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ABSTRAK

Keberhasilan pendapatan pajak bergantung pada efektivitas administrasi pajak yang
meningkatkan kepatuhan wajib pajak, kualitas layanan publik, dan penerapan
ketentuan pajak secara uniform. Penelitian ini bertujuan mengeksplorasi faktor-faktor
yang mempengaruhi kualitas layanan publik dengan fokus pada kepatuhan wajib pajak,
termasuk pengaruh e-registration, e-filing, e-efficacy, dan literasi digital. Pendekatan
kuantitatif digunakan dengan survei terhadap 535 responden (416 wajib pajak individu
dan 119 otoritas fiskus) di Direktorat Jenderal Pajak Jawa Barat I, I, dan Ill. Analisis
statistik dilakukan menggunakan SEM dengan aplikasi Lisrel. Hasil penelitian
menunjukkan bahwa e-registration berpengaruh positif dan signifikan terhadap
kepatuhan wajib pajak, sedangkan e-filing mempengaruhi kepatuhan namun tidak
signifikan. Self-efficacy berpengaruh positif dan signifikan terhadap kepatuhan wajib
pajak, sedangkan literasi digital berpengaruh tetapi tidak signifikan. Secara bersamaan,
e-registration, self-efficacy, e-filing, literasi digital, dan kepatuhan wajib pajak
berpengaruh positif dan signifikan terhadap kualitas layanan publik. Temuan ini
memberikan kontribusi teoritis dengan memperjelas faktor-faktor yang mempengaruhi
kepatuhan wajib pajak dan implikasi praktis untuk meningkatkan strategi administrasi
pajak yang dapat meningkatkan keterlibatan dan kepatuhan wajib pajak.

ABSTRACT

The success of tax revenue depends on the effectiveness of tax administration that
improves taxpayer compliance, the quality of public services, and the uniform
implementation of tax provisions. This study aims to explore the factors that affect the
quality of public services with a focus on taxpayer compliance, including the influence of
e-registration, e-filing, e-efficacy, and digital literacy. A quantitative approach was used
with a survey of 535 respondents (416 individual taxpayers and 119 fiscal authorities) at
the Directorate General of Taxes of West Java |, I, and Ill. Statistical analysis was carried
out using SEM with the Lisrel application. The results of the study show that e-
registration has a positive and significant effect on taxpayer compliance, while e-filing
affects compliance but is not significant. Self-efficacy has a positive and significant effect
on taxpayer compliance, while digital literacy has an effect but is not significant. At the
same time, e-registration, self-efficacy, e-filing, digital literacy, and taxpayer compliance
have a positive and significant effect on the quality of public services. These findings
make a theoretical contribution by clarifying the factors affecting taxpayer compliance
and practical implications for improving tax administration strategies that can improve
taxpayer engagement and compliance.

INTRODUCTION
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The Draft Law on the 2025 State Revenue and Expenditure Budget (RUU) and its Financial Notes
emphasize the importance of both international and domestic factors in fiscal planning
(Abrianto et al., 2019). The government recognizes that the dynamic global economy presents
challenges to economic performance (Forney et al., 2018; Jandhana et al., 2018; Ji & Ranjan,
2019; Permatasari, 2020). In 2025, global economic growth is projected to stagnate at 3.3%
(IMF, 2024), with limited reductions in global inflation, delaying monetary policy normalization
in developed nations (Davies, 2020). High global interest rates are expected to restrict liquidity
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and limit capital inflows into developing economies, impacting exchange rates in countries like
Indonesia (Akhmadeev et al., 2018; Ibrahim et al., 2022; Melnichuk, 2018; Xavier et al., 2024).
Geopolitical tensions, such as the Russia-Ukraine conflict, unrest in the Middle East, and US-
China competition, contribute to global fragmentation and protectionism.

For 2025, Indonesia's state revenue is targeted at IDR 2,996.9 trillion, with a tax revenue goal
of IDR 2,490.9 trillion. Key tax policies include expanding the tax base, promoting compliance
through technology, strengthening tax reform, offering targeted incentives, and enhancing
organizational structures (Ministry of Finance, 2024). The contribution of tax revenue to state
revenue has fluctuated significantly from 2020 to 2024. In 2020, tax revenue accounted for 73%
of state revenue, but the COVID-19 pandemic led to a shortfall, reaching only about 89% of the
target (Meiryani et al., 2021; Nurfatriani et al., 2022). In 2021, tax revenue's contribution rose
to 76%, aided by economic recovery efforts and tax incentives (Fitnawan et al., 2021; Ispriyarso
& Wibawa, 2023). Non-tax revenues, such as grants and SOE dividends, also supported the
recovery (Igbal et al., 2023; Setiorini et al., 2021).

In 2022, tax revenue's share rose to 78%, exceeding targets due to higher global commodity
prices and economic recovery (Ministry of Finance, 2021). Tax reforms, such as the Voluntary
Disclosure Program (PPS), contributed to this success (Hatane et al., 2023; Mahmudah et al.,
2023; Meiryani, Huang, et al., 2023). By 2023, tax revenue's contribution is expected to reach
79-80%, supported by sustainable recovery and ongoing tax reforms (Christina, 2022; Scarcella,
2020; Shkolnyk et al., 2021). In 2024, tax revenue is expected to comprise 80-81% of state
revenue, driven by positive economic growth and strong fiscal policies (Ministry of Finance,
2021).

The Directorate General of Taxes (DGT), under the Ministry of Finance, plays a critical role in
tax administration (Anjarwi et al., 2024; S. K. Rahayu, 2021; Supardianto et al., 2019). Its mission
is to collect state revenue through an efficient and fair tax system, building trust and
cooperative relationships with stakeholders (Nurwanah et al., 2018). The DGT aims to enhance
taxpayer compliance through standardized services, education, oversight, and enforcement
(Hasibuan et al., 2023; Kurniawan, 2020). Taxpayer compliance is measured by factors like
registration, timely filing, accurate payments, and settling arrears (Bobek et al., 2013; Paleka &
Vitezié, 2023; Prinz et al., 2014; Rosid et al., 2016). Non-compliance, leading to tax evasion and
avoidance, poses a threat to state revenue (Lidwina, 2020), making improvements in tax
administration crucial. The use of modern technology is expected to encourage compliance by
enhancing services and enforcement (Harkushenko, 2022; Maksimchuk et al., 2021; Thuneibat
et al., 2022; Zasko et al., 2021).

