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ABSTRAK 

 

Ikhrima Nurmawati, 201710315105. Pengaruh Persepsi Kemudahan dan 

Kepuasan Wajib Pajak Orang Pribadi Terhadap Penggunaan e-Filing Sebagai 

Sarana Pelaporan Pajak Pada PT Telkom Bekasi. 

Penelitian ini bertujuan untuk mengestimasi dan menguji Pengaruh Persepsi 

Kemudahan dan Kepuasan Wajib Pajak Orang Pribadi Terhadap Penggunaan e-

Filing Sebagai Sarana Pelaporan Pajak Pada PT Telkom Bekasi. Penelitian ini 

menggunakan pendekatan kuantitatif. Populasi dalam penelitian ini adalah Wajib 

Pajak Orang Pribadi yang bekerja di PT Telkom Bekasi. Sampel yang digunakan 

sebanyak 55 responden Metode pengambilan sampel menggunakan convenience 

sampling. Analisis data dalam penelitian ini dilakukan secara kuantitatif, dengan 

menggunakan alat statistik SPSS 23 dimana pengujian hipotesisnya dilakukan 

dengan analisis regresi berganda atas model yang telah dibuat.  

Hasil penelitian ini menunjukkan bahwa secara parsial persepsi kemudahan 

berpengaruh positif dan signifikan terhadap penggunaan e-Filing sebagai sarana 

pelaporan pajak pada PT Telkom Bekasi, kepuasan Wajib Pajak Orang Pribadi 

berpengaruh positif dan signifikan terhadap penggunaan e-Filing sebagai sarana 

pelaporan pajak pada PT Telkom Bekasi, secara bersama-sama persepsi kemudahan 

dan kepuasan Wajib Pajak Orang Pribadi berpengaruh signifikan terhadap 

penggunaan e-Filing sebagai sarana pelaporan pajak pada PT Telkom Bekasi 

dengan nilai Adjusted R2 sebesar 55.7%. 

 

Kata Kunci : Persepsi Kemudahan, Kepuasan, Penggunaan e-Filing  
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ABSTRACT 

 

Ikhrima Nurmawati, 201710315105. The Influence of Perception of Ease and 

Satisfaction of Private Person Taxpayers on the Use of e-Filing as a Means of Tax 

Reporting at PT Telkom Bekasi.  

This study aims to estimate and test the Influence of Perception of Ease and 

Satisfaction of Private Person Taxpayers on the Use of e-Filing as a Means of Tax 

Reporting at PT Telkom Bekasi. This research uses a quantitative approach. The 

population in this study is Private Taxpayers who work at PT Telkom Bekasi. 

Samples used as many as 55 respondents Sampling method using convenience 

sampling. The data analysis in this study was conducted quantitatively, using spss 

23 statistical tool where hypothesis testing is done with multiple regression analysis 

of the model that has been made.  

The results of this study showed that partial perceptions of ease have a positive 

effect and significant effect on the use of e-Filing as a means of tax reporting at PT 

Telkom Bekasi, Personal Taxpayer satisfaction has a positive and significant effect 

on the use of e-Filing as a means of tax reporting at PT Telkom Bekasi, together 

the perception of ease and satisfaction of Private Taxpayers has a significant effect 

on the use of e-Filing as a means of tax reporting at PT Telkom Bekasi with an 

Adjusted R2 value of 55.7%. 

 

Keywords: Perception of Ease, Satisfaction, Use of e-Filing. 

  

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

ix 
 

DAFTAR ISI 

 

LEMBAR PERSETUJUAN PEMBIMBING  .................................................... ii 

LEMBAR PENGESAHAN ................................................................................. iii 

LEMBAR PERNYATAAN ................................................................................. iv 

ABSTRAK .............................................................................................................. v 

ABSTRACT .......................................................................................................... vi 

KATA PENGANTAR ......................................................................................... vii 

DAFTAR ISI ......................................................................................................... ix 

DAFTAR TABEL .............................................................................................. xiii 

DAFTAR GAMBAR .......................................................................................... xiv 

DAFTAR LAMPIRAN ........................................................................................ xv 

BAB I PENDAHULUAN 

1.1 Latar Belakang Masalah ................................................................................. 1 

1.2 Rumusan Masalah ........................................................................................... 4 

1.3 Tujuan Penelitian ............................................................................................ 5 

1.4 Manfaat dan Kegunaan Penelitian .................................................................. 5 

1.4.1 Secara Teoritis ................................................................................................ 5 

1.4.2 Secara Praktis.................................................................................................. 6 

1.5 Batasan Masalah ............................................................................................. 6 

1.6 Sistematika Penulisan ..................................................................................... 7 

BAB II TINJAUAN PUSTAKA 

2.1 Pajak ............................................................................................................... 8 

