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Abstract  This study was conducted to analyze the influence of taxation services, awareness and extortion taxpayers on 
tax compliance. In addition, to analyze the influence of tax compliance on the performance of the hotel tax in the city of 
Pekanbaru. The unit of analysis in this study, hotel and lodgement which has more than 10 rooms. Total samples 102 
respondents with hotel owners and lodgement owners. The analysis tool used is Structural Equation Modeling (SEM). 
Results of this study explained that the hotel tax compliance behavior is influenced by variables of service tax, hotel tax payer 
awareness and extortion. Formatting dominant indicator in service variable is organizational culture. Indicators dominant 
form of consciousness is characteristic variables and indicators taxpayer dominant form of bribery is variable transaction 
costs of the dominant form while the indicator variable tax compliance is the timeliness of paying taxes. Results of this study 
support the theory of Gunadi and strengthen the Theory of Planned Behaviour through illegal levies due to the shadow norms. 
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1. Introduction 
Decentralization is an instrument of achieving the purpose 

of the state within the framework of democratic national 
unity. Therefore, attention to the balance between the need 
for the decentralization with the need to strengthen national 
unity is a must to be considered. HAW (2005) argues that 
there are two main objectives to be achieved in the 
decentralization policy that the political and administrative 
objectives. 

The implication is for the district and the city, to not only 
focus on the financial balance, but rather the excavation and 
develop the economic potential of the region so that the 
source of funds for the development of local Revenue 
derived from the area can be further optimized and be a 
contributor to regional development funds in the future. 
Then, based on Law No. 33 of 2004 which explains the 
Financial Balance Between Central Government and Local 
Government Finance, Local Revenue (PAD) have resources 
in the form of tax revenue, retribution and advantages of the 
Regional Owned Enterprises (BUMD) and other revenue 
areas that are considered legitimate by the regulations. 

Soemarsono (2007) formulated a theory that explains the 
devotion that the state has the right to tax. The theory states 
that every person can not stand alone so that they formed an 
alliance (organization) which later became the basis for the  

 
* Corresponding author: 
Published online at http://journal.sapub.org/m2economics 
Copyright © 2015 Scientific & Academic Publishing. All Rights Reserved 

establishment of a state. Guild or organization has the right 
to the members and one of those rights is the collection of 
taxes. According to this theory, the tax is the embodiment of 
devotion marks the citizens of the state. The rationale of the 
tax according to this theory is the concept of the relationship 
between the people and the country in which the formation of 
the country is the will of the people. The settings in the 
alliance has the rights and obligations of each party where 
one of the state's right to collect taxes is a close relation in 
fulfilling the needs of their own people so that it is known 
that in the fulfillment of required financing needs of the 
people and in this case borne by the people in the form of 
taxes. 

Pekanbaru city, as an area which has been implementing 
autonomy, has some obstacles in the implementation of 
regional autonomy that is the low portion of the PAD and the 
magnitude of the budget's dependence (APBD) on donations 
and Assistance Section and Tax Revenue/Non-Tax. This 
barrier will directly affect the future implementation of 
regional autonomy. Tambunan (2001) argues that the 
constellation of central and local financial relations 
prevailing since the new order until the enactment of the 
Regional Autonomy (OD) in January 2001 which then led to 
the role of Local Revenue (PAD) in the local budget be 
relatively small. This makes the government very dependent 
on the central government. 

It also Pekanbaru City is strategically located 
geographically located on the border of the neighboring 
countries (Malaysia and Singapore) causes Pekanbaru a 
trading town and has a special attraction for the various 
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groups. Pekanbaru city to be able to realize it can not be 
separated from the role of human resources owned by the 
city. Population into human resources that were most 
responsible, because the population is an asset for the city 
that gives color and expectations as well as a threat if not 
managed properly. Pekanbaru City residents from year to 
year continues to increase. Based on data from Central 
Bureau of Statistics (BPS) Pekanbaru total population of 
964,558 inhabitants in 2012 and in 2013 as many as 999,031 
people, have added as many as 34,473 people (3.57%), this 
means higher when compared with the national population 
growth rate that is 1.17% per year. 

PAD is relatively small as illustrated in Table 1 to the total 
local revenue for local causes in the race to achieve improved 
PAD conducted intensification and extension. The 
presumption that the PAD become a regional benchmark for 
the cause of independence of the above. Many occurred 
avoidance of tax payment obligation (tax evasion/avoidance), 
weakness in calculating the tax potential, as well as rigidity 
in the determination of tax rates allow the opportunity of 
doing tax intensification is still very large. 

