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ABSTRACT 
 

The ipurpose iof ithis iresearch iis ito ifind iout iand ianalyze ieffect iof 

iservice iquality ion itaxpayer isatisfaction iat ithe iPratama iTax iService 
iOffice, iMedan iTimur. This itype iof iresearch iis idescriptive iquantitative 

iand iexplanatory. iThe ipopulation iin ithis istudy iare iall iregistered 
itaxpayers iin ithe iservice iof iindividual itaxpayers iin i2014 iamounting 

ito i6,196 ipeople. iSo ithe isample iin ithis istudy iare i99 isamples. iThe 
idata icollection itechniques iuse iin ithis istudy iare iinterviews, ilist iof 
iquestions, iand istudy idocumentation. iThe idata ianalysis imodel iuse 

iin ithis istudy iis imultiple iregression ianalysis. iThe iresults iof ithe 
iresearch ithrough ithe isimultaneous itest i(F) ishow ithat iphysical 

ievidence, ireliability, iresponsiveness, iassurance, iand iempathy ihave ia 
isignificant ieffect ion itaxpayer isatisfaction. iThe iresults iof ithe ipartial 

itest i(t) ishow ithat iphysical ievidence ihas ia ipositive iand isignificant 
ieffect ion itaxpayer isatisfaction. iReliability ihas ia ipositive iand 

isignificant ieffect ion itaxpayer isatisfaction. Responsiveness ihas ia 
ipositive iand isignificant ieffect ion itaxpayer isatisfaction. Assurance ihas 
ia ipositive iand isignificant ieffect ion itaxpayer isatisfaction. iEmpathy 

ihas ia ipositive iand isignificant ieffect ion itaxpayer isatisfaction. iThe 
iresults iof ithe icoefficient iof idetermination itest i(R2) ishow ithat 

iphysical ievidence, ireliability, iresponsiveness, iassurance, iand 
iempathy ican iexplain ithe ivariation iof itaxpayer isatisfaction iby i89.1% 

iand ithe iremaining i10.9% iis iinfluenced iby iother ivariables inot 
iexamined. i i i i i i i i i i 
 Keywords: Service iQuality, iPhysical iEvidence, iReliability, 

iResponsiveness, iAssurance, iEmpathy, iTaxpayer iSatisfaction.  
i i 

INTRODUCTION i 

Public iservice iis ia imanifestation iof ithe ifunction iof ithe istate 

iapparatus ias ia ipublic iservant iin iaddition ito ibeing ia iservant iof ithe 

istate. iCurrently, ithe idemand ifor ipublic iservices iis iincreasingly 
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ineeded, ithe iimage iof ipublic iservices iin ia inumber iof igovernment 

iinstitutions ithat iseem islow iand iconvoluted ihas ibecome ia iconcern, 

iespecially iin ithe iprogram ito iaccelerate ibureaucratic ireform. 

iTherefore, idemands ifor ifast iand iinnovative ipublic iservices iare 

icontinuously ipursued ias ia imajor ipart iof ithe iprogram ito iaccelerate 

ibureaucratic ireform. 

Improving ipublic iservices ias iimproving ithe iquality iof iservices 

ito ithe icommunity iin ifulfilling itax iobligations ias icitizens. iPublic 

iservice iis ithe imost iimportant imeasure iof igovernment iperformance. 

iThe ipublic ican idirectly iassess ithe igovernment's iperformance ibased 

ion ithe iservices iit ireceives. iFor ithis ireason, ithe iquality iof ipublic 

iservices iin iall iministries/agencies iis ia ifundamental imatter ithat 

imust ibe iimproved iimmediately. iIn iLaw iNumber i25 iof i2009 iit iis 

istated ithat iexcellent iservice iis ia iservice ithat iis ifast, ieasy, idefinitely 

icheap iand iaccountable. 

To iimprove iservices, ithe icommunity iis isought ito ibe iinvolved 

iin ipolicy imaking, isetting iservice istandards, iconducting ipublic 

iservice isatisfaction isurveys iand isubmitting icomplaints, icomplaints, 

iand iappreciations. iThis icommunity iinvolvement iand iparticipation 

iwill isupport ithe iimprovement iof iservice istandards. 

In ithe iera iof iglobalization, iservices ito ithe ipublic iare inow 

irequired ito iwork ieffectively iand iefficiently, ionly iservice iunits ithat 

ican iserve iquickly ithe ineeds iof ithe icommunity iare iable ito icarry 

iout iwork ieffectively iand iefficiently, iso ithat iit iwill ihave ian iimpact 

ion iincreasing icompliance iin idoing iwhat ishould ibe itheir iobligations 

ias icitizens. igood istate, iin ithis icase iincluding icompliance. 

