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Abstract

This study aims to investigate the influence of taxpayers' awareness, service quality,

taxation knowledge, and tax sanctions toward taxpayers' obedience, with taxpayers'

awareness as the mediating variable. Questionnaire was distributed in the area of KPP (Tax

Service Office) Pratama West Mataram. This study involved 150 individual taxpayers in

Mataram who were chosen randomly. The data were analyzed using double linear regression

analysis and t-test and processed using SPSS for Windows. The result of this study shows

that taxation knowledge and tax sanctions influence taxpayers' obedience either directly or

with the mediation of taxpayers' awareness; however, fiscus service quality influences

taxpayers' obedience only if it is mediated by taxpayers' awareness.

Keywords: service quality, taxpayers' awareness, taxation knowledge, tax sanctions,

taxpayers' obedience.

Introduction

Indonesia is in progress of developing all aspects. The development can go well if it is

supported by adequate funding, For that reason, the government requires sources of income

to fund, one of which comes from taxes paid by its people. A tax is a social phenomenon

which only exists in a society; without a society in a country, there is no tax'

People who are given protection by a country are obliged to provide support

through their participation in funding the country. In lndonesia, according to UU KUP (Law

of General Provision and Taxation Procedure) Number 28 Year 2O07 Article I Clause f it is

stated that a tax is an obligatory contribution for the country which is indebted by an

individual or a body, coercive under the law without any direct remuneration and used for

the purposes of creating prosperity for the people.

Tax collection is not easy. Besides the active role from tax officers, taxpayers'

awareness and willingness to pay taxes are required. According to the law of taxation,

Indonesia applies self-assessment system, letting taxpayers calculate, pay, and report their

taxes by themselves. This system is applied to measure taxpayers' behavror, specifically to

what eitent their awareness to pay taxes is, followed by obedience for filling and reporting

SPT (Surat Pemberitahuan Tahunan, annual tax return) correctly and on time' With higher

level of awareness, correctness, and timeliness, it is expected that the level of taxpayers'

obedience for fulfilling their obligation is higher as well.

one of the biggest taxes for the national tax revenue is income tax. The income tax

is a tax which liability is attached to a subject, meaning that every obligation related to the

income tax cannot be transferred to other subjects. Therefore, taxpayers' awareness and

obedience is required. This study was conducted in KPP Pratama west Mataram with the

followrng background and reason.

The 2d lnternational Conference on Accounting, Business & Economics I I



Researcher did an interview with Mr. Dewa Made widya Permadi, a tax officer in

KPP Pratama west Mataram, he stated that in term of the punctuality in submitting annual

tax return, many taxpayers ln Mataram do not report or pay their taxes on time' He also

stated that many individual taxpayers do nol really know how to fill annual or periodical tax

return, which is proved by the fact that several taxpayers still ask for assistance from officers

to fill the tax return.
Furthermore, Mr, Permadi stated that the officers in KPP Pratama west Mataram

should have the skills as well as the knowledge of taxation so they can provide correct

explanation whenever taxpayers require information about the taxation law or how to fill

annual tax return. KPP Pratama West Mataram continuously encourages the officers to

update their knowledge of taxation and regulations. Table I below shows the data collected

fiom KPP Pratama West Mataram about individual income tax revenue within the period of

this study from 2012 to 201 5.

Table 1: Individual Income Tax Revenue

in KPP Pratama West Mataram 2O12 to 2oll

2012
201 3

l00o/o

117 0k

| 11o/o

4680/o
2014

3.489.469.083
4.087.657. r 6r
4.5r9.843.858

Source: KPP Pratama West Mataram

Table 1 shows that the rate of individual income tax revenue in KPP Pratama West

Mataram increased from 2012 to 2015. However, the obedience for reportrng annual tax

return was in fact worrying. The obedience for reporting annual tax return by taxpayers to

KpP Pratama west Mataram from 2012 to 2015 can be seen in Table 2, which explains that

from 2o12 to 2015, the number of individual taxpayers registered in KPP Pratama West

Mataram was always higher that the number of taxpayers who had reported their annual tax

return.