In West Java, income tax revenue has fluctuated over the past five years, primarily due to the
COVID-19 pandemic. In 2020, tax revenues fell sharply due to reduced economic activity and
purchasing power, resulting in a national revenue shortfall of about 89% of the target (Hartanto
& Sugiharti, 2019; Irawan et al., 2024; Mulyani et al., 2021). By 2021, as the economy recovered
and government stimulus measures took effect, income tax revenues began to rebound,
though they remained below pre-pandemic levels in West Java (Ministry of Finance, 2021;
Puspita et al., 2022). By 2022, stable economic growth, combined with policies to improve tax
compliance, boosted income tax revenues in West Java (Michel & Jorgi Sutan, 2023; N. Rahayu
et al., 2016; Sayidah & Assagaf, 2019; Thamrin et al., 2023).

Preliminary data for 2023 shows a further rise in income tax revenues, supported by sustained
growth and stronger taxpayer compliance, aided by tax reforms and recovery programs
(Ispriyarso & Wibawa, 2023). In 2024, income tax revenue in West Java is expected to continue
its upward trend, driven by positive economic growth and reinforced fiscal policies (Cuckler et



al.,, 2018; Kakaulina, 2021; Whealan George, 2019). The pandemic highlighted the role of
technology, as the government relied on e-tax systems to maintain compliance amid
restrictions (Btaszczyk et al., 2023; lonita & Pastae, 2021; Oloke et al., 2023; Bigwanto et al.,
2023; Ordonez et al., 2022).

During the pandemic, tax revenues declined due to adjusted tax policies aimed at maintaining
financial stability, while efforts to improve taxpayer compliance and awareness continued.
Despite these efforts, the growth in Indonesia’s tax ratio has remained modest, averaging under
1% between 2015-2019 and 2020-2024 (Ministry of Finance, 2024). Factors like taxpayer
morality, the tax amnesty program, and varying levels of compliance have contributed to this
slow growth. To address these issues, the DGT has modernized tax administration with digital
systems like e-Registration and e-Filing, simplifying tax filing and payment, which supports
greater compliance and boosts state revenue (Ministry of Finance, 2024). Enhanced compliance
contributes to the government’s ability to fund public services, furthering regional financial
independence and supporting the nation’s fiscal health (Ministry of Finance, 2024).

Figure 1 below shows that in our study we took samples at DGT West Java |, II, and Ill. Attached
is data for the last five years that the public has remained compliant in fulfiling tax obligations for
the last five years.

Figure 1.
Acceptance of Indvidual Annual Tax Return
Acceptance of Individual Annual Tax Return
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Source: West Java Directorate General of Taxes (DGT) I, Il, and Ill (processed by the author, 2024)

The rise in taxpayer compliance can be attributed to the government’s e-system, which
simplifies the reporting of annual tax returns and leverages widespread internet familiarity to
boost public self-efficacy, awareness, and compliance in tax calculations and filings. This positive
trend is evident in the increased compliance ratios across West Java's DGT Regions |, Il, and Ill,
indicating that taxpayers, including those served by the KPP in the DGT West Java area Tax
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Service Office I, Il, and Ill, maintained their reporting consistency even during unpredictable
circumstances like COVID-19 enabled by the convenience of the modern e-system.

Table 1.
Taxpayer Compliance Data

Tahun (%)
2021 2022 2023

65.89 67.00 72.08

Indicator Taxpayer compliance data

Percentage of compliance with corporate taxpayer and non-
employee individuals

Percentage of compliance level with formal corporate taxpayer and
non-employee individuals

Percentage of corporate taxpayers and non-employee individuals
who make payments

Taxpayer
compliance
and morality

64.89 69.15 72.52

51,18 51.91 51.64

Tax
amnesty
Source: West Java Directorate General of Taxes (DGT) I, Il, and Ill (processed by the author, 2024)

Revocation of appeal/Lawsuit due to tax amnesty 51.28 42.54 43.14

The convenience of modern electronic tax systems, such as e-registration and e-filing, is
enhanced by taxpayers' digital literacy and self-efficacy, contributing significantly to improved
tax compliance. Research by Meiryani, Alkhanifani, et al. (2023) emphasizes that these factors
are vital for fostering awareness and responsibility, leading to higher compliance rates.
Additionally, tax amnesty programs and taxpayer morality are influential in enhancing
compliance. Alabede et al. (2011) found that tax amnesty in Nigeria improves compliance by
offering incentives and education, while Pui Yee et al. (2017) highlighted the role of morality,
where trust in government increases a sense of obligation among taxpayers. This notion is
supported by Dwenger et al. (2016), who observed that regular churchgoers tend to comply
more with tax laws, suggesting that higher morality leads to better compliance.

Despite these findings, a gap remains in understanding how multiple factors, like tax amnesty
and taxpayer morality, interact to influence compliance. Studies by Aladejebi (2018) and
Murweni (2018) mainly focus on tax amnesty, while research by Luttmer & Singhal (2014) and
Williams & Horodnic (2015) emphasizes taxpayer morality. However, comprehensive research
analyzing the combined effects of these factors, especially through a mediating framework, is
scarce. Additionally, the perspective of tax officers in shaping compliance remains
underexplored. This gap highlights the need for a more nuanced approach to understanding the
dynamics of tax compliance, especially as tax revenue is a critical source of public funding.

The implementation of electronic systems like e-registration and e-filing aims to streamline tax
compliance, yet taxpayer adherence remains relatively low in several sectors, particularly among
individuals and fiscal taxpayers (Ben Ismail & AlSadhan, 2023; Oktris et al., 2024; Yuniarta &
Purnamawati, 2020). This reveals a critical issue: while electronic systems are widespread, their
ability to consistently enhance compliance is not fully realized. Some studies indicate positive
effects, while others report negligible impacts. Furthermore, the role of psychological factors,
particularly self-efficacy, in leveraging these systems for compliance is under-researched.

This study seeks to address the urgent need for research on the interplay between modern
electronic tax systems and psychological factors like self-efficacy in improving taxpayer
compliance and public service quality. Key questions include whether electronic systems
significantly impact compliance, the role of self-efficacy in shaping behavior, how digital literacy
influences compliance, and how these factors contribute to improving public services. The study
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aims to evaluate the impact of e-registration and e-filing on compliance, measure the influence
of self-efficacy and digital literacy, and identify the main factors affecting compliance within the
context of tax modernization.

By integrating psychological aspects with technological tools, this study offers a novel approach
to understanding taxpayer behavior in the digital age. The findings will contribute to both
academic knowledge and practical applications, providing insights that inform policy
improvements, enhance taxpayer engagement, and improve public service quality. This
comprehensive framework will help stakeholders design initiatives to increase compliance and
support the successful implementation of modern tax systems, ultimately improving the quality
of public services.