Table 1 it can be seen that there are fluctuations in tax 
revenue which the hotel reception in 2014 was lower than the 
previous year. Then when viewed potential of the city of 
Pekanbaru hotel is large enough it can be seen from the 
number of the hotel with several classification and number of 
rooms. It also contributed to a hotel tax revenue reached  
7.5% Pekanbaru City in 2014, for more details can be seen in 
the following table: 

Table 1.  Contributions Tax PAD Pekanbaru City Hotel for the Year 
2009-2014 

Year Hotel Taxes 
(IDR) 

Local Revenue 
(IDR) 

Realization 
(%) 

2009 9,020,174,352 70,058,961,255 12.9 

2010 11,650,381,433 81,254,770,017 14.3 

2011 12,909,505,521 146,039,730,390 8.8 

2012 17,434,725,349 224,484,291,146 7.8 

2013 19,479,924,235 249,909,235,811 7.8 

2014 18,438,935,988 245,042,850,948 7.5 

Source: Department of Local Revenue Pekanbaru, 2014 

One of the sources of local tax revenue large enough in the 
city of Pekanbaru. In 2009 revenue target of Rp 
81,058,961,255.00 was the realization of Rp. 
70,058,961,255.00 (86.87 percent). Acceptance of reports 
Pekanbaru City area three posts has local tax contribution is 
the largest street lighting tax, tax tax restaurant, and the third 
is a hotel tax. Then from the third post of this tax, hotel tax 
target achievement of the lowest namely 68.23 percent. 
Pekanbaru hotel tax revenue often fluctuates and often does 
not reach the target to detail can be seen in Table 2. 

From Table 2 it can be seen that there are fluctuations in 
tax revenue which the hotel reception in 2014 was lower than 
the previous year. Then, when viewed from the Potential 
hotel in Pekanbaru City is large enough it can be seen from 

the number of the hotel with several classification and 
number of rooms. The following data on the target and the 
realization of hotel tax in the city of Pekanbaru. 

Table 2.  Target and Realization of Pekanbaru City Hotel Tax Year 
2009-2014 

Year 
Hotel Taxes Percentag

es (%) Target (Rp) Realization (Rp) 

2009 13,220,955,080 9,020,174,352 68 

2010 17,000,000,000 11,650,381,433 68 

2011 11,916,000,000 12,909,505,521 108 

2012 14,343,360,499 17,434,725,349 122 

2013 20,141,388,801 19,479,924,235 97 

2014 23,599,905,294 18,438,935,988 78 

Source: Department of Local revenue Pekanbaru, 2014 

Agustrin (Riau Actual, 2011) considered that the tax 
service at revenue Pekanbaru City is still less than the 
maximum. Therefore, people are required to understand the 
taxpayer caused by the taxpayer that are not served with the 
maximum which found the existence of taxpayers who have 
fulfilled their tax obligations but not recorded. Furthermore 
Agustrin hoped that growing awareness of the taxpayer in 
paying taxes. Ismail M (2005) states that the tax transaction 
involves two parties, namely the tax authorities and the 
taxpayer, then fixes it should depart from the interests of 
both sides. Even so, the interests of taxpayers, especially the 
interests of obtaining a good service, should receive greater 
attention. This is very important because the taxpayer has 
been willing to pay taxes to the state, although concerned 
does not receive remuneration directly from the state. Instead, 
the tax authorities should also write better service to 
taxpayers who have been willing to sacrifice. 

Empirical facts above aligned with the results delivered by 
Karyoto (2011) the role of tax reform, tax audit, tax 
compliance in increased performance proved effective 
taxation. The role of tax reform, the tax audit, the taxpayer 
awareness also proved effective in increasing the 
performance of taxation. Furthermore Sonny M. Ikhsan M 
(2012) explained that the original income have a strong 
relationship with security, community awareness, extortion, 
human resources and natural resources, reaching 67%. Also 
according to Roni Ekha Putera (2009) human resources 
owned, policy decisiveness in tax rules and tax compliance 
as well as the socio-economic situation in the region affects 
the performance of the hotel business taxes and taxes for the 
restaurant business in Bukit Tinggi City. According to 
Suryadi (2006) that the awareness of taxpayers and tax 
services are not significant to the performance of the tax. 
While tax compliance have a significant effect on the 
performance of taxation. 

Based on the basic framework of the theory and the results 
of previous studies above, can be synthesized that are 
affected by the performance of hotel tax compliance of 
taxpayers pay taxes and the tax base. However, this study 
only limits on taxpayer compliance. While adherence itself is 
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affected by the tax service, then the awareness of taxpayers 
and also influenced by extortion. The variable is based on an 
attitude of awareness, then the subjective norm is taken care 
and control the behavior of the negative side is extortion. 
The explanation above is the basis for doing research that 
focuses on the performance analysis of hotel tax Pekanbaru 
City Government with the formulation of the problem: Is the 
service factor taxation, taxpayer awareness and extortion 
effect on tax compliance? 

