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PENGARUH PELAYANAN, SOSIALISASI, DAN PENGETAHUAN 

PERPAJAKAN TERHADAP KEPATUHAN WAJIB PAJAK ORANG 

PRIBADI (WPOP) PADA PENGELOLA RESTORAN DI SURABAYA  

 

ABSTRAK 

Masalah kepatuhan wajib pajak banyak dikaji dari berbagai disiplin keilmuan, 

salah satunya dari segi hukum dan akuntansi perilaku, yang sebagian peneliti 

terfokus pada faktor pengetahuan masyarakat tentang perpajakan, serta faktor 

pelayanan, dan sosialisasi perpajakan. Penelitian ini bertujuan untuk menganalisis 

dan menguji pengaruh pelayanan, sosialisasi perpajakan dan pengetahuan wajib 

pajak terhadap kepatuhan wajib pajak. Pada penelitian ini digunakan metode 

kuantitatif deskriptif, dengan memilih populasi pengelola restauran di Surabaya 

Timur  menggunakan teknik purposive sampling, dan besarnya sampel ditetapkan 

dengan rumus Slovin pada margin error 0,05. Data dikumpulkan menggunakan 

kuisioner model skala likert yang didistribusikan pada 124 responden. Hasil 

penelitian membuktikan bahwa secara simultan pelayanan, sosialisasi, dan 

pengetahuan perpajakan berpengaruh signifikan terhadap kepatuhan wajib pajak. 

Hasil analisis parsial membuktikan bahwa pelayanan perpajakan berpengaruh 

signifikan terhadap kepatuhan wajib pajak; sosialisasi perpajakan berpengaruh 

signifikan terhadap kepatuhan wajib pajak; pengetahuan perpajakan berpengaruh 

signifikan terhadap kepatuhan wajib pajak. Nilai koefisien determinasi menjelaskan 

secara bersama-sama pelayanan perpajakan, sosialisasi, dan pengetahuan 

perpajakan secara simultan mampu memberikan sumbangan efektif sebesar 26,9% 

terhadap kepatuhan wajib pajak; pelayanan perpajakan mampu memberikan 

sumbangan efektif sebesar 6,2% terhadap peningkatan kepatuhan wajib pajak; 

sedangkan sosialisasi perpajakan mampu memberikan kontribusi sebesar 1,1% 

terhadap peningkatan kepatuhan para pengelola restoran sebagai wajib pajak. 

Faktor pengetahuan ini merupakan faktor dominan yang memberikan sumbangan 

efektif sebesar 19,6% terhadap peningkatan kepatuhan wajib pajak. 
 

Kata Kunci: pelayanan pajak, sosialisasi, pengetahuan perpajakan, kepatuhan 

wajib pajak 
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THE EFFECT OF TAX SERVICE, SOCIALIZATION, AND KNOWLEDGE 

ON PERSONAL TAXPAYER COMPLIANCE (WPOP) IN RESTAURANT 

MANAGERS IN SURABAYA 

 

ABSTRACT 

The problem of taxpayer compliance has been widely studied from various 

disciplines, one of which is in terms of law and accounting behavior, in which some 

researchers focus on factors of public knowledge about taxation, as well as service 

factors and taxation. This study aims to analyze and test the effect of service, 

outreach and knowledge of taxpayers on taxpayer compliance. In this study a 

quantitative descriptive method was used, by selecting the population managing 

restaurants in East Surabaya using a purposive sampling technique, and the sample 

size was determined by the Slovin formula at a margin of error of 0.05. Data was 

collected using a Likert scale model questionnaire which was distributed to 124 

respondents. The results of the study prove that service, outreach, and knowledge 

simultaneously have a significant effect on taxpayer compliance. The results of the 

partial analysis prove that tax services have a significant effect on taxpayer 

compliance; socialization has a significant effect on taxpayer compliance; Tax 

knowledge has a significant effect on taxpayer compliance. The value of the 

coefficient of determination explains that simultaneously tax services, outreach, 

and knowledge of taxation are able to make an effective contribution of 26.9% to 

taxpayer compliance; tax services are able to provide an effective contribution of 

6.2% towards increasing taxpayer compliance; while tax socialization contributed 

1.1% to increasing the compliance of restaurant managers as taxpayers. This 

knowledge factor is the dominant factor that makes an effective contribution of 

19.6% to increasing taxpayer compliance. 

 

Keywords: tax service, outreach, knowledge of taxation, taxpayer compliance
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