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ABSTRAK

Ruth Fransiska. A.B Program Sarjana Jurusan Ilmu Administrasi Negara,
Fakultas Ilmu Sosial dan Ilmu Politik, Universitas Palangka Raya, Palangka
Raya, 2026. Analisis Kinerja Pegawai Pada Bidang Penetapan dan
Penerimaan dalam Pelayanan Pembayaran Pajak Kendaraan Bermotor di
Unit Pelaksana Teknis Pelayanan Pendapatan Daerah (UPT-PPD) Kota
Palangka Raya. Tim Pembimbing: Sri Mujiarti Ulfah, S.Sos., M.AP dan
Gradila Apriani, M.Si

Pelayanan publik merupakan salah satu bentuk tanggung jawab pemerintah dalam
memberikan pelayanan kepada masyarakat, termasuk dalam pelayanan
pembayaran Pajak Kendaraan Bermotor. Namun, pada pelaksanaannya masih
ditemukan berbagai permasalahan yang memengaruhi kualitas pelayanan publik,
seperti keterlambatan pelayanan, kendala teknis, serta kurang optimalnya sistem
pelayanan. Di tengah berbagai kendala tersebut, Unit Pelaksana Teknis Pelayanan
Pendapatan Daerah (UPT-PPD) Kota Palangka Raya tetap berupaya
meningkatkan kualitas pelayanan melalui kinerja pegawai pada bidang penetapan
dan penerimaan. Penelitian ini bertujuan untuk mengetahui dan menganalisis
kinerja pegawai pada bidang penetapan dan penerimaan dalam pelayanan
pembayaran Pajak Kendaraan Bermotor di UPT-PPD Kota Palangka Raya beserta
faktor pendukung dan faktor penghambatnya. Penelitian ini menggunakan metode
kualitatif dengan pendekatan deskriptif. Hasil penelitian menunjukkan bahwa
kinerja pegawai dalam pelayanan pembayaran Pajak Kendaraan Bermotor secara
umum telah berjalan cukup baik. Hal ini terlihat dari kemampuan pegawai dalam
melaksanakan tugas sesuai prosedur, melakukan kerja sama antarpegawai, serta
memanfaatkan sarana dan prasarana pelayanan yang tersedia. Faktor pendukung
meliputi pembagian tugas yang jelas, koordinasi kerja yang baik, serta tersedianya
fasilitas kerja seperti komputer, jaringan, dan aplikasi pelayanan. Adapun faktor
penghambat meliputi gangguan jaringan dan sistem aplikasi, keterbatasan fasilitas
kerja, kurang optimalnya pelatihan penggunaan aplikasi baru, serta masih adanya
kendala pada aspek pelayanan kepada masyarakat.

Kata Kunci: Kinerja Pegawai, Pelayanan Publik, Pajak Kendaraan Bermoftor,

UPT-PPD Kota Palangka Raya.



ABSTRACT

Ruth Fransiska A.B. Undergraduate Program in Public Administration,
Faculty of Social and Political Sciences, Universitas Palangka Raya, Palangka
Raya, 2026. Analysis of Employee Performance in the Determination and
Revenue Division in Motor Vehicle Tax Payment Services at the Regional
Revenue Service Technical Implementation Unit (UPT-PPD) of Palangka Raya
City. Supervisory Committee: Sri Mujiarti Ulfah, S.Sos., M.AP and Gradila
Apriani, M.Si.

Public service is one of the government's responsibilities in providing services to
the community, including motor vehicle tax payment services. However, in its
implementation, various problems are still found that affect the quality of public
services, such as service delays, technical constraints, and less-than-optimal
service systems. Amid these challenges, the Regional Revenue Service Technical
Implementation Unit (UPT-PPD) of Palangka Raya City continues to improve
service quality through the performance of employees in the determination and
revenue division. This study aims to identify and analyze employee performance in
the determination and revenue division in motor vehicle tax payment services at
UPT-PPD Palangka Raya City, along with its supporting and inhibiting factors.
This research employed a qualitative method with a descriptive approach. The
results of the study indicate that employee performance in motor vehicle tax
payment services has generally been quite good. This can be seen from the
employees’ ability to carry out their duties according to procedures, maintain
cooperation among employees, and utilize the available service facilities and
infrastructure. Supporting factors include clear division of tasks, good work
coordination, and the availability of work facilities such as computers, networks,
and service applications. Meanwhile, inhibiting factors include network and
application system disruptions, limited work facilities, less optimal training in the
use of new applications, and remaining obstacles in the aspect of public service
delivery.

Keywords: Employee Performance, Public Service, Motor Vehicle Tax, UPT-
PPD of Palangka Raya City.
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