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Abstract: This study aimed to determine and to analyze the magnitude of the effect of service quality and tax sanctions on service satisfaction and its implementation on compliance to pay personal vehicle tax at UPTD Palembang Local Revenue Office of South Sumatra Province. There were 400 research samples and used Structural Equation Modeling (SEM) Analysis. The result of the research showed the direct influence of service quality variable to the service satisfaction of 0.60, the Tax Sanction to the Service Satisfaction of -0.23, the Service quality to the tax-payer compliance of -0.11, Tax Sanction on taxpayer compliance equal to -0.11, Service Satisfaction on taxpayer compliance equal to 0.82. The most dominant direct influence on vehicle taxpayer compliance was the variable of service satisfaction of 0.82. While the indirect effect of service quality variable on service satisfaction and its implication on obidence to pay personal vehicle tax of 1.38 and the magnitude of indirect effect of variable sanction of tax on service satisfaction and its implication on compliance pay tax personal vehicle equal to 0.59. The most dominant indirect influence on the compliance of paying personal vehicle tax was the service quality variable of 1.38.
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INTRODUCTION
Quality of Services according to Normasari in (Hadiwijaya, 2017) is giving perfection of service for the achievement of the wishes or expectations of customers. Meanwhile, according to Adrian Payne in  (Marismiati & Hadiwijaya, 2013) service contains the understanding: a). All activities required to receive, process, deliver, fulfill orders and to follow up any erroneous activities. b). Punctuality and reliability of service delivery to customers according to their expectations. c). series of activities covering all areas of integrated business to deliver such products and services in such a way as to be perceived as satisfying by the customer and realizing the achievement of company objectives. d). Total orders entered and all communications with customers. e). Submitting products to customers on time and accurately with all follow-ups and accurate responses. According to Payne cited in research  (Hadiwijaya, 2011) the factors that affect the quality of service can be defined five key aspects as follows: a). Tangibles include physical facilities, equipment, personnel appearance. b). Reliability includes the ability to perform services or services that are expected to be convincing, accurate and consistent. c). Responsibility includes the ability to provide fast service and help customers. d). Assurances include knowledge, courtesy and the ability of employees to convey certainty and trust. e. Empathy covers individual attention to customers. Good service quality that is given UPTD Palembang Local Revenue Office of South Sumatra Province will affect the tax revenue received UPTD Palembang. The good Service quality will be affect on the taxpayer, thus the taxpayer in fulfilling obligations in paying taxes then avoid from tax sanctions and also the income received UPTD Palembang increased.
Taxation sanction is applied as a result of non-fulfillment of tax obligations by taxpayer as mandated in the Taxation Law. The imposition of tax sanction to the Taxpayer may cause the fulfillment of tax obligation by the Taxpayer so that it can improve the Taxpayer's own compliance. Taxpayers will be obedient (because of the pressure) because they think there are severe sanctions due to illegal actions in an attempt the smuggle taxes  (Devano & Rahayu, 2016). According to (Tjahjono & Wahyudi, 2005) tax sanction is an act given to taxpayers or officials associated with taxes that committed violations either intentionally or because of negligence. Tax sanction is a guarantee that the provisions of tax laws and regulations will be complied with. In other words, taxation sanction is a deterrent means that taxpayers do not violate the norms of taxation. In the Taxation Act known two kinds of sanctions, namely administrative sanctions and criminal sanctions. According to (Mardiasmo, 2003) Administrative sanctions represent the payment of losses to the State, especially in the form of interest and increase. Criminal sanctions are torture or suffering and constitute a final tool or bulwark used by the tax authorities to keep the tax norms obeyed. Tax penalties are a means of prevention for violations committed by the taxpayer. If service satisfaction fails to meet expectations, the taxpayer will be dissatisfied. If service Satisfaction in accordance with expectations, taxpayers will be satisfied. If service Satisfaction exceeds expectations, taxpayers will be very satisfied or happy.
Satisfaction is "the feeling of pleasure or disappointment of a person arising from comparing the Service Satisfaction that has perceived the product (or the outcome) against their expectations". According to Suwardi & Utomo (Hadiwijaya & Hanafi, 2016). Satisfaction has a very important role in order to support the achievement of agency goals, because Satisfaction contributes greatly to the effectiveness of the organization, as well as stimulating spirit of work and loyalty. According to (Tjiptono, 2012) measurement of satisfaction is done with various purposes, including: a). Identifiying the importance of the customer, important aspects considered by the customer and whether he is satisfied or not, b). Determining the level of customer satisfaction on the satisfaction of the Service organization on important aspects. c). Comparing the level of customer satisfaction to the company with the level of customer satisfaction to other organizations, either direct or indirect competitors. d). Identifiying PFI (Priorities for Improvement) through a gap analysis between the score of importance and satisfaction. e). Measuring customer satisfaction index that can be a reliable indicator in monitoring progress progress from time to time in increasing consumer loyalty.