Recent advancements in digital tax systems, particularly e-registration and e-filing, have sparked
significant discussions about their role in enhancing taxpayer compliance. However, there is still
a lack of comprehensive studies that examine how psychological factors, such as self-efficacy,
interact with these technological tools to influence compliance. This study introduces a unique
approach by integrating psychological aspects like self-efficacy and digital literacy into the
analysis of electronic tax systems, offering a fresh perspective on the factors influencing
taxpayer compliance. By considering both technological and psychological variables, this
research provides a novel framework for understanding taxpayer behavior in the digital era.

Literature Review

Tax amnesty is a policy designed to offer individuals an opportunity to settle their back
taxes without penalties or prosecution. Sawyer. A (2005) defines tax amnesty as a
mechanism for taxpayers who have failed to report their income to resolve their tax
obligations without facing sanctions. This policy aims to foster economic growth, promote
tax restructuring, and increase state revenue, thereby supporting government programs
(Adhariani et al., 2024; Angeli et al., 2023; Marpaung et al., 2023; Pratama, 2023) add that
tax amnesty serves to eliminate tax obligations without administrative or criminal
penalties. Its key goals include repatriating unreported assets, restructuring tax liabilities,
and reducing the chances of taxpayers concealing assets overseas. According to Bayer et
al. (2014), tax amnesty is a governmental initiative allowing delinquent taxpayers to repay
their unpaid tax liabilities without fear of punishment, serving as an opportunity for
taxpayers to voluntarily fulfill prior obligations, promoting compliance, and enhancing tax
revenue.

The effectiveness of tax amnesty programs is evaluated through two primary dimensions
and eight indicators that influence tax compliance. The first dimension focuses on
taxpayer perceptions, including fairness, duration, benefits, propaganda, and willingness,
while the second dimension addresses the role of sanctions, such as the fear of future
audits and penalties (Awaeh et al., 2017; Bayer et al., 2014; Benke & Rhode, 1980; Curtis
& Turley, 2014, Isa, 2014; Sawyer. A, 2005).

Taxpayer Compliance

Taxpayer compliance, as defined by James & Alley (2002), refers to the willingness of
taxpayers to comply with tax regulations voluntarily. Operationally, compliance includes
timely reporting, accurate payment of taxes, and adherence to tax laws (Al-Hiyari et al.,
2024; Chyz et al., 2021). It reflects taxpayers' capacity and willingness to meet tax
obligations without incurring penalties. Compliance can be seen through accurate income
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declaration, timely tax submissions, and fulfilling all tax responsibilities (Park & Hyun,
2003; Siglé et al., 2018; Thamrin et al., 2023). Operationally, compliance involves
adherence to tax laws, which can be assessed by two dimensions and nine indicators. The
first dimension includes submission and reporting, encompassing timely filing, income
declaration, ease of tax administration, and third-party reporting. The second dimension
looks at socio-economic factors influencing compliance, such as grievances, awareness,
and effective business competition laws (Awaeh et al., 2017; Benke & Rhode, 1980; Curtis
& Turley, 2014; Isa, 2014).

Research shows that government strategies, including tax amnesty programs, have a
significant impact on taxpayer morale and compliance. Alm & Torgler (2011) indicate that
frequent amnesty programs may reduce taxpayer morale, as the public may perceive tax
avoidance as forgivable. This is especially concerning when the public’s trust in the
government diminishes, which leads to a decline in the perceived fairness of tax systems.
Williams (2014) argues that tax amnesty policies should aim to increase moral obligations
for citizens to pay taxes. Abd Hamid & Hilmi (2018) further explore the marginal increase
in taxpayer morale due to tax amnesty programs in Malaysia, while Devano et al. (2024)
stress the need for deterrent measures to address tax evaders and restore taxpayer trust.

Murweni (2018) concludes that tax amnesty programs can be effective in encouraging tax
payments, but their impact on long-term compliance can be negative if implemented too
frequently. This observation is supported by Gerger (2012), who suggests that repeated
tax amnesty programs may lead to an expectation among taxpayers that tax evasion will
be forgiven. Sudarma & Darmayasa (2017) argue that such programs do not always
improve compliance, especially in contexts where trust in the government is low. For
these programs to be effective, taxpayers need to believe that the government is fair and
transparent in administering these initiatives. Emmiryzan (2017) adds that although
governments aim to improve compliance, tax amnesty measures can be perceived as
unjust by those taxpayers who have always complied with tax laws.

Suharyono (2018) highlights that taxpayer compliance is tied to fulfilling tax obligations
according to legal frameworks. This includes registration, timely filing of returns, and
accurate reporting of income. Measuring compliance involves various indicators such as
registration, timely reporting, accurate payment, and cooperation during audits
(Emmiryzan, 2017; Gerger, 2012; Murweni & ., 2018; Sudarma & Darmayasa, 2017;
Suharyono, 2018; Williams, 2014).

E-Modern Tax System

E-modern tax systems, including digital tools like e-Registration, e-SPT (Tax Return), and
e-Filing, are designed to enhance taxpayer compliance. These systems streamline
interactions between taxpayers and the Directorate General of Taxes, making tax
administration more efficient and transparent. e-Registration allows new taxpayers to
obtain a Taxpayer Identification Number (NPWP) and manage their data online, while e-
Filing facilitates the real-time submission of tax returns. These systems are designed to
improve tax compliance by aligning tax administration with technological advances, thus
increasing efficiency (Bonilla et al., 2022; Clinton & Steinberg, 2019; Khreis et al., 2023;
Zame et al.,, 2018). Key indicators for the e-modern tax system include ease of use,
accessibility, processing speed, data accuracy, security, taxpayer compliance, and user
satisfaction. These factors are critical for assessing the effectiveness of electronic systems
in promoting tax compliance (Van Wyk & Marvel, 2018).
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Self-efficacy

Self-efficacy, the belief in one's ability to complete tasks, plays a significant role in
taxpayer compliance. Bandura (1997)defines self-efficacy as an individual's confidence in
their ability to achieve desired outcomes. Pinasti (2011) adds that individuals with high
self-efficacy view challenges as opportunities for mastery. In the context of taxation, self-
efficacy influences taxpayers' confidence in managing their tax obligations. Key indicators
for measuring self-efficacy include the ability to complete tax returns, understanding tax
regulations, calculating taxes payable, using electronic tax systems, meeting deadlines,
and adapting to tax policy changes (Hussein et al., 2010; Mostafa, 2020; Wibowo &
Mauritsius, 2022). Taxpayers with high self-efficacy are generally more compliant, as they
are confident in their ability to navigate the complexities of tax law.