Tab|e2:obedienceforReportingAnnua|TaxReturnfor|ndividua|lncomeTax
in KPP Pratama west Mataram 2012 to 2Q1l

year Number ofRegistered

20t2 60.705
2Ol3 65.615 33.414 50,92o/o

2014 70.823 32.025 45,2190

Reported Annual Tax
Percentager""' r.'^r"crc Return

32.165 52,99 0/o

Source: KPP Pratama west Mataram

The average percentage of the reported annual tax return was only 54olo, while in

2014 and 2015 the number of individual taxpayers registered in KPP Pratama West Mataram

increased. Based on the data presented in Tables I and 2, it can be concluded that 46qo of

taxpayers had not fulfilled their obligation fron 2012 to 2015, a significant number which

almoit reached 507o. This fact made the researchers feel compelled to conduct a study on

individual taxpayers, obedience for paying their taxes especially in Mataram with Taxpayers'

Awareness as the moderating variable.
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Obedience is the motivation of a person, group, or organization to act according to a

valid regulation. According to santoso (2009), taxpayers' obedience is taxpayers' willingness to

fulfill iireir tax obligation in accordance with the regulation without any inspection,

investigation, warning, or threat and either legal or administrative sanctions. A high level of

obedie-nce rs required so that taxpayers themselves are willing to pay taxes, resulting in the

optimal tax revenue for funding the development of the country (Effendi' 20 | 2)'

Taxpayers' obedience is influenced by several factors, one of which is taxpayers'

awareness. lciording to Muliari and setiawan (2Ol I ), taxpayers' awareness is a condition in

which taxpayers know, admit, appreciate, and obey the valid tax regulation and have the

ability and'willingness to fulfill their tax obligation. Taxpayers' positive judgment toward.the

implementation of th" rtat. functions by the government will raise and encourage their

awareness to pay taxes, and thus such awareness from taxpayers especially and people in

general is n"i"*ary to increase the obedience for the tax obligatron (Jotopurnomo and

Mangoting, 2013).- 
Next, the service given by tax officers has a significant influence toward taxpayers

obedience. Tax officers are required to provide a nice, fair, and clear service for taxpayers

and encourage the awareness to pay taxes. Taxpayers' perspective toward tax officers is one

of the factois influencing their obedience for reporting and paying taxes (Halimi,2Ol.2).

StudiesconductedbyHidayatu||oh(2013)andHaIimandRatnawati(2015)showedthat
service quality and taxation knowtedge have a significant positive influence toward

taxpayers' obedience.
Moreover, taxpayers should also have taxation knowledge. The increase of taxation

knowledge through formil or non-formal education will have a positive impact on taxpayer's

.*ur.n"r'r. Accoiding to Kristanty, Khairani, and Fajrrana (2012), taxation knowledge is the

most basic thing taxpayers should'have because they will get difficulties in fulfilling their tax

obligation without such knowledge.
StudiesconductedbyUtami(2013)and|mam(2013)showedthattaxsanct|ons

positive|y inf|uences taxpayers, obedience. In addition, Mutia (2014) stated that sanctions

i""n ,o',u"p.y"rs can mak; them fulfill their tax obligation and thus increase their obedience'

ilardiasmo 
'(2b03) 

explained that sanctions guarantee that the tax norm is followed and

obeyed; in other words, sanctions prevent taxpayers from violating the regulations'

BasedonthefactsinK.PPPratamawestMataramsummarizedinTab|eland2
togetherwithsomepreviousresearchfindingsexplainedinthepreviousparagraphs'the
pribl"r, of this study are ,,whether service quality, taxation knowledge, and tax sanctions

influencestaxpayers'awarenesstopaytaxesandwhethertaxpayers'awarenessinf|uences
their obedience for paying taxes in KPP Pratama West Mataram "

Literature Review and Hypotheses Development

The theoretical ground of this study was developed from the fotlowing behavioral theories:

Attribution Theory

Attributionisaprocessofcreatinganimpression.Attributionfeferstohowsomeone
.*ftuinr tt'. reasons of someone elsi's or his/her own behavior. Attribution is a process in

which someone draws a conclusion related to factors influencing others' behavior'

Attribution theory considers an individual as an amateur psychologist who tries to

understand the cause of any occurrences he/she deals with'

The 2nd lnternational Conference on Accounting, Business & Economics | 3



According to Robbins (2001), basica|ly attribution theory states that when peop|e

are observing soruone's behavior, they are trying to determine whether it is caused by an

internal or eiternal motivation. Internally motivated behaviors are believed to be under an

individual's control or come from internal factors such as cha racte rlstics, awareness' and

ability. This is internal attribution. Meanwhile, externally motivated behaviors are influenced

by eiternal factors such as or social instruments or influences from others, meaning that an

individual is forced to do a parttcular thing because of a certain situation; this is external

attribution.
Attribution theory is relevant to this study in term of how internal and external factors

influence someone to obey or not obey the taxation law. The internat factors which influence

taxpayers' obedience are their awareness and knowtedge, while the external factors are

service and sancttons.

Theory of Planned Behavior (TPB)

TpB is a conceptual framework with the goal of explaining the causes of certain behaviors.

