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Abstract
The purpose of this study was to determine the effect of service quality on the level of satisfaction of hotel and restautant taxpayers in the Luwu Regency revenue Egency. This research design is quantitative research design. The population in this study were hotel and restaurant taxpayers totaling 252 people, a total sample of 72 people. The sampling technique uses consecutive random sampling, i.e. all subjects whose data are sequential and meet the criteria. Quantitative analysis to test hypotheses using the help of a computer application program SPSS 22.00 for windows.
Based on research conducted on the effect of service quality on the level of satisfaction of hotel and restaurant taxpayers, it can be concluded that service quality has a positive and significant effect on hotel and restaurant taxpayer satisfaction by 34,5%. Whi;e the rest is influenced by other factors not examined in this study.

Keywords: Service Quality, Customer Satisfaction

Abstrak 
Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan terhadap tingkat kepuasan wajib pajak hotel dan restoran di Egency Penerimaan Kabupaten Luwu. Desain penelitian ini merupakan desain penelitian kuantitatif. Populasi dalam penelitian ini adalah wajib pajak hotel dan restoran berjumlah 252 orang, total sampel 72 orang. Teknik pengambilan sampel menggunakan pengambilan sampel acak berturut-turut, yaitu semua subjek yang datanya berurutan dan memenuhi kriteria. Analisis kuantitatif untuk menguji hipotesis menggunakan bantuan program aplikasi komputer SPSS 22.00 untuk windows.
Berdasarkan penelitian yang dilakukan terhadap pengaruh kualitas layanan terhadap tingkat kepuasan wajib pajak hotel dan restoran, dapat disimpulkan bahwa kualitas layanan memiliki pengaruh positif dan signifikan terhadap kepuasan wajib pajak hotel dan restoran sebesar 34,5%. sisanya dipengaruhi oleh faktor-faktor lain yang tidak diperiksa dalam penelitian ini..  

Kata kunci: Kualitas layanan, kepuasan pelanggan

1. INTRODUCTION 
In Indonesia in 1997 after the economic crisis that hit, the Indonesian government, the government tried to continue to explore potential economic sources that were expected to be able to organize regional development and could realize the nation's national goal of creating a just and prosperous society that includes material and spiritual. National development is the government's effort in development that covers the entire life of the community, nation and state and to carry out the national goals included in the preamble to the 1945 Constitution, namely protecting the entire nation and all Indonesian bloodshed, advancing the general welfare, educating the nation's life and participating in carrying out world order based on independence, lasting peace and social justice.
Development in Indonesia aims to create a just and prosperous society based on Pancasila and the 1945 Constitution where a process of change occurs continuously involving all elements in it, namely the central government and local governments and Indonesian society itself. In article 18 of the 1945 Constitution concerning the Government of Derah, it is determined that:
"Indonesia's regional development of large and small areas with the form of government structure is determined by law by looking at and remembering the basis of consultancy in the state government system, and the right of origin in special regions".
Good service is needed for customer or community satisfaction and can also have a good impact on the image of the office. Hotel and restaurant tax is a Regional Original Income (PAD), so the author discusses this title so that the office further improves the quality of service so that hotel and restaurant taxpayers are satisfied with the services provided. With a feeling of satisfaction, hotel and restaurant taxpayers will later be more obedient in paying taxes so that Regional Original Income (PAD) increases.
One of the regional incomes is taxes, many experts in the field of taxation give different understandings of taxes, but from these understandings have the same meaning or purpose. The definition of tax according to Law Number 28 of 2009 concerning the Third Amendment to Law Number 6 of 1983 concerning General Provisions and Tax Procedures (KUP) is as follows:
"Tax is a Taxpayer's Contribution to the State which is about by an individual or entity of a coercive nature under the Act, by not getting compensation directly and used for the purposes of the State for the greatest prosperity of the people".
The sources of tax revenue are divided into two, namely central tax and regional tax. The central tax is a tax used to finance the house of the state, this tax is levied by the central government. Central taxes include Income Tax (PPh), Value Added Tax on Goods and Services (VAT), Sales Tax on Luxury Goods (PPn-BM), Land and Building Tax (PBB), Import Duty, Excise and Export Tax. While local taxes are taxes used to finance local household taxes, these taxes are levied by local governments. One of the potential sources of Local Revenue (PAD) revenue from the tax sector along with the development of trade and service industries is the hotel tax and restaurant tax. Previously, according to Law No. 18 of 1997, the tax on hotels was equated with the restaurant tax under the name of hotel and restaurant tax, but with the policy of updating the Law, with the passage of Law No. 28 of 2009 which regulates regional taxes and regional levies, called Hotel Tax and Restaurant Tax were separated into stand-alone taxes. Based on Law No. 28 of 2009, it is explained that hotel tax is a tax on services provided by hotels. Meanwhile, based on Regional Regulation Number 11 of 2011 concerning Restaurant Tax, it is explained that a restaurant is a facility that provides food and beverages that are charged, which includes restaurants, cafeterias, stalls, bars, and the like including food / catering services. A restaurant tax is a tax on the services a restaurant provides. Service is important to every Office. Good service will have a positive impact on the Office and vice versa, if the Office provides poor service it will have a negative impact on the Office itself. Good service will make people feel satisfied. In essence, service is a set of activities, therefore service is a process. As a process, the service takes place regularly and continuously, covering the entire life of people in the community.
As one of the places of public service that provides input on regional revenues, it is appropriate that the Regional Revenue Agency Office always strives, providing the best service. Because a good form of service can attract attention from the community. A well-managed service is expected to meet the expectations of the community, because the community has a big role to compare the evaluation of satisfaction. Community satisfaction is a comparison between people's beliefs, namely the customer itself that he will receive and the quality of service he receives in the form of performance. The level of service quality is perceived as satisfactory as well as good, and if the quality of services provided exceeds the expectations of the community is perceived as ideal. The quality of service is viewed more broadly, where not only the results aspect is emphasized, but also includes the process, the environment, and the human being.
Based on what has been stated above, the author would like to conduct a study entitled "Analysis Of The Effect Of Service Quality On The Level Of Satisfaction Of Hotel And Restaurant Taxpayers In The Regional Revenue Agency Of Luwu Regency".