Digital Literacy Capabilities

Digital literacy capabilities are crucial in ensuring that taxpayers can effectively utilize
technology to fulfill their tax obligations. As tax authorities increasingly rely on electronic
systems, digital literacy enables taxpayers to access and use online platforms such as e-
Filing and e-Billing. This capability involves operating digital devices, navigating tax
platforms, and ensuring data security. Taxpayers must also be able to search for relevant
tax information, use applications for tax calculations, and resolve technical issues
(Ochinanwata et al., 2024). These skills are essential for enhancing compliance through
the use of modern tax systems.

Public Service Quality

Public service quality plays a key role in promoting taxpayer compliance. Effective service
delivery from the Directorate General of Taxes ensures that taxpayers can easily meet
their obligations. Key indicators of service quality include reliability, assurance,
responsiveness, empathy, tangibility, accessibility, and transparency. A high-quality
service system fosters trust and satisfaction, motivating taxpayers to comply with their
tax responsibilities (Siwi, 2020; Widiastini & Supadmi, 2020; Juliani & Sumarta, 2021;
Kholis et al., 2021). These service quality factors are essential in increasing taxpayer
compliance, as they enhance the overall taxpayer experience and strengthen the
relationship between taxpayers and tax authorities.

In conclusion, tax amnesty, taxpayer compliance, e-modern tax systems, self-efficacy,
digital literacy capabilities, and public service quality are interconnected factors that
influence tax compliance. Governments need to implement effective tax policies,
supported by modern technology, to encourage compliance. Furthermore, building
taxpayer self-efficacy and digital literacy ensures that taxpayers can effectively manage
their obligations, while high-quality tax services improve overall compliance rates.

Framework of Thought

The taxation e-System, which utilizes information technology for tax administration,
includes components such as e-registration, e-filing, e-billing, and e-SPT, all of which
significantly impact taxpayer compliance (Graham & Denning, 1971; Simovi¢ et al., 2016;
Sengupta & Shastri, 2019). E-registration allows taxpayers to self-register online,
improving compliance rates (Prawati et al., 2020). Self-efficacy, defined as an individual's
belief in their ability to achieve goals, is crucial for compliance (Wibowo & Mauritsius,
2022). High self-efficacy encourages taxpayers to view challenges as opportunities and
increases their motivation to meet tax obligations (Kulviwat et al. (2014); Meiryani et al.,
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(2023). Digital literacy, especially internet proficiency, also enhances compliance by
improving access to information and services (Purba et al.,, 2020; Liza et al., 2019).
Advancements in IT streamline data processing, making tax-related tasks easier and
fostering positive perceptions of the tax system (Kussuari & Boenjamin, 2019).

Figure 2.
Framework of Thought

Notes: MES = Implementation of Modern Electronic Systems With Proxy e-Registration; SE= Self-Efficacy; EF = E-Filing; DLC =Digital
Literacy Capabilities; TC = Taxpayer Compliance; PSQ= Public Service Quality

Source: Processed by author

Building on the theoretical framework discussed, our research addresses a gap in understanding
the factors influencing taxpayer compliance. Previous studies have primarily focused on limited
aspects of this issue, which motivates us to explore additional variables and outcomes. This
study differentiates itself by examining the impact of the e-modern system, self-efficacy, and
digital literacy skills as independent variables affecting taxpayer compliance. Moreover, it
features distinct research subjects, analysis methods, research objects, and loci. The subjects
include individual and fiscal taxpayers, while the analysis employs Structural Equation Modeling
(SEM). The research object focuses on the implementation of modern electronic systems, self-
efficacy, and taxpayer compliance, with the locus being Tax Service Offices (TSO) under the
Directorate General of Taxes (DGT) in West Java Region |, I, and Ill. Thus, this study aims to
identify and differentiate the factors that influence taxpayer compliance.

RESEARCH METHODS

Data Types and Sources

This study uses primary data with a quantitative approach, namely through a questionnaire
given to respondents. The data source used is individual taxpayers registered at the Tax Service
Office in the West Java DGT Region |, Il and lll. The dependent variable is taxpayer compliance,
which is thought to be influenced by three independent variables, namely esystem, self-efficacy,
and digital literacy ability.
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Table 2.
Indicators That Are Assessed
Manifest Variable Observed Variable Mar.ufest Observed Variable
Variable
1. Ease of Use (eR01)
2. Accessibility (eR02)
3. Processing Speed
. (eRO3)
Implementation of
Modern Electronic 4. Data Accuracy .
Systems With Proxy (eR0O4) ' 1.' ' Ak.nllty to Operate
e-Registration (eR) 5. Security (eR05) Digital Devices (DLC1)
6. Taxpayer 2. Accessibility (DLC2)
Compliance (eR06) 3. Ability to Use
7. User Satisfaction Electronic Tax System (DLC3)
(eR0O7) 4, Understanding
1. User Participation Digital Security in the Tax
Rate (eF01) Process (DLC4)
2. On-time Filing Digital 5. Ability to Search for
Compliance (eF02) Literacy Tax Information Online
3. System Reliability Capabilities (DLC5)
(eF03) (DLC) 6. Understanding the
4. User Convenience Use of Tax Applications
(eF04) (DLC®6)
5. Data Security 7. Readiness to Adapt
- (eF05) to New Tax Technologies
e-filing (eF) 6. Time Efficiency (DLC7)
(eFO6) 8. Ability to Overcome
7. Technical Support Technical Problems in the
(eF0O7) Use of Tax Digital System
8. Usage Flexibility (DLC8)
(eFO8)
9. System Update
Compliance (eF09)
10. Error Reduction
(eF10)
1. Beliefs about the
Ability to Fill Out SPT (SE1) 1. Registration
2. Beliefs about the Compliance (TC1)
Ability to File/Report Tax 2. Filing Compliance
Returns (SE2) (TC2)
3. Understanding of 3. Payment
Tax Regulations (SE3) Compliance (TC3)
4. Ability to Calculate Taxpaver Reporting Accuracy
Self-Efficacy (SE) Taxes Payable (SE4) Confpl\gance (Tca)
5. Ability to Use Tax (T0) 5. Substantive
Electronic System (SE5) Compliance (TC5)
6. Confidence in 6. Administrative
Solving Tax Problems (SE6) Compliance (TC6)
7. Ability to Comply 7. Audit Compliance
with Tax Deadlines (SE7) (TC7)
8. Competence in 8. Sanction Compliance
Understanding Changes in TC8)

Tax Policy (SE8)
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Manifest Variable Observed Variable I\\;Iaarr;;fslset Observed Variable
;' ii'jg:tye(;_ss%%’ ) 6. Accessibility (TSQ6);
) ) ) ' . ! 7. Transparency (TSQ7);
Public Service Quality 3. Responsiveness 3 Efficiency (TSQ8);
(PSQ) gTSQ3); empathy (1S4, 9 Equity (TSQ9)
) p' v ! 10. Service Innovation (TSQ10)
5. Tangible (TSQ5);

Source: Emmiryzan, 2017; Gerger, 2012; Hussein et al., 2010; Ochinanwata et al., 2024; Sudarma &
Darmayasa, 2017; Suharyono, 2018; Van Wyk & Marvel, 2018; Wibowo & Mauritsius, 2022; Williams,
2014.

