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ABSTRAK 

Fenomena penipuan digital yang mengatasnamakan Direktorat Jenderal Pajak 

(DJP) telah menyebabkan kerugian finansial dan menurunkan kepercayaan publik 

terhadap instansi perpajakan. Kantor Wilayah Direktorat Jenderal Pajak (DJP) Jawa 

Barat III sebagai unit regional turut terdampak akibat maraknya modus penipuan 

melalui media digital seperti telepon, email, dan media sosial. Penelitian ini 

bertujuan untuk menganalisis strategi manajemen reputasi yang diterapkan oleh 

Kantor Wilayah Direktorat Jenderal Pajak (DJP) Jawa Barat III dalam merespons 

kasus tersebut, serta mengevaluasi pengaruh langkah-langkah terhadap persepsi 

publik. 

Penelitian ini menggunakan pendekatan deskriptif kualitatif, dengan teknik 

pengumpulan data melalui wawancara mendalam dan observasi terhadap saluran 

komunikasi resmi Kantor Wilayah Direktorat Jenderal Pajak (DJP) Jawa Barat III. 

Teori yang digunakan yaitu Attribution Theory, yang menjelaskan bagaimana 

publik mengatribusikan penyebab penipuan, baik kepada faktor internal instansi 

maupun faktor eksternal seperti pelaku kejahatan digital. Analisis data dilakukan 

melalui tahapan pengumpulan, reduksi, penyajian, dan penarikan kesimpulan. 

Hasil penelitian menunjukkan bahwa Kantor Wilayah Direktorat Jenderal Pajak 

(DJP) Jawa Barat III telah menjalankan strategi komunikasi publik sebagai bagian 

dari manajemen reputasi, antara lain melalui edukasi digital, klarifikasi informasi, 

serta pelibatan aktif dalam forum daring dan luring. Tantangan yang dihadapi 

mencakup rendahnya literasi digital masyarakat, cepatnya penyebaran hoaks, serta 

keterbatasan kewenangan hukum. Oleh karena itu, strategi manajemen reputasi 

perlu dikembangkan secara adaptif, responsif, dan partisipatif agar mampu 

menjawab perubahan komunikasi digital yang terus berkembang. 

Kata Kunci: Manajemen Reputasi, Penipuan Digital, Kantor Wilayah Direktorat 

Jenderal Pajak (DJP) Jawa Barat III, Komunikasi Publik, Attribution Theory 
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ABSTRACT 

The phenomenon of digital fraud in the name of the Directorate General of Taxes 

(DJP) has caused financial losses and decreased public trust in tax agencies. The 

Regional Office of the Directorate General of Taxes (DJP) of West Java III as a 

regional work unit has also been affected in terms of reputation due to the rampant 

fraud modes through digital media such as telephone, email, and social media. This 

study aims to analyze the reputation management strategy implemented by the 

Regional Office of the Directorate General of Taxes (DJP) of West Java III in 

responding to the case, and to evaluate the influence of these steps on public 

perception. 

This study uses a qualitative descriptive approach, with data collection techniques 

through in-depth interviews and observations of official agency communication 

channels. The theory used is Attribution Theory, which explains how the public 

associates the causes of fraud, both to internal factors of the agency and external 

factors such as digital criminals. Data analysis is carried out through the stages of 

collection, reduction, presentation, and drawing conclusions. 

The results of the study show that the Regional Office of the Directorate General of 

Taxes (DJP) of West Java III has implemented a public communication strategy as 

part of reputation management, including through digital education, information 

clarification, and active involvement in online and offline forums. The challenges 

faced include low digital literacy among the public, the rampant spread of fake 

news (hoaxs), and limited legal authority. Therefore, it is necessary to develop an 

adaptive, responsive, and participatory reputation management strategy in order to 

be able to respond to changes in digital communication that continue to develop. 

Keywords: Reputation Management, Digital Fraud, Regional Office of the 

Directorate General of Taxes (DJP) of West Java III, Public Communication, 

Attribution Theory 
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