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The purpose of this study was to determine the effect of tax knowledge, fiscus
service, and tax sanctions on taxpayer compliance with tax amnesty as a
moderating variable. This research was conducted at the North Badung
Pratama Tax Service Office. The population is 65,550 taxpayers. The sample
in this study used Convenience Sampling with the Slovin formula approach so
that the number of studies numbered 100 people. The data analysis technique
used is the MRA (Moderated Regression Analysis) analysis. The results
showed that the knowledge of taxpayers had a positive and significant effect
on taxpayer compliance. The fiscus service has a positive and significant
impact on tax compliance. Sanctions have a positive and significant effect on
taxpayer compliance. Tax amnesty reinforces the influence of taxpayer
knowledge on taxpayer compliance. Tax amnesty strengthens the influence of
the fiscus service on taxpayer compliance. Tax amnesty reinforces the effect

of tax sanctions on tax compliance.
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1 Introduction

Knowledge of taxation provides an important role for taxpayers to better understand the applicable tax regulations so
that taxpayers can carry out their obligations properly and correctly. Compliance of taxpayers will increase along with
the tax knowledge they have. Because with the high tax knowledge possessed, taxpayers will know the obligations and
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sanctions that will be obtained if they do not carry out their obligations (Sari & Fidiana, 2017). This study is in line
with research conducted by Rosyda (2018) and the results show that tax knowledge has a significant effect on taxpayer
compliance. Inversely related to research conducted by Hardiningsih & Yulianawati (2011), which states that
understanding tax knowledge has no effect on the willingness to pay taxes. Lack of understanding of tax knowledge is
due to the low education of taxpayers, which causes a lack of knowledge about tax regulations. Therefore, the role of
the fiscus service is needed to increase understanding of taxation knowledge, training and outreach will increase
understanding of existing taxation knowledge.

Good fiscal services will increase taxpayer's tax knowledge so that it will encourage taxpayers to be more obedient
to their obligations to pay taxes. The tax apparatus has the responsibility to provide good services to the public. A
fiscus service must have the competence to improve taxpayer compliance. Competencies that must be owned by the
fiscus service, such as having expertise, knowledge (knowledge), and experience in terms of tax policy, tax
administration and tax legislation (Jatmiko, 2006). Research conducted by Jatmiko (2006), states that fiscus service
affects tax compliance.

Good fiscal services can be realized by providing socialization in the ease of tax reporting. In the Regulation of the
Directorate General of Tax PER-03 / PJ / 2015, taxpayers can submit tax returns through electronic or online tax
reporting channels that have been determined by the DGT (e-Filling). E-Filling provides benefits for taxpayers by
facilitating the recording of SPT data in the DGT database and reducing the impact of the queue and volume of work
for the SPT receipt process (www.online-pajak.com). Socialization can be done through workshops, seminars, print
media, and electronic media. Through this socialization, it is expected to be able to raise awareness of taxpayers.

Quality services must be able to provide security, fluency, and can provide legal certainty that can be accounted
for so as to reduce tax leaks (Hardiningsih & Yulianawati, 2011). Providing quality services will increase tax
compliance (Syahril, 2013). This research is also supported by research conducted by Dewi and Noviari (2017), the
better the fiscus service, the higher the willingness to take part in tax amnesty. Inversely related to the research
conducted by Sari & Fidiana (2017); Ashari et al., (2017); Lisa & Hermanto (2018), which states that the fiscus service
does not affect tax compliance. The lack of influence is caused by the lack of responsibility of the fiscus service on
taxpayers so that taxpayers do not have a bad assumption on the performance of the fiscus service.

Tax sanctions are set by the government to create taxpayer compliance with tax regulations. In general, people have
a tendency to avoid taxes even though they know how the sanctions are. Tax sanctions are a deterrent so that taxpayers
do not violate taxation norms. The effect of tax sanctions is caused by the large number of taxpayers who know and
understand what sanctions will be imposed if taxpayers violate taxation provisions (Ashari et al., 2017). This is also
in line with research by Ngadiman & Huslin (2015), which states that tax sanctions have a positive effect to taxpayer
compliance The positive effect shown by tax sanctions indicates that if taxpayer awareness increases, tax compliance
rates will increase as well, and vice versa, as well as research conducted by Widodo (2017), with the results showing
that sanctions tax has a significant effect on the compliance of individual taxpayers.This study is also supported by
previous studies, namely Husnurrosyidah & Nuraini (2016); Jatmiko (2006); Dewi & Noviari (2017). Inversely with
research conducted by Rorong et al., (2017), which states that Tax sanctions do not affect taxpayer compliance. Minor
administrative and criminal tax sanctions cause non-compliance of taxpayers. This research was also supported by
research conducted by Dewi & Merkusiwati (2018).