2.1.1 Pengertian Pajak ............................................................................................. 8 

2.1.2 Fungsi Pajak ................................................................................................... 9 

2.1.3 Teori Kewajiban Pajak Mutlak (Teori Bakti) ................................................. 9 

2.1.4 Jenis Pajak .................................................................................................... 10 

2.1.5 Sistem Pemungutan Pajak............................................................................. 10 

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

x 
 

2.2 Subjek Pajak dan Wajib Pajak ................................................................... 11 

2.2.1 Subjek Pajak .............................................................................................. 11 

2.2.2 Wajib Pajak ................................................................................................ 13 

2.2.3 Kewajiban .................................................................................................. 14 

2.2.4 Hak ............................................................................................................. 14 

2.3 Persepsi Kemudahan .................................................................................. 15 

2.4 Kepuasan Wajib Pajak ............................................................................... 16 

2.5 e-Filing ....................................................................................................... 17 

2.5.1 Pengertian e-Filing .................................................................................... 17 

2.5.2 Penggunaan e-Filing .................................................................................. 19 

2.6 Penelitian Terdahulu .................................................................................. 23 

2.7 Kerangka Pemikiran .................................................................................. 28 

2.8 Rumusan Hipotesis .................................................................................... 28 

BAB III METODOLOGI PENELITIAN 

3.1 Desain Penelitian ....................................................................................... 29 

3.2 Tahapan Penelitian ..................................................................................... 29 

3.3 Model Konseptual Penelitian ..................................................................... 30 

3.4 Operasional Variabel ................................................................................. 31 

3.4.1 Variabel Independen .................................................................................. 31 

3.4.2 Variabel Dependen .................................................................................... 32 

3.5 Waktu dan Tempat Penelitian .................................................................... 33 

3.5.1 Waktu Penelitian ........................................................................................ 33 

3.5.2 Tempat Penelitian ...................................................................................... 33 

3.6 Metode Pengambilan Sampel .................................................................... 33 

3.7 Metode Analisis Data ................................................................................. 34 

3.7.1 Analisis Statistik Deskriptif ....................................................................... 34 

3.7.2 Uji Bias Kuesioner ..................................................................................... 35 

3.7.3 Pengujian Instrumen Penelitian ................................................................. 35 

3.7.3.1 Uji Validitas ............................................................................................... 35 

3.7.3.2 Uji Reliabilitas ........................................................................................... 36 

3.7.4 Uji Asumsi Klasik ...................................................................................... 36 

3.7.4.1 Uji Normalitas ............................................................................................ 36 

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

xi 
 

3.7.4.2 Uji Multikolonieritas .................................................................................. 37 

3.7.4.3 Uji Heteroskedastisitas .............................................................................. 37 

3.7.5 Analisis Regresi Linear Berganda ............................................................. 38 

3.7.6 Uji Hipotesis .............................................................................................. 38 

3.7.6.1 Uji Parsial (Uji t) ........................................................................................ 38 

3.7.6.2 Pengujian Secara Simultan (Uji F) ............................................................ 39 

3.7.6.3 Koefisien Determinasi (R²) ........................................................................ 39 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN 