Sample Collection Method

The sample comprises a subset of individuals from the population from whom data will be
collected for this study (Rusdin, 2015; Sugiono and Rusdin, 2018; Simanjuntak and Rusdin, 2018).
A simple proportional random sampling technique will be employed, using a questionnaire
administered to registered individual taxpayer respondents and fiscal officers at the Tax Service
Offices in the DGT West Java Regions |, I, and Ill. The total population of individual taxpayers at
these offices is 7,195,051. Based on this population, the Structural Equation Modelling (SEM)
formula utilized is second order. The path diagram reveals 33 exogenous manifest variables (p),
8 endogenous manifest variables (q), and a total of 107 estimated parameters (t) as detailed by
(Hair et al., 2017).

Table 3.
Number of Parameters Observed

Parameter Symbol First Order
Loading factor observe Exogenous Variables (Ax) =37
Measurement Error in Observing Exogenous Variables (6) =37
Loading Factor Observe Endogen Variables (Ay) =10
Measurement Errors in Observing Endogenous Variables (gv) =10
Loading Factor Observe Endogen Variables Az = 8
Measurement Error on Observe Endogenous Variables (€2 = 8
Gamma (v) =2
Beta (B) =3
Total (t) =107

Source: Processed by author

Referring to the calculation results, the number of analysis units was obtained from a sample of
535 (107x5) respondents, with the division of Individual Tax Obligations as many as 416
Taxpayers and 119 Fiscal.

Data Analysis Methods

The data was analyzed in 2 (two) ways, namely: Descriptive Analysis and Structural Equation
Modeling. HO: yi = 0 ; Hi: y1 # 0. Subtract HO for the real level of 95% (a=0.05), if the p-value >
V4 . . Y A -0 Hi-
o2y while the simultaneous HSe(?Z)O' v1+v2 =0 ; Hi: y1+ y2 # 0. Subtract HO for
RZ
/q 1

(1-R?) ’
/(n—q—l)

o, where t=

the real level of 95% (a=0.05), if the p-value > o, where Fcal=
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RESULTS AND DISCUSSIONS
Result
Overview of Revenue from the Tax Sector in West Java

The tax revenue in West Java from 2020 to 2024 reveals significant trends in fiscal performance,
encompassing the annual budget (pagu), actual realization (realisasi), and the percentage of
realization for each fiscal year. This data illustrates the fluctuations in tax revenue performance,
showcasing the impact of government policies and economic conditions on taxpayer compliance
and revenue generation. The trends highlighted in this overview reflect the efforts made by the
government, particularly in implementing fiscal incentives and enhancing taxpayer services, as
well as the challenges faced in achieving revenue targets.

Table 4.

West Java Tax Revenue
In Billions of Rupiah

Year Allocation Realization % Realization
2020 128.664 98.402 76,48
2021 115.533 111.611 96,60
2022 125.740 143.391 28,47
2023 125.251 144.300 39,43
2024 125.450 60.43%) 24,46%)
Growth 28,47

Note: as of April 2024
Source: Processed by author

Table 4 shows the fiscal performance of tax revenues in West Java from 2020 to 2024. In 2020,
tax revenue was IDR 98.40 trillion, 76.48% of the target. This improved in 2021 to IDR 111.61
trillion (96.60% of the target). The recovery continued in 2022 with a 28.47% growth, reaching
IDR 143.39 trillion, and continued in 2023, surpassing the target at IDR 144.30 trillion. However,
in early 2024, revenues dropped to IDR 60.43 trillion, only 24.46% of the projected target,
highlighting fluctuations driven by economic and policy factors.

Figure 3.
Growth in tax revenue
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In 2020, the government introduced Fiscal Incentives for Taxation and Customs to support
MSMEs in West Java, benefiting 66,751 taxpayers, including 34,568 MSMEs, with IDR 5.61 trillion
in total incentives. In 2021, West Java’s State Revenue reached IDR 117.026 trillion, achieving
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98.12% of the target, but decreased by 9.9% from the previous year. State Revenue rebounded
in 2022, growing 27.65% to IDR 149.38 trillion, driven by tax revenue of IDR 143.39 trillion. In
2023, revenues increased by 4.84%, totaling IDR 151.39 trillion, with tax revenues of IDR 144.30
trillion and state spending reaching IDR 119.87 trillion, resulting in a surplus.

However, in the second quarter of 2024, revenues slightly declined by 0.16% to IDR 74.57 trillion,
largely due to lower tax revenues, particularly in VAT and excise duties. Despite this, state
spending remained strong, increasing by 17.72%, leading to a surplus. To assess public service
performance, the Directorate General of Taxes in West Java uses the Public Service Index (PSI),
evaluating aspects such as policy, HR professionalism, infrastructure, and service innovation,
informing regional revenue and expenditure planning.

Statistical Overview

This research surveying 535 respondents (416 taxpayers and 119 fiscal authorities) in West Java
DGT |, Il, and Ill regions, revealed key findings: Public Service Quality (PSQ) achieved 59.98% of
the ideal score, Taxpayer Compliance (TC) reached 58.62%, Proxy e-Registration (eR)
implementation stood at 63.12%, Self-Efficacy (SE) was at 62.43%, and E-Filing (EF) reached
67.12%. These scores indicate moderate performance levels across all areas. Taxpayer
compliance and public service quality are both at medium levels, while the adoption of Modern
Electronic Systems (eR, EF) shows progress but still falls short of optimal standards. This suggests
that while there is progress in adapting to modern tax systems, there is room for improvement.
Both taxpayers and fiscal authorities need further development and support to better utilize
electronic tax systems. These results emphasize the importance of continued efforts to enhance
the effectiveness of tax compliance and the use of modern technology in tax administration.