TPB indirectly shows the possibility in which an individual or a group does not completely

control theii behaviors, and thus behavioral control is perceived to overcome those

behaviors. The intention to behave in a particular way is determined by 3 factors: behavioral

belief, normative belief, and control belief.

TPB was used in this study as a basis to develop the hypothesis' Taxpayers behave

whentheyaIreadyhavetheawarenesstoPaytaxes'andthustheirwi||ingnesstopaytaxes
increasinj, meani;g that they obey the taxation law by paying taxes' Otherwise' if taxpayers

are not;are of their tax obligations, they will not have the willingness and the obedience

for paying taxes.

Taxpayers' Obedience

According to Devano and Rahayu (2006), "taxpayers' obedience is taxpayers' action in

frititlng in"ir tax obligations according to the general provision of taxation legislation and

taxation procedure applied in a country"'
Tixpayers' obedience is refleited in the situation where taxpayers (Devano and

Rahayu,2006):
,l.understandorattempttounderstanda||provisionofthetaxation|egis|ation

2. fill the tax form completely and clearly

3. calculate the amount of the indebted taxes correctly

4. pay the taxes on time.

As the level of correctness in calculating taxes and punctuality in paying, filling, and

reportinj annual tax return is higher, it is explcted that the level of taxpayers' obedience

becomes higher as well.

Service QualitY

Goodserviceisanimportantfactorinincreasingcustomersatisfaction.Theimprovementot
servlcequatityandquantitycanincreaseta"payers,satisfactionascustomefssothattheir
oU"ai.nl. tuy in.r"is.. lniormation technology and system can be implemented to make it

easier for taxpayers to fulfill therr obligations (Supadmi' 2009)'

4l Ull-lcABE 20 l7



Taxation Knowledge

Knowledge is things known by human beings or.things they^get to know as a result of therr

effort. Taxation knowledge is the knowledg6 of the concept of general provision il:i-it':l:
such as types of taxes ,n 

'nJon"tit' 
ti subjects'- tax objects' tax rate' indebted tax

.uii"r.,loq'i^a"uted tax record, and the procedure to fill tax report'

Taxationknowledgecanbelearnedfromseminarsabouttaxation'counseling'ancl
training conducteO by ttre Oirectorate Ceneral of Taxes or other institutions' The knowledge

does not only comprise *t ;;;;;il;i ;nderstanoing of,the taxation law' minister of

finance's ministerial oe.re"s, circulai letters' and letters of decree but also technical ability

and skills to calculate the amount of indebted taxes (Putri' 2013)

Based on the definition aiout, ii tun be concluded that taxation knowledge is a

oro..rr-in- *fti.h taxpayers' have the knowledge of taxation and apply the knowledge to pay

;;; i;" lno*t"ig. and tnl understanding of taxation regulations refer to general

provision and taxation Proceoure' which include how.to report annual tax return' paymenl

procedure, payment counters' penalties' and payment deadline (Resmi' 2009)'

Tax Sanctions

Taxsanctionsguaranteethatthetaxation|egis|ationprovision(taxnorms)isfolIowed
/obeyed. In other words, 

'unttiont 
prevent tafiyers.from violating the norms (Mardlasmo'

2003). The sanctions in tne taxation law are divided into two categories: administrative and

criminaf, which can be fines/penalties or imprisonment'

Tax sancttons .'" ,'u"'i'io-;;-P';"tt who fail .to fulfill their obligations The

implementation of ,n. ,.n.iionr-.r. li.'i" taxpayers fulfill their obligations and thus

increase their obedience. rr^p.y.r, *iri "u"y 
tr," rl* (due to the pressure) because they

;;;t;;; il., sanctions in tire iorm of fines/penalties will be given if they do not pay taxes'

Taxpayers' Awareness

Awareness is human beings 'ability to understand the.f:allv and the way to act or reacl to

the reality. Taxpayers' tnu"ti"iliiit''t"flected on social' cultural' and economic conditions

;;;;;;;t ,n#,i'tit behaviors' which are represented in their awareness to pay taxes'

Lack of awareness may oe ;;;; ;;,h" t ignorance of the importanc" "f 
su.1p:t]:1i.,::"

nation, using the national ranguage' enjoyinf security and order' and having ancl enjoyrng

the national culture (Marihot, 2010)' People have not yet.understood the rewards they will

get for paylng taxes'. Lack of u*ui"n"" to pay tax€s 
-often 

becomes the problem in tax

collection in lndonesra' "";;;-i;ii;; 
i" ngut' 2006) added that Indonesian taxpavers'

row awareness is one of the ;;;;;r';t;."y"tax'potenriars cannot be coilected. Taxpayers

a*aianart is necessary to increase the obedience for paying taxes'