2. Research Methods 
This research was conducted in Pekanbaru City Riau 

Province. Pekanbaru City chosen as a test site for the reason 
that as the capital city of Pekanbaru in Riau Province which 
is expected to be an example for the districts and cities in the 
province of Riau. The study used taxpayer in Pekanbaru as a 
population, a total of 172 taxpayers who are scattered in 
several groups of 1-5 star hotels, budget hotels and 
Lodgement/boardinghouse. Probability sampling method 
with the number 100 as a condition of SEM but for reasons 
of strata representativeness of the sample into the sample 102. 
With the sampling technique stratified random sampling 
technique to follow the terms SEM analysis of samples in 
which samples 100-200 (Sugiyono, 2014). This study uses a 
quantitative research methods. The variables in this study 
were taxation services, awareness of the taxpayer, extortion 
and variables between (intervening) is the endogenous 
variable is compliance and tax performance. Measurement of 
these variables using a Likert scale, ie a score of 1 to 5. Score 
1 means' strongly disagree 'or 0% (for intensity) or' very 
unsure '(confidence level), a score of 2 means' disagree' or ' 
not sure ', a score of 3 means' doubtful', a score of 4 means' 
agree 'or' unsure ', a score of 5 means' strongly agree' or 'very 
confident'. 

Hair (1998) in Sugiono (2013) explains that the Structural 
Equation Modeling commonly abbreviated as SEM has 
several designations, such as structural analysis of 
covariance (Covariance Structure Analysis), analysis of 
latent variables. SEM can be drawn into an analysis of 
merging approach factor analysis and structural models as 
well as path analysis. So that SEM can do three kinds of 
activities simultaneously, namely checking the validity and 
reliability of the instrument (confirmatory factor analysis), 
model testing relationships between variables (path analysis) 
and a suitable model for prediction (analysis of the structural 
model). (Sugiyono, 2013). Path analysis techniques used in 
the analysis of relationships and influence in this study. In 

analyzing the pattern of relationships between variables used 
path analysis with a direct or indirect influence of the 
independent variables (exogenous) on the dependent 
variable (endogenous) can be known. 

The use of path analysis techniques to be applied in testing 
the magnitude of the contribution shown by the path 
coefficient in each diagram the path of causal influence on 
the variables X1, X2, X3, to Y and Y to Z, correlation and 
regression analysis which is the basis for the calculation of 
structure equation model (SEM) then in its calculations using 
AMOS 21 software. Furthermore latent variables, codes and 
indicators/dimensions are presented in Table 3 as follows. 

Table 3.  Research Variables 

Latent Variables Kode Indicators/ Dimensions 

Performance of hotel tax Z_1 Efficiency 

 Z_2 Efektivity 

 Z_3 Economics 

 Z_4 Strategy 

Taxprayer Compliance Y_1 Punctality 

 Y_2 Data Accuration 

 Y_3 Tax Penalties 

 Y_4 Official Charges 

Taxation Services X1_1 Human Resourches 
Quality 

 X1_2 Tax Provisions 

 X1_3 Taxation information 

 X1_4 Organizational Culture 

Taxprayer Awareness X2_1 Consciously Pay 

 X2_2 Perception 

 X2_3 Knowledge 

 X2_4 Characteristics 

 X2_5 Counseling 

Extortion / Illegal 
Payments X3_1 Security 

 X3_2 Administration 

 X3_3 Transaction Costs 

 X3_4 Hustle 

From the above variables and indicators can be designed 
SEM analysis model as in figure 1 below: 
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Information 
1. The FMU is Tax Performance Hotel 
2. KP is the Taxpayer Compliance 
3. PP is Taxation Services 
4. KS is Consciousness/Awareness Taxpayer 
5. PL is Illegal Payment / Extortion 

Figure 1. 

This research was conducted in all regions in Pekanbaru City Riau Province. Location of the study can be seen in the map 
below. 

 

Figure 2.  Research Location Map 
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3. Empirical Result 
Construction in this study begins with determining the 

value of the model, variable model testing. Exogenous 
variables in this study were taxation services, awareness, 
extortion and taxpayer compliance. While endogenous 
variable is the performance of the hotel tax. The model said 
to be good if the theoretical model development hypothesis 
is supported by empirical data. Results of SEM analysis at 
this stage is complete can be seen in Figure 3. 

