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 This research aims to evaluate compliance with motor vehicle tax 

payments at the One-Stop Single Administration System 

(Samsat) in East Surabaya, using three variables: taxpayer 

awareness, service quality, and tax sanctions. A quantitative 

approach was employed, involving 136 participants who were 

taxpayers registered with the East Surabaya Samsat and remained 

active until 2023, owning private two-wheeled motor vehicles. 

Data were collected through a questionnaire distributed via 

Google Forms. Before analysis, validity and reliability tests were 

conducted, and the data were analyzed using SPSS software. The 

results indicate that the three variables significantly influence 

compliance with motor vehicle tax payments at the East Surabaya 

Samsat, with taxpayer awareness being the most impactful factor. 

Future research is encouraged to use more recent data for 

improved accuracy and reliability and to explore additional 

variables that have not yet been examined. 
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1. Introduction 

This study aims to find out the effect of taxpayer awareness, service quality, and tax sanctions 

on compliance with motor vehicle tax payments in East Surabaya. This is based on problems 

in the implementation of tax compliance. Tax compliance is the ability and willingness of 

taxpayers to comply with and fulfil their tax obligations. However, tax compliance is often a 

major problem for tax officials. Taxpayers are inherently inclined to reduce their tax 

obligations through both avoidance and evasion. This can lead to errors in filing their tax 

returns and loss of state revenue (Oladipupo and Obazee, 2016).  

This research will focus on individual compliance with motor vehicle tax payments, assessing 

the role of taxpayer awareness, service quality, and tax sanctions. A common issue involves 

the underreporting of financial statements or the embezzlement of funds. For example, a case 

of value-added tax evasion occurred in January 2024 in Indonesia. A company failed to report 

sales in its tax filings despite charging value-added tax to its customers, which resulted in a 

loss of 465 million rupiah to the state (Achmad and Assifa, 2024). In this study, the research 

object is sampling the population of individual taxpayers with motor vehicle tax obligations at 

One-Stop Single Administration System (Samsat) in East Surabaya. Researchers use primary 

data limited to 2023 and obtained from distributing questionnaires, which will be processed 

further. The number of motorized vehicles in Surabaya increases yearly, as seen in Table 1 

below: 

 
Table 1. Motorized vehicles in Surabaya 

Year Number of Motorized Vehicles 

2018 2.342.887 

2019 2.517.449 

2020 2.599.332 
                 Source: East Java Central Bureau of Statistics 

 

The number of motorized vehicles should also increase motor vehicle taxes in Surabaya. 

However, the realization of motor vehicle tax in East Java Province from 2019-2020 decreased. 

The realization of motor vehicle tax in East Java was IDR 6,890,439,193,872 and in 2020, it 

was IDR 6,566,187,985,216, where there was a decrease of IDR 324,251,208,656. Meanwhile, 

in 2021-2022, there was an increase, where the realization of motor vehicle tax in 2021 was 

IDR 6,874,180,353,260 and in 2022 was IDR 7,621,089,134,945. East Surabaya Samsat itself, 

in the past few years, has also failed to achieve the 100% compliance target. In 2020, there 

were motor vehicle tax arrears worth IDR 66,246,349,200; in 2021, IDR 50,941,279,850; and 

in 2022, IDR 5,159,811,000. Despite the increase, East Surabaya Samsat still needs to achieve 

the 100% compliance target, so it is necessary to investigate further what influences taxpayers 

to comply with paying their taxes. 

The previous research shows inconsistent findings regarding the case of taxpayers and tax 

compliance. Rahiem and Ardillah (2022) find that the tax awareness of the taxpayer as a 

variable has a positive impact on the taxpayers. A research done by Taing and Chang (2021) 

explains that tax awareness does not have any positive impact on tax compliance because the 

tax compliance is more influenced by the taxpayer experience. The research done by Taing and 

Chang is focuses on personal income tax, particularly exploring about motor vehicle tax (Taing 

and Chang, 2021). Safitri (2022) finds that tax penalties have a positive impact on tax 

compliance. On the other hand, this research focuses on exploring whether the tax awareness, 

service quality and tax sanctions have an impact on tax compliance in East Surabaya motor 

vehicle tax payments. 