According to su'i tzdiii' tt-o;:-;;t"":t; Lt t logical conseq-ueT^t-iyll:t

thev provide financial contribuiion for the taxation functions by- paying taxes on time wilh

the' correct amount With such awareness' a taxpayer has'undersiood hls rights and

responsibilities as a citizen' iit i^t""t of taxation knowledge both through formal and

non-formal tax educatron will positively impact on 
1111t11t' 

awareness'

Furthermore, su'vuoi iioool 
'mentioned four 

'imoortant 
indicators in increastng

taxpayers, u*u,.n...,^,.,.0u1,.:;:tT..f"..,,'.;o.:;ffi,,t'-:1.:"""-:"ltlJX":JT,t"ffil:
observing taxpayers cnari

The 2nd lnternational Conference on Accounting' Business & Economics l5



counse|ingforthem.lntheconc|usionofhisstudy,suryadistatedthattheincreaseot
taxation knowledge has a positive impact on taxpayers' awareness'

In the preiious study on factors influencing taxpayers' awareness' the result shows

that tax officers' attitude does not influence taxpayers' awareness to pay taxes, but their

attitudeandtaxcounse|ingandsocia|izationsignificant|yinf|uencestaxpayers'awareness
(Chatarina,2004).

Hypotheses DeveloPment

The influence of service quality on taxpayers' awareness to pay taxes

ServicequaIityisanessentlalfactorintaxserviceoffices;taxofflcersshou|dprovidegood
service such is providing the correct information for taxpayers' To do so' tax officers are

;;q;;;J ; have a hig-h level of skills and knowtedge. with the correct information,

taxpayers realize the importance of paying taxes to increase the country's tax revenue'

Attrtbution theory dlscusse; the 
-understanding of someone's or our own behaviors'

which later create an rmpression. The service given by tax officers to taxpayers creates an

i.pr"rrion. Taxpayers *ill .onrid", a service good if tax officers give a good impression by

showing a nice attitude, respect, politeness, Ind the knowledge for providing ::'1"1 lnq
clearinformation.Whentaxpayersconsidertheservicegoodandhelpful'theywillfeelthat
;;;r; i;-";is not difficult,'inireasing their awareness to pay taxes' The hypothesis of this

studv is:

H'l : 
-Service 

quality positively influences taxpayers' awareness

Theinfluenceoftaxationknow|edgeontaxpayers,awarenesstopaytaxes

Taxation knowledge is the knowledge of the concept of general provision in taxation' such

i, ,vp.t "t 
taxes In lndonesia, tax iubjects, tax objects' tax rate' indebted tax calculation'

inOeUteO tax record, and the procedure to fill tax report'

According to Nugroho (i012), more taxation knowledge helps taxpayers ::1{l l]:l
tne tax frwisioi bette; without such knowledge, it is difficult for taxpayers to obey the

,"grf.ii,i"t. The knowledge and the understanding of taxation regulations refer to general

provision and taxation procedure, yang including how to.rePort annual tax return' payment

procedure, payment counterr, p"nuititt-, and payment deadline (Resmi' 2009)'

Theory of ptanneo oJtriuior e*plains rnat an individual or a group do a partrcular

thing because of a certain intention. Related to taxation knowledge' taxpayers' awareness of

theimportanceofpayingtaxescomesfromtheirownintention'Thisintentionisinf|uenced
uv a uenauiorat uetlef in wtricn taxpayers' perception and evaluation result in their awareness

to oav taxes' The hyPothesis is:

H2, iaxation knowledge positively influences taxpayers' awareness

The influence of tax sanctions on taxpayers' awareness to pay taxes

TaXsanctionsguaranteelnatthetaxationlegis|ationprovision(taxnorms)isfol|owedor
obeyed. ln other words,,tnttion' p"utnt ttipty"|.s from violating the norms (Mard'asmo'

2003)' 
In the theory of pranned behavior, contror berief creates perceived behavioral

control. Related to ,.* ,un.,iont, control belief supp:rT taxPayers' fi::l.T:^::"'::"
irponan.aofpayingtaxes.Withtheimplementationofthesanctions'taxpayersconsloer

6lull-lcABE 20 l7



the consequences they will face if they fail to fulfill their tax obligations. Thus, the sanctrons

encourage taxpayers' awareness to pay taxes' The hypothesis is:

H3: Tax sanctions positively influences taxpayers awareness

The influence of taxpayers' awareness on taxpayers' obedience to pay taxes

Taxpayers' awareness is a condition in which taxPayers understand and implement taxation

prouirion correctly and voluntarily. Obedience will arise if such awareness is followed by the

*iitingn"r, to p;y taxes (R' L. Putri, 2016). Such awareness is necessary to increase

taxpaiers' obedience (Jotopurnomo dan Mangoting, 2013)' The higher taxpayers awareness

is, ine nign"r their obedience is. In other words, their awareness drrectly influences their

obedience for fulfilling their obligations. The hypothesrs is:

H4: Taxpayer's awareness positively influences their obedience

Research Model

Based on the explanation in the literature review and hypothesis development' the research

model is formulated in the following Figure I .