Construct a test conducted on this model produces indexes 
fitness model (goodness of fit) in Table 4. The model will 
either have a goodness of fit index greater or equal to the 
critical value it has. Initial results of the model structure to be 
studied has been illustrated in Figure 3. While the final 
outcome of the model structure in this research has been 
illustrated in Figure 4. Evaluation criteria for goodness of fit 
index structural model of late stage presented in Table 5 that 
exist in this study. 

Results of the analysis of the status of less well because it 
has a calculation result that is far from the value 
recommendation. The result of initial analysis concludes that 
the model needs to be modified. Modifications preferred 
models only on correlation and error by adding the 
relationship between the error on some indicators. Criteria 
for the model misfit with a view modifications index. 
Recommendations between error on some indicators such as: 
e1 and e4; then e2 and e4, E9 and e13 e 12 and 17. The 
following result of the modification index analysis and the 
calculation final stage in modification index. 

Based on the information presented in the table above, it 
can be seen overall evaluation conducted on the model of the 

construct has produced a value that is above the critical value. 
Therefore, it can be stated models have been unacceptable, 
or in other words, in accordance with the data for the index 
also informed modification program that is no more 
modifications that need to be achieved. Thus, the suitability 
of the model can be tested further. 

Table 4.  Evaluation Criteria Goodness of Fit Index Initial Structural 
Model 

Criteria Result Critical Value Model 
Evaluation 

Chi-square (X2) 802,843 Expected to be 
small Poorly 

Probability 0,000 ≥ 0,05 Poorly 

GFI 0,615 ≥ 0,90 Poorly 

AGFI 0,525 ≥ 0,90 Poorly 

TLI 0,592 ≥ 0,90 Poorly 

RMSEA 0,181 ≤ 0,08 Poorly 

Table 5.  Evaluation Criteria for Goodness of Fit Index Structural Model 
Final Stage 

Criteria Result Critical Value Model 
Evaluation 

Chi-square (X2) 0,969 Expected to be 
small Good 

Probability 0,915 ≥ 0,05 Good 

GFI 0,996 ≥ 0,90 Good 

AGFI 0,986 ≥ 0,90 Good 

TLI 1,071 ≥ 0,90 Good 

RMSEA 0,000 ≤ 0,08 Good 

 

 

Figure 3.  Testing Structural Model Full Beginning 
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Figure 4.  Testing Structural Model Full Final Stage 

3.1. Tax Performance Hotel 

Results of the study explained that the perception of 
respondents on the performance of the hotel tax (Z) is 
considered sufficient with an average score of 3.38. This 
means that in general, the hotel tax has been quite 
performing as one source of revenue in the city of Pekanbaru. 
If the comparison between the indicators in this variable, 
economic indicators were the lowest hotel tax be seen from 
the mean score of the indicator. Economical rate tax with a 
score of 3,21. This shows the tax payments from the taxpayer 
less hotel quality with a form of accountability and a clear 
designation for the community and the use of hotel tax levy 
costs are relatively not comparable to the tax paid taxpayer 
when seen from the naked eye is still low. 

The average score of the effectiveness indicator highest 
response with an average value of 3.39. This means that the 
government agency is considered quite successfully 
achieved the goal to collect taxes to taxpayers with no 
problems. Agencies always receive tax payments from hotels 
to increase over time. Agencies can sufficiently explore the 
potential tax with a detailed description of the tax object. 
According to respondents from year to year, there was an 
increase in taxes to local income is relatively high. Indicators 
of efficiency as measured by government agencies to collect 
taxes efficiently within the hotel (with a fixed time each 
period); Agencies then have the energy tax collectors and 
reliable service and tax services agencies have adequate 
facilities for tax payments is still relatively low with a score 
of 3.35. 

Indicators of the strategic plan, the lack of socialization of 
strategic planning knowledge affect the taxpayer in tax 
planning lays the hotel, because it does not know clearly 
what is being planned by the revenue and will affect 
taxpayers in planning. Score this indicator is of 3.42. 

This study also produced that tax performance is 
influenced by factors of compliance as an intervening 
variable that directly affects the performance of taxation 
significantly and positively. Then the tax service factors 
affecting adherence variables significantly and positively, 
variable taxpayer awareness significantly affect adherence 
variables and variable positive and extortion affecting 
compliance variables significantly and negatively where this 
indicator variable as the variables affecting indirect tax 
performance. 

3.2. Taxation Services 

The results also show that the government's national tax 
service in order to collect taxes is quite good hotel with a 
score of 3.61. This is because the quality of taxation, 
provisions and taxation information system is good enough. 
The first indicator variable tax service quality of human 
resources with a score of 3.38 (good enough). This is due to 
the government have tax officials technically proficient in 
providing services and the hotel tax for tax officials to 
uphold the ethics of taxation with no room to perform service 
learning with the taxpayer. 