Compliance in taxation according to (Devano & Rahayu, 2016) is compliance, submission and compliance and implement the provisions taxation. Compliance that does not show improvement will threat government efforts in improving people's welfare (Chau & Leung, 2009). Obedient taxpayers were obedient taxpayers and fulfill and carry out taxation obligations in accordance with the provisions of tax laws. Tax compliance is the act of the taxpayer in the fulfillment of tax obligation in accordance with the provisions of the laws and regulations of the implementation of taxation applicable in a country. Obedient taxpayers are compilance and obedient and have no arrears or delays in tax deposits. There are two types of compliance, namely: a). Formal compliance is a condition in which the taxpayer fulfills the obligation formally in accordance with the provisions of the tax law, b). Material compliance is a condition in which the taxpayer substantially or essentially complied with all the provisions of the material taxation, namely according to the contents and the soul of tax laws. Material compliance may also include formal compliance.

Previous research was conducted by (Palil, 2005) which examined the influence of demogratory factors affecting taxpayer behavior. Based on the Levene Test, this study proves that there is no significant difference in taxpayer knowledge between men and women, between government and personal. The study is dominant to see Taxpayer compliance behavior. Another study entitled Influence of Service Quality, Tax Sanction, Tax Compliance Fees, and Application of E-Filing on Taxpayer Compliance conducted by (Susmita & Upadmi, 2016). The results obtained are service quality, taxation sanction, and application of e-filing have positive and significant effect on WP OP compliance, while tax compliance cost has negative and significant effect on WP OP compliance. Other research conducted by (Putri & Setiawan, 2017) on the Effect of Awareness, Knowledge and Understanding of Taxation, Service Quality and Tax Sanctions Against Taxpayer Compliance. The results showed that the awareness of taxpayers, knowledge and understanding of tax laws, service quality and tax sanctions have a positive effect on taxpayer compliance. Therefore, the difference of this study with previous research was to include elements of satisfaction and its implementation on taxpayer compliance. 
This study aimed to determine and to analyze the magnitude of the effect of service quality and tax sanctions on service satisfaction and its implementation on compliance to pay personal vehicle tax at UPTD Palembang Local Revenue Office of South Sumatra Province.
METHODS
Population and Sample in this research was Personal Vehicle Taxpayer at UPTD Palembang Local Revenue Service of South Sumatera Province using data of year 2015 which amounted to 550,732. Due to the researcher's limitations, this study could not be performed on all populations, but some of the population could represent it. Selection of respondents used Proportional Random Sampling method. Determination of sample size from a population  used Slovin formula approach (Umar, 2008) as follows:
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where : 
n
: Sample size, 
N: Population Size


e
:
Percentage of inaccuracy ease due to sampling error.

