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THE ANALYSIS OF SERVICING QUALITY TO MOTORCYCLE 

TAX OBLIGATOR SATISFACTION AT SAMSAT JOINT OFFICE WEST 

SURABAYA THE UNIT OF IMPLEMENTER OFFICIAL TECHNICAL IN 

THE OFFICIAL INCOME REGION OF WEST JAVA PROVINCE 

 

ABSTRACT 

In most institutions service provider customer satisfaction is a very decisive factor for 

the acceptance rate of income. Office as institutions that implement Samsat task the collection of 

State revenues should also should pay attention to the level of quality of the services provided to 

the taxpayer. Satisfaction of the taxpayer becomes a factor that determines the success or not 

voting and tax collection activities that determines success or not voting and tax collection 

activities. But in fact many taxpayers who encounter barriers in the process of tax service 

offices, in particular in Samsat thus factor quality of service worthy of attention by all the 

leaders made at the institution. This research aimed to determine the influence of the quality of 

service to the satisfaction of the taxpayer on the Surabaya Office of the West by Samsat sample 

research are 100 taxpayer service offices Surabaya user Samsat West. Analysis results with 

simple linear regression concluded that quality of service provides significant effects against 

taxpayer satisfaction with the level of relationships that are strong enough for 0.477. Results of 

the study also concluded that the ability of officers to conduct communicative Samsat effective 

absolute to do repairs and improvements right is reflected in the value of the desire and 

expectation gap taxpayer compared with very high service quality indicators.  

Keyword : Service Quality, Satisfaction 

 

 

 