Indicators of tax provisions with a score of 3.76 (good 
enough) is due to the government made tax provisions, 
especially the hotel tax that can be understood taxpayer. 
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Then the taxpayer can easily apply the existing tax 
provisions and tax provisions currently impacting the well 
once issued to the taxpayer in paying taxes. Indicators 
taxation information system with a score of 3.69 (pretty 
good), this means that the government has a clear service 
procedures are applied to taxpayers and government hotels 
have data accurate enough tax bill to the taxpayer as well as 
the information systems used can accelerate payments work 
tax and computerized systems also facilitate services to 
taxpayers who are good. 

Cultural organizations are asked to respondents is 
responsive to taxpayer complaints, the results of the field and 
the interview concluded relative speed of response of the 
officer reasonably well and in giving an explanation on the 
taxpayer's good enough, the above due to the attitude of 
officers not professional. The culture of the organization 
3.76. 

According to Suryadi, 2006. awareness of taxpayers and 
tax services are not significant to the performance of the tax. 
While tax compliance have a significant effect on the 
performance of taxation. Bawazier (2011) has introduced the 
principle of self-assessment, simplification and reduction in 
tariff of income tax and the implementation of VAT. Tax 
reform in 1994 made changes to the Income Tax Act tariff 
that was introduced back lowered and the start of final 
income tax, local tax structuring starts and eventually be 
accepted by society and achieve success against targets and 
objectives. While the post-1997 tax reform despite the 
expensive cost, due to not having good planning as well as 
politically charged gives an indication of failure. 

3.3. Taxpayer Awareness 

Indicators consciously paying with a score of 4.21 (good), 
this means that always wanted to take the time to pay taxes 
according to the time of maturity. Always want to report tax 
data truthfully and always deposit the hotel tax in accordance 
with applicable regulations. Perception indicator with a score 
of 3.54 (good enough), this is due to consider that taxes for 
local development and ultimately have an impact on the 
development of the hospitality itself and considers the tax 
used to finance the implementation of the wheels of 
government in order to always be able to run smoothly and 
also considers that the use of taxes for the welfare of many. 

Indicators of knowledge with a score of 3.84 (good 
enough), this is due to find out who the object of hotel tax set 
by the government under the rules. Knowing who the subject 
of hotel tax levied according to the rules and determine the 
amount of hotel tax rate levied according to the rules and to 
know the time of hotel tax payment in each period and then 
determine the tax payment procedures in this area and also 
know the risks of late or do not pay hotel taxes. 

Indicators characteristics with a score of 4.08 (good), this 
means that it is always trying to record what the pay hotel 
taxes, always trying to calculate the tax that is borne pursuant 
hotel, always trying to discipline in recording and reporting 
tax dependents with counseling hotel. Indikator a score of 

3.11 (good enough), this is due to get information about the 
search for his own hotel tax themselves through reading a 
book or open internet and get counseling about the hotel tax 
from local governments as well as get information about the 
hotel tax of media through advertising. 

Based on the above description of the taxpayer's 
awareness can be concluded that the awareness of the 
taxpayer with a score of 3.76 (good enough). This means 
taxpayers have enough awareness to pay taxes in the city of 
Pekanbaru. 

3.4. Illegal Payments (Extortion) 

Indicators used for extortion is on the security of money, 
money administration, transaction costs, and the cost of the 
crowds. Security is a form of levy imposed on the owner of 
the hotel that guarantees guests from physical violence and 
also the problem of theft of goods belonging to guests, such 
as: security of thugs or future organization, guarantees and 
warranties faced physical violence against threats. 

Indicators security with a score of 2.58 (enough) is due to 
pay a security deposit of thugs or organization routinely 
future, pay protection money to face physical violence from 
organizations and local police officers as well as to pay 
protection money to the threat posed in the competition to 
certain elements. 

Administration assurance indicators with a score of 2.27 
(enough) is due to pay the administrative officers of 
government officials in addressing the problem of taxation 
which is not in accordance with the wishes, to pay 
administrative ease in dealing with the security forces and 
pay more money the administration in order to establish 
relationships with government officials. 

Indicators of transaction costs with a score of 2.50 
(enough) is due to always pay extra money to facilitate 
dealings with the government, to spend more in a 
relationship with the authorities and are always looking for 
the best way in the context of the efficiency of business 
transactions. 

Indicators permission crowd with a score of 3.46 (enough) 
is due to always pay the money crowd to local security forces 
in any activity at the hotel, the event always get the 
protection of local authorities to pay certain benefits and 
have long cooperated with local authorities in the affairs ease 
crowds held at this hotel. 

