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ABSTRAK 

Amelia Wanaputri 2210411220009 (2022). “Evaluasi Layanan Mobil Keliling 

Pajak Bumi dan Bangunan di Kota Banjarmasin”. Di bawah bimbingan Bapak 

Sugiannor. 

 

 Layanan mobil keliling Pajak Bumi dan Bangunan (PBB) dibuka pada bulan 

Agustus tahun 2022. Layanan ini dilaksanakan guna membantu percepatan 

pengoptimalan pajak dan retribusi daerah yang dilaksankan di 52 kelurahan di Kota 

Banjarmasin. Meskipun sudah dilaksanakan layanan mobil keliling PBB sejak 

tahun 2022, penerimaan pajak PBB di Kota Banjarmasin pada tahun 2023-2024 

masih belum bisa memenuhi target yang ditetapkan. Selain itu, terjadi penurunan 

drastis penerimaan pajak PBB melalui mobil keliling dari tahun ke tahun. Dari 

Rp908,17 juta pada tahun 2022, turun menjadi Rp323,72 juta di tahun 2023, lalu 

turun lagi menjadi Rp128,51 juta pada tahun 2024, kemudian naik menjadi Rp233,1 

juta pada tahun 2025. Kontribusi layanan mobil keliling PBB terhadap peningkatan 

PAD Kota Banjarmasin dinilai rendah. 

 Penelitian ini menggunakan pendekatan kualitatif dengan teknik 

pengumpulan data berupa observasi, wawancara, dan dokumentasi, serta 

menggunakan indikator evaluasi kebijakan dari teori William Dunn (2013) yang 

meliputi indikator efektivitas, efisiensi, kecukupan, perataan, responsivitas, dan 

ketepatan. Hasil evaluasi menunjukkan bahwa layanan mobil keliling PBB di Kota 

Banjarmasin belum optimal secara keseluruhan berdasarkan indikator evaluasi 

William Dunn (2013). Layanan ini dinilai kurang baik pada indikator efektivitas, 

efisiensi, kecukupan, perataan, dan responsivitas karena prosedur belum berjalan 

maksimal, sementara ketepatan dinilai cukup baik sebagai solusi aksesibilitas bagi 

wajib pajak. 

Kesimpulan penelitian ini yaitu evaluasi layanan mobil keliling PBB di Kota 

Banjarmasin diukur dari 6 indikator evaluasi menurut William Dunn (2013) yaitu 

efektivitas, efisiensi, kecukupan, perataan, dan responsivitas semuanya dikatakan 

kurang baik dikarenakan prosedur layanan mobil keliling PBB belum berjalan 

secara optimal. Sedangkan dari indikator ketepatan dikatakan sudah cukup baik 

karena proses layanan mobil keliling PBB adalah solusi yang tepat untuk mengatasi 

masalah utama wajib pajak yakni aksesibilitas dan keengganan bayar PBB ke 

kantor. Faktor yang menjadi penghambat Layanan Mobil Keliling PBB di Kota 

Banjarmasin terdapat 3 faktor penghambat, yaitu (1) Kurangnya Sosialisasi 

Informasi Layanan Mobil Keliling PBB, (2) Kurangnya Sarana Prasarana dan 

Sumber Daya manusia, dan (3) Kurangnya Waktu Layanan Mobil Keliling PBB. 
 

Kata kunci: Evaluasi layanan, Mobil keliling, Pajak Bumi dan Bangunan, Penda- 

patan Asli Daerah 
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ABSTRACT 

Amelia Wanaputri 2210411220009 (2022). “Evaluasi Layanan Mobil Keliling 

Pajak Bumi dan Bangunan di Kota Banjarmasin”. Under the guidance of Mr. 

Sugiannor. 

 

The Land and Building Tax (PBB) mobile service was launched in August 

2022. This service was implemented to help accelerate the optimization of regional 

taxes and levies implemented in 52 sub-districts in Banjarmasin City. Although the 

PBB mobile service has been implemented since 2022, PBB tax revenue in 

Banjarmasin City in 2023-2024 still failed to meet the set target. Furthermore, there 

had been a drastic decline in PBB tax revenue through the mobile service from year 

to year. From IDR 908.17 million in 2022, it fell to IDR 323.72 million in 2023, 

then dropped again to IDR 128.51 million in 2024, and then rose to IDR 233.1 

million in 2025. The PBB mobile service's contribution to increasing Banjarmasin 

City's Local Own-Source Revenue (PAD) was considered low. 