Figure 4.
MES & SE Implementation Model and Its Implications for Taxpayer Compliance
and Public Services Quality
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Notes: MES = Implementation of Modern Electronic Systems With Proxy e-Registration; SE= Self-Efficacy; EF = E-Filing; DLC =Digital
Literacy Capabilities; TC = Taxpayer Compliance; PSQ= Public Service Quality

Source: Processed by author

If the current issues with tax administration are not addressed, West Java’s tax performance
may suffer, negatively affecting key metrics such as the Tax Revenue Ratio, Tax Compliance
Ratio, Tax Revenue Growth, Tax Collection Ratio, and Taxpayer Satisfaction Index. These metrics
are essential for assessing the effectiveness of tax policies, and a decline could hinder state
revenue and taxpayer compliance. Our research, surveying 535 respondents (416 taxpayers and
119 tax officials) in the Directorate of Taxes |, Il, and Ill regions of West Java, examined the
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structural relationships between key factors affecting tax performance. Using Linear Structural
Relations (LISREL) statistical techniques, the findings revealed that the modern e-taxation
system, represented by e-registration, significantly impacts taxpayer compliance (p-Value =
0.000 < a = 0.05). However, e-filing does not significantly affect compliance (p-Value =0.172 > o
= 0.05), suggesting that other factors may be influencing its effectiveness.

Additionally, self-efficacy has a significant impact on taxpayer compliance (p-Value = 0.000 < a
= 0.05), while digital literacy does not (p-Value = 0.145 > a = 0.05). Taxpayer compliance is also
significantly linked to public service quality (p-Value = 0.000 < a = 0.05). Overall, e-registration,
self-efficacy, e-filing, digital literacy, and taxpayer compliance collectively improve public service
quality (p-Value = 0.000 < a = 0.05). These results highlight that strengthening e-registration
processes and boosting self-efficacy are essential for improving tax compliance and the quality
of tax-related services. Tailored interventions are needed to optimize these areas and ensure
the effective use of modern tax systems.

Discussion

These findings underscore the importance of a well-implemented e-taxation system, alongside
efforts to boost taxpayer self-efficacy, in enhancing tax compliance and public service quality.
Although e-filing and digital literacy alone show limited impact, the collective influence of
modern electronic systems, taxpayer confidence, and compliance significantly contribute to the
effectiveness of public tax services. Addressing these areas is vital for optimizing tax
performance and achieving sustainable revenue growth in West Java's DGT regions, fostering a
more responsive and efficient tax administration that aligns with broader regional development
goals.

Effect of E-Modern System on Taxpayer Compliance

Our research indicates that the e-modern system, particularly e-registration, significantly
influences taxpayer compliance. Over the past five years, e-registration has effectively met
community needs, facilitating individual taxpayer registration. Furthermore, during the COVID-
19 pandemic, the Directorate General of Taxes (DGT) implemented policies that streamlined the
process for taxpayers to obtain identification numbers online. This aligns with observed annual
increases in the number of registered individual taxpayers. Additionally, our findings
corroborate Sukiyaninsih (2020) research, which highlights that improved e-registration
correlates with enhanced tax compliance. In summary, the more effectively e-registration is
implemented, the greater the increase in taxpayer compliance.

Effect of Self-Efficacy on Taxpayer Compliance

The results reveal that self-efficacy has a significant impact on taxpayer compliance, with a
probability value of 0.000 (p < 0.05). This indicates that individual taxpayers within the DGT
regions of West Java |, Il, and Ill demonstrate a high level of awareness and intention to navigate
obstacles in tax reporting. Consequently, this awareness positively influences compliance rates.
This finding is consistent with the analysis by Santalina & Yudantara (2020), which emphasizes
that taxpayer compliance is largely driven by self-efficacy—the belief in one's ability to adhere
to tax regulations. A high level of self-efficacy fosters a more compliant attitude among
taxpayers regarding their tax obligations.
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E-filing and Taxpayer Compliance

In contrast, our study found that e-filing has a probability value of 0.172 (p > 0.05), suggesting
that it does not significantly impact taxpayer compliance. Despite an increase in e-filing usage,
many individuals still fail to register or report their taxes properly. Recent data show that only
25-50% of registered individual taxpayers fulfill their annual tax return obligations. This indicates
a crucial area for government intervention to enhance public awareness and encourage
compliance. The government must demonstrate the benefits and feedback from individual
taxpayer reporting to promote voluntary compliance through e-filing. Our findings differ from
those of Arimurti et al. (2021), who suggested that technology-based tax reforms improve
taxpayer compliance. Despite positive perceptions regarding compliance and tax reporting
among respondents, our results did not yield statistically significant evidence.

Effect of Digital Literacy on Taxpayer Compliance

The probability value related to digital literacy in our study was 0.145 (p > 0.05), indicating that
while there is positive awareness in the community, the lack of adequate digital literacy skills
does not significantly affect taxpayer compliance. This may stem from insufficient governmental
information and educational outreach concerning the use and benefits of tax software. The
frequent changes and complexities in tax regulations, coupled with system malfunctions near
reporting deadlines, can hinder compliance. Thus, the DGT should work towards improving
systems to mitigate congestion during peak reporting times. This aligns with Arimurti et al.
(2021) findings, which stress the need for collaboration among all stakeholders—including
taxpayers, regulators, government, service vendors, and related agencies—to enhance taxpayer
compliance through e-filing systems.

Connecting E-Modern Systems to Digital Literacy Capabilities

The implementation of e-modern systems, such as e-registration, significantly intersects with
the realm of digital literacy capabilities. The success of e-modern systems in enhancing taxpayer
compliance is not solely dependent on the technology itself but also on taxpayers' ability to
navigate these systems effectively. As noted in the literature, the ability to utilize digital tools is
paramount for individuals to engage fully with e-modern systems (Arimurti et al. 2021).While
our findings indicate that e-registration has a positive impact on compliance, the efficacy of this
system is contingent upon taxpayers' digital literacy levels. If taxpayers lack the necessary skills
to utilize the e-registration platform, the potential benefits may not be fully realized. Therefore,
a concerted effort to enhance digital literacy through targeted educational programs is essential.
This not only empowers individuals to engage more effectively with e-modern systems but also
fosters a culture of compliance as taxpayers become more adept at understanding and fulfiling
their obligations.

Self-Efficacy and Digital Literacy Capabilities

The link between self-efficacy and digital literacy capabilities is another critical area of
consideration. Our study finds that high levels of self-efficacy significantly contribute to taxpayer
compliance. However, this relationship is further reinforced by the presence of adequate digital
literacy skills. As Santalina & Yudantara (2020) suggest, an individual's belief in their ability to
comply with tax regulations is closely tied to their understanding and use of digital tools.
Taxpayers with high self-efficacy are more likely to seek out information and engage with digital
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platforms if they possess the necessary skills. Conversely, those lacking digital literacy may
experience diminished self-efficacy, as they struggle to navigate the complexities of e-modern
systems and tax reporting. This interconnectedness highlights the importance of not only
promoting self-efficacy but also ensuring that taxpayers are equipped with the digital skills
necessary to utilize e-modern systems effectively. By providing comprehensive training and
resources, tax authorities can enhance both self-efficacy and digital literacy, leading to improved
taxpayer compliance overall.