Where in this research 
N=
550.732 dan e = 5%

Thus the minimal number of samples would be taken were:
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 = 400
Based on the calculation using slovin formula in this study the authors took a sample of 400 respondents. 
Data Collection Methods
The methods used to collect data in this research were: a). Observation: Collecting data by conducting direct observation and recording the phenomenon that occurred in the location of research. B. Questionnaire: Collecting data by using questionnaire distributed to Personal Vehicle Taxpayer at UPTD Palembang Local Revenue Office of South Sumatera Province. 

Structural Equation Modelling (SEM) Analysis
The analysis of this research used Structural Equation Modeling (SEM) Analysis, which is operated through Lisrel Program. The structural equations can be built on this following guidline:

Endogenous Variable =  Exogenous Variable + Endogenous Variable + Error
One goal of Path Analysis is to determine whether the model is planusible (reasonable) or fit. A research model is said to be good, if it has a good fit model as well. Some of its conformity indexes and "cut-off values" are used to test whether a model is accepted or rejected according to Hulland et al in (Ferdinand, A., 2005) i.e.
Table 2. Goodness of Fit Index
	Goodness of Fit Index
	Cut-of Value

	χ2-Chi-square
	expected to be small

	Significancy Probability
	≥ 0.05

	RMSEA
	≤ 0.08

	GFI
	0 – 1

	AGFI
	≥ 0.90

	CMIN/DF
	≥ 3.00

	TLI
	≥ 0.95

	CFI
	0 – 1


                               Source : (Ferdinand, A., 2005)
RESULT AND DISCUSSION
Instrument Test
Before all questionnaires distributed to the personal vehicle taxpayer  at UPTD Palembang Local Revenue Office of South Sumatra Province, prior to test the instrument. This instrument test aimed to ensure that each item statement in the questionnaire was really appropriate to answer the research hypothesis. Instrument testing is done by spreading the questionnaire as much as 30 to the taxpayer of personal vehicle. Data obtained from the questionnaire is processed for further validity and reliability testing using SPSS program.

a. Validity Test
This test aimed to examine whether each item of the instrument (statement) was really able to reveal the factors that had been measured. The validity value of each statement could be seen from the Corrected Item-Total Correlation value of each statement. As described by (Umar, 2008:52), if the Corrected Item-Total Correlation value> 0.3 then the measuring device or statement item is valid, as in table 2.

Table 2. Validity Item Testing of Questionnaire Statement
	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	QS
	X11
	73.50
	35.983
	.633
	.910

	
	X12
	73.47
	35.499
	.712
	.908

	
	X13
	73.53
	35.292
	.666
	.909

	
	X14
	73.70
	37.183
	.369
	.917

	TS
	X21
	73.63
	35.964
	.695
	.909

	
	X22
	73.67
	35.402
	.708
	.908

	
	X23
	73.90
	36.852
	.430
	.915

	
	X24
	73.63
	36.723
	.553
	.912

	SS
	Y11
	73.77
	34.185
	.721
	.907

	
	Y12
	73.67
	35.885
	.626
	.910

	
	Y13
	73.70
	35.803
	.579
	.911

	TPC
	Y21
	72.57
	35.220
	.687
	.909

	
	Y22
	72.50
	35.224
	.767
	.907

	
	Y23
	72.57
	34.737
	.766
	.906

	
	Y24
	72.67
	35.402
	.708
	.908


Source: Processed Data by Using SPSS



Based on table 3. shows that the validity test of 30 taxpayers of personal vehicles with Corrected Item-Total Correlation value> 0.3 on all items in the variable of Service Quality Impact (QS) and Tax Sanction (TS) on Service Satisfaction SS) and its implementation on Personal Vehicle Tax Pay Compliance (TPC) at UPTD Palembang Regional Revenue Service of South Sumatera Province, so that the data can be analyzed further.
b. Reliability Test
The reliability test was performed by using Cronbach's Alpha method and measured by Cronbach's Alpha 0 to 1. The reliability of a variable construct is said to be good if it has a Cronbach's Alpha value> 0.60 (Umar, 2008: 53), as showed in the table. 3
Table 3. Reliability Testing  Of  Questionnaire   Statement  Item
	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	Quality of Service (QS)
	8.5878
	2.640
	.745
	.919

	Tax Sanctions (TS)
	8.4516
	2.427
	.756
	.929

	Satisfaction of Services (SS)
	8.5776
	2.630
	.765
	.939

	Personal Vehicle Tax Payable Compliance (TPC)
	8.3505
	2.476
	.820
	.928


Souce: Processed Data using SPSS
Based on Table 3, it shows that the reliability test with Cronbach's Alpha value> 0.60 all the items (items) in all variables were reliable.

