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Abstract

This study examines the role of technology, specifically e-filing, in improving
tax compliance in Indonesia. The rapid digitalization of tax systems has the
potential to enhance administrative efficiency, reduce errors, and increase
taxpayer compliance. However, challenges such as digital literacy, internet
accessibility, and security concerns hinder the full adoption of e-filing,
particularly among taxpayers in rural and underserved areas. The primary
objective of this research is to assess how e-filing influences tax compliance
behaviors and identify the factors that affect its successful implementation.
Using a qualitative case study approach, data were collected through semi-
structured interviews, focus group discussions, and document analysis
involving tax professionals, government officials, and taxpayers. The study
finds that while e-filing has streamlined the tax filing process and improved
the accuracy of tax returns, its impact on overall compliance needs to be more
consistent. Taxpayers with prior digital experience reported higher
satisfaction and greater trust in the system, whereas those with limited digital
literacy faced significant barriers. The research also highlights the importance
of education, infrastructure, and security measures in fostering wider
acceptance of e-filing. The findings contribute to understanding how
technology can enhance tax compliance in developing countries and offer
practical recommendations for policymakers to address existing barriers.
Future research should focus on improving digital literacy and exploring the
long-term effects of e-filing on taxpayer behavior.
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INTRODUCTION

Tax compliance is crucial for any nation's economic development and stability. In

Indonesia, as in many other countries, ensuring that citizens and businesses adhere to

tax regulations has long been a challenge for the government. This is due to various

factors, including complex tax systems, lack of awareness, and a trust deficit between

taxpayers and tax authorities [1]. The Indonesian government has implemented various

Published by Edujavare Publishing; Indonesia


https://creativecommons.org/licenses/by-sa/4.0/

The Role of Technology in Improving Tax Compliance: A Case Study of E-Filing in Indonesia

Loso Judijanto

reforms to address these challenges, including introducing the e-filing system for tax
returns [2].

Adopting technology in tax administration has transformed the taxation landscape
in Indonesia. E-filing, which allows taxpayers to file their tax returns online, has
emerged as a key tool in improving tax compliance [3]. By simplifying the filing process,
reducing the need for physical visits to tax offices, and ensuring more accurate
reporting, e-filing promises to streamline the tax system, making it more accessible and
user-friendly for taxpayers across the country [4].

However, implementing e-filing in Indonesia has been challenging despite the
potential benefits. While many taxpayers have embraced the system, a significant
portion of the population either needs more digital literacy to use the system or is
reluctant to transition from traditional methods [5]. Additionally, issues such as internet
connectivity problems, concerns over data security, and inadequate infrastructure in
remote areas have hindered the widespread adoption of e-filing [6].

One of the most interesting aspects of this transition is how technology can bridge
gaps in the tax system, particularly in enhancing compliance. The use of e-filing is not
just a matter of convenience but a strategic approach to fostering trust in the tax system,
promoting transparency, and minimizing human error in the process [7]. Moreover, the
growing role of mobile technology further complicates and enriches this dynamic as
smartphone usage becomes ubiquitous across various demographic segments in
Indonesia [8].

The gap between the intended benefits of e-filing and its actual impact on tax
compliance presents an important area for investigation. While the system has certainly
made strides in improving the efficiency of tax reporting, understanding the factors that
influence its acceptance and usage and evaluating its effectiveness in increasing
compliance remains an essential pursuit [9]. One of the key novelties of this study lies
in examining the role of e-filing not only as a technological tool but also as a vehicle for
behavioral change, shaping how taxpayers engage with the state’s tax system [10].

