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ABSTRAK  
 

 
ANALISIS TINGKAT KEPENTINGAN DAN TINGKAT KINERJA KPP PRATAMA 

BOYOLALI UNTUK PERENCANAAN STRATEGI PELAYANAN KEPADA WAJIB PAJAK  
 

Penelitian ini bertujuan 1) menganalisis tingkat kinerja KPP Pratama 
Boyolali kepada wajib pajak dengan Importance Performance Analysis (IPA), dan 
2) mengetahui posisi setiap dimensi kualitas pelayanan menurut tingkat kinerja 
dan tingkat kepentingan menurut persepsi wajib pajak. 

Metode penelitian menggunakan jenis dan desain penelitian kuantitatif. 
Lokasi penelitian di KPP Pratama Boyolali. Sampel penelitian ini adalah wajib 
pajak aktif di 19 kecamatan dalam wilayah kerja KPP Pratama Boyolali yaitu 99 
responden. Metode pengumpulan data yang digunakan adalah kuesioner studi 
pustaka. Analisis data yang digunakan dalam penelitian ini adalah (IPA). 

Hasil analisis data IPA, yaitu: (1) kuadran 1, ada 5 faktor yang harus 
dipertahankan kinerjanya, yaitu faktor kerapihan, penampilan, karyawan KPP 
Pratama Boyolali; faktor keamanan; faktor kepastian jam buka dan jam tutup; 
faktor sikap dan kesopanan petugas; dan faktor rasa keadilan karyawan dalam 
melayani saat pelaporan dan permohonan; (2) kuadran 2 terdapat 2 faktor yang 
cenderung berlebihan, yaitu faktor kerapihan dan kenyamanan ruang tunggu; 
dan faktor pelayanan petugas dalam menerima berkas; (3) Kuadran 3 terdapat 8 
faktor yang termasuk dalam prioritas rendah, yakni faktor kebersihan tempat 
parkir dan halaman; faktor kebersihan dan kerapihan ruang konsultasi; faktor 
penggunaan peralatan; faktor prosedur pelayanan; faktor kemampuan karyawan 
cepat tanggap dalam pelayanan; faktor kerelaan karyawan dalam membantu 
nasabah; faktor kemampuan karyawan untuk cepat tanggap dalam menghadapi 
keluhan dan masalah; dan faktor karyawan memberikan rasa adil dan perhatian 
yang sama terhadap setiap Wajib Pajak; dan (4) Faktor-faktor dalam kuadran 4 
adalah faktor informasi pelayanan secara jelas dan mudah; dan faktor keyakinan 
dapat diselesaikan tepat waktu. 

 
Kata kunci: tingkat kepentingan, tingkat kinerja, perencanaan strategi 

pelayanan 
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ABSTRACT 
 
 

ANALYSIS OF INTEREST AND PERFORMANCE LEVEL FOR SERVICE AT KPP 
PRATAMA BOYOLALI STRATEGY PLANNING TO TAXPAYERS 

 
The purpose of this research are 1) Analyzing the performance level at 

KPP Pratama Boyolali to taxpayers using the Importance Performance Analysis 
(IPA), and 2) Knowing the position of each dimension of service quality according 
to the level of performance and level of importance as perceived by the 
taxpayer. 

The research method used quantitative design and kinds of research. 
Location of this research in KPP Pratama Boyolali. The sample in this study are 
active taxpayers residing in 19 districts in the working area KPP Pratama Boyolali 
are 99 respondents. Data collection methods used were questionnaires and 
literature. Analysis of the data used in this research is Importance-Performance 
Analysis. 

The results of data analysis can be summarized as follows: (1) analysis 
results quadrant 1 is known to have five performance factors that must be 
maintained, are neatness factor, appearance factor, employees of KPP Pratama 
Boyolali; safety factor; certainty opening and closing hours factor; attitude and 
courtesy officer factor, and factor in the employee's sense of justice served when 
reporting and plea; (2) In the second quadrant there are two factors that tend to 
be excessive, the neatness and comfort factor of the waiting room, and service 
factors in the officer receiving the file; (3) Quadrant 3 consists of 8 factors that 
are included in a low priority, the hygiene factors parking lot and yard; 
cleanliness and tidiness of consulting room factor; equipment utilization factor; 
service procedures factor; employee capability responsiveness in service factor; 
employee readiness in helping customers factor; employee's ability to be 
responsive in the face of complaints and problems factor, and the factors giving 
employees a sense of justice and concern the same for every taxpayer; and (4) 
Factors in quadrant 4 is a factor of the service information in a clear and 
straightforward, and the confidence factor can be completed on time. 

 
Key word: interest grade, performance level, service strategy planning 
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