Confirmatory Factor Analysis (CFA)
a).  Exogenous Confirmatory Factor Analysis (CFA) construct
Measurement Model to test the validity and reliability of latent construction construct indicators was done by confirmatory factor analysis (CFA). Exogenous CFA Model Constructs can be seen in Figure 1. below:
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Figure 1. Model_1 CFA Exogenous Construct.
Based on Figure 1. above, it can be seen that in Model_1 CFA Exogenous Construct there is a loading factor load value less than 0.5, the Quality of Service (QS) variable is X12 and the variable Tax Sanctions (TS) is X24 which means that indicators are not yet valid and must be excluded in subsequent analysis. Thus, the Model_2 CFA endogenous construct is obtained as follows:

[image: image5.png]ooeel il g
o
10
o7
| | \
ol X4 ok
BT TR B : n/
106
I Y
o.5a>|  X23 /





Figure 2. Model_2 CFA Exogenous Construct
Based on figure 2. above, it can be seen that on Model_2 CFA Exogenous Construct there is a loading factor value less than 0.5, on Quality Of Service (QS) variable that is X11 which means that the indicators are not valid yet and must be issued in subsequent analysis. Thus obtained the Model_3 CFA Endogenous Construct: [image: image6.png]-0.zam  KI3
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Figure 3. Model_3 CFA Exogenous Construct
Based on figure 3, it indicates that in Model_3 CFA exogenous construct of Quality of Service (QS) and Tax Sanctions (TS) have no loading factor load value less than 0.5, so all the indicators on the exogenous variables are already valid. The results of reliability calculations with Construct Reliability of Confirmatory Factor Analysis/CFA Exogenous on Quality of Service (QS) and Tax Sanctions (TS) variables are shown in Table 4.
Table 4. Validity Indicator and Reliability Test Result of Exogenous Variable Constructs
	Dimension
	Indicator
	λ 
	Error = 1-λ2
	CR=(∑λ)2/ ((∑λ)2 +∑Error)

	Quality Of Service (QS)
	X13
	1.11
	-0.23
	0.912

	
	X14
	0.68
	0.54
	

	Tax Sanctions (TS)
	X21
	0.55
	0.69
	0.825

	
	X22
	1.05
	-0.10
	

	
	X23
	0.69
	0.52
	


Table 4 shows that the Construct Reliability (CR) value of all exogenous constructs is above 0.7. Thus, it can be concluded that all dimensions and variables of Quality Of Service (QS) and Tax Sanctions (TS) in research with Full Model have good reliability and validity.
b).  Confirmatory Factor Analysis (CFA) Endogenous Construct
Confirmatory Factor Analysis of Endogenous Construct can be seen in figure 4. below:
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Figure 4. Model_1 CFA Endogenous Construct
Based on Figure 4. indicates that in the Model_1 CFA Endogenous Constructs there is no loading factor value less than 0.5, so all the indicators on the Satisfaction of Services (SS) and Personal Vehicle Tax Payable Compliance (TPC) variables have been valid. The results of reliability calculations with Construct Reliability of Confirmatory Factor Analysis/CFA endogenous variables can be seen in table 5.
Table 5. Validity Indicator and Reliability Test Result of Endogenous Variable Constructs
	Dimensi
	Indicator
	λ 
	Error = 1-λ2
	CR=(∑λ)2/ ((∑λ)2 +∑Error)