Obedience

Figure l: Research Model

Methods

Population, Sample and Research lnstrument

The population in this study was individual taxpayers registered in KPP Pratama West

Mataram,Lombok,EastNusaTenggrataProvince'Therewere|50taxpayersastheSamp|e
of this study who were chosen randomly.

Thedatawereco||ectedusingsurveymethodintheformofquestionnairewith4.
point likert scale: 4 Strongly egree (SA), 3 Agree (A)' 2 Disagree (D) and 1 Strongly

bis.gre" (SD). The data were tested using SPSS version 17'

Research variables

Thefol|owingtab|eexplainstheresearchvariab|esandthesourcesofthequestionnaire
adopted in this studY.

The 2"d International Conference on Accounting, Business & Economics l7



Table 3: Research variables

.Code . -- S9qlge o!.queslonlaire '=-- --

r Dependent t,*0.r.,,'iiJil..]i1' !i';-'1',iJ''];,n[lf,tj:i;;i;,."o'o''

2 Mediating Taxpayers' Awareness (TA) M

Service Quality (SQ) Xl

3 lndeoendent Taxation Knowledge (TK)

Table 4: ValiditY Test

(Anggriawan, 20'14), (Liza, 201 3)'
(Kurnia,2014)
(Kurnia, 2014), (Adidanta, 201 2)'
(Anggriawan,20l4)
(Kurnia, 2014), (Liza, 2013), (Raharjo'

20rs)

Hypotheses Testing

Thehypothesesweretestedusingindividua|parametersig,nificancetest(t.test)withthe|evel

"fiieiift""i" 
o = 0,05; coefficilnt of determination test (adjusted R'z) in which (0 < R'?< 'l);

and F test (Overall Significance Test) for testing the research model with the level of

significance a = 0,05.

Results and Discussion

Duetolimitedtimeandfunding,therewereon|yls0questionnairesdistributedtothe
poprfr,ion of this study. 150 queliionnaires were returned and completely answered so they

met the requirement for being analyzed'

Instrument Testing Method

Thefo||owingistheresu|tofthevaIidityandreliabiIitytestfortheresearchinstrument'
gur"a on Tabie 4, the value of rxy > 0,15g, and thus all questions on all variables are valid.

(Kurnia, 2014), (Liza, 2013), (Novista'
Tax Sanctions (TS)

--'iilicat- R*v r-tuble validitY

T o,tro 0,159 Valid

-lndicutor R^y r-tubl" vuliditv

X33 0,679 0.159 Valid

Xl.2 0,661 0,159 Valid

xl.3 0,143 0,159 valid

xl.4 0,680 0,159 valid

X'1.5 0,690 0,159 Valid

X1.6 0,708 0,159 Valid

x 1.7 0,663 0,159 Valid

X2.l O,6U 0,1 59 Valid

X2.2 0,680 0,'159 Valid

x23 0,607 0,159 valid

x2.4 0,616 0'159 Valid

X25 0,644 0,1 59 Valid

X2.6 0,547 0,159 Valid

x2J 0,603 0'159 valid

x3.l 0,700 0,159 valid

X3.2 0,667 0,159 Valid

X3.3 0,728 0,159 valid

x3.5 0,754 0,159 Valid

X3.6 0,639 0,159 Valid

Zl.l 0,540 0,159 Valid

21.2 0,712 0,1 59 Valid

Zl.3 0,705 0,159 Valid

Zt.4 0,5i7 0,159 valid

71.5 0,497 0,159 Valid

Zl.6 0,603 0,159 Valid

ZlJ 0,631 0,159 Valid

Yl.l 0,749 0'159 Valid

Y1.2 0,754 0'159 Valid

Y 1.3 0,157 0,159 Valid

Yl.4 0,712 0,159 valid

Y 1.5 0,777 0,159 Valid

Yl.6 0.810 0,159 Valid
--- s6rrce' Processed Primary Data. 2017
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Based on Table 5, cronbach's Alpha coefficient is bigger than the critical score of

0,6. lt can be concluded that all questions on all variables are reliable'