Literature Review and Hypothesis Development

The results of research conducted by Sari & Fidiana (2017), state that tax knowledge has a positive effect on taxpayer
compliance. By having adequate tax knowledge, taxpayers can easily carry out their tax obligations. The higher level
of understanding of taxpayers will increase taxpayer compliance. The results of this study are in line with research
conducted by Syahril (2013); Rosyida (2018); Dewi & Merkusiwati (2018); Prena et al., (2019). The level of tax
knowledge is very important in determining the attitude of taxpayers. If knowledge of tax regulations is low, taxpayer
compliance regarding taxation will also be low. Although the taxpayer does not intend to not carry out his obligations
the taxpayer is still unable to meet his tax obligations because he himself does not understand tax regulations, this will
result in a low level of tax compliance (Pandey, 2017; Lisa & Hermanto, 2018).

Based on the description above, the first hypothesis in this study can be formulated as follows:

H]I: taxation knowledge has positive effect on taxpayer’s compliance
Research conducted by Hadiningsih & Yulianawati (2011), states that service quality has a positive effect on taxpayer
compliance. This research is also in line with research conducted by Jatmiko (2006); Hardiningsih & Yulianawati
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(2011); Syahril (2013); Dewi & Noviari (2017). Good service will help taxpayers to better understand their obligations.
The better the services provided by the fiscus service will encourage taxpayers to carry out their obligations so that it
will create taxpayer compliance. Conversely, if the services provided by the fiscus service are not good, taxpayers will
be reluctant to fulfill their obligations, so that it will affect state revenue.

Based on the description above can be formulated the second hypothesis in this study are as follows:

H2: fiscus services have a positive effect on taxpayer compliance

The results of research conducted by Jatmiko (2006); Ngadiman & Huslin (2015); Husnurrosyidah & Nuraini (2016);
Widodo (2017); Dewi & Noviari (2017); Sari & Wirakusuma (2018), state that tax sanctions have a positive effect on
compulsory compliance tax. Tax sanctions are made so that taxpayers do not violate tax regulations. Understanding
the fairly severe sanctions outlined in tax regulations will make taxpayers comply with their obligations. The heavier
sanctions that apply, the taxpayer will be more compliance (Sentanu & Budiartha, 2019; Seralurin & Ermawati, 2019).

Based on the description above, the third hypothesis in this study can be formulated as follows:

H3: tax sanctions have a positive impact on personal taxpayer compliance

Tax amnesty is a government policy in the field of taxation that provides for the elimination of taxes that should be
owed by paying a ransom in a certain amount that aims to provide additional state revenue and encourage compliance
of non-compliant taxpayers into compliant taxpayers (Rahayu, 2017). Following the tax amnesty program will increase
taxation knowledge about tax obligations and will create compliance for taxpayers. Therefore, this study uses the
variable tax amnesty to moderate the relationship of the influence of tax knowledge on taxpayer compliance, so the
fourth hypothesis in this study is as follows:

H4: tax amnesty strengthens the relationship between tax knowledge and taxpayer compliance

Good fiscus service will make taxpayers voluntarily report their tax obligations. Tax amnesty increases the interest of
the community to better understand the obligations that must be carried out in the taxation field. So that the tax amnesty
will encourage taxpayers to disclose data correctly and completely. Taxpayers who receive education from the fiscus
service on the importance of participating in the tax amnesty program will comply with tax regulations because they
know the facilities and consequences if they join the tax amnesty program. Therefore, this study uses the tax amnesty
variable to moderate the relationship between the fiscus service and tax compliance, so the fifth hypothesis in this
study is as follows:

H5: Tax Amnesty strengthens the relationship between the fiscus service and taxpayer compliance

Tax sanctions are sanctions for taxpayers who do not meet their tax obligations in accordance with applicable tax
regulations. Tax amnesty provides forgiveness for administrative sanctions and release from criminal sanctions. With
strict sanctions will encourage taxpayers to carry out tax obligations with responsibility. Therefore, this study uses the
variable tax amnesty to moderate the relationship of tax sanctions on taxpayer compliance, so the sixth hypothesis in
this study is as follows:

