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ABSTRAK 

 Penelitian ini bertujuan untuk mendeskripsikan penerapan e-government dalam 

meningkatkan pelayanan publik melalui e-tax (pajak online) di Badan Pendapatan 

Daerah Kota Malang. Penelitian ini menggunakan teori elemen sukses pengembangan 

e-government dari Harvard JFK School of Government yang menggunakan tiga elemen 

utama yakni support, capacity, dan value. Metode yang digunakan dalam penelitian ini 

adalah pendekatan kualitatif dengan tipe deskriptif. Adapun teknik pengumpulan data 

dilakukan dengan cara wawancara, observasi, dan studi dokumentasi. Lokasi penelitian 

dilaksanakan di Badan Pendapatan Daerah Kota Malang. Penentuan informan 

menggunakan teknik purposive dengan cara memilih informan yang dianggap mampu 

relevan dan mengetahui fokus penelitian. Hasil penelitian menunjukkan bahwa 

penerapan e-government dalam pelaksanaane-tax (pajak online) di Badan Pendapatan 

Daerah Kota Malang berjalan dengan baik dan sesuai dengan elemen support, capacity, 

dan value meskipun masih ditemui kendala yang minor. Dalam elemen support sudah 

sangat sesuai dengan indikator visi misi pemerintah dan sumber daya lintas sektoral 

namun terdapat kendala dalam indikator regulasi dan sosialisasi. Kemudian pada 

elemen capacity juga sangat baik dalam indikator sumber daya finansial dan sumber 

daya manusia namun masih terdapat kendala dalam infrastruktur teknologi yang mana 

jumlah alat e-tax yang dibagikan ke wajib pajak masih kurang mencukupi target jumlah 

wajib pajak layanan e-tax. Sementara, kendala dalam elemen value sudah berjalan 

dengan baik dan kebermanfaatan dari layanan e-tax sampai ke pengguna e-tax pajak 

hotel, pajak resto, pajak hiburan, dan pajak parkir. 

 

Kata Kunci : E-government, support, capacity, value, e-tax (pajak online) 

  



 IR – UNIVERSITAS AIRLANGGA  

xi 
 

SKRIPSI PENERAPAN E-GOVERNMENT DALAM…  AMELIA SRI HARDIANI 

 
 

ABSTRACT 

This study aims to describe the application of e-government in improving public 

services through e-tax (online tax) at the Malang City Regional Revenue Agency. This 

study uses the theory of successful elements of e-government development from the 

Harvard JFK School of Government which uses three main elements, namely support, 

capacity, and value. The method used in this research is a qualitative approach with 

descriptive type. The data collection techniques were carried out by means of 

interviews, observations, and documentation studies. The location of the research was 

carried out at the Regional Revenue Agency of Malang City. Determination of 

informants using purposive techniques by selecting informants who are considered 

relevant and know the focus of the research. The results showed that the 

implementation of e-government in the implementation of e-tax (online tax) at the 

Regional Revenue Agency of Malang City was going well and in accordance with the 

elements of support, capacity, and value although there were still minor obstacles. The 

support element is in accordance with the government's vision and mission indicators 

and cross-sectoral resources, but there are obstacles in the regulation and 

socialization indicators. Then the capacity element is also very good in indicators of 

financial resources and human resources, but there are still obstacles in the technology 

infrastructure where the number of e-tax tools distributed to taxpayers is still 

insufficient to meet the target number of e-tax service taxpayers. Meanwhile, obstacles 

in the value element have worked well and the benefits of e-tax services to e-tax users 

are hotel taxes, restaurant taxes, entertainment taxes, and parking taxes. 

 

Keywords : E-government, support, capacity, value, e-tax. 
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