Table 5t Reliabiliry Test

Variable

Taxpayers' Awareness
Service Quality
Taxation Knowledge
Tax Sanctions
TaxDayers' Obedience

Source: Processed Primary Data Primer' 2017

M=a+brXr+brXr+b3X3+e

0,895
0,857
0,883
0,849

't4

Reliable
Reliable
Reliable
Reliable

Data Processing and AnalYsis

Double linear statistic model was applied to analyze the data. The following equations were

useo for testing the influence of the independent variables: service quality, taxation

knowledge, and tax sanctlons on the dependent ones: taxpayers' obedience; as well as the

influence-oi the mediating variable taxpayers' awareness on taxpayers' obedience'

Equation I
Equation 2
Equation 3
M
Y
a

b'-bo
xr
x2
xr

:Y=a+brxr +b2X2+ brxs+ e
: Y = a + brx' + b2X2 + blxj + b4M + e
taxpayers' awareness

taxpayers' obedience

constanl
regression coeff icient

service qualrty variable

taxation knowledge variable

tax sanctions variable

Hypothesis testing and the discussion

Thehypothesistestingwi||beconductedwithinthreesteps.Thefirststepwasltestto
identifyeachindependentvariab|e'sinfluenceonthemediatingvariab|e(hypothesislto.3)'
Resutt'ot the fist t-test was Equation l. The result of the t-test for Hypothesis I to 3 is

presented in Table 6 and described as follow'

Tab|e6:TheResu|tofDoub|eLinearRegressiononthe|ndependentVariab|estowardthe
Mediating Variable

ReSression*l'.::-:iT t'value Probabilitv ResultVariable ")._
Constant
5sru196 Quality (X1)

Taxation Knowledge (X2)

0,842
0,316
0,305

4,243

3,768

0,000
0,001
0,000

H l: Hypothesis SuPponed

H2: Hypothesis Supported

Tax Sancii

R'?:0,736
Adjusted Rr: 0,533

F.,",,,,*, : 57,616, Sig. = 0'000
n: 150
Mediqling Variable (M): Taxpayers' a-wareness

Source: Processed Primary Data' 2017
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Based on the table above, the regression model was formulated as follow:
M = 0,842 + 0,3l6Xr + 0,305Xr+ 0,1 79Xr+ e

Discussion
a. Hypothesis l: Service quality positively influences taxpayers' awareness.

The result shows that service quality has a significant positive effect on taxpayers'

awareness, represented by the probability value below 0,05, which is 0,001. The positive

coefficient value 0,316 also supports the hypothesis'
Attribution theory explains how impression is created in this case' The impression

from tax officers shapes taxpayers' percePtion and thus influences their awareness to

pay taxes. This study concluded that service quality positively and significantly
inf luences taxpayers' awareness.

b. Hypothesis 2: taxation knowledge positively influences taxpayers' awareness

The result shows that taxation knowledge has a positive and significant influence to
taxpayers' awareness the variable has the probability value below 0,05, which is 0,000'
The positive coefficient value of 0,305 also supports the hypothesis.

Theory of planned behavior explains that an individual or a group does a

panicular thing because of their intention. Taxpayers' intention is influenced by their
behavioral belief which makes them willing to learn taxation knowledge and thus
increase their awareness to pay taxes. This study concluded that taxation knowledge
positively and signrficantly influences taxpayers' awareness.

c. Hypothesis 3: Tax sanctions positively influences taxpayers' awareness
The result shows that tax sanctions positively and significantly influences taxpayers'
awareness. lt is represented in the probability value below 0,05, which is 0,033. The
positive coefficient value of 0,179 also supports the hypothesis.
Related to the theory of planned behavior, the collective belief from taxpayers'
surroundings, such as family, friends, and tax consultant, represents what is expected from
taxpayers in fulfilling their obligations and preventing them from sanctions. This study
concluded that the sanctions positively and significantly influences taxpayer's awareness.

The second t-test was run to find out whether there is a mediating influence of
taxpayer's awarness variable to the relationship between the independent varaibles and the
dependent variable. The second step of the test checked the hyphothesis 4: the influance of
taxpayer's awarness to the tax Taxpayers' Obedience, and followed by testing the relationship
between the independent variables directly toward the dependent one (Taxpayers' Obedience).