H6: Tax Amnesty strengthens the relationship between tax sanctions and taxpayer compliance

2 Materials and Methods

This study uses primary data in the form of a questionnaire and the results of direct interviews with research subjects.
Based on the hypothesis in the design of this study determined the variables used in research. There are 2 (two)
variables, they are the independent variable and the dependent variable. The independent variables in this study are tax
knowledge, fiscus service and tax sanctions while the dependent variable is taxpayer compliance. This study uses the
tax amnesty variable as a moderating variable. The analysis technique used is the Multiple Regression analysis and
Moderated Regression Analysis (MRA) to measure the moderating variables.

3 Results and Discussions

The results of the Moderated Regression Analysis are presented in Table 1.

Septyana, K. P., & Suprasto, H. B. (2019). Effect of taxation knowledge, fiscus service, and tax sanctions on tax
obligation compliance with tax amnesty as moderated variables. International Research Journal of Management, IT
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Table 1
Moderated regression analysis
Unstandardized Standardized ¢ si
Model Coefficient Coefficient g
B Std. Error Beta
(Constant) 0.484 1.090 0.444 0.658
H4 0.075 0.163 0.162 0.463 0.045
H5 0.667 0.132 0.207 0.044 0.000
H6 0.272 0.106 0.960 0.580 0.011

R Square = 0,819

F hitung = 59,524

Sig. F = 0,000
Primary Data, 2019

The Effect of Taxation Knowledge on Taxpayer Compliance

Taxpayer Knowledge (X1) has a positive regression coefficient of 0.226 with a significance level of 0,000 that is
smaller than o = 0.05. These results indicate that there is a positive influence of taxpayer knowledge on taxpayer
compliance, it shows that if taxpayer knowledge is increasing with the assumption that other independent variables are
constant, then taxpayer compliance will increase. So that the proposed H1 can be accepted, it means that tax knowledge
has a positive effect on tax compliance in obeying and fulfilling all tax obligations in North Badung KPP. The results
of this study are in line with the results of research conducted by Sari & Fidiana (2017), stating that tax knowledge has
a positive effect on taxpayer compliance. By having adequate tax knowledge, taxpayers can easily carry out their tax
obligations. The higher level of understanding of taxpayers will increase taxpayer compliance. The results of this study
are in line with research conducted by Syabhril (2013); Rosyida (2018); Dewi & Merkusiwati (2018).

The Effect of Fiscus Services on Taxpayer Compliance

Fiscus Services (X2) has a positive regression coefficient of 0.334 with a significance level of 0,000 that is smaller
than o = 0.05. These results indicate that there is a positive influence on the fiscus service on taxpayer compliance, it
shows that if the fiscus service increase with the assumption that other independent variables are constant, then
taxpayer compliance will increase. So H2 proposed can be accepted meaning that the fiscus service have a positive
effect on tax compliance in obeying and fulfilling all tax obligations in North Badung KPP. The results of this study
are supported by Hadiningsih & Yulianawati (2011), stating that service quality has a positive effect on taxpayer
compliance. This research is also in line with research conducted by Jatmiko (2006); Hardiningsih & Yulianawati
(2011); Syahril (2013); Dewi & Noviari (2017). Good service will help taxpayers to better understand their obligations.
The better the services provided by the fiscus service will encourage taxpayers to carry out their obligations so that it
will create taxpayer compliance. Conversely, if the services provided by the fiscus service are not good, taxpayers will
be reluctant to fulfill their obligations, so that it will affect state revenue.

The Effect of Tax Sanctions on Taxpayer Compliance

Tax Sanction (X3) has a positive regression coefficient of 0.181 with a significance level of 0,000 that is smaller than
o = 0.05. This shows that if the tax sanction variable increases with the assumption that other independent variables
are constant, the taxpayer compliance will increase. So that the proposed H3 can be accepted, it means that the tax
sanction has a positive effect on the compliance of taxpayers in obeying and fulfilling all tax obligations in North
Badung KPP. In line with research conducted by Jatmiko (2006); Ngadiman & Huslin (2015); Husnurrosyidah &
Nuraini (2016); Widodo (2017); Dewi & Noviari (2017); Sari & Wirakusuma (2018), state that tax sanctions have a
positive effect on compliance taxpayers. A tax deduction is made so that taxpayers do not violate tax regulations.
Understanding the fairly severe sanctions outlined in tax regulations will make taxpayers comply with their obligations.
The heavier sanctions that apply, the taxpayer will be more compliant.

