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ABSTRAK

Oktavilia Kristanti, 202010315084. Pengaruh Materi Pelatihan, Etika
Pelayanan, dan Kompetensi Relawan Terhadap Kinerja Relawan Pajak Tax Center

Universitas Bhayangkara Jakarta Raya Tahun 2022-2023.

Tujuan penelitian ini adalah untuk mengetahui pengaruh antara variabel
independen Materi Pelatihan, Etika Pelayanan, dan Kompetensi Relawan terhadap
variabel dependen Kinerja Relawan Pajak Tax Center Universitas Bhayangkara
Jakarta Raya Tahun 2022-2023. Sampel yang digunakan oleh peneliti dilakukan di
Universitas Bhayangkara Jakarta Raya, dengan membagikan kuesioner kepada
relawan pajak yang diukur dengan skala likert dan menghasilkan sebanyak 100
sampel data diolah yang telah memenuhi kriteria. Penelitian ini menggunakan
penelitian kuantitatif, dengan menggunakan software SmartPLS version 3.2.9.
Pengujian dilakukan dengan dua tahap, yaitu pengujian outer model dan inner
model. Uji outer model dilakukan untuk membuktikan validitas dan reliabilitas
seluruh indikator pada masing-masing variabel. Uji inner model dilakukan untuk

menguji pengaruh antar variabel sesuai hipotesis yang telah ditetapkan.

Hasil penelitian menunjukkan bahwa materi pelatihan berpengaruh positif
dan signifikan terhadap kinerja relawan pajak, etika pelayanan berpengaruh positif
dan signifikan terhadap kinerja relawan pajak, dan kompetensi relawan

berpengaruh positif dan signifikan terhadap kinerja relawan pajak.

Kata Kunci: Kinerja Relawan Pajak, Materi Pelatihan, Etika Pelayanan,

Kompetensi Relawan
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ABSTRACT

Oktavilia Kristanti, 202010315084. The Influence of Training Materials,
Service Ethics, and Volunteer Competencies on the Performance of Tax Center

Volunteers at Bhayangkara University Greater Jakarta in 2022-2023.

The purpose of this study was to determine the effect between the
independent variables of Training Materials, Service Ethics, and Volunteer
Competence on the dependent variable of Volunteer Performance Tax Center
Bhayangkara University Greater Jakarta in 2022-2023. The sample used by
researchers was conducted at Bhayangkara University, Greater Jakarta, by
distributing questionnaires to tax volunteers as measured by a Likert scale and
resulting in 100 samples of processed data that met the criteria. This research uses
quantitative research, using SmartPLS version 3.2.9 software. Testing is carried out
in two stages, namely testing the outer model and inner model. The outer model test
is carried out to prove the validity and reliability of all indicators on each variable.
The inner model test is carried out to test the influence between variables according

to the predetermined hypothesis.

The results showed that training materials have a positive and significant
effect on the performance of tax volunteers, service ethics have a positive and
significant effect on the performance of tax volunteers, and volunteer competence

has a positive and significant effect on the performance of tax volunteers.

Keywords: Tax Volunteer Performance, Training Materials, Service Ethics,

Volunteer Competence
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