This study uses the Positivism paradigm because researchers will use quantitative tools in data 

collection by sampling the population of individual taxpayers who have motor vehicle tax 

obligations in East Surabaya as the object of this research. This explanatory research aims to 
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determine the effect of taxpayer awareness, service quality, and tax sanctions on compliance 

with individual motor vehicle tax payments in East Surabaya. The benefits of this study include 

advancing basic research by building on previously existing studies regarding the effects of 

taxpayer awareness, service quality, and tax sanctions on tax payment compliance. 

 

2. Literature review 
2.1. Tax 

Taxes have various definitions, but the essence and purpose of the multiple definitions are the 

same. According to Law of the Republic of Indonesia Number 28 of 2007 concerning General 

Provisions and Tax Procedures (KUP Law), Article 1 paragraph 1 states that: "Taxes are 

mandatory contributions to the state owed by individuals or entities that are compelling based 

on the Law, with no direct reward and are used for state purposes for the greatest prosperity of 

the people". Taxes are divided into two based on the collection institution, namely central tax 

and local tax. Local taxes are taxes levied by the local government. Then, according to Law 

Number 28 of 2009, "Regional Taxes are mandatory contributions to the Region owed by 

individuals or entities that are compelling based on the Law, with no direct reward and are used 

for Regional purposes for the greatest prosperity of the people". Examples of local taxes are 

motor vehicle tax, street lighting tax, etc. 

 
2.2. Motor Vehicle Tax 

Motor Vehicle Tax (PKB) is one type of tax included in local taxes. Referring to Law Number 

28 of 2009, the Motor Vehicle Tax is a tax on motorized vehicles' ownership and/or control. 

Regulation of the Minister of Internal Affairs of the Republic of Indonesia Number 1 of 2021 

outlines that motorized vehicles include all-wheeled vehicles and their trailers used on all types 

of land roads, driven by technical devices such as motors or other equipment that convert a 

specific energy source into propulsion for the vehicle, as well as motorized vehicles operated 

on water. 

 
2.3. Taxpayer awareness 

According to Youde and Lim (2019), taxpayer awareness refers to the taxpayer's understanding 

of tax laws and mechanisms. Taxpayer awareness of the tax system includes information about 

the types of taxes to be paid, tax payments, tax exemptions, etc. Then, according to Arfamaini 

and Susanto (2021), taxpayer awareness refers to the willingness of taxpayers to fulfil their 

obligations, including contributing to the implementation of government functions by paying 

their taxes. 

 
2.4. Service quality 

Savitri and Musfialdy (2016) describe the definition of service, citing Jatmiko and Gusmayanti 

(2022), as a way to serve or assist in meeting all one’s needs. Then, according to Arfamaini 

and Susanto (2021), service quality is the totality of the characteristics of goods and services 

that indicate the ability to satisfy customers, both visible and invisible.  

 
2.5. Tax sanctions 

Sanctions are a form of consequence given to individuals who violate applicable regulations 

with a fine in the form of a sum of money. Thus, sanctions can be interpreted as consequences 

for violators who pay money (Savitri and Musfialdy, 2016). Then, according to Arfamaini and 

Susanto (2021), tax sanctions are an effort to ensure that the provisions of tax laws and 

regulations will be followed. In other words, tax sanctions function as a prevention tool so that 

taxpayers do not violate them. Tax sanctions can also be divided into two: administrative and 

criminal sanctions. 
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2.6. Tax compliance 

Tax compliance refers to a person's adherence to tax regulations or laws. Taxpayer compliance 

refers to the fulfilment of tax obligations by taxpayers to contribute to state development, which 

is expected to be voluntary. Tax compliance is an important aspect, considering that the tax 

system in Indonesia implements a self-assessment system, which gives taxpayers full trust to 

calculate, pay, and report their obligations (Handoko et al., 2020). 