Table 7: The Result of Double Linear Regression on the Independent Variables and the
Mediating Variable toward the Dependent Variable

Variable Regression Coefficient t-value Probabilitv Result

Constant 0,016 0,073 0,942
Taxpayers' Awareness (M)
Service Quality (Xr)

0,318
0,t t3

Taxation Knowledge (X2) 0,256

3,199 0,000
f,1r8 0,266
2,995 0,003

H4: Hypothesis Supported
Relationship Not Supported

Relationsh jp Supported
Tax Sanctions (XJ 0,351 4,106 0,000 Relationship Supported
R'z:0,799
Adjusted R' : 0,629
F.,.,,o,.. : 64,179, Sig. = 0,000
n: 150
Dependent Variable (Y) : Taxpavers' Obediencg

Source: Processed Primary Data, 2017
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Based on the table above, the regression model was formulated as follow:

Y = 0,016 + 0,113X, + 0,256Xr+ 0,351Xr+ 3l8M + e

Discussion:
The result of the test for Hypothesis 4 is explained as follow'

a. Hypothesis 4: Taxpayer's awareness positively influences taxpayers' obedience

The result shows that taxpayers' awareness has significant positive influence on.lh:

obedience for paying taxes. li is represented in the probability value below 0,05, which

is 0,000. The positivi coefficient value of 0,3 | 8 also suppons the hypothesis'

According to the theory of planned behavior' an individual or a group do a panicular

thing based on their intention. In this case, the intention to pay taxes comes 
-from

tu*p"uy",,,awareness.Thisstudyconc|udedthattaxpayers'awarenesshasasignificant
ooiitive influence on the taxpayers' obedience'

Table 8: The Result of Double Linear Regression on the Independent Variables

toward the DePendent Variable

Regression Probability

0,179
0,07r
0,000

o,282
0,221
0,353

1,35t
2,093
4,138

Relationship Nol SuPported

Relationship SuPPorted

Constant
Service Quality (Xr)

Taxation Knowledge (Xt

:0,603
Adiusted R'z: 0,595

F.,,,,",.,: 73,955, Sig. = 0'000

n: 150

Deqendent vaflable (Y): TalpaveI: -gbed'eirce
source: Processed Prtmary Data' zu | /

Furthermore, resutt of the regression model that the result can be seen in Table 8

was formulated as follow:

Y = 0,282 + 0,221X,+ 0,353X2+ 0'406Xt + e

The Table g illustrades that service quality does not have any significant influence on

taxpayers' obedience, rne-p'oUaUility'ualue is above 0'050' which is 0'07l Besides' the

coefficient value of 0,221 
'iuun' 

tftti the variable has a Positive influence' ln this case' it

can be concluded that service quality does not 
. 
slgnificantly influence taxpayers'

obedience. Considering ur,o ttiuftit hypothesis l' thisstudy concluded that taxpayers'

awareness fully mediates the relationship between service quality and the obedience tor

paying taxes."-, -Bas.d 
on attribution theory, positive or negative service from tax officers creates

an impression for. ta*ptyt"''iuxiayers consider tax officers good if their,servit: i: n]:l:

,.rp"Jrfrf, and polite. Ho*"uti' this study found that despite good services that

indicated good service quality oi the fiscus' but there does not significantly influence

taxpayers, obedience. rnoli,iov pr*r"d $rat tire relationship boween service qualitYof

the fiscus and the obedience foi paying taxes is mediated by taxpavers' i*llllil: lTj
studv proofed that service quaiity significantly influence taxpayers' awareness; ano

ta*puy"o' awareness influanced taxpayers' obedience'
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o.

Meanwhi|e,anotherresu|tshowsthattaxationknow|edgehasasignificant
positive influence on taxpayers' obedience. lt is represented in the probability value

6elow 0,050, which is 0,008 with the positive coefficient value of 0,287'

Next, the relationship of tax sanctions and taxpayers' obedience shows the same

result with the previous one. lt has positive and significant influences on taxPayers'

obedience with probability value of 0,000, and positive coefficient value of 0,362'

The objectives of this study are to get to know the relationship between the

independent variables (service quality, taxation knowledge, 
-and 

tax sanctions) toward

the dependent variable (Taxpayers' Obedience), as well as to find out whether taxpayers'

awareness mediates those relationship, The relationships can be descrtbed using results

of the test reoorted in Table 6,7 and 8, which are as follows.

Service quality does not significantly but positively influences taxPayers' obedience.

The resuit of ihe test shows that service quality does not have any significant influence

on taxpayers' obedience. The probability value is above 0,05, which is 0,266' Besides'

the coefficient value of 0,113 means that the variable has a positive influence. In this

case, it can be concluded that service quality does not significantly or does not have

direct influence on taxpayers' obedience. considering also result of hypothesis I' this

study concluded that taxpayers' awareness fully mediates the relationship between

service quality and the obedience for paying taxes.

