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CHAPTER I 

INTRODUCTION 

 

1.1 BACKGROUND OF THE STUDY 

As a developing country, Indonesia has various potentials to 

becoming more advanced. The source of Indonesian state revenue is 

divided into two, domestic revenue and foreign revenues. Tax is one 

of the most important sources of revenue in every country. However, 

the achievements that the government has planned have not reached 

the maximum results. It is because many taxpayers have not reported 

the amount of their tax based on the government’s policies. The 

government must continue to tackle this problem by taking into 

account state revenues, which is by tax collection (Tanilasari dan 

Gunarso, 2017).  

Kundalini (2016) stated that tax collection is not an easy task, 

in addition to the active participation of tax officials, public awareness 

to pay tax is also required. In general, taxpayers tend to avoid and 

reduce the amount of tax that should be paid. This tendency occurs 

because the level of public awareness is still low and the lack of 

knowledge and public understanding of tax laws. In order to increase 

taxpayer awareness to pay tax so that the government revenue will 

flow smoothly, there must be examination and billing to taxpayer, and 

to avoid tax evasion that usually occur in this country, besides also to 

increased the public trust to pay tax. The government also needs to do 

a lot of socialization so the taxpayers can report the amount of tax that 

they should pay to the government without reducing or saving it for 

themselves. 

According to Imaroh (2016), tax is an extremely important as 

the addition of the state treasury and lot of people will relish its 

outcome, so that Indonesia could achieve the dream as developed 

country and build up infrastructure using tax contribution.  
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Tax has a big influence for non-petroleum state revenue. In the 

APBN. Several extensification and intensification policies have been 

made by government to increase state fiscal revenue. The policies 

affect society, business and other party who act as taxpayer. Self 

assessment system proactively oblige taxpayer to calculate, pay and 

reporttheir own taxation, demanding taxpayer to be able to understand 

every taxation law. Tax subject is a person who potentially derives 

income and turn out to be taxpayer, while tax object is an income to 

increase taxpayer economy which comes from Indonesia and outside 

Indonesia. The duty of taxpayer is to pay tax in time, report the 

amount of tax accordingly and report SPT honestly and also settling it 

in time, according to Resmi (2014). 

According to the 1945 Constitution of the Republic of 

Indonesia article 23A which had been amended for the third time in 

2001,“Tax and other similar forcing collections for the state’s 

purposes are regulated in the Law”. Appropriate tax collection also 

affected taxpayer obligation to pay tax. Tax collection is a complex 

issue, an active role between taxpayer and government is required to 

attain good tax services (Nugrohoet al., 2016). 

According to Muliari (2011) in Tambun and Witriyanto (2016) 

Awareness of taxation is a condition where a person knows, 

recognizes, appreciates and complies with the applicable taxation law 

and has the will to fulfill his tax obligations. The level of tax 

awareness shows how much one's level of understanding about the 

meaning, function and role of tax. The higher the level of taxpayer 

awareness then the understanding and implementation of tax 

obligations are better so as to improve compliance. 

According to Ariesta and Latifah (2017), taxpayer awareness 

are hardly achieved, so far the society’s awareness of paying tax is not 

at the expected level yet. Society less believe with the existence of tax 

because it’ssimilar as a tribute, burdensome, complicated payment, 
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incomprehension with calculating and reporting tax. 

Acceptance of tax revenue in order to run optimally requires 

public awareness to comply with the valid tax obligations. Tax 

compliance has become an important issue in Indonesia because it 

could lead to tax avoidance and tax evasion that will ultimately be a 

disadvantage to the state revenue(Pratiwi and Setiawan, 2014).  

Taxpayer compliance is influenced by several factors such as 

taxpayer awareness. Taxpayer awareness is a condition where 

taxpayer understand and carry out with tax regulations well. The 

understanding of tax and taxpayer compliance in reporting and paying 

their tax obligations reflect to the taxpayer awareness. If social 

awareness in taxation is still low, there is potential that tax can not be 

utilized well.Meanwhile, tax socialization is also affecting the 

taxpayer awareness to pay tax liability  (Suciningsihet al., 2015). 

In increasing the level of taxpayer compliance, good quality 

services is needed towards taxpayer by providing good facilities, 

infrastructuresand well behaved tax officers based on professionalism  

in assisting taxpayer. By providinggood services, the satisfaction of 

taxpayer will increase and therefore taxpayer compliance will increase 

simultaneously (Septarini, 2015). 

According to Sulistiani and Lestari (2017), by applying of self 

assessment system in Indonesia will expect the support from the 

taxpayer to determine state revenue from taxation sector which is 

supported by tax compliance. Taxpayer compliance is an obligation to 

deposit and report the tax payable according to taxation law. The 

expected compliance from self assessment system is voluntary 

compliance. In increasing the voluntary compliance from taxpayer, 

justice and transparency are needed to apply taxation law, simplicity 

regulation, taxation procedure and good service from tax officer. 

Taxpayer awareness and tax officer services influence taxpayer 

compliance. Yusnidar (2015) stated that the other factors that 
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influence taxpayer compliance other than taxpayer awareness and the 

quality of services by tax officer are: tax knowledge, the rate of 

income will, and the perception of taxpayers towards tax sanction.  