According to Sadress et al. (2019) in Nartey (2023), tax compliance occurs when a taxpayer 

has made the appropriate registration with the competent tax authority, correctly disclosed all 

sources of income, reported all income, filed tax reports on time, claimed all entitled 

allowances and reliefs, accurately calculated his obligations and paid the tax amount on time. 

Meanwhile, according to Arfamaini and Susanto (2021), tax compliance is reflected in several 

situations; the first is that taxpayers try to understand all provisions of tax legislation. Second, 

filling out tax forms clearly and completely. Third, calculate the amount of tax payable 

accurately and correctly. Fourth, pay the tax payable on time. 

 
2.7. Theory of Planned Behavior 

According to Ajzen (2020), three factors determine the emergence of intention to behave; the 

first is the attitude towards behaviour (behavioural belief) is assumed to be a function of easily 

accessible beliefs about the consequences of behaviour called behavioural beliefs. Second, 

subjective norms (normative beliefs) are assumed to be a function of the beliefs of a group or 

someone who approves or disapproves of doing something called normative beliefs. Then, 

Nurwanah et al. (2018) also explained that normative beliefs are built on the knowledge and 

experience of taxation experienced by taxpayers and the environment of taxpayers, which will 

shape whether or not to comply with tax regulations. Third, perceived behavioural control 

(control belief) is assumed to be marked on accessible control beliefs. Control beliefs can be 

explained as a person's subjective probability that inhibiting or facilitating factors will be 

present in the desired situation. This probability can come from within the individual, outside, 

or the environment. 

The Theory of Planned Behaviour can be used to analyse taxpayer behaviour. Behavioural 

beliefs can be used to explain tax evasion behaviour. Tax evasion and tax compliance can be a 

clue about a taxpayer's attitude towards tax. Normative belief can also be a clue to the behaviour 

of a group that commits tax evasion. It can categorize whether taxpayers believe in the ongoing 

tax system. Control belief can also analyse whether the tax evasion behaviour of taxpayers is 

influenced by the surrounding environment (external) or indeed by themselves (internal). The 

theory of planned behaviour can be used to examine the tax awareness of the taxpayer. 

 
2.8. Fiscal exchange theory 

Fiscal exchange theory says that people's actions or behaviour are motivated by the 

government's efforts to provide goods and services (Alm et al., 1993). This means that the 

government and tax officials can increase tax compliance by providing the level of service 

quality or infrastructure programs expected by the public. This theory also assumes that the 

behaviour of individual taxpayers in paying taxes is often motivated by the quality of services 

provided by tax officials. 

In addition to control beliefs and behavioural beliefs that can analyse tax evasion behaviour 

from within the taxpayer, fiscal Exchange Theory can focus on analysing whether tax evasion 

behaviour results from a perceived lack of reciprocity by taxpayers. The tax evasion can 

happen, maybe because taxpayers feel that they do not get a great service from the tax 

attendants. This is in accordance with the purpose of this study, which analyses the impact of 
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service quality on a person's tax compliance. Fiscal exchange Theory can be used to analyse 

how the service provided by tax attendants affects taxpayer compliance. 

 

3. Method 

This research uses quantitative research with hypothesis testing. Therefore, the research 

question in this study is a hypothesis that states the relationship between one variable and 

another. This research uses a causal study type of investigation because it wants to identify 

whether awareness, service quality, and tax sanctions affect PKB payment compliance at 

Samsat in East Surabaya. Tax awareness refers to the willingness of taxpayers to report their 

finances and make tax payments. Service quality refers to all visible and invisible attributes of 

service products that reflect how they serve customers. 