Tax Amnesty Strengthens the Relationship Between Taxation Knowledge and Taxpayer Compliance

The moderation coefficient between taxpayer knowledge and tax amnesty is 0.075 which means that if there is an
increase in the relationship of taxpayer knowledge with tax amnesty by one unit, then taxpayer compliance will
increase by 0.075 units with the assumption that the independent variable is constant. This can be interpreted that tax
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amnesty reinforces the positive influence of taxpayer knowledge on taxpayer compliance. Tax amnesty is a government
policy in the field of taxation that provides for the elimination of taxes that should be owed by paying a ransom in a
certain amount that aims to provide additional state revenue and encourage compliance of non-compliant taxpayers
into compliant taxpayers (Rahayu, 2017). Following the tax amnesty program will increase taxation knowledge about
tax obligations and will create compliance for taxpayers. Therefore, this study uses the variable tax amnesty to
moderate the relationship of the influence of tax knowledge on taxpayer compliance.

Tax Amnesty Strengthens the Relationship between Fiscus Services and Taxpayer Compliance

The moderation coefficient between the fiscus service and tax amnesty is 0.667 which means that if there is an increase
in the relationship between the fiscus service and the tax amnesty by one unit, the taxpayer compliance will increase
by 0.667 units with the assumption that the independent variable is constant. This can be interpreted that the tax
amnesty strengthens the positive influence of the fiscus service on tax compliance. Good fiscus service will make
taxpayers voluntarily report their tax obligations. Tax amnesty increases the interest of the community to better
understand the obligations that must be carried out in the taxation field. So that the tax amnesty will encourage
taxpayers to disclose data correctly and completely. Taxpayers who receive education from the fiscus service on the
importance of participating in the tax amnesty program will comply with tax regulations because they know the
facilities and consequences if they join the tax amnesty program. Therefore, this study uses the variable tax amnesty
to moderate the relationship between the fiscus service and tax compliance.

Tax Amnesty Strengthens the Relationship between Tax Sanctions and Taxpayer Compliance

The moderation coefficient between tax sanctions and tax amnesty is 0.272 which means that if there is an increase in
the relationship of tax sanctions with tax amnesty by one unit, the taxpayer compliance will increase by 0.272 units
with the assumption that the independent variable is constant. This can be interpreted that tax amnesty reinforces the
positive effect of tax sanctions on taxpayer compliance. Tax sanctions are sanctions for taxpayers who do not meet
their tax obligations in accordance with applicable tax regulations. Tax amnesty provides forgiveness for administrative
sanctions and release from criminal sanctions. With strict sanctions will encourage taxpayers to carry out tax
obligations with responsibility. Therefore, this study uses the variable tax amnesty to moderate the relationship of tax
sanctions on tax compliance.

Determination Coefficient Test Results

Based on Table 1, the Adjusted R-square value of 0.819 shows that taxpayer compliance can be explained by taxpayer
knowledge, tax fiction, tax sanctions and tax amnesty of 81.9% percent, the remaining 18.1% percent is influenced by
other variables not included in this research model.

4 Conclusion

Taxpayer compliance shows that taxpayers with high knowledge and understanding of taxation will be able to better
determine their behavior and fulfill all tax obligations in accordance with applicable tax laws in Indonesia. The fiscus
service has a positive and significant impact on tax compliance. Improving the fiscus service providing information
related to tax rights and obligations will increase taxpayer compliance in fulfilling its obligations. Sanctions have a
positive and significant effect on taxpayer compliance. Tax applies to taxpayers who violate the provisions of tax
regulations will increase taxpayer compliance in fulfilling their obligations. Tax amnesty reinforces the influence of
taxpayer knowledge on taxpayer compliance. Tax amnesty strengthens the influence of the fiscus service on taxpayer
compliance. Tax amnesty reinforces the effect of tax sanctions on tax compliance.

Suggestion

It is hoped that the socialization policy on taxation will continue to provide knowledge of taxpayers. Socialization can
be done directly (face to face) through seminars or indirectly such as advertisements and dissemination through print
media. For further research should use other variables that are considered to have a more significant influence on
taxpayer compliance, such as applicable tax regulations, tax calculation, and reporting or the taxpayer’s financial
condition.
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