Efforts iare imade ito iimprove itaxpayer icompliance iis ito iprovide 

igood iservice ito itaxpayers. iImproving ithe iquality iand iquantity iof 

iservices iis iexpected ito iincrease ithe isatisfaction iof itaxpayers ias 

icustomers iso ias ito iincrease icompliance iin ithe ifield iof itaxation. iThe 

inew iparadigm ithat iplaces igovernment iofficials ias iservants iof ithe 

istate iand isociety imust ibe iprioritized iin iorder ito iimprove ithe 

iperformance iof ipublic iservices. 

 iThe iprovision iof iquality iservices ithat ican isatisfy itaxpayers iis 

iexpected ito iincrease itaxpayer icompliance iin ireporting itaxes 

ivoluntarily. iThis icondition iof ivoluntary icompliance iis ivery inecessary 

ito irealize ioptimal itax irevenue. iWith ithe ifeeling iof isatisfaction iwith 

ithe iservices iprovided, iit iis ihoped ithat ipeople's ibehavior iwill iappear 

iwho ithink ithat ireporting itaxes iis ino ilonger ia icoercion, iso ithat ithe 

imotivation iand iawareness iof itaxpayers ito icarry iout itheir itax 

iobligations iwhich iin iturn iwill ieventually iincrease iregional iincome. 
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So ifar, ithe iquality iof ipublic iservices iat ithe iPratama iTax 

iService iOffice, iMedan iTimur iis istill iin ipoor icondition. iThis ican ibe 

iproven iby ithe iexistence iof ipublic icomplaints iabout ithe iquality iof 

ipublic iservices isubmitted idirectly ito ithe ipublic iservice iunit iand iits 

iapparatus. iTaxpayers ifeel ithey ihave iencountered iobstacles iin ithe 

iservice iprocess iprovided iby ithe itax iapparatus. 

The iservices iprovided iby ithe iPratama iTax iService iOffice, 

iMedan iTimur iare ithat ithere iare iseveral itaxpayers iwho istate ithat 

ithey iare inot isatisfied iwith ithe iservices iprovided iby iofficers iwhen 

imaking itax ipayments isuch ias iofficers iwho iare inot ifriendly iin 

ianswering itaxpayer iquestions, iservice ihours iare inot ion itime iso 

itaxpayers ihave ito iwait itax iofficers iwho ihave inot ibeen ipresent ias 

iwell ias ithe itime iof iservice ifor ithe icompletion iof itax imanagement 

iwhich iis iconsidered ito itake iquite ia ilong itime. iAll iforms iof 

idissatisfaction iare iconveyed iby ithe itaxpayer idirectly ito ithe iofficer. 

iIn iaddition, ithere iare istill imany itaxpayers iwho ido inot icarry iout 

itheir iobligations iin ireporting itaxes ievery iyear. 

Taxpayer icompliance iis ithe igoal iof ithe itax iservice ioffice. 

iService iquality iis iimpossible ito iachieve iwithout iquality iin ithe 

iprocess, iexcellent iservice iquality ican iprovide isatisfaction ito 

itaxpayers. iThis iis ito imotivate itaxpayers ito icarry iout itheir 

iobligations iin ireporting itaxes iat ithe iPratama iTax iService iOffice, 

iMedan iTimur. 

Everyone ihas itheir iown iassessment iof ithe isatisfaction ithey 

iwant iso ithat ithe isuccess iof ia iservice iprovider iis idetermined iby ithe 

isatisfaction ithat ican ibe igiven ito iconsumers. iInformation iabout ithe 

ilevel iof iservice isatisfaction ibecomes ifeedback ifor imanagement ito 

imake iimprovements ito ithe iservices ioffered ito icustomers. 

The ipurpose iof ithis iresearch iis ito ifind iout iand ianalyze ieffect 

iof iservice iquality ion itaxpayer isatisfaction iat ithe iPratama iTax 

iService iOffice, iMedan iTimur.  