This research uses primary data obtained through answers to questionnaires distributed to 

respondents. The questionnaire was designed with statements that respondents rated based on 

their level of agreement. For each statement, the respondent could choose a scale of agreement 

from 1 to 5.1 indicates disagreement while 5 indicates agreement with the statement. The unit 

of analysis used in this study is individual taxpayers at the East Surabaya Samsat who are still 

active until 2023. The dependent variable in this study is individual motor vehicle tax payment 

compliance. The independent variables in this study are the effect of taxpayer awareness, the 

impact of service quality, and tax sanctions. To ensure the validity and reliability of the data 

used, researchers retested the data that had been collected. The validity test was carried out 

using IBM SPSS 26 with the Corrected Item Total Correlation test. The standard set by the test 

is if the r count is more than or equal to the r table value, then the measuring instrument is 

considered valid. Meanwhile, the reliability test determines the character of the measuring 

instrument by determining the consistency and accuracy in measuring the target variable. When 

evaluating the reliability of a questionnaire, a Cronbach's alpha value greater than 0.60 is 

considered significant. The researcher analysed the data that had been collected from the 

questionnaires that had been distributed previously using SPSS. The data that has been 

collected is then analysed using a nominal and interval scale with a Likert scale approach. 

This study used the formula proposed by Hair et al. (2019) to determine the research sample, 

which specifies that the number of representative samples is calculated by multiplying the total 

number of indicators by five to ten. This study uses non-probability sampling. Therefore, to 

determine the representative sample for this study, the formula from Hair et al. was applied to 

calculate the number of representative samples based on the collected data. This study uses the 

following sample size: 

𝑆𝑎𝑚𝑝𝑙𝑒 = 𝑛 × 10            (1) 

So, the minimum number of samples in this study is 120. There are 136 respondents for this 

study 

 

4. Result 
4.1. Descriptive statistics table of variables 

 
Table 2. Descriptive Statistics Table of Variables 

 

Variable N Minimum Maximum Mean Std. Deviation 

Awareness 131 8 20 15.93 2.740 

Service Quality 131 7 20 14.93 2.753 

Tax Sanctions 131 5 15 11.02 2.227 

Tax Compliance 131 1 1 4.51 0.788 

Valid N (listwise) 131     
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Based on Table 2, the descriptive analysis results consist of three X variables and one Y 

variable as follows: 

1. The results of descriptive statistical analysis on variable X1 as an independent variable with 

a total of 131 respondents have an average value of 15.93. The minimum variable value is 8 

and the maximum is 20 with a standard deviation value of 2.740. 

2. The results of descriptive statistical analysis on variable X2 as an independent variable with 

131 respondents had an average value of 14.93. The minimum variable value is 7 and the 

maximum is 20 with a standard deviation value of 2.753. 

3. The results of descriptive statistical analysis on variable X3 as an independent variable with 

131 respondents have an average value of 11.02. The minimum variable value is 5 and the 

maximum is 15 with a standard deviation value of 2.227. 

4. The results of descriptive statistical analysis on variable Y as an dependent variable with 

131 respondents have an average value of 4.51. The minimum value of the variable is 1 and 

the maximum is 5 with a standard deviation value of 0.788. 

 
4.2. Validity and reliability test 

The respondents filled out a questionnaire distributed in a Google form. The following are the 

results of the validity and reliability tests: 

 
Table 3. Validity test result 

Variable Indicator R table R count Prob. Criteria 

Awareness 

1 0.144 0.830 0.000 Valid 

2 0.144 0.818 0.000 Valid 

3 0.144 0.720 0.000 Valid 

4 0.144 0.774 0.000 Valid 

Service 

Quality 

1 0.144 0.814 0.000 Valid 

2 0.144 0.824 0.000 Valid 

3 0.144 0.755 0.000 Valid 

4 0.144 0.839 0.000 Valid 

Tax Sanctions 

1 0.144 0.808 0.000 Valid 

2 0.144 0.847 0.000 Valid 

3 0.144 0.858 0.000 Valid 

 

Based on Table 3, the calculated r values for each question are greater than the r-table value, 

so it can be concluded that all questions are valid. 