Of all the indicators, we can conclude that the extortion 
with a score of 2.70 (enough) which means that there is quite 
a lot of bribery in running hospitality business ranging from 
security, administration, transaction costs, and permits the 
crowds. According Ikhsan, M, 2012, the Local Revenue has 
a strong relationship with security, community awareness, 
extortion, human resources and natural resources, reaching 
67%. 

3.5. Taxpayers Compliance 

Indicators of punctuality with a score of 3.62 (pretty good), 
is due to always pay taxes based on the timeliness with which 
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payments have been set by the government, trying to comply 
with the provisions of the tax payment time hotel and once 
tolerance for delays pay hotel tax. Indicators of data accuracy 
with a score of 3.96 (pretty good), is due to always contain 
all the elements relating to the taxes and all the elements that 
exist in the reporting in the notice. Always clear in providing 
clarity in reporting about the source and origin of the object 
of taxation as well as the clarity of the elements involved in 
reporting on the notice. 

Indicators tax penalties with a score of 3.89 (pretty good), 
is due to sanction violations in hotel tax payment was printed 
in the existing provisions, lack of firmness sanctions by the 
hotel tax officers and the deterrent effect of sanctions to the 
taxpayer. Punggutan other official, an indicator that also 
affect compliance, where many types of charges are made in 
accordance with the rules. 

Scores indicators other official levies are 3.96 and well. 
Of the four indicators can be concluded that the taxpayer 

compliance in paying taxes in the city of Pekanbaru with a 
score of 3.82 in the category quite well. This is because the 
taxpayer is quite timely, accurate enough data given and also 
quite adherent to tax sanction. Viewed from other official 
levies, the hotelier was weighing on their business. 
According to Suryadi, 2006. awareness of taxpayers and tax 
services are not significant to the performance of the tax. 
While tax compliance have a significant effect on the 
performance of taxation. 

3.6. Effect Taxation Services to Hotel Taxprayer 
Compliance 

In this research, taxation services using 4 indicators of 
quality of human resources, tax regulations, tax information 
systems and organizational culture. The fundamental 
differences in organizational culture. Cultural organizations 
in providing services also affect taxpayer compliance in line 
with what was said Damayanti, 2011, compliance was 
influenced by the culture of paying taxes. 

Indicators of the most dominant influence is the hotel tax 
service organizational culture (X1_4) of 0.863. 
Organizational culture, according to respondents relative 
officials responsive to the complaints of taxpayers, of the 
results of the field and the interview concluded 
responsiveness of relatively good officers and to provide the 
required explanation. The better the culture of the 
organization that applied to such rapid response officer, the 
clerk was friendly and courteous, the more shape better 
services. Subsequently, followed by the quality of human 
resources (X1_1) of 0.731. In general, the apparatus 
Revenue already has sufficient ability in the field of each, 
however the presence of mutations cause problems, because 
employees were not placed on a new post or field control of 
the existing rules. So it is not yet formed via cooperation 
between employees between fields or Courant section, 
therefore it does not happen cohesiveness between each 
section. Revenue employee morale is quite good, however 
there is a lack of some things like in terms of fairness and 

equality that impact on the truth. 
Indicators tax provisions (X1_2) establish tax services for 

0757. Fairly good indicator of the tax provisions, according 
to the respondents the government made tax provisions, 
especially the hotel tax that can be understood taxpayer. 
Taxpayers can easily apply the existing tax provisions and 
tax provisions currently impacting the well once issued to the 
taxpayer in paying taxes. 

Indicators taxation information system (X1_3) forming 
services for 0,729. Taxation information obtained by the 
respondents are generally based on friends and read books, 
and very little comes from the Dispenda. Results of the 
research that has been conducted shows that the services 
performed taxation organizations in this regard is the 
Revenue Pekanbaru City in order to increase tax compliance 
is the preferred implementation of the organization's culture 
to be friendly, attentive, rules are subjective in nature in the 
form of local wisdom of the Indonesian nation in the sense of 
more invites taxpayers to pay taxes persuasively in the hotel. 

3.7. Effect of Taxprayer Awareness to Hotel Taxpayer 
Compliance  

Indicators of the most dominant form of consciousness 
variable taxpayer is abiding characteristics (X2_4) of 0.794. 
Because the taxpayer always trying to record what the pay 
hotel taxes, taxpayers are also always trying to count the 
hotel tax in accordance with the provisions of, and are 
always trying to discipline in recording and reporting tax 
dependents hotel. The higher the characteristics indicate 
higher consciousness. 