 

RESEARCH iMETHODS i 

This type iof iresearch iis idescriptive iquantitative iand 

iexplanatory. iDescriptive iquantitative iis ia itype iof iresearch iin iwhich 

ithe idata ithat ihas ibeen icollected iis ianalyzed iusing idescriptive ior 

iinferential istatistics iso ithat iit ican ibe iconcluded ithat ithe iformulated 

ihypothesis iis iproven ior inot i(Pandiangan, i2018). Descriptive 

iquantitative iis igenerally icarried iout ion isamples itaken iat irandom, 

iso ithat ithe iconclusions iof ithe iresearch iresults ican ibe igeneralized 

ito ithe ipopulation iwhere ithe isample iis itaken i(Pandiangan, i2015). 



30 
 

iExplanatory iresearch iis iresearch ithat iaims ito iexplain ithe iposition 

iof ithe ivariables istudied iand ithe irelationship ibetween ione ivariable 

iand ianother i(Pandiangan, i2022). 

The ipopulation iin ithis istudy iare iall iregistered itaxpayers iin 

ithe iservice iof iindividual itaxpayers iin i2014 iamounting ito i6,196 

ipeople. The isample iis ipart iof ithe ipopulation ito ibe istudied iand 

iwhich idescribes ithe ipopulation i(Pandiangan iet ial., i2021). The 

isampling itechnique iused iin ithis istudy iwas iproportionate irandom 

isampling, iwhich iis ia isampling itechnique iwhen ithe ipopulation ihas 

imembers ior ielements ithat iare inot ihomogeneous i(Pandiangan iet ial., 

i2022). iSampling ifor ieach igroup iwas icarried iout irandomly iwhere 

ithe iselected irespondents iwere ithose iwhose iserial inumbers iwere 

idrawn iusing irandom inumbers. iSo ithe isample iin ithis istudy iare i99 

isamples. 

The idata icollection itechniques iuse iin ithis istudy iare 

i(Pandiangan iet ial., i2018): 

1. Interviews iare iconducted ito ithose iwho iare ientitled iand 

iresponsible iand ihave ithe iauthority ito iprovide idata iand 

iinformation iwith iresearch iconducted iat ithe iPratama iTax iService 

iOffice, iMedan iTimur irelated ito iresearch iproblems. 

2. A ilist iof iquestions iwas igiven ito itaxpayers iwho iwere isampled iin 

ithis istudy ito idetermine ithe iquality iof iservice ito itaxpayer 

isatisfaction. 

3. Study idocumentationibyicollecting iand istudying irelevant idocuments 

iand isupporting iresearch, iincluding icompany ireports, ijournals iand 

iso ion. 

 

The idata ianalysis imodel iuse iin ithis istudy iis imultiple 

iregression ianalysis. Tobing iet ial. (2018), ithe itests iuse iin ithis istudy 

iare isimultaneous itest i(F), ipartial itest i(t), iand icoefficient iof 

idetermination itest i(R2). 

 
RESULT AND DISCUSSION 

Descriptive iResearch iSite 
With ithe iregulation iof ithe iMinister iof iFinance iof ithe iRepublic 

iof iIndonesia iNo.123/PMK.01/2006 in conjunction iwith 

iNo.67/PMK.01/2008, iconcerning ithe iorganization iand iwork 

iprocedures iof ithe iDirectorate iGeneral iof iTaxes iVertical iagency, 

iwhich iin ithe idecision ihas ichanged imost iof ithe iinstructions iand 

ithe iestablishment iof ithe iTax iOffice. Tax iService iand iLand iand 

iBuilding iTax iService iOffice. Previously, ithe idesignation iname iof ithe 
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iTax iService iOffice iwas ithe iTax iInspection iOffice. iThe iMedan iTimur 

iTax iService iOffice iwas iestablished ion iMay i27, i2008. iBased ion ithe 

idecision iof ithe iDirectorate iGeneral iof iTaxes iNo.Kep.95/PJ.01/2008 

idated iMay i19, i2008. 

The iPratama iTax iService iOffice, iMedan iTimur iis ia imerger iof 

ithe iTax iService iOffice iand ithe iLand iand iBuilding iTax iService 

iOffice iand ithe iTax iAudit iOffice. iOn i27 iMay i2008 ithe iPratama iTax 

iService iOffice iwas idivided iinto i8 iKPPs, inamely: 

1. Medan iTimur iPrimary iTax iService iOffice. 

2. Medan iCity iPrimary iTax iService iOffice. 

3. Medan iPolonia iPrimary iTax iService iOffice. 

4. Medan iBarat iPrimary iTax iService iOffice. 

5. Medan iBelawan iPrimary iTax iService iOffice. 

6. Medan iPetisah iPrimary iTax iService iOffice. 

7. Binjai iTax iService iOffice. 

8. Medan iMiddle iTax iService iOffice. 

 
The iscope iof ithe iwork iarea iof ithe iPratama iMedan iTimur iTax 

iService iOffice iincludes: 