Based-on attribution theory, positive or negative service from tax officers creates

an impression for taxpayers. Taxpayers consider tax offrcers good if their service is nlce,

respeitful, and polite. However, this study found that despite good services that

iniicated good service quality of the fiscus, but there does not significantly influence_

taxpayers';bedience. Ttris study proofed that the relationship between service quality of

the fiicus and the obedience for paying taxes is mediated by taxpayers' awareness.

Taxation knowledge significantly and positively influences taxpayers' obedience'

The result of the Gst shows that taxation knowledge has a significant positive influence

on taxpayers' obedience, this finding can be seen both in Table 7 and 8' It is represented

in the probability value below 0,050, which is 0,003 and the positive coefficient value of

0,256 (Table 7i. Regarding the hypothesis 2' this result indicates that taxpayers

awarenessdoesnotmediatethere|ationshipbetweentaxationknow|edgeandthe
obedience for PaYing taxes.

Theory oi planned behavior explains that an individual or a group does a

particular thing because of their intention. Taxpayers' intention is influenced by their

behavioral belief which makes them willing to learn taxation knowledge and thus

increase their obedience to pay taxes. This study concluded that taxation knowledge

positively and significantly influences taxpayers' obedience'

ia* Sanitions significantly and positively influences taxpayers' obedience

The result shows that tax sanctions positively and significantly influences taxpayers'

obedience, this finding can be seen both in Table 7 and 8' lt is represented in the

pi"J.uiri,,, value beloi 0,050, which is 0,000, and positive coefficient value of 0,351

if.Uf. f), Regarding the hypothesis 3, this result indicates that tax sanction does not

mediate the relationship between tax sanction and the obedience for paying taxes'

Re|atedtothetheoryofp|annedbehavior,thecol|ectivebeIieffromtaxpayers'
surroundings, such as family, friends, and tax consultant, represents what is expected

from taxpiers in fulfilling their obligations and obe-y the regulations This study

concludedthatthesanctionspositiveIyandsignificant|yinf|uencestaXpayer's
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obedience. The result specifies that taxpayers' awareness does not mediate the

relationship between tax sanctions and the obedience for paying taxes'

Accordingtotheresu|tofthet-testoftheregression|,2,3,i||ustratedinTab|e6,
7,8, it is conilud"d that taxpayers' awareness does not mediate the relationship

between "taxation knowledge, tax sanctions and the obedience for paying taxes"'

Conclusion

Based on the result of the study, there are severa| points which become the conc|usion of

ihir r,udy. Fist, service quality has a significant positive influence on taxpayers' obedience in

Mataram only if it is mediated by taxpayers' awareness. lt m€ans that taxpayers' awareness

is proofed functioned as a mediaiing variable for the relationship between service quality and

the obedience for PaYing taxes.

Second|y,Taxationknow|edgesignificant|yandpositive|yinf|uencestaxpayers'
obedience, whetlrer it is mediated by taxpayers' awareness or not. lt means that taxpayers

awareness is not the mediatrng variable for the relationship between taxation knowledge and

theobedienceforpayingtaxes.Taxationknow|edgeinf|uencesdirectlytothetaxpayers'
obedience.

Fina||y,Taxsanctionssignificant|yandpositive|yinf|uencetaxpayers'obedience'
whether it is mediated oy taxpayeis, awareness or not. lt means that taxpayers' awareness_ is

not-the mediating variable for ihe relationship between tax sanctions and the obedience for

paying taxes. Taisanctions influence directly to the taxpayers' obedience'

Limitation of the StudY

Theresearchmodelthatproposedtaxawarenessasamediatingvariab|eshou|dbere-
examinedinmorefutureStudiesthatmakesthemode|we||established.Thisproposed
model rs still in the early development of a study in field of taxation'

Implication and Suggestion

ThisstudywilIbeusefuIifitcancontributetotheimprovementandthedeve|opmentofthe
future research, society, or retated institutions. Based on the limitation of the study' there are

several suggestions as follow.
1. Future studies should involve more participants and cover more provlnces'

2.Theproposedresearcnmode|canbeadoptedandre-testedusingdifferentindependent
variabtei and/or different research objects so that supporting research results can be

obtained.
3. Future studies should examine the influence of other independent variables.and

mediatingvariab|esand/ormoderatingvariab|essothatthere|ationshipamongthose
variableslan be explained more clear-iy. Several other proposed variables are taxation

socialization, motivation, and transparency of the regional government budget' 
.

4. lt is suggested that the officeis in KPP Pratama West Mataram prioritize the

improveiint of their knowledge and skills in every aspect' They can use information

i..nnotogy for more effective Jommunication with taxpayers' In addition' they need to

be more disciplined in giving correct information to taxpayers'

The 2nd International Conference on Accounting, Business & Economics | 
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