 
Table 4. Reliability test result 

Variable Cronbach’s Alpha Criteria 

Awareness 0.792 Reliable 

Service Quality 0.823 Reliable 

Tax Sanctions 0.788 Reliable 

 

Table 4 shows that the Cronbach's Alpha values for all research variables are greater than 0.60. 

Therefore, the research instrument is both functional and reliable.  
4.3. Normality test 

Table 5. Normality test result 

Test of Normality 

 Kolmogorov-Smirnov Shapiro-Wilk 

 Statistic Df Sig. Statistic df Sig. 

Unstandardized 

Residual 
0.084 131 0.023 0.973 131 0.010 
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The results of the normality test using the Kolmogorov-Smirnov method in Table 5 show a 

significance value of 0.023, which is greater than 0.01, indicating that the data is normally 

distributed. 

 
4.4. Multicollinearity test 

 
Table 6. Multicollinearity test result 

Variable 
Collinearity Statistics 

Tolerance VIF 

Awareness 0.642 1.558 

Service Quality 0.565 1.771 

Tax sanction 0.688 1.454 

 

The multicollinearity test results in Table 6 above indicate that each independent variable has 

a tolerance greater than 0.1 and a VIF below 10. Therefore, the regression model does not 

exhibit multicollinearity among the independent variables. 

 
4.5. Heteroscedasticity test 

 
Table 7. Heteroscedasticity Test Results 

Variable t-statistic Sig. 

(Constant) 3.207 0.002 

Awareness -0.465 0.643 

Service Quality 0.491 0.624 

Tax Sanctions -0.562 0.575 

Dependent variable: abs_res 

 

The Glejser test results show that each independent variable has a sig value equal to or greater 

than 0.05. Therefore, the dependent variable Abs_res is not influenced by the statistically 

significant independent variables, and it can be concluded that the regression model is free 

from heteroscedasticity. 

 
4.6. Multiple linear regression test 

Multiple linear regression results are summarised below based on analysis with the SPSS 

program. 
Table 8. Multiple linear regression test result 

Variable Coefficient t-statistic Prob. 

(Constant) -0.861 -4.541 0.000 

Awareness 0.112 8.637 0.000 

Service Quality 0.101 7.354 0.000 

Tax Sanctions 0.098 6.401 0.000 

Dependent variable: Compliance 

 

Based on Table 8, the multiple regression equation is obtained as follows:  

𝑌 = 0.861 + 0.112 𝑋1 + 0.101 𝑋2 + 0.098 𝑋3    (2) 

From the multiple linear regression equation above, it can be seen that the influence of the 

independent variable on the dependent variable is explained as follows: 

a. Constant a = -0.861  

Indicates that if Tax Awareness (X1), Tax Socialization (X2), Tax Sanctions (X3), and 

Service Quality (X4) have a value of 0, then the Taxpayer Compliance (Y) variable has a 
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value of 4.715. It means, if the Taxpayer Compliance variable was not influenced by the 

variables of Tax Awareness, Tax Socialization, Tax Sanctions, and Service Quality, the 

constant value would be -0.861 

b. Awareness Coefficient (X1) = 0.112 

Shows that if the Tax Awareness variable increases by one unit, the Taxpayer Compliance 

variable will increase by 0.112. It means that Tax Awareness and Taxpayer Compliance 

have a unidirectional nature of the relationship. Thus, if the Tax Awareness variable 

increases, the Taxpayer Compliance increases as well, and vice versa.   

c. Service Quality Coefficient (X2) = 0.101 

Shows that if the Service Quality variable score increased by one, then the Taxpayer 

Compliance variable score will increase by 0.101. It means that the quality of service and 

compliance of taxpayers has a unidirectional nature of the relationship. So, if the Service 

Quality variable increases, the Taxpayer Compliance variable increases as well, and vice 

versa. 

d. Tax Sanctions (X3) = 0.098 

Shows that if the Tax Sanctions variable score increased by one, then the Taxpayer 

Compliance variable score would increase by 0.098. It means that Tax Sanctions and 

Taxpayer Compliance have a unidirectional nature of the relationship. So, if the Tax 

Sanctions variable increases, the Taxpayer Compliance variable increases as well, and vice 

versa.  