	Satisfaction of Services

(SS)
	Y11
	0.86
	0.26
	0.898

	
	Y12
	0.99
	0.03
	

	
	Y13
	0.73
	0.47
	

	Personal Vehicle Tax Payable Compliance

(TPC)
	Y21
	0.99
	0.02
	0.914

	
	Y22
	0.67
	0.55
	

	
	Y23
	0.74
	0.45
	

	
	Y24
	0.97
	0.05
	


Based on Figures 3. and Table 5. indicates that the Model_1CFA endogenous construct has no loading factor load value less than 0.5, which indicates that all indicators in the endogenous variable are valid. While the value of Construct Reliability (CR) shows that of all exogenous construct is above 0.7. Thus, it can be concluded that all dimensions and variables of research in Full Model have good reliability.

Structural Equation Modelling (SEM) Analysis
The next analysis is Structural Equation Modeling (SEM) analysis in full model (without involving invalid indicator). Analysis of data processing result at SEM full model stage was performed by conducting model feasibility test and statistic test of quality of service (QS) and tax sanction (TS) on service satisfaction (SS) and its implementation on personal vehicle tax compliance (TPC) at UPTD Palembang Local Revenue Office of South Sumatera Province, in testing the overall feasibility of the model was performed by considering the results of the calculation of Goodness of Fit Statistics with LISREL Software. The test refers to the fit model criteria contained in the following Goodness of Fit Index table:

Table 6. Goodness of Fit Index
	No
	Goodness of Fit Index
	Value
	Cut off Value 
	Criteria
	Information

	1.
	Chi-Square
	406.23
	<α.df
	Good  Fit

Marginal fit
	Good Fit

	
	Probability
	0.051
	> 0.05

0.01 – 0.05
	
	

	2.
	RMSEA
	0.013
	≤ 0.08

0.08 – 0.10
	Good  Fit

Marginal Fit
	Good Fit

	3.
	NFI
	0.92
	≥ 0.90

0.80 – 0.89
	Good  Fit

Marginal Fit
	Marginal Fit

	4.
	NNFI
	0.89
	≥ 0.90

0.80 – 0.89
	Good  Fit

Marginal Fit
	Marginal Fit

	5.
	CFI
	0.92
	≥ 0.90

0.80 – 0.89
	Good  Fit

Marginal Fit
	Good Fit

	6.
	IFI
	0.92
	≥ 0.90

0.80 – 0.89
	Good  Fit

Marginal Fit
	Good Fit

	7.
	RMR
	0.025
	≤ 0.05

0.05 – 0.10
	Good  Fit

Marginal Fit
	Good Fit

	8.
	GFI
	0.85
	≥ 0.90

0.80 – 0.89
	Good  Fit

Marginal Fit
	Marginal Fit

	9.
	AGFI
	0.86

	≥ 0.90

0.80 – 0.89
	Good  Fit

Marginal Fit
	Marginal Fit


Source : Results of Processed Research Data
Based on table 6. and the results of the analysis from Lisrel above shows that the model as a whole (Full Model) produced is a model that Fit, so it can be continued in the next analysis. The predicted results for full model SEM analysis based on t-value are shown in the following figure:

[image: image8.png]ph

13

ph

ssml X3 [~

20

2oml XM [

S T
1
2
LS T
1
oml X1 /

1150

Ee

12 70
T
05 10.28
1770
13,54
302 g0y
2.27
se
324
a2 17.65.
13,97
170
7s
si.zs
03,87
.79

Chi-Square=406.23, df=48, P-value=0.05142, RMSEA=0.013




Figure 5. The Predicted Results of Full Model based on t-value

Based on Figure 5. it can be seen that all parameters in the Full Model significantly influence the value of t-value that is more than 1.96 at the 0.05% level. The predicted results for full model SEM analysis based on loading standards are shown in the following figure:
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Figure 6.  The Predicted Results of Full Model
Based on the above loading standard results, the structural equation is obtained as follows.