E-Filing and Digital Literacy Capabilities

The relationship between e-filing and digital literacy capabilities further illuminates the
challenges faced by taxpayers in adhering to their tax obligations. Our findings reveal that while
e-filing is available, its effectiveness is undermined by insufficient digital literacy among
taxpayers. As highlighted by previous studies, effective use of e-filing systems requires not just
access to technology but also the capability to understand and engage with these systems
effectively (Sukiyaninsih, 2020). The low rates of annual tax return submissions among individual
taxpayers suggest that many individuals may not fully comprehend the e-filing process or its
significance. Therefore, enhancing digital literacy is crucial for fostering confidence and
competence in utilizing e-filing systems. Governments should prioritize educational initiatives
that explain the e-filing process, the importance of timely submissions, and the consequences
of non-compliance, thus bridging the gap between technology and its effective use.

E-Modern Systems, Digital Literacy Capabilities, and Taxpayer Compliance

The relationship between e-modern systems and taxpayer compliance is significantly influenced
by digital literacy capabilities. Our research indicates that e-registration enhances taxpayer
compliance; however, this effect is contingent upon taxpayers' ability to effectively utilize these
systems. According to Arimurti et al. (2021) the success of e-modern systems relies not only on
their technological robustness but also on users' familiarity and comfort with digital tools. As
taxpayers develop greater digital literacy, they are more likely to navigate e-modern systems
efficiently, leading to improved compliance rates. This connection underscores the importance
of integrating digital literacy initiatives into tax administration strategies. By enhancing digital
skills among taxpayers, tax authorities can ensure that the advantages of e-modern systems are
fully leveraged, resulting in a higher compliance rate. Educational campaigns focused on the
functionalities and benefits of e-registration can empower taxpayers, thus creating a positive
feedback loop that fosters compliance.

Self-Efficacy, Digital Literacy Capabilities, and Taxpayer Compliance

The interplay between self-efficacy, digital literacy capabilities, and taxpayer compliance further
elucidates the complexity of compliance behavior. Our findings show that self-efficacy plays a
significant role in influencing taxpayer compliance, but this influence is amplified when
taxpayers possess adequate digital literacy skills. As Santalina & Yudantara (2020) point out,
individuals who believe in their ability to comply with tax obligations are more likely to engage
with digital tools effectively. When taxpayers have high self-efficacy and strong digital skills, they
are empowered to seek out information, navigate e-modern systems, and fulfill their tax
responsibilities confidently. Conversely, a lack of digital literacy may hinder taxpayers' self-
efficacy, creating a barrier to compliance. Therefore, initiatives that enhance both self-efficacy
and digital literacy are essential for fostering a compliant taxpayer base. By providing
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comprehensive training programs and support systems, tax authorities can create an
environment where taxpayers feel capable and confident in meeting their obligations.

E-Filing, Digital Literacy Capabilities, and Taxpayer Compliance

Similarly, the efficacy of e-filing systems is closely tied to taxpayers' digital literacy capabilities,
which ultimately influences their compliance behavior. Although our study found that e-filing
did not have a statistically significant effect on compliance, the underlying issue appears to stem
from varying levels of digital literacy among taxpayers. As highlighted by Sukiyaninsih (2020),
effective engagement with e-filing requires a solid understanding of tax regulations and the
technical know-how to complete the filing process. If taxpayers lack these skills, the potential
benefits of e-filing are diminished. Therefore, it is crucial to develop educational resources that
equip taxpayers with the necessary knowledge and skills to use e-filing systems effectively. By
fostering digital literacy, tax authorities can not only enhance the utilization of e-filing but also
increase the likelihood of timely and accurate submissions, leading to better compliance
outcomes.

Effect of E-Modern Systems on Taxpayer Compliance

Our research findings indicate that the e-modern system, specifically e-registration, significantly
influences taxpayer compliance, with a probability value of 0.000. This outcome corroborates
recent trends wherein the implementation of e-registration has streamlined the taxpayer
registration process, particularly benefiting individual taxpayers. The Directorate General of
Taxes (DGT) has facilitated online taxpayer identification number (TIN) creation, making it easier
for taxpayers to engage with the tax system, especially during the COVID-19 pandemic. As
evidenced by the annual increase in registered individual taxpayers, our results align with
Sukiyaninsih (2020), who also found that effective e-registration enhances tax compliance. This
relationship underscores that improved e-registration systems lead to higher taxpayer
compliance rates by simplifying access and fostering a sense of responsibility among taxpayers.

Effect of Self-Efficacy on Taxpayer Compliance

Our results demonstrate a significant relationship between self-efficacy and taxpayer
compliance, with a probability value of 0.000, indicating that higher self-efficacy correlates with
improved compliance among taxpayers in West Java. This finding is consistent with the
conclusions of Santalina & Yudantara (2020), who assert that self-efficacy enhances compliance
by fostering taxpayers' belief in their ability to meet tax obligations. As individual taxpayers
develop a strong sense of confidence in their capabilities to navigate tax regulations and
reporting processes, they are more likely to comply with their tax responsibilities. Therefore,
initiatives aimed at boosting self-efficacy, such as workshops and resources that provide
guidance on tax obligations can significantly contribute to improving overall taxpayer
compliance rates.

Effect of E-Filing on Taxpayer Compliance

Conversely, our study revealed that e-filing does not have a significant effect on taxpayer
compliance, with a probability value of 0.172, exceeding the 0.05 threshold. Although the
growing adoption of e-filing suggests an increase in taxpayer awareness regarding their
reporting obligations, many taxpayers still struggle with the actual reporting process. Data
indicating that only 25-50% of annual tax returns are submitted by registered individual
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taxpayers points to a critical gap in compliance. This situation reflects the necessity for increased
public awareness campaigns to educate taxpayers about the benefits and usage of e-filing.
Furthermore, as noted by Arimurti et al. (2021) effective compliance requires individuals to
adapt to technological changes. Hence, the government must emphasize not just the availability
of e-filing but also the importance of understanding how to use it effectively.

Digital Literacy Capabilities and Taxpayer Compliance

Digital literacy emerges as a crucial factor influencing taxpayer compliance across the studied
variables. Although our results indicated a lack of significant influence of digital literacy
capabilities on taxpayer compliance, with a probability value of 0.145, it is essential to recognize
that low digital literacy can impede the effective use of e-modern systems and e-filing. The
government’s limited educational outreach on tax software and regulations may hinder
taxpayers' understanding, leading to lower compliance rates. This aligns with Arimurti et al.
(2021) assertion that a successful e-filing system necessitates support from all stakeholders,
including tax authorities and taxpayers themselves. By investing in digital literacy programs, tax
authorities can empower individuals with the skills necessary to utilize digital tools effectively,
thereby enhancing compliance.