2. LITERATURE REVIEW 
Service Quality
Quality of service is any form of activity carried out by the company to meet consumer expectations. Service in this case is defined as a service or service delivered by the service owner in the form of convenience, speed, relationship, ability and hospitality aimed at attitude and nature in providing services for customer satisfaction. If the services they receive or feel are as expected, then the quality of service is perceived as good and satisfactory, if the services received exceed consumer expectations, then the quality of service is perceived to be very good and quality. Conversely, if the services received are lower than what is expected, then the quality of service is perceived as poor. Sunyoto (2012) said, service quality is centered on efforts to meet the needs and desires of consumers and the accuracy of delivery to offset consumer expectations, namely the existence of a match between expectations and management perceptions, There is a conformity between the perception of consumer expectations and employee standards, there is a conformity between employee work standards and the services provided with the promised services and there is a conformity between the services received and those expected by consumers.
Customer Satisfaction
Satisfaction is a person's feeling of pleasure or disappointment that arises after comparing the performance (results) of a thought product against the expected performance (or results). Lovelock and Wirtz (2011:74) say that satisfaction is an attitude that is decided based on the experience gained. Satisfaction is an assessment of the characteristics or features of the product or service itself, which provides a level of consumer pleasure related to meeting consumer consumption needs.Kotler & Armstrong (2012:36) says, customer value is the customer's balance between all profits and all costs that must be incurred to receive a given offer. Tjiptono (2012: 301) said, customer satisfaction is a situation shown by consumers when they realize that their needs and desires are as expected and fulfilled properly.

3. RESEARCH METHODOLOGY
For consideration of research objectives, quantitative research methods are used. Quantitative research is emperical research whose data is based on numbers. The quantitative method is a research methodology based on the philosophy of positivism, used to research on a specific population or sample and to test established hypotheses.
A population is a group of people, events or everything that has certain characteristics. Population also implies a collection of the entire measurement, object, or individual being studied. In another sense, population is the entire number consisting of objects or subjects that have certain characteristics and qualities that are applied by the researcher to be studied and then drawn conclusions.
So the definition of population in statistics is not limited to a group of people, but refers to the entire size, count, or quality that is the focus of a study. In other words the population can also be said to be universal or a set of groups on individuals or objects that share the same characteristics. The population in this study was all hotel taxpayers at the Luwu County Regional Revenue Agency Office, which numbered about 252 hotel and restaurant taxpayers.

4. RESULTS AND DISCUSSION
Result
This simple linear regression method is intended to determine how much the level of influence between the quality of service has on the satisfaction of hotel and restaurant taxpayers. For this reason, the author presents the results of simple linear regression based on the following table:
Coefficients
	


Model
	Unstandardized Coefficients
	Standardized Coefficients
	


t
	


Sig.

	
	B
	Std. Error
	Beta
	
	

	1	(Constant)
Quality of Service
	2.426
.246
	2.869
.040
	

.595
	.846
6.194
	.401
.000


Dependent Variable: Taxpayer Satisfaction
   Source : Primary data management
Based on the table above, it is known that the Constant value (a) is 2.426 while the Quality of Service value (b/coefficient regression) is 0.246, so the regression equation can be written:
Y = a+bX
Where:
Y = Hotel and Restaurant Taxpayer Satisfaction X = Quality of Service
From the output, a regression equation model is obtained:
Y = 2,426+0,246 X
Hypothesis Test Results
Partial Signification Test Results (t Test)
The t-test is used to test the significance of the relationship between the variables X and Y, whether the variable X actually affects the variable Y (consumer satisfaction) separately or partially.
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Quality of Service
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Dependent Variable: Satisfaction
Source : 2020 primary data management
Based on the table above, it is known that the calculated t value is 0.595 with a signification rate of 0.000 < 0.05, so it can be concluded that the variable X has an influence on the variable Y.