 This study used a qualitative approach with data collection techniques in 

the form of observation, interviews, and documentation, and used policy evaluation 

indicators from William Dunn's theory (2013) which include indicators of 

effectiveness, efficiency, adequacy, equity, responsiveness, and accuracy. The 

evaluation results showed that the PBB mobile service in Banjarmasin City was not 

optimal overall based on William Dunn's evaluation indicators (2013). This service 

was considered less good in the indicators of effectiveness, efficiency, adequacy, 

equity, and responsiveness because the procedure had not been running optimally, 

while the accuracy indicator was considered quite good as an accessibility solution 

for taxpayers. 

The conclusion of this study is that the evaluation of the PBB mobile service 

in Banjarmasin City was measured from 6 evaluation indicators according to 

William Dunn (2013), namely effectiveness, efficiency, adequacy, equality, and 

responsiveness, all of which were said to be less than good because the PBB mobile 

service procedure had not been running optimally. Meanwhile, from the accuracy 

indicator, it was said to be quite good because the PBB mobile service process was 

the right solution to overcome the main problems of taxpayers, namely accessibility 

and reluctance to pay PBB to the office. There are 3 inhibiting factors for the PBB 

Mobile Service in Banjarmasin City, namely (1) Lack of Socialization of the PBB 

Mobile Car Service Information, (2) Lack of Facilities and Infrastructure and 

Human Resources, and (3) Lack of PBB Mobile Car Service Hours. 
 

Keywords: Service evaluation, Mobile car, Land and Building Tax, Local Own-

Source Revenue 
 

 

 

 



 
 

vi 
 

DAFTAR ISI 

 

COVER……………………………………………………………………………. 

KATA PENGANTAR ............................................................................................. i 

DAFTAR ISI ......................................................................................................... vi 

DAFTAR TABEL ............................................................................................... viii 

DAFTAR GAMBAR ............................................................................................ ix 

BAB I PENDAHULUAN ...................................................................................... 1 

1.1 Latar Belakang Penelitian .............................................................................. 1 

1.2 Rumusan Masalah ....................................................................................... 15 

1.3 Tujuan Penelitian ......................................................................................... 15 

1.4 Manfaat Penelitian ....................................................................................... 16 

BAB II TINJAUAN PUSTAKA ......................................................................... 17 

2.1 Penelitian Terdahulu .................................................................................... 17 

2.2 Pengertian Evaluasi ..................................................................................... 27 

2.2.1 Tujuan Evaluasi ................................................................................ 30 

2.2.2 Fungsi Evaluasi ................................................................................ 33 

2.2.3 Karakteristik Evaluasi ...................................................................... 34 

2.2.4 Indikator Evaluasi ............................................................................ 35 

2.2.5 Langkah-Langkah Melakukan Evaluasi ........................................... 38 

2.2.6 Faktor Penghambat Evaluasi ............................................................ 39 

2.3 Pengertian Pelayanan ................................................................................... 43 

2.3.1 Pengertian Pelayanan Publik ............................................................ 45 

2.3.2 Prinsip Pelayanan Publik .................................................................. 46 

2.4 Pengertian Pajak .......................................................................................... 47 

2.4.1 Pajak PBB-P2 ................................................................................... 49 

2.4.2 Mobil Keliling PBB ......................................................................... 52 

2.5 Kerangka Pemikiran .................................................................................... 55 

BAB III METODE PENELITIAN .................................................................... 59 

3.1 Pendekatan Penelitian .................................................................................. 59 

3.2 Tipe Penelitian ............................................................................................. 60 

3.3 Lokasi Penelitian ......................................................................................... 61 



 
 