Sub-Structural Equation:

SS = 0.56*QS+(-0.23)*TS
Based on the structural model it can be explained that Quality of Service (QS) to Satisfaction of Services (SS) of 0.56 and Tax Sanctions (TS) to Satisfaction of Services (SS) of -0.23. This means that the better Quality of Services (QS) then Satisfaction Oof Services (SS) at UPTD Palembang Local Revenue Office of South Sumatra Province is getting better. While the Tax Sanctions (TS) showed a negative influence on Satisfaction of Services (SS), the higher the value of Tax Sanctions will make Satisfaction of Services decreased at UPTD Palembang Local Revenue Office of South Sumatra Province.
Structural Equation :

TPC =0.82*SS + (-0.11)*QS +0.11*TS
Based on the structural model, it can be explained that Personal Vehicle Tax Payable Compliance (TPC) is directly affected Satisfaction of Services (SS), Quality of Service (QS) and Tax Sanctions (TS). This shows the effect of Satisfaction of Services (SS) on the Personal Vehicle Tax Payable Compliance (TPC) of 0.56, the influence of Quality of Service (QS) on the Personal Vehicle Tax Payable Compliance (TPC) of (-0.11) and the effect of Tax Sanctions (TS) against Personal Vehicle Tax Payable Compliance (TPC) of 0.11 at UPTD Palembang Local Revenue Office of South Sumatra Province. Variable Satisfaction Of Services (SS) has the most dominant effect on Personal Vehicle Tax Payable Compliance (TPC) at UPTD Palembang Local Revenue Office of South Sumatera Province.
Analysis of Direct and Indirect Influence
a. Direct Influence 

Direct influence analysis is intended to see how strong the influence of a variable with other variables directly and the interpretation of these results will have important meaning to determine a clear strategy in order to improve Employee Performance Inspectorate of South Sumatra Province. The calculation results of direct influence by Lisrel are as follows:

Table 7. Direct Influence 
	 
	QS
	TS
	SS

	SS
	0.56
	-0.23
	

	TPC
	-0.11
	0.11
	0.82


               Source: Results of Processed Research Data

Based on the results of Table 7. the number of Direct Influence of Quality of Service (QS) to Service Satisfaction (SS) of 0.60, Tax Sanction (TS) to Service Satisfaction (SS) of -0.23, Quality of Service (QS) on tax pay compliance (TPC) of -0.11, Tax Sanction (TS) on tax pay compliance (TPC) of -0.11, Service Satisfaction (SS) on tax compliance (TPC) of 0.82. The most dominant direct influence on Personal Vehicle Tax Payable Compliance (TPC) is the service satisfaction variable (SS) of 0.82. 
b.  Indirect Influence
The analysis of indirect influence is intended to see how strongly the influence of a variable with other variables is indirectly and the interpretation of these results will have important meanings for defining a clear strategy in order to increase taxpayer compliance of personal vehicles. The calculation results of indirect influence are as follows:
Table 8. Indirect Influence 

	 
	QS
	TS

	SS
	
	

	TPC
	1.38
	0.59


Source: Results of Processed Research Data
The analysis of Indirect influence is intended to see how strongly the influence of a variable with other variables is indirectly and the interpretation of these results will have important meanings for defining a clear strategy in order to increase taxpayer compliance of personal vehicles. The calcualtion results of indirect influences are as follows.
CONCLUSIONS 
Based on the results of research and analysis results that have been performed, it can be drawn conclusion as follows:

a) Direct Influence of Quality of Service Quality to Service Satisfaction is equal to 0.60, Tax Sanction to Service Satisfaction is equal to -0.23, Quality of Service to tax payable compliance is equal to -0.11, Tax Sanction to tax payable compliance is equal to -0.11, Service Satisfaction to tax payable compliance is equal to 0.82.
b) The indirect influence of service quality variables on service satisfaction and its implications on personal vehicle tax payable compliance of 1.38 and the indirect effect of tax sanction variable on service satisfaction and its implication on personal vehicle tax payable compliance of 0.59.
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