4.1 Deskripsi Objek Penelitian ........................................................................ 40 

4.1.1 Deskripsi Perusahaan ................................................................................. 40 

4.1.2 Struktur Organisasi .................................................................................... 44 

4.1.3 Kegiatan Umum Perusahaan ...................................................................... 46 

4.2 Hasil Penelitian .......................................................................................... 48 

4.2.1 Karakteristik Profil Responden .................................................................. 48 

4.2.2 Analisis Statistik Deskriptif ....................................................................... 53 

4.2.3 Uji Kualitas Data ....................................................................................... 53 

4.2.3.1 Uji Validitas ............................................................................................... 53 

4.2.3.2 Uji Reliabilitas ........................................................................................... 56 

4.2.4 Uji Asumsi Klasik ...................................................................................... 57 

4.2.4.1 Uji Normalitas ............................................................................................ 57 

4.2.4.2 Uji Multikolonieritas .................................................................................. 60 

4.2.4.3 Uji Heteroskedastisitas .............................................................................. 61 

4.2.5 Analisis Regresi Linear Berganda ............................................................. 62 

4.2.6 Uji Hipotesis .............................................................................................. 63 

4.2.6.1 Uji Parsial (Uji t) ........................................................................................ 63 

4.2.6.2 Pengujian Secara Simultan (Uji F) ............................................................ 65 

4.2.6.3 Koefisien Determinan (R²) ........................................................................ 66 

4.3 Pembahasan Hasil Penelitian ..................................................................... 67 

4.3.1 Pengaruh Persepsi Kemudahan Terhadap Penggunaan E-Filing .............. 67 

4.3.2 Pengaruh Kepuasan Wajib Pajak Terhadap Penggunaan E-Filing ............ 68 

4.3.3 Pengaruh Persepsi Kemudahan dan Kepuasan Wajib Pajak Terhadap 

Penggunaan E-Filing ................................................................................. 69 

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

xii 
 

BAB V PENUTUP 

5.1 Kesimpulan ................................................................................................... 70 

5.2 Implikasi Manajerial ..................................................................................... 71 

DAFTAR PUSTAKA 

LAMPIRAN  

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

xiii 
 

DAFTAR TABEL 

 

Tabel 2.1  Penelitian Terdahulu ....................................................................... 23 

Tabel 3.1  Operasionalisasi Variabel ............................................................... 32 

Tabel 4.1  Data Sampel Penelitian................................................................... 48 

Tabel 4.2  Responden Berdasarkan Usia ......................................................... 49 

Tabel 4.3  Responden Berdasarkan Jenis Kelamin .......................................... 50 

Tabel 4.4  Responden Berdasarkan Tingkat Pendidikan ................................. 51 

Tabel 4.5  Responden Berdasarkan Lama Menggunakan E-Filing ................. 52 

Tabel 4.6  Hasil Uji Statistik Deskriptif .......................................................... 53 

Tabel 4.7  Hasil Uji Validitas Persepsi Kemudahan (X1) ............................... 54 

Tabel 4.8  Hasil Uji Validitas Kepuasan Wajib Pajak (X2) ............................ 55 

Tabel 4.9  Hasil Uji Validitas Penggunaan E-Filing (Y) ................................ 55 

Tabel 4.10  Hasil Uji Reliabilitas ...................................................................... 56 

Tabel 4.11  Hasil Uji Normalitas ....................................................................... 57 

Tabel 4.12  Uji Multikolinieritas ....................................................................... 60 

Tabel 4.13  Analisis Regresi Linear Berganda .................................................. 62 

Tabel 4.14  Uji Parsial (Uji t) ............................................................................ 64 

Tabel 4.15  Pengujian Secara Simultan (Uji F) ................................................. 66 

Tabel 4.16  Koefisien Determinan (R²) ............................................................. 67 

 

 

  

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

xiv 
 

DAFTAR GAMBAR 

 

Gambar 2.1  Kerangka Pemikiran ....................................................................... 28 

Gambar 3.1  Model Konseptual Penelitian ......................................................... 30 

Gambar 4.1  Struktur Organisasi PT Telkom Bekasi .......................................... 44 

Gambar 4.2  Grafik Lingkaran Responden Berdasarkan Usia ............................ 49 

Gambar 4.3  Grafik Lingkaran Responden Berdasarkan Jenis Kelamin ............. 50 

Gambar 4.4  Grafik Lingkaran Responden Berdasarkan Tingkat Pendidikan .... 51 

Gambar 4.5  Grafik Lingkaran Responden Berdasarkan Lama Menggunakan  

e-Filing ........................................................................................... 52 

Gambar 4.6 Hasil Uji Normalitas Menggunakan Grafik P-P Plot ..................... 58 

Gambar 4.7 Hasil Uji Normalitas Menggunakan Grafik Histogram.................. 59 

Gambar 4.8 Hasil Uji Heteroskedastisitas .......................................................... 61 

  

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021



 

xv 
 

DAFTAR LAMPIRAN 

 

Lampiran I Daftar Jawaban Responden 

Lampiran II Analisis Statistik Deskriptif 

Lampiran III Uji Kualitas Data 

Lampiran IV Uji Asumsi Klasik 

Lampiran V Analisis Regresi Linear Berganda 

Lampiran VI Uji Hipotesis 

Lampiran VII Kuesioner Penelitian 

Lampiran VIII Surat Pengajuan Riset 

Lampiran IX Surat Perizinan Riset 

Lampiran X Uji Plagiat Skripsi 

Lampiran XI Uji Referensi Skripsi 

Lampiran XII Kartu Bimbingan Skripsi 

Lampiran XIII Riwayat Hidup Penulis

Pengaruh.., , Fakultas Ekonomi dan Bisnis 2021




