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ABSTRAK

Salma Arini llma, 1910411220023, 2023, “Kualitas Pelayanan Pembayaran
Pajak Kendaraan Bermotor Melalui Pelayanan Samsat Keliling di Koramil
Pekauman Kecamatan Banjarmasin”, Dibawah Bimbingan Aulia.

Mengingat banyaknya kebutuhan akan pelayanan pembayaran pajak
kendaraan bermotor, maka UPPD Samsat Banjarmasin | berupaya meningkatkan
kualitas pelayanan yang diberikan dengan menghadirkan layanan Samsat Keliling
untuk memudahkan masyarakat yang ingin membayar pajak tahunan. Berdasarkan
hal tersebut, penelitian ini bertujuan untuk mengetahui: (1) Kualitas Pelayanan
Pembayaran Pajak Kendaraan Bermotor Melalui Pelayanan Samsat Keliling di
Koramil Pekauman Kecamatan Banjarmasin Selatan, dan (2) Faktor-Faktor
Penghambat Kualitas Pelayanan Pembayaran Pajak Kendaraan Bermotor Melalui
Pelayanan Samsat Keliling di Koramil Pekauman Kecamatan Banjarmasin Selatan.

Metode penelitian yang digunakan adalah kualitatif dengan tipe deskriptif.
Sumber data yang digunakan adalah data primer dan data sekunder. Teknik
pengumpulan data melalui wawancara, observasi dan dokumentasi. Teknik analisis
data menggunakan teknik yang dirumuskan oleh Miles dan Huberman dalam
Sugiyono (2017) dimana ada tiga tahapan, yaitu reduksi data, penyajian data dan
penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembayaran pajak
kendaraan bermotor melalui pelayanan Samsat Keliling di Koramil Pekauman
Kecamatan Banjarmasin Selatan dilihat dari dimensi kecepatan, ketepatan, dan
keramahan yang meliputi proses pemeriksaan berkas, pembayaran pajak, hingga
pengesahan pajak sudah berjalan dengan baik. Sedangkan dimensi kenyamanan
masih kurang baik dikarenakan kurangnya sarana dan prasarana untuk wajib pajak
pada saat menunggu proses pembayaran pajak, seperti tenda dan kursi tunggu yang
kurang banyak disediakan, sehingga masyarakat merasa kurang nyaman saat
mengantri pelayanan. Adapun faktor-faktor penghambat dalam pelayanan Samsat
Keliling Koramil Pekauman diantaranya meliputi: (1) kendala jaringan internet, (2)
jadwal pelayanan yang terbatas, dan (3) ketidaktahuan masyarakat untuk
memperbarui data kendaraan bermotor jika ada perubahan.

Saran yang dapat diberikan untuk meningkatkan kualitas pelayanan
pembayaran pajak kendaraan bermotor melalui pelayanan Samsat Keliling di
Koramil Pekauman diantaranya: (1) UPPD Samsat Banjarmasin | harus
memperbaiki dan melengkapi sarana prasarana pelayanan, (2) menyediakan
fasilitas cadangan untuk menggantikan jaringan utama jika ada gangguan teknis,
dan (3) menambah waktu operasional pelayanan Samsat Keliling agar waktunya
lebih panjang bagi masyarakat yang ingin membayar pajak.

Kata Kunci: Kualitas, Pelayanan, Pajak Kendaraan Bermotor, Samsat Keliling



ABSTRACT

Salma Arini llma, 1910411220023, 2023, ""Quality of Motorized Vehicle Tax
Payment Services Through Mobile Samsat Services at the Pekauman Koramil,
Banjarmasin District", Under the Guidance of Aulia.

Given the large number of needs for vehicle tax payment services, UPPD
Samsat Banjarmasin | seeks to improve the quality of services provided by
presenting Mobile Samsat services to make it easier for people who want to pay
annual taxes. Based on these, this study aims to find out: (1) Quality of Motorized
Vehicle Tax Payment Services through Mobile Samsat Services at Pekauman
Koramil, South Banjarmasin District, and (2) Inhibiting Factors of Service Quality
for Motorized Vehicle Tax Payments through Mobile Samsat Services in Pekauman
Koramil, South Banjarmasin District.

The method used is a qualitative approach to the type of research descriptive.
The data sources used were primary and secondary data. Data collection
techniques by interviews, observation and documentation. The data analysis
technique using a technique formulated by Miles and Huberman in Sugiyono (2017)
where there are three stages, namely data reduction, data presentation and
drawing conclusions.

The results of this study showed that the quality of motorized vehicle tax
payment services through mobile Samsat services at the Pekauman Koramil, South
Banjarmasin District seen seen from the dimensions of speed, accuracy, and
friendliness which included the process of checking files, paying taxes, until the
approval of taxes has been going well. Meanwhile, the comfort dimension is still
not good due to the lack of facilities and infrastructure for taxpayers while waiting
for the tax payment process, such as tents and waiting chairs that are not widely
provided, so that people feel uncomfortable when queuing for services. The
inhibiting factors in the Pekauman Koramil Mobile Samsat service include: (1)
internet network constraints, (2) limited service schedules, and (3) the public's
ignorance of updating motorized vehicle data if there is a change.

Suggestions that can be given to improve the quality of motor vehicle tax
payment services through mobile Samsat services at the Pekauman Koramil
include: (1) UPPD Samsat Banjarmasin | must repair and complete service
infrastructure facilities, (2) provide backup facilities to replace the main network if
there are technical problems , and (3) increasing the operational time for mobile
Samsat services so that the time is longer for people who want to pay taxes.

Keywords: Quality, Service, Motorized Vehicle Tax, Mobile Samsat
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