Coeffesient Determination Results
Determination Coefficient Result (R2)
Summary Models
	
Model
	
R
	
R Square
	
Adjusted R Square
	
Std. Error of the Estimate

	1
	,595a
	,354
	,345
	1,405


Predictors: (Constant), Quality of Service
Source : 2020 primary data management
Based on the table above, it explains the magnitude of the correlation value or relationship R, which is 0.595. From this output, a coefficient of determination (R Square) of 0.345 was obtained, which contains the understanding that the influence of the free variable (Quality of Service) on the bound variable (Hotel and Restaurant Taxpayer Satisfaction) is 34.5%.
Discussion
The Regional Revenue Agency is a type A regional apparatus, carrying out supporting functions for regional revenue managers. Before Regional Regulation No. 7 of 2016 on the composition of the regional apparatus of luwu district was established, the regional revenue agency was part of the regional financial management office. After regional regulation number 7 of 2016, the Regional Financial Management Office is divided into 2 bodies, namely the regional revenue agency and the regional financial management agency.
Based on the results of the questionnaire obtained, the male sex was 38 respondents with a percentage of 62.5% and women as many as 34 respondents with a percentage of 47% of the total sample of 72 respondents.
Based on the results of the age qualification questionnaire, it was dominated by 41-50 years old as many as 42 respondents with a percentage of 58%, followed by 31-40 years old as many as 20 respondents with a percentage of 28%, 21-30 years old as many as 5 respondents with a percentage of 7%, and finally over the age of 50 years as many as 5 people with a percentage of 7%. This data shows that respondents aged 41-50 years who come to the office of the Regional Revenue Agency of Luwu District.
From the results of the questionnaire obtained, out of 72 respondents, most of them visited the office of the Regional Revenue Agency of Luwu Regency more than 3 times, totaling 44 people with a percentage of 61%, while 24 people with a percentage of 33% were included in the category of 2 visits, and 4 people with a percentage of 6% were included in the category of first visit.
Validity and reliability tests are used to determine whether an instrument is valid and reliable or not. All statements of variable X (quality of service) and variable Y (taxpayer satisfaction) after processing with SPSS 22.00 for windows all instruments are considered valid and reliable. The results of a simple linear regression test study were used to determine how much the level of service quality affected hotel and restaurant taxpayer satisfaction with an influence level of 0.246.
The results of the partial significance test (t test) study were used to separately determine the effect of service quality on the level of satisfaction of hotel and restaurant taxpayers with a significance level of 0.000 < 0.05. The results of the coefficient determination study showed that the influence of the free variable (Quality of Service) on the bound variable (Hotel and Restaurant Taxpayer Satisfaction) was 34.5%. The results of previous research conducted by Marismiati, SE and Hendra Hadiwijaya, SE (2012)
with the title The Effect of Service Quality on Customer Satisfaction of Palembang Transmusi Services. The results showed that the variables tangible, reliability and emphaty did not have a significant effect. Meanwhile, the variables responsiveness and assuranve have a significant effect on customer satisfaction. So in this case it can be seen that the previous research was in line with the current research, but it's just that in the previous research, reliability and emphaty did not have a significant effect.
The results of this study are in accordance with previous research conducted by Ayuni Aria Pratiwi (2017) with the title The Effect of Service Quality on Taxpayer Satisfaction in Paying Motor Vehicle Tax (Study on Samsat Bandar Lampung Bandar Lampung City). The results showed that there was a significant and positive influence between service quality and taxpayer satisfaction.
The results of this study are also in accordance with the previous research conducted by Tri Ulfa Wardani (2017) with the title The Effect of Service Quality on Consumer Satisfaction in Gojek Transportation Services Bisbib (Case study of FEBI UIN North Sumatra Students). The results showed that the variables tangible, reliability, responsiveness, assurance, and emphaty had a simultaneous effect on satisfaction satisfaction in Gojek Indonesia's transportation service business.
The results of this study are in accordance with previous research conducted by Ratih Hardianti (2010) with the title Analysis of the Effect of Service Quality on Consumer Satisfaction Using Agrotourism Lodging Services (Villa) Pagilaran Regency. The results show that the quality of service affects customer satisfaction.
The results of this study are in accordance with previous research conducted by Dea Daulika, Heppy Millanyani (2015), the title The Effect of Service Quality on Consumer Satisfaction at the Astro Primera Pasteur Hotel Bandung. The results show that service quality has a significant influence on customer satisfaction.

5. CONCLUSION
Based on research conducted on the effect of service quality on the level of satisfaction of hotel and restaurant taxpayers, it can be concluded that the quality of service has a positive and significant effect on hotel and restaurant taxpayer satisfaction with a percentage of 34.5%. While the rest is influenced by other factors that were not studied in this study.
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