However, it is not an easy task to drive the will of taxpayer to 

pay their tax. A lot of obstacles are faced in the effort to increase 

revenue from taxation sector. Thus, with the regulations of tax 

payment properly implemented and as the basis for the tax collector 

totaxpayers who have tax arrears, taxpayers will pay tax in time and 

will increase tax revenues. Therefore, the writer conducted a research 

entitled “The Influence of Taxpayer’s Awareness and Tax 

Officer’s Services towards Tax Compliance at KPP Pratama 

Medan Barat” 

 

1.2 PROBLEM LIMITATION 

The scope of study of this research is to focus on the awareness of 

taxpayers and the influence of service by tax officers towards taxpayer 

compliance. This research is conducted at KPP Pratama Medan Barat. 

 

1.3 PROBLEM FORMULATION 

 Here are the problems of formulation that need to discuss: 

1. Does the taxpayer’s awareness influence taxpayer 

compliance? 

2. Do the tax officer’s servicesinfluence taxpayer 

compliance? 

3. Do the taxpayer’s awareness and tax officer’s services 

influence taxpayer compliance? 

 

1.4 OBJECTIVE OF THE RESEARCH 

According to the problems mentioned, the objectives of the 

study would be to further discuss which are about: 
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a. To identify the influence of taxpayer’s awareness toward 

taxpayer compliance. 

b. To identify the influence of tax officer’s services on 

taxpayer compliance. 

c. To identify the influence of taxpayer’s awareness and tax 

officer’s services toward taxpayer compliance. 

 

1.5 BENEFIT OF THE RESEARCH 

1.5.1 THEORETICAL BENEFIT 

This study is expected to broaden the knowledge in 

taxation,especially regarding awareness and compliance of taxpayers 

in meeting their obligations, and the services provided by tax officer at 

KPP Pratama Medan Barat. 

 

1.5.2 PRACTICAL BENEFIT 

a. For tax authority: 

This study is expected to provide input to relevant 

agencies which is Tax Office Medan Barat and tax 

directorate in an effort to sensitize the less adherent 

citizens to meet their obligations as taxpayers, and also to 

serve taxpayers as officials properly. 

b. For concerned party: 

This study is expected to make people more 

compliant in paying their taxes as well as carrying out their 

obligations, also giving feedbacks on the service provided 

by the tax officials. Moreover, to keep the awareness of 

taxpayers, tax official’s services, and tax compliance to 

stay in the right order. 

c. For writer:    

For researchers, this study is expected to add 
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discourse and obtain direct overview of the taxpayer’s 

awareness on their tax obligations as well as to determine 

the service provided by tax officials in KPP Pratama 

Medan Barat. 

 

1.6 SYSTEMS OF WRITING 

The systematic methods used for this paper is: 

CHAPTER I : INTRODUCTION 

This chapter includes background of study regarding taxpayer 

awareness and tax officer services have a significant impact on 

taxpayer compliance. The problem limitations focus on individual 

taxpayer at KPP Pratama Medan Barat. The problem formulation 

concerns about do the taxpayer awareness and tax officer services 

influence taxpayer compliance with the objective of research to gain 

understanding of this research. The benefits of this research consist of 

theoretical and practical benefit. And the last section of this chapter is 

systems of writing which is a brief overview of the main chapters in 

this paper. 

CHAPTER II : LITERATURE REVIEW AND HYPOTHESIS 

DEVELOPMENT 

This chapter consists of theoretical background, prior research, 

hypothesis development, research model and framework of thinking. 

The theoretical background includes general theories of taxpayer 

awareness, tax officer services and taxpayer compliance. The prior 

research used in this research is four. The independent variables in this 

research are taxpayer awareness and tax officer services, while the 

dependent variable is taxpayer compliance. Last, the writer will 

develop the hypothesis, research model and frame work of thinking.  

CHAPTER III : RESEARCH METHOD 

This chapter describes the research design which is 

quantitative method. The population of individual taxpayer listed in 
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KPP Pratama Medan Barat for the period 2013-2017, and the sample 

100 respondents by using Slovin formula. The data collection methods 

in this research are primary data and secondary data. Last, the data 

analysis method consists of descriptive analysis, data quality test, 

classic assumption test, and hypothesis testing.  

CHAPTER IV :  DATA ANALYSIS AND DISCUSSION 

This chapter consists of brief explanation of KPP Pratama 

Medan Barat. The data analysis is using Statistical Package Social 

Science version 24. In this research, variables will go through several 

testing such as: descriptive analysis, data quality test, classic 

assumption test, and hypothesis testing. Then, the results will be 

explained by the writer, where the result is to answer the problem 

formulation in discussion part.  

CHAPTER V : CONCLUSION 

The research is ended in this chapter by a conclusion, 

implication and recommendation. The conclusion contains a summary 

explanation of the results, the implication contains of an expectation 

of research contribution and the recommendation contains a 

suggestion of the research for taxpayer, Directorate General of Tax, 

and further researcher. 
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