1. Medan iTembung iDistrict. 

2. Medan iTimur iDistrict. 

3. Medan iPerjuangan iDistrict. 

 
The iorganizational istructure iis ia ichart ithat isystematically 

idescribes ithe iassignment iof itasks, ifunctions iand iauthorities ias iwell 

ias ithe iresponsibilities iof ieach iemployee ithat ihas ibeen idetermined 

ipreviously. The igoal iis ito ifoster iwork iharmony iso ithat iwork ican ibe 

icarried iout iproperly, iregularly iand iefficiently. 

The istructure iused iby ithe iPratama iTax iService iOffice, iMedan 

iTimur iis ia ilinear iand istaff iorganizational istructure. iThe 

iorganizations iin ithe iPratama iTax iService iOffice, iMedan iTimur, 

iamong iothers: 

1. Sub-Section iGeneral iand iInternal iCompliance. 

2. Section iof iData iand iInformation iProcessing. 

3. Supervision iand iConsultation iSection iI. 

4. Supervision iand iConsultation iSection iII. 

5. Supervision iand iConsultation iSection iIII. 

6. Supervision iand iConsultation iSection iIV. 

7. Extensification iand iCounseling iSection. 

8. Billing iSection. 

9. Examination iSection. 
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10. Service iSection. 

The iduties iand ifunctions iof ieach iwill ibe idescribed iin ieach 

isection, iin iorder ito ibe iable ito icarry iout itheir imain iduties iand 

ifunctions. The idivision iof iduties iand iauthorities iof ieach isection iin 

ithe iorganizational istructure iof ithe iPratama iTax iService iOffice, 

iMedan iTimur iis: 

a.General iand iInternal iCompliance iSub-Section, iconsisting iof: 

1.Implementation iof iAdministration iand iPersonnel iin icharge iof 
iassisting iwith iAdministration iand iPersonnel. 

2.Financial iImplementation iin icharge iof ihandling ifinancial iaffairs. 
3.Implementation iof ithe ihousehold iin icharge iof ihandling ithe iaffairs 
iof ihousehold iequipment. 

b.Data iand iInformation iProcessing iSection, iconsisting iof: 
1.Implementation iof iProcedures ifor iProcessing iand iAdministration iof 

iEntry iDocuments iin ithe iPDI iSection. 
2.Implementation iof ithe iprocedures ifor ithe iadministration iof 

iInformation iEquipment. 
3.Implementing ithe iprocedures ifor ithe ipreparation iof ia itax irevenue 
iplan ibased ion itax ipotential, ieconomic iand ifinancial idevelopments. 

4.Implementation iof ithe iProcedure ifor iEstablishing ia iData iBank. 
5.Implementation iof iData iBank iUtilization iProcedures. 

c.Supervision iand iConsultation iSection, iconsisting iof: 
1.Implementation iof iprocessing iand iadministration iof iincoming 

idocuments iin ithe iSupervision iand iConsultation iSection. 
2.Execution iof iissuance iof iorders ito ipay iexcess itaxes iand iwarrants 
ito ipay iinterest icompensation. 

3.Execution iof isettlement iof iapplication ifor ibook ivalue iusers iin ithe 
icontext iof ibusiness imergers, ibusiness iacquisitions ior ibusiness 

iexpansion. 
4.Implementation iof ithe isettlement iof iobjections, irectification, 

ireduction ior ielimination iof iadministrative isanctions iof iIncome iTax, 
iValue iAdded iTax iand iSales iTax ion iLuxury iGoods iat ithe iTax 
iService iOffice. 

5.Implementation iof iapplication ifor isettlement iof iapplication ifor 
ireduction ior ielimination iof itax iadministration isanctions. 

6.Implementation iof iproviding iguidance ito iTaxpayers. 
d.Tax iCollection iSection, iconsisting iof: 

1.Implementation iof iProcessing iand iAdministration iof iincoming 
idocuments iin ithe iBilling iSection. 
2.Execution iof ibilling, iwhich iis iin icharge iof iassisting iin ithe 

ipreparation iof iinvoices, iwarrants, iwarrants, icarrying iout 
iconfiscations, itender iproposals, iand iother icollections. 

3.Implementation iof ithe iadministration iof iTax iAssessment iLetters 
iand iTax iCollection iLetters ialong iwith iproof iof ipayment. 