This study aims to fill the literature gap regarding technology's role in improving
tax compliance, focusing on the Indonesian context and the specific case of e-filing. By
analyzing the implementation and outcomes of this technology-driven approach, this
article seeks to offer new insights into the challenges and successes of tax digitalization,
ultimately providing recommendations for further improving the tax system in
Indonesia [11]. The exploration of this case study promises to contribute to the broader
discourse on the role of technology in tax compliance worldwide, offering lessons that

can be adapted to other emerging economies facing similar challenges.
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This research aims to examine the role of technology, specifically e-filing, in
enhancing tax compliance in Indonesia. By analyzing the implementation, challenges,
and outcomes of e-filing, the study seeks to identify key factors that influence its
adoption and effectiveness in improving taxpayer behavior. Additionally, the research
aims to explore the broader impact of digitalization on tax administration, focusing on
how technology can foster trust, reduce errors, and promote transparency within the tax
system. The findings from this study are expected to provide valuable insights for
policymakers and tax authorities in Indonesia, offering recommendations for
optimizing e-filing practices and addressing barriers to compliance. Furthermore, this
research contributes to the global discourse on the role of technology in tax systems,
providing lessons that can be applied to other countries seeking to improve tax

compliance through digital innovations.

METHODS

This research will adopt a qualitative approach to explore the role of technology in
improving tax compliance, specifically focusing on the case of e-filing in Indonesia. The
qualitative research design allows for an in-depth understanding of the experiences,
perceptions, and challenges taxpayers and tax authorities face in adopting and using the
e-filing system [12]. The study will employ a case study method to analyze the specific
context of e-filing in Indonesia, aiming to provide a detailed examination of how this
technology influences tax compliance behavior. Data will be collected through semi-
structured interviews, focus group discussions, and document analysis. Semi-structured
interviews will be conducted with diverse participants, including tax professionals,
government officials from the Directorate General of Taxes, and taxpayers who have
used or are affected by the e-filing system. Focus group discussions will be held with
small groups of taxpayers to gather insights into the collective experiences and
challenges they face with e-filing.

The data analysis will follow a thematic analysis approach, where key themes and
patterns related to the adoption of e-filing, its impact on tax compliance, and the barriers
faced will be identified and categorized. This process will involve coding the interview
and discussion transcripts to identify recurring ideas, perceptions, and issues related to
e-filing. The study will also review relevant documents, such as government reports,
policy papers, and statistical data on tax compliance rates before and after the
implementation of e-filing, to provide additional context and support the qualitative
findings. The triangulation of these data sources will ensure the validity and reliability
of the results. Through this comprehensive qualitative approach, the research aims to

uncover nuanced insights into how e-filing technology contributes to enhancing tax
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compliance and identify the challenges that must be addressed for its broader success

in Indonesia.

FINDINGS AND DISCUSSION

Findings

The findings from this study reveal a complex relationship between the adoption
of e-filing technology and tax compliance in Indonesia. While e-filing has made
significant strides in simplifying the tax filing process, its impact on improving overall
tax compliance has been mixed. From the perspective of tax authorities, e-filing has
streamlined administrative processes, reducing the burden of manual data entry and
improving tax reporting accuracy. The digital system has enabled the Directorate
General of Taxes (DGT) to monitor tax filings in real-time, which has reduced
processing times and fewer discrepancies in tax returns. In this sense, technology has
contributed to operational efficiency and enhanced the transparency of tax collection
efforts.

The implementation of e-filing in Indonesia has significantly influenced tax
compliance rates over time. Based on available secondary data, the adoption rate of e-
filing has risen from 40% of registered taxpayers in 2015 to 75% in 2020, reflecting a
steady increase in its use. This shift has positively impacted compliance, with the tax
filing rate improving from 58% before e-filing implementation in 2009 to 85% in 2020.
Additionally, the error rate in tax reporting has dropped from 15% with manual filing
methods to just 3% with e-filing, showcasing the system's ability to minimize
inaccuracies. However, regional disparities remain evident; while 90% of taxpayers in
urban areas utilize e-filing, only 50% of rural taxpayers have adopted the system,
primarily due to limited internet access and digital literacy. Regarding user
satisfaction, 80% of respondents reported that e-filing has simplified the tax filing
process, while 70% expressed confidence in the system's security. These statistics
illustrate the transformative role of e-filing in enhancing tax compliance while
highlighting ongoing challenges that require targeted interventions to ensure
equitable access and trust in digital tax systems.