Other indicators such as indicators consciously pay (X2 _ 
1) of 0.738. Timeliness of payment of taxes in general the 
respondents (the hotel) pay the hotel tax in accordance with 
the payment due time, if there is a delay, due to a contract 
with another party which has not paid, and usually negotiated 
with the Dispenda, so no forfeiture. Knowledge of taxation 
(X2_3) of 0.691. Tax knowledge is good enough, the 
taxpayer know the requirements, procedures and risk of late 
or paying taxes. Indicators extension (X2_5) forming a 
variable awareness of 0.299 socialization conducted by the 
Revenue how to call the hotel with the same party at a new 
place and socialization, socialization is a new one. The hotel 
suggest counseling or socialization should be done several 
times and when there are changes to the rules to be socialized. 
With frequent meetings conducted counseling and 
communication between Revenue and the hotel goes well. 
Positive perception indicator (X2_2) forming a variable 
awareness of 0.232. The hotel (in this case the respondent) to 
realize that the tax they pay is indispensable in financing 
regional development.  

The results showed that the higher the tax paying public 
awareness in the more obedient to the realization of the tax 
paid. This awareness is predominantly due to the 
characteristic indicator which means abiding characteristics, 
such as: notes it is, calculate the appropriate rules and 
discipline. This is in line with what was presented by 

 



 Microeconomics and Macroeconomics 2015, 3(2): 35-45 43 
 

Karyoto 2011 that the taxpayer awareness proven effective 
in improving taxpayer compliance by explaining that 
consciousness taxpayer is aware of the conditions when wajb 
tax obligations to pay taxes because they have tax knowledge, 
receive counseling taxation, has the characteristics required 
good tax and determine the function of the tax. Then suryadi, 
2006, said awareness of the taxpayer that can be measured 
from the perception of taxpayers, tax knowledge, the 
characteristics of the taxpayer and the tax extension is no real 
difference between the tax paid consciousness of large 
taxpayers was higher awareness than the small taxpayer.  

This study using five indicators that combines Karyoto 
opinion and the opinion suryadi prove that the better the 
characteristics of the taxpayer in the form of notes it is in 
paying taxes, calculating tax in accordance with the 
provisions and tried to discipline in recording and reporting 
tax dependents which in essence is characterized by honest 
taxpayers and obey the rules. 

3.8. Effect of Extortion to Hotel Taxpayer Compliance 

Indicators of the most dominant influence of extortion 
hotel tax is a transaction fee (X3_3) of 0.988 is the unofficial 
cost incurred while taking care of the tax service and this is 
done in order to get the ease of settlement and to reduce the 
tax affairs. The larger the transaction costs in the form of 
additional money to facilitate dealings with the government, 
a relationship with the authorities, seeking the best way in 
order to indicate the efficiency of business transactions, the 
higher the extortion. 

Moreover indicator administrative costs (X3_2) formed 
extortion by 0.736. Administrative costs are paid by the 
taxpayer to the smooth administration officers to tackle the 
problem of tax administration which is not in accordance 
with the wishes, ease in dealing and establish relationships. 
Indicators crowds costs (X3_4) forms of illegal levies at 
0.950. Hotel costs for the activities carried out at police 
forces apparatus extortion occurs for example at the time of 
license crowds and a certain time for security reasons. And 
indicator variables form the security costs amounted to 0.846 
extortion. Extortion was carried out by military personnel 
paid to security, in particular to the existing hotel pub, 
karaoke, life music, because the members of the military or 
police who visited, usually frequent commotion fellow 
members. Based on the results of research on the illegal fees 
associated with tax compliance proven that the illegal levies 
in particular in the form of transaction costs and a significant 
negative impact on tax compliance to pay hotel taxes. The 
more the transaction costs incurred, the lower adherence to 
pay taxes. The results are consistent with what is delivered 
by Ikhsan M. (2012), which states that illegal payments 
made local revenue (PAD) decreases. In this study, a hotel 
tax revenue is one source of this means that the illegal levies 
can affect taxpayer compliance. 

Related to transaction costs as the costs for the negotiation 
process, and the imposition of exchange measurements. 
Williamson in Yustika (2008) explained that the costs in 

running an economic system (the cost of running the 
economic system) and the cost of adjustment to changes in 
the environment. Rachbini (2002) in Yustika (2008) argues 
that public choice theory can also perform further 
transformation of the basic concepts of classical economics 
into the political field. In this case, the concept of earnings 
(income) transformation into a concept of rent seeking. This 
concept is very important for the science of political 
economy in explaining the behavior of employers, political 
behavior and interest groups. Rent-seeking theory was first 
introduced by Krueger (1974), further development of the 
theory by Bhagwati (1982) and by Srinivasan (1991).  

