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ABSTRAK 

Nikolaus Sandy Maranatha, 2023 “Kualitas Pelayanan NPWP Dengan 

Metode Hybrid Service Di Kantor Pelayanan Pajak Madya Banjarmasin”. Di 

bawah bimbingan Avela Dewi. 

Penyelenggaraan pelayanan publik merupakan proses dan praktik dari 

kegiatan pemenuhan atas kebutuhan dan/atau pemecahan atas masalah melalui 

orang lain yang dapat berupa barang, jasa, dan layanan administratif. Kantor 

Pelayanan Pajak Madya Banjarmasin merupakan instansi yang melayani 

pelayanan publik termasuk Nomor Pokok Wajib Pajak. Penelitian ini bertujuan 

untuk: (1) Mengetahui kualitas pelayanan terhadap masyarakat dalam Pengurusan 

NPWP, (2) Mengetahui faktor-faktor yang menghambat kualitas pelayanan 

NPWP di Kantor Pelayanan Pajak Madya Banjarmasin. 

Penelitian ini menggunakan metode deskriptif kualitatif untuk memberikan 

deskripsi dan penggambaran yang sesuai dengan kenyataan dengan akurat secara 

sistematis. Sumber data yang digunakan berupa data primer dari observasi dan 

wawancara, serta data sekunder dari buku bacaan, jurnal, peraturan yang berlaku 

sah dan dokumentasi di lapangan. Teknik analisis data menggunakan teknik Miles 

dan Huberman (1992), yakni melalui pengumpulan data, reduksi data, penyajian 

data, dan menarik kesimpulan atau verifikasi. 

Hasil penelitian menunjukkan bahwa Kualitas Pelayanan NPWP sudah 

sangat baik, namun masih terdapat faktor penghambat seperti: (1) hambatan 

fasilitas lahan parkir, (2) hambatan permasalahan website error dan maintenance 

server. Dari hasil penelitian ini disarankan: (1) peningkatan kualitas pelayanan 

NPWP, (2) pengkoordinasian dengan kantor pusat dengan intensif, (3) pemberian 

prioritas terhadap wajib pajak dalam mendapat fasilitas parkir dan menjalin 

kerjasama dengan pihak lain di sekitar untuk tambahan fasilitas parkir. Saran yang 

diberikan dalam penelitian ini adalah menjaga koordinasi dengan kantor pusat 

DJP dalam mengelola website layanan serta melakukan pengelolaan fasilitas lahan 

parkir dengan memprioritaskan wajib pajak dan melakukan kerja sama dalam 

menyediakannya dengan lokasi sekitar kantor. 

Kata Kunci: Kualitas, Pelayanan Hybrid, NPWP 
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ABSTRACT 

Nikolaus Sandy Maranatha, 2023 "Quality of Taxpayer Identification Number 

Services Using the Hybrid Service Method at the Banjarmasin Middle Tax 

Service Office". Under the guidance of Avela Dewi. 

Implementation of public services is a process and practice of fulfilling 

needs and/or solving problems through other people which can be in the form of 

goods, services, and administrative services. The Banjarmasin Middle Tax Service 

Office is an agency that provides public services including the Taxpayer 

Identification Number. This study aims to: (1) Know the quality of service to the 

community in the management of Taxpayers Identification Number, (2) Know the 

factors that impede the quality of Taxpayers Identification Number services at the 

Banjarmasin Middle Tax Service Office. 

This study uses a qualitative descriptive method to provide descriptions and 

depictions that are in accordance with reality in a systematically accurate 

manner. The data sources used are primary data from observations and 

interviews, as well as secondary data from reading books, journals, valid 

regulations and documentation in the field. The data analysis technique uses the 

Miles and Huberman (1992) technique, namely through data collection, data 

reduction, data presentation, and drawing conclusions or verification. 

The results showed that the quality of the Taxpayers Identification Number 

service was very good, but there were still inhibiting factors such as: (1) barriers 

to parking facilities, (2) problems with website errors and server maintenance. 

From the results of this study it is suggested: (1) improving the quality of 

Taxpayers Identification Number services, (2) coordinating with the central office 

intensively, (3) giving priority to taxpayers in obtaining parking facilities and 

establishing cooperation with other parties around for additional parking 

facilities. The advice given in this study is to maintain coordination with the DGT 

head office in managing the service website and managing parking lot facilities by 

prioritizing taxpayers and collaborating in providing them with locations around 

the office. 

Keywords: Quality, Hybrid Service, Taxpayer Identification Number 
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