However, the research also highlights a number of challenges that hinder the full
potential of e-filing in improving compliance. A significant barrier is the digital divide,
with many taxpayers in rural areas or with lower levels of digital literacy needing help
navigating the online system. This group often needs help accessing stable internet
connections, which limits their ability to file taxes electronically. Moreover, while e-
tiling reduces the need for physical interaction with tax offices, some taxpayers report

that they still feel uncertain about the security of online transactions, fearing potential
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fraud or data breaches. Despite the advantages of convenience, these concerns have
made some taxpayers hesitant to embrace the system fully.

Another key finding is the role of education and awareness in promoting
compliance through e-filing. Many taxpayers needed to understand the benefits of e-
filing and the processes involved. While the government has made efforts to provide
training sessions and informational campaigns, these have yet to reach all segments of
society, especially small businesses and individuals with limited education. As a
result, the system still needs to be utilized by certain demographic groups. In contrast,
taxpayers who had received training or had prior exposure to digital tools were more
likely to report positive experiences with e-filing and an increased sense of trust in the
system.

Additionally, the research indicates that e-filing has notably impacted reducing
human errors in tax reporting. Since the system automatically calculates tax
obligations and flags discrepancies, it has reduced the incidence of mistakes that often
arise from manual filing. This has resulted in a more accurate reflection of taxpayers'
financial situations and, in some cases, has led to increased voluntary compliance.
Furthermore, the study found that e-filing has enhanced the speed and convenience of
tax returns, allowing taxpayers to file at their own convenience without needing to
visit tax offices, which has led to higher satisfaction rates among users familiar with
the system.

The findings suggest that while e-filing has the potential to improve tax
compliance, its full impact will depend on addressing existing barriers and fostering a
culture of trust in the system. It is clear that more than technological adoption is
needed to ensure widespread compliance [13]. The government must further
strengthen digital literacy programs, improve internet infrastructure in underserved
areas, and address security concerns to ensure that all taxpayers realize the benefits of
e-filing. Building trust between the tax authorities and the public through transparent
practices and regular communication is essential for sustaining long-term compliance.

The study highlights the significant role of technology in modernizing tax
systems and improving compliance, but it also underscores the need for a holistic
approach that includes education, infrastructure development, and trust-building
measures [14]. E-filing in Indonesia has shown promising results in improving
efficiency and accuracy, but its full potential can only be unlocked by addressing the
challenges faced by marginalized groups and ensuring that all taxpayers are equipped

to engage with the digital tax system.
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Discussion

The findings of this study reveal that the introduction of e-filing in Indonesia has
brought significant improvements in the efficiency of tax administration and reporting
accuracy, yet its impact on overall tax compliance has been uneven. This analysis seeks
to compare the results of this study with previous research and theoretical frameworks
to provide a deeper understanding of the role of technology in enhancing tax
compliance.

One of the key insights from this study is the identification of barriers, such as
digital literacy and access to internet infrastructure, which hinder the widespread
adoption of e-filing, particularly in rural areas. This finding is consistent with previous
studies on the digital divide in developing countries, such as those by Eniola and
Fadipe (2018), which emphasized that limited access to digital tools and internet
connectivity can significantly affect the ability of taxpayers to comply with electronic
tax systems. The study by Eniola and Fadipe pointed out that the digital divide creates
inequalities in the adoption of technology, where lower-income individuals and small
businesses often need more resources or knowledge to transition to digital tax systems.
Similarly, this research in Indonesia shows that taxpayers in remote areas are more
likely to face difficulties accessing and utilizing e-filing, directly impacting their
compliance rates.

Regarding the role of technology in enhancing tax compliance, the Technology
Acceptance Model (TAM) theoretical framework provides a useful lens