 
4.7. F- test 

To decide which hypothesis is accepted and which is rejected, the test is carried out by looking 

at the F-Statistic significance value. F-Statistic significance value <0.05, then H0 is rejected; 

in other words, there is a simultaneous influence between all independent variables on the 

dependent variable. The results of the F-statistic test can be seen as follows: 

 
Table 9.  F-test result 

ANOVA 

Model Sum of Squares Df Mean Square F Sig. 

1 

Regression 57.421 3 19.140 182.612 0.000 

Residual 13.312 127 0.105   

Total 70.733 130    

Dependent Variable: Compliance 

Predictors: (Constant), Tax Sanctions, Awareness, Service Quality 

 

Based on Table 9, the significance value of the F-statistic is 0.000. This value is smaller than 

0.05 at the 95% significance level, which means that H0 is rejected and Ha is accepted. Thus, 

it can be concluded that taxpayer awareness, service quality, and tax sanctions together affect 

the dependent variable, namely taxpayer compliance. 

 
4.8. T-test 

Table 10. T-test result 

Variable Coefficient t Sig. 

(Constant) -0.861 -4.541 0.000 

Awareness 0.112 8.637 0.000 

Service Quality 0.101 7.354 0.000 

Tax Sanctions 0.098 6.401 0.000 

Dependent Variable: Compliance 
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Based on the test results in Table 10, the variables of awareness, service quality, and tax 

sanctions have a positive and significant effect on compliance with individual motor vehicle 

tax payments. This can be seen in the significant value that is smaller than 0.05 for each variable 

in this study. 

 
4.9. Determination coefficient test 

 
Table 11. Determination Coefficient Test Results 

Model Summary 

Model R R Square 
Adjusted R 

Square 

Std. Error of 

the Estimate 

1 0.901 0.812 0.807 0.32375 

Predictors: (Constant), Tax Sanctions, Awareness, Service Quality 

Dependent Variable: Compliance 

 

Table 11 shows that the value of adjusted R2 is 0.807. This means taxpayer awareness, service 

quality, and tax sanctions can explain 80.7% of changes in taxpayer compliance, while 

variables outside the study describe the remaining 19.3%. 

 

5. Discussion 
5.1. The effect of tax awareness on taxpayer compliance 

The t-test results show that taxpayer knowledge is a significant positive predictor of taxpayer 

compliance, specifically related to individual motor vehicle tax payments. These results are 

consistent with the Theory of Planned Behavior (TPB), which states that taxpayer awareness 

can be an internal motivation that influences the perception and behaviour of tax compliance. 

This finding is also in line with previous research by Adellia and Islami (2020), which found 

that taxpayer awareness positively influences compliance because taxpayers already have a 

good perception of taxes. However, these results differ from research by Taing and Chang 

(2021) and Dewi (2022), who found that awareness does not influence compliance due to the 

lack of understanding of taxpayers about taxes. In the context of motor vehicle tax payments 

at Samsat in East Surabaya, this study highlights that taxpayers' level of awareness can motivate 

compliance, especially if taxpayers already understand the purpose and benefits of paying 

taxes. 

 
5.2. The effect of service quality on taxpayer compliance 

The results of the t-test show that the service quality variable has a significant positive effect 

on taxpayer compliance. This means that these results are influenced by four indicators of the 

statement that the higher the quality of tax services, the higher the level of compliance with the 

payment of individual motor vehicle taxpayers. These results follow the theory of fiscal 

exchange attitudes, which state that taxpayer actions are influenced by government efforts to 

provide goods and services, as well as the assumption that taxpayer compliance is related to 

service quality. The study found that the quality of service of tax officials positively affects 

compliance with motor vehicle tax payments. This finding is in line with the research of Hong 

(2023) and Rahiem and Ardillah (2022), who confirmed that service quality significantly 

affects tax compliance. However, this study's results differ from the findings of Pratama and 