Extortion in the form of a security deposit, money 
administration, transaction costs, and the money crowd, 
occurred because the unwritten rules that run and run in such 
a manner. If not given the money at the time to deal with the 
officer feels someone doing strange and this provision is 
considered reasonable. Extortion occurs because the rules 
are not clear, the rules are not clear, the writer called shadow 
norm (norm shadow), therefore it is normal this shadow 
come affect hotel submissive behavior taxpayer.  

Norm shadows that occur during the time that the 
extortion is ingrained in society. The point is that, this 
condition has been going on since a long time and left or the 
situation omission committed by certain elements because it 
regarded it as a form of compensation or additional to those 
(persons) because they are instrumental in helping to ease the 
affairs or conduct negotiations with the taxpayer hotels for 
ease of payment. 

In addition, in the crowd held usually hotel often 
conducting activities as requested by the customer. They like 
parties and other events that cause road conditions to be 
jammed and avoids anything that is not accompanied by 
events in the form of disruption to guests and unsettling, 
usually held security costs. Also related to the hustle and 
hustle of the necessary permits certain elements usually 
given money in issuing the permit. The rules seemed to have 
become accustomed applied, though no formal provisions 
that govern them. The behavior of taxpayer in pay or give 
security money, crowd money and administration money as 
well as money transactions. This occurs because of the norm 
shadow, which form the required behavior of taxpayer 
compliance in paying taxes. The more charges are paid, the 
more disobedient taxprayer in the form of reports and 
records as well as the calculation of the expected reporting 
delivered correctly. 

The taxpayer should pay taxes normally, with the actual 
number. However, the presence of illegal charges can cause 
taxes paid by the taxpayer to be more reduced. The behavior 
of this relieve the taxpayer for the taxpayer because if 
implemented in accordance with applicable tax regulations, 
the amount of the tax burden to be incurred to be larger. 
Based on the above, it is known that the taxpayer hotels 
follow the flow of extortion in the operations because there is 
shadow norm that they must follow. 
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4. Conclusions 
This study describes the performance of the tax in Pekanbaru 
as follows. 

1. Compliance taxpayer paying taxes in hotels, especially 
in the timeliness of payments shown to be affected 
significantly by variable taxation services, awareness of 
the taxpayer and extortion. Of three variable taxation 
services most dominant influence is taxpayer 
compliance. Here are some of the conclusions drawn 
each variable, namely: 
a. Taxation services proven to have a significant effect 

on tax compliance in paying taxes. Indicators of the 
most dominant form of tax services is a form of 
organizational culture values that support the 
achievement of the vision that has been set, 
proficiency officer, a good organizational system of 
taxation. 

b. Awareness taxpayer in paying taxes proved 
significant effect on tax compliance. Indicators of the 
most dominant form of consciousness taxpayer in 
paying taxes is characteristic of the taxpayer. 

c. Extortion to hotel taxpayers proved to have a 
significant effect on tax compliance. Indicators of the 
most dominant form of bribery is transaction costs. 

2. Compliance taxpayer proven to have a significant effect 
on the performance of the hotel tax. Indicators of the 
most dominant form of taxpayer compliance is 
punctuality of pay taxes while the indicator most 
dominant form of hotel tax is an effective performance. 

This study provides recommendations on the performance of 
hotels in Pekanbaru City tax as follows: 

1. In order to improve taxpayer compliance is expected to 
pay hotel taxes to the government in this case is the 
Department of Regional Revenue Pekanbaru City and 
taxpayers to increase tax services and taxpayer 
awareness and remove the extortion. In detail things 
that can be done Pekanbaru city government, among 
others: 
a. Build an organizational culture that is responsive, 

friendly and courteous in accordance with the values 
of local wisdom of Indonesia through the 
implementation of a value system that is rooted in the 
vision, mission and strategic objectives, and provide 
appropriate remuneration and reward sustainable and 
improve supervision. 

b. Build character and discipline honest taxpayer in 
recording, calculating and reporting of hotel tax 
through character development training (character 
building) to the taxpayer. 

c. Applying the hotel tax payment system that 
efficiently by shortening the payment process 
through the implementation of online tax payment 
system to avoid transaction costs because of the 
shadow norm causes of illegal fees. 

2. In order to improve the performance of the hotel tax is 
expected to increase taxpayer compliance in paying 
taxes, especially the timeliness of payment of taxes in 
accordance with the provisions through the 
implementation of reward and punishment by the 
Department of Regional Revenue Pekanbaru. 
Surveillance material is expected to Department of 
Regional Revenue Pekanbaru create object data base in 
accordance with the development of hotel tax and Law 
No. 28 Year 2009 on Regional Taxes and Regional 
retributions. 
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