4.Implementation iof ithe iadministration iof iDecision iLetters ifor 
iCorrection/Objection/Decision ion iAppeal/Reduction ior iCancellation 
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iof iTax iAssessments iand iDecision iLetters ifor iReduction ior 

iElimination iof iAdministrative iSanctions iin ithe iBilling iSection. 
e.Extensification iand iCounseling iSection, iconsisting iof: 

1.Implementation iof iProcessing iand iAdministration iof iEntry 
iDocuments iin ithe iTax iExtensification iSection. 
2.Implementation iof iregistration iof inew iTax iObjects iwith ioffice iand 

ifield iresearch. 
3.Implementation iof iindividual iassessments iof iPBB iObjects. 

4.Implementation iof ithe ilist iof ibuilding icomponents icosts. 
5.Implementation iof imutation iin iwhole iand iin ipart iof iTax iObjects 

iand iSubjects. 
f.Examination iSection, iconsisting iof: 
1.Implementation iof iProcedures ifor iProcessing iand iAdministration iof 

iincoming idocuments iin ithe ireception isection. 
2.Implementation iof iProcedures ifor iCompletion iof iTax iYear iReturns. 

3.Implementation iof ithe icompletion iof ithe iAudit iproposal. 
4.Implementation iof ithe iAdministration iof iTax iAudit iReports iand 

iCalculation iNotes. 
5.Implementation iof iCompletion iof iapplication ifor irefund iof ithe 
ioverpayment iof iSales iTax ion iLuxury iGoods. 

g.Service iSection, iconsisting iof: 
1.Implementation iof ithe iadministration iof iletters, idocumentation, iand 

ireports iof itaxpayers iat ithe iIntegrated iService iCenter. 
2.Implementation iof iregistration iand ideletion iof iNPWP. 

3.Implementation iof ireceipt, iextension, iissuance iof iSPT iwarning 
iletters. 
4.Implementation iof ithe ifulfillment iof iConfirmation iand iClarification 

irequests. 
5.Implementation iof ithe icompletion iof iapplications ifor iprinting iand 

icorrection iof iSTP, iSKP. 
6.Implementation iof ithe icompletion iof ibookkeeping iapplications iin 

iEnglish iand iUnited iStates iDollar icurrency iand iissuance iof iorders 
ifor iPaying iExcess iTax ifor iRepresentatives iof iForeign iCountries iand 
iinternational iagencies ias iwell ias itheir iOfficials/experts. 

7.Implementation iof iSKP iissuance. 
8.Implementation iof ithe iadministration iof iTaxpayer iDocuments. 
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Simultaneous iTest i(F) 

Simultaneous itest i(F) iaims ito itest ihow ithe iinfluence iof ieach 

iindependent ivariable iindividually ion ithe idependent ivariable. 

 

Table i1. iSimultaneous iTest i(F) iResults 

 
               Source: iResearch iResults i(Processed iData) i i 

 
The iresults iof ithe iresearch ithrough ithe isimultaneous itest i(F) 

ishow ithat iphysical ievidence, ireliability, iresponsiveness, iassurance, 

iand iempathy ihave ia isignificant ieffect ion itaxpayer isatisfaction. 

 
Partial iTest i(t) 

Partial itest i(t) iaims ito idetermine iwhether iall iindependent 

ivariables ihave ithe isame ieffect ion ithe idependent ivariable. 

 
Table i2. iPartial iTest i(t) iResults 

 
                 Source: iResearch iResults i(Processed iData)  
i 

The iresults iof ithe ipartial itest i(t) ishow ithat iphysical ievidence 

ihas ia ipositive iand isignificant ieffect ion itaxpayer isatisfaction. 

iReliability ihas ia ipositive iand isignificant ieffect ion itaxpayer 

isatisfaction. iResponsiveness ihas ia ipositive iand isignificant ieffect ion 

itaxpayer isatisfaction. iAssurance ihas ia ipositive iand isignificant ieffect 

ion itaxpayer isatisfaction. iEmpathy ihas ia ipositive iand isignificant 

ieffect ion itaxpayer isatisfaction.  
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Coefficient iof iDetermination iTest i(R2) 

Coefficient iof idetermination itest i(R2) iaims ito imeasure ithe 

imodel's iability ito iexplain ihow ithe iinfluence iof ithe iindependent 

ivariables isimultaneously iaffects ithe idependent ivariable. 