Mulyani (2019), which state that service quality has no significant effect on tax compliance. In 

contrast, at Samsat East Surabaya, taxpayers consider the service quality from tax officials 

adequate, so the service quality variable plays a significant role in increasing compliance with 

individual motor vehicle tax payments. 
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5.3. The effect of tax sanctions on taxpayer compliance 

The t-test results show that the tax penalty variable significantly impacts taxpayer compliance, 

especially in the context of individual motor vehicle tax payments. This conclusion aligns with 

the Theory of Planned Behavior (TPB), which states that control beliefs, in this case, applying 

tax penalties, can influence individual intentions to comply with tax regulations. The 

application of tax penalties is expected to encourage taxpayer compliance by providing 

incentives in the form of fear of the negative consequences of these violations, thereby 

increasing compliance with tax rules, including motor vehicle tax payments. This finding is 

also consistent with the research of Handoko et al. (2020), which states that tax sanctions have 

a positive influence on tax compliance. More severe tax sanctions tend to increase the level of 

taxpayer compliance, especially in the context of motor vehicle tax payments at Samsat East 

Surabaya. However, the results of this study contradict the research of Rahmawani and 

Hasanah (2023) and Wulandari (2023), who found that tax sanctions do not significantly affect 

tax compliance. In this study, motor vehicle taxpayers at Samsat East Surabaya feel that the 

sanctions that may be received are quite severe. Hence, they are more likely to comply with 

paying taxes to avoid administrative sanctions that can be imposed for non-compliance with 

tax payments. 

 

6. Conclusion 

This research aims to comply with motor vehicle tax payments with taxpayer awareness, 

service quality, and tax sanctions. Tax awareness is the awareness and knowledge of taxpayers 

about the kinds of taxes that must be paid, tax payments, tax exemptions, etc. Service quality 

can be assessed through all visible and invisible attributes of service products that reflect how 

customers are served. Meanwhile, tax sanctions are sanctions given by the state to taxpayers 

who commit tax evasion. These sanctions can be in the form of administrative sanctions and 

criminal sanctions. Based on the results of data analysis and discussion, it can be concluded 

that the variable quality of taxpayer awareness, tax service, and tax sanctions positively and 

significantly influence the compliance of individual motor vehicle tax payments at Samsat East 

Surabaya. Increasing taxpayer awareness, tax service, and tax sanctions will improve 

compliance with tax payments on individual motorized vehicles at the East Surabaya Samsat. 

To increase tax revenue, tax officials must strive to improve the level of taxpayer compliance, 

especially for motor vehicle taxes. Efforts to increase taxpayer compliance can be made by 

conducting extensive education related to the process, instruments, procedures, and tax 

payment rates to taxpayers. Improving the quality of tax payment services and increasing or 

tightening tax sanctions for violators can also increase taxpayer compliance. Future researchers 

are expected to use the latest data to be more accurate and reliable and use other variables that 

have not been studied before. 

 
6.1. Limitations and Suggestions 

From the findings of this study, tax awareness, tax service quality and tax sanctions have a 

positive impact on personal motor vehicle tax payments at Samsat East Surabaya. Based on 

these findings, researchers suggest increasing tax awareness for taxpayers. With the number of 

taxpayers who have the awareness to pay taxes, the level of tax payments will also increase. 

Increasing this awareness can be done by socializing with taxpayers regarding the types of 

taxes that must be paid, tax payment methods, and tax exemptions. The quality of service for 

taxpayers also needs to be improved. From the findings, it can be seen that the good quality of 

service received by taxpayers also increases tax payment compliance, therefore, the quality of 

service for tax payments also needs to be improved. Tax sanctions also have a positive effect 

on tax payment compliance. The state can impose more severe sanctions for taxpayers who 

commit tax evasion so that it will have a deterrent effect. This sanction is also in line with tax 
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awareness. If someone has the knowledge and awareness of what consequences they receive if 

they commit tax evasion, then tax compliance will also increase. 
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