The e-modern tax system with proxies of e-registration, Self-Efficacy, e-Filing, Digital Literacy,
and taxpayer compliance can improve Tax Service Quality

The e-modern tax system with proxies of e-registration, Self-Efficacy, e-Filing, Digital Literacy,
and taxpayer compliance simultaneously have positive and significant implications for Tax
Service Quality (p-Value = 0.000 < a = 0.05). A modern electronic tax system that uses e-
registration, self-efficacy, e-filing, digital literacy, and taxpayer compliance proxies can improve
the quality of tax services because each element plays an important role in simplifying,
accessing, and accelerating the tax process. E-Registration: Makes it easier for taxpayers to
register and access tax services online, thereby reducing administrative barriers and speeding
up the registration process; Self-Efficacy: The level of confidence of taxpayers in using electronic
systems has a positive impact on their ability to manage tax obligations independently, which
ultimately increases the speed and accuracy of services; E-Filing: Enables digital tax filling and
reporting, thereby reducing the need for physical documents, minimizing errors, and speeding
up the process of submitting and processing tax reports; Digital Literacy: Increasing taxpayers'
understanding of how to use technology in the tax process, which reduces confusion and
increases the effectiveness of using electronic services; Taxpayer Compliance: Increased
taxpayer compliance through an easier and more transparent system supports the availability
of accurate data and strengthens the integrity of the tax system.

With the existence of this proxy, the quality of tax services increases through increased
efficiency, data accuracy, ease of access, and taxpayer satisfaction, which ultimately supports
the optimization of state revenue.

Connections Between Variables

The interconnections between e-modern systems, e-filing, self-efficacy, and digital literacy
capabilities create a complex framework influencing taxpayer compliance. E-modern systems,
such as e-registration, contribute significantly to compliance by simplifying processes and
enhancing accessibility. However, for these systems to be effective, taxpayers must possess
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adequate digital literacy skills. This connection suggests that the successful implementation of
e-modern systems relies on the taxpayer's ability to understand and navigate these tools.

Similarly, while e-filing represents an essential reporting mechanism, its effectiveness is
contingent upon taxpayers' digital literacy capabilities. If taxpayers lack the necessary skills or
understanding of e-filing, the benefits of this system will not be realized, leading to lower
compliance rates. Therefore, enhancing digital literacy should be a priority for tax authorities to
ensure that the advantages of e-filing translate into improved compliance.

Moreover, self-efficacy directly impacts taxpayers’ willingness to engage with e-modern systems
and e-filing. High levels of self-efficacy may encourage individuals to seek help and learn how to
use these digital tools effectively. However, this is contingent upon the taxpayers also possessing
adequate digital literacy skills. Thus, initiatives aimed at fostering self-efficacy should go hand in
hand with educational efforts focused on improving digital literacy among taxpayers.

The e-modern tax system, with proxies of e-registration, self-efficacy, e-filing, digital literacy,
and taxpayer compliance, significantly improves tax service quality by simplifying, enhancing
accessibility, and accelerating the tax process, thereby increasing efficiency, data accuracy,
access ease, and taxpayer satisfaction for optimized state revenue.

In summary, The e-modern tax system, incorporating e-registration, e-filing, self-efficacy, and
digital literacy, forms an interconnected framework that enhances taxpayer compliance by
simplifying and making tax processes more accessible. However, the system’s success depends
on taxpayers' digital literacy skills, as a lack of understanding can hinder effective use and
compliance rates. E-filing, a key reporting tool, relies on taxpayers' digital abilities for full
effectiveness, making digital literacy a crucial focus for tax authorities. Furthermore, self-efficacy
boosts taxpayers’ willingness to engage with e-modern tools, but this also requires sufficient
digital skills. Thus, combining self-efficacy programs with digital literacy training is essential to
fully realize the benefits of e-modern tax systems and enhance tax service quality, ultimately
supporting state revenue optimization.

CONCLUSIONS

This study aims to explore the factors that affect the public service quality by looking at the level
of taxpayer compliance, with a focus on the effects of e-registration, e-filing, self-efficacy, and
digital literacy. A review of the literature shows that modern tax administration systems,
especially those that incorporate digital technologies, have been shown to improve taxpayer
compliance by streamlining processes and improving accessibility. Previous studies have
highlighted the importance of self-efficacy in motivating taxpayers to meet their obligations, as
well as the need for digital literacy in navigating the online tax system effectively.

Our conceptual framework suggests that modern e-systems and e-filing significantly affect
taxpayer compliance and have implications for the quality of tax services, with self-efficacy and
digital literacy serving as mediating factors. The results of this study confirm that modern
electronic taxation systems with e-registration proxies, significantly increase taxpayer
compliance. This shows that the implementation of e-registration effectively meets the needs
of the community in online tax administration, a need underlined by the ease of obtaining a
taxpayer identification number during the COVID-19 pandemic until now.
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Conversely, while e-filing has gained traction among taxpayers, it does not significantly impact
compliance rates. Despite increased awareness of the importance of reporting tax obligations
through e-filing, many individuals remain either unregistered or fail to submit their tax returns.
This highlights a critical gap in taxpayer engagement and underscores the need for targeted
interventions to enhance compliance to improve the public services quality.

Additionally, our research indicates that self-efficacy is crucial in promoting taxpayer
compliance. Individual taxpayers at the KPP in the DGT West Java area Tax Service Office |, I,
and Il exhibit a high level of awareness, intention, and capacity to overcome challenges related
to tax reporting, thereby positively influencing compliance. However, digital literacy skills were
found to have no significant effect on taxpayer compliance. While there is a notable level of
positive awareness within the community, insufficient digital literacy and a lack of government
education regarding tax software usage impede compliance efforts. This suggests that
enhancing digital literacy and providing comprehensive educational resources are essential for
improving taxpayer engagement.

An overview of how e-registration, self-efficacy, e-filing, digital literacy, and taxpayer
compliance have positive and significant implications on the public services quality (PSQ) shows
that the use of modern electronic tax systems supported by taxpayers' ability to utilize
technology effectively will increase efficiency, ease of access, and accuracy in tax services, which
in turn provides a great impact in increasing special state revenues from the tax sector.

It is important to acknowledge the limitations of this study, particularly the sample size of 535
respondents, which may not fully represent the broader taxpayer population. Future research
should consider expanding the sample size, exploring additional variables, and utilizing
advanced analytical tools such as SmartPLS or AMOS to gain deeper insights. Investigating other
contextual factors, including different periods and phenomena, may provide valuable
perspectives on taxpayer compliance dynamics.
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