 
Table i3. iCoefficient iof iDetermination iTest i(R2) iResults 

 
i I             Source: iResearch iResults i(Processed iData) i i 

 
The iresults iof ithe icoefficient iof idetermination itest i(R2) ishow 

ithat iphysical ievidence, ireliability, iresponsiveness, iassurance, iand 

iempathy ican iexplain ithe ivariation iof itaxpayer isatisfaction iby i89.1% 

iand ithe iremaining i10.9% iis iinfluenced iby iother ivariables inot 

iexamined.  

 

CONCLUSION iAND iSUGGESTION 

The iresults iof ithe ipartial itest i(t) ishow ithat iphysical ievidence 

ihas ia ipositive iand isignificant ieffect ion itaxpayer isatisfaction. 

iReliability ihas ia ipositive iand isignificant ieffect ion itaxpayer 

isatisfaction. iResponsiveness ihas ia ipositive iand isignificant ieffect ion 

itaxpayer isatisfaction. iAssurance ihas ia ipositive iand isignificant ieffect 

ion itaxpayer isatisfaction. iEmpathy ihas ia ipositive iand isignificant 

ieffect ion itaxpayer isatisfaction. iThe iresults iof ithe icoefficient iof 

idetermination itest i(R2) ishow ithat iphysical ievidence, ireliability, 

iresponsiveness, iassurance, iand iempathy ican iexplain ithe ivariation iof 

itaxpayer isatisfaction iby i89.1% iand ithe iremaining i10.9% iis 

iinfluenced iby iother ivariables inot iexamined.  

Based ion ithe iconclusion, ifor ithe iPratama iTax iService iOffice, 

iMedan iTimur iin iorder ito iimprove ithe iquality iof iservices iconsisting 

iof iphysical ievidence, ireliability, iresponsiveness, iassurance, iand 

iempathy iby ialways ipaying iattention ito ithe ineeds iof ieach 

imandatory itaxes ithat iwill icome iat iany itime iin ireporting itheir 

itaxpayers. iWays ito iimprove ithe iquality iof iservice iand ialso iwhat 

ineed ito ibe iimproved iare ithe iappearance iand icondition iof ithe ioffice 

ibuilding iwhere ithe iservice imust ibe imaintained ineatly, ithe iservice 
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iis icarried iout iquickly iaccording ito ithe ipromised itime, ithe 

iemployees iare ialert iin imeeting ithe ineeds iof itaxpayers iwho ineed 

iservice, ithe itax iburden iis icalculated icorrectly, iin iaccordance iwith 

iapplicable iregulations iand iemployees itry ito iprovide ithe ibest iservice 

ito itaxpayers. iThe iPratama iMedan iTimur iTax iService iOffice imust 

iprovide ifacilities ithat imeet igood iservice istandards iso ithat itaxpayers 

ican ifeel icomfortable icoming ito ireport itheir itaxes. iThe iPratama iTax 

iService iOffice, iMedan iTimur imust iprovide ieducation iand itraining ito 

iemployees iso ithat ithey ihave ithe iability ior ireliability iin iproviding 

iservices ito itaxpayers. iThe iPratama iTax iService iOffice, iMedan iTimur 

imust ibe iresponsive ito ithe iproblems ifaced iby itaxpayers iand ifind 

isolutions iin isolving iproblems ifaced iby itaxpayers. iThe iPratama iTax 

iService iOffice, iMedan iTimur imust iprovide ia idefinite iguarantee iand 

iguarantee ithat ievery iresult iof ithe itaxpayer's ireport iwill inot iresult 

iin ia iloss ito ithe itaxpayer. iThe iPratama iTax iService iOffice, iMedan 

iTimur imust ishow iempathy iin ia ipolite imanner iwhen ithe itaxpayer 

icomes ito ireport ihis itaxes. iThe iPratama iTax iService iOffice, iMedan 

iTimur imust ipay iattention ito iemployees iin ievery iwork iaction iin 

idealing iwith ithe ineeds iof itaxpayers, iprovide idirection ito iemployees 

ievery itime ithey iprovide iservices ito itaxpayers iand iprovide isanctions 

ito iemployees iif ithey iviolate ithe iregulations iset iby ithe icompany iin 

icalculating ithe itax iobligations ithat imust ibe ipaid iby ithe itaxpayer. 

itax. iFor ifurther iresearchers, iit iis iexpected ito iadd iother ivariables 

isuch ias imarketing istrategy iwhich iis isuspected ito ihave ia ilarge 

iinfluence ion itaxpayer isatisfaction. 
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