq%'n, Tqia§< vari
policy reform, al so tca(&nsiinsttesnsqffi%'Lagpbnql‘é%%lti0
extensification. Thisthvearrieasbelaercnnosftrcelr}nuenqnd Oa
consists of ten ques—tilo%esr,\’iucselsngptrf(?lyégeﬂlimbeyn ta
sions of t ax ref orm is.aet.iSfa%l(fntichri%t(r'éFt)Fi)WFr)ll,);
regul ati on and superv%gqxonsedé’\jé:leoﬂead:iIbiyties F
Karti kaputri (2013) Wistuﬁfitchieentfol?%%inbn goo
explanation. ( KPPWP2)

1 0rganizational structulr@X i RITdLefr Syorkespond
system of KPP helps GQRPI@dmitSerand; fgifiicult
carrying out their worRY(RBYPAYeErs (KPPWP3);
The Account Represenfal@¥%elfht&ehy Prpyvide i
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explanations t hat i $§.Relgeart erands eaastidypayer t
understood (KPPWP4) ; ( KWPWP1) ;

5.The use of forms thad wgys &Sy yOur taxes

understand and compl et(eK\;\/ﬁ’(\ﬁl-Pé’\éP'5);

6.Tax of.flcers pI‘IOI’I& &I accucraalccyulapgntaxes 0
recording data so as m|n|m|ze t he
orrectlé/ I(KWPWPB);
occurrence of errors I n recording
taxpayer dat a (KPPWPé)A;‘IWayS pay for income tax

7. Tax officers seek to PfFoYidBeflker&gi@Rrsi mgpectio
quickly as possible (KPHOPWPWR4) ;and

8.Tax of ficers al way8 -Alm¥adng aif h! ltnoeut the SPT
confidentiality of t axcpoaryreec tdlayt aamwchi campilhet el y
turn i ncreases t he twd X thay @ $'vi stirounsst of t he
towards the tax apparartéjgsul(aKtPiPaNrFss)('KWPWPS);

Taxpayer Compliance (YGZ)AIways sub.mlt the SPT to
on ti me, i . e. before t h
Mul iari and Setiawan (Q@Bm)ttdealfli nee tAIXT ( KWP WP
compliance as a condition in which taxpa. .
. .Complg .t o payi fines/ a
yers ful fildl al | their tax obli ations Tand carr[y
. . anctlg?_p| i f you are | a
out their taxation r|g ts. vari abhl e
. . he annual SPT gKWPWP?)
instrument <consists of seven qguestion t ems

developed from the respareh, Gfai BBRt &4¢ is the
Cats (2015). taxpayers registered at tfF
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Kel apa Gading, which i¢sgoftBNpdUth & NDrwSialByREyia Ay
area comprising 5328 138 CNBljdz§ t SNOSyidlas
used t he convenience sampllng methodq)ﬂ
namely by approach|ng—t—a—x—p—a—y—e—|~%w—h—e—e—a—m-e—
to the KPP Pr at ama KpIaHlnM)a” Gadllt\g ave " PYhe
period August 2017 to Ap?NT 2018&° and HPLKing
taxpayers to complete angpuesti oamnaireyoczhe
data collected from thegguestiqgpnaire,pwas
processed and analyzed TO, determine how
¢c20al ft OTH M N JE 2
the tax refor ms aff—e&t—t—*s—e—w—&&e—p—e—%f—&r
mance and the implicatlo s _fo L po ravtAe.“
. ¢l o SNBTUIIS EEARE AN YyRSyda Ay
taxpayer compliance. Z rovrvery FEER
9 RdzO I a3 CNXBIljdzSy t SNOSyidl 38
study was 372 corporeg :
was determined using t lee! Tar oMHYamaneo o
formula in Ferdinand (20%34) to ga@alcul apen:t he
number of samples needed:
{m™ My T pndo:
1+ Nd? -
¢c201 f OTH M N JE:
Notes :
n =number of samples
N =population ClLoftSNByUt S 2F wSalLlRyRSyida Ay
d =specified precision or percentage "
Position Gequency Precentage
Sample calculation Supervisor 70 18.8%
B 5328
= —1 T 5328(5%)2 Manager 25 6.7%
Partner 14 3.8%
n = 372,06 rounded to 372
Others 263 70.7%
| 1
W9{I[¢ Ib5 5L{./TbtaI{{LI;]72t) 100%
The demographics of respondents based on
age and education |l evél ofm rthLp omadsinttisonaref ow
presented i n tabl e 6 maannadg e ma bl e 7. The
maj ority of respondents or 61.8% are in the
productive age-30beywags8ch2Wariable was tested
Wher eas in terms ofel jaBusatyonalhe validity
background, the majorjdiyngofinéepRONILNARAl ysis
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Further mor e, with the overall suitability test
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application (Jor es k og of&he rSsearch earnied oult ByFitrja (2016),t
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of fit determi ned.

on the performance of the KPP Pratama
Krembangan Surabaya officers. A research

After determining the structural mo d e | conducted by Aryati and Putritanti (2016)

with a proper goodness of fit test, the next
stepistotestt he research
t hevatl ue test
val ue of
the structural model tested is determined
by the standard t-table value -1.96 or
>1.96. The results of the suitability test and
structural model using the t-value test are
presented in the appendices.

Test r e s udf the t-value measurement
model are presented in a summary in table
9 which show that all the hypotheses
p r o p arsthigdstudy wereaccepted. Table
9 shows that the tax reform variable has a
significant effect on the tax service
performance variable. This is indicated by
the t-value which is greater than the t-table
Thus, taxpayers

registered at the KPP Pratama Kelapa

value. according to

Gading in North Jakarta, tax reform is a
variable that should be taken into
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showed that the modern tax administra-

h y piant shstem ehas aupoditive influence on
me a s ur e mdamlividualaakgayer corepdidance.
t fawsal eetationghip vfe d

The

The tax service performance variable with
a t-value greater than the t-table value
means that it has a significant effect on the
taxpayer compliance variable. In other
words, tax service performance
variable that should be taken
consideration and can affect the complian-
ce of taxpayers in the KPP Pratama Kelapa
Gading in North Jakarta. These results are
line with the motivation theory
proposed by Locke (1968) that asserts the
importance of the relationship between

is a
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goals and performance produced. The
basic concept of this is that a tax officer
should be able the
objectives expected by the Directorate

to understand

General of Taxes, namely helping

taxpayers who encounter obstacles when
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