vii 
 

3.4 Sumber Data dan Instrumen ........................................................................ 61 

3.5 Teknik Pengumpulan Data........................................................................... 63 

3.6 Pengolahan Data .......................................................................................... 66 

BAB IV HASIL PENELITIAN .......................................................................... 72 

4.1 Gambaran Umum Penelitian ....................................................................... 72 

4.1.1 Gambaran Umum Kota Banjarmasin ............................................... 72 

4.1.2 Kondisi Geografis Kota Banjarmasin .............................................. 73 

4.1.3 Kondisi Demografis Kota Banjarmasin ........................................... 76 

4.1.4 Gambaran Umum BPKPAD Kota Banjarmasin ............................... 77 

4.1.5 Layanan Mobil Keliling Pajak PBB ................................................. 83 

4.1.6 Sumber Daya Manusia ..................................................................... 87 

4.1.7 Sarana dan Prasarana ........................................................................ 88 

4.1.8  Prosedur Layanan ............................................................................ 90 

4.2 Uraian Temuan Penelitian ........................................................................... 92 

4.2.1 Evaluasi Layanan Mobil Keliling Pajak Bumi dan Bangunan di Kota 

Banjarmasin ..................................................................................... 92 

4.2.2 Faktor-Faktor Penghambat Dalam Menjalankan Layanan Mobil  

Keliling  PBB di Kota Banjarmasin ................................................ 114 

BAB V PEMBAHASAN HASIL PENELITIAN ............................................ 120 

5.1 Analisis Temuan Penelitian ....................................................................... 120 

5.1.1 Evaluasi Layanan Mobil Keliling Pajak Bumi dan Bangunan di Kota 

Banjarmasin ................................................................................... 120 

5.1.2 Faktor Penghambat Layanan Mobil Keliling Pajak Bumi dan 

Bangunan di Kota Banjarmasin ..................................................... 141 

BAB VI PENUTUP ........................................................................................... 144 

6.1 Kesimpulan ................................................................................................ 144 

6.2 Saran .......................................................................................................... 145 

DAFTAR PUSTAKA......................................................................................... 147 

LAMPIRAN ....................................................................................................... 152 

 

 

 

 



 
 

viii 
 

DAFTAR TABEL 

 

Tabel 1.1 Jadwal Layanan Mobil Keliling Pajak Bumi dan Bangunan di Kota 

Banjarmasin Tahun 2025.......................................................................5 

Tabel  1.2  Target dan Realisasi Penerimaan Pajak PBB di Kota Banjarmasin Tahun  

  2021-2024 ............................................................................................. 6 

Tabel 1.3 Penerimaan Pajak Bumi dan Bangunan Periode 01/01/2022 S.D. 

31/08/2025 pada Mobil Keliling PBB di Kota Banjarmasin..................8 

Tabel 1.4 Penerimaan Pajak Bumi dan Bangunan Periode 01/01/2022 S.D. 

31/12/2024 yang Pembayarannya Tidak Melalui Mobil Keliling.........9 

Tabel  1.5  Target dan Realisasi Pendapatan Asli Daerah (PAD) Kota Banjarmasin  

Tahun 2021-2024.................................................................................11 

Tabel   2.1   Penelitian Terdahulu............................................................................18 

Tabel   4.1   Jumlah Pegawai BPKPAD Kota Banjarmasin.....................................81 

Tabel   4.2   Matriks Analisis Hasil Penelitian.......................................................112 

Tabel   5.1  Matriks Analisis Pembahasan...........................................................139 

 

 

 

 

 

 

 

 

 



 
 

ix 
 

DAFTAR GAMBAR 

  

Gambar 2.1 Mobil Pajak Daerah Kota Banjarmasin ........................................... 53 

Gambar 2.2 Kerangka Pemikiran..........................................................................58 

Gambar 3.1 Tahapan Pengolahan Data Model Interaktif......................................67 

Gambar 4.1 Peta Wilayah Kota Banjarmasin........................................................74 

Gambar 4.2 Kantor BPKPAD Kota Banjarmasin..................................................77 

Gambar 4.3 Struktur Organisasi BPKPAD Kota Banjarmasin..............................80 

Gambar 4.4 Layanan Mobil Keliling PBB............................................................85 

Gambar 4.5 Prosedur Layanan Mobil Keliling PBB.............................................90 

 

 

 


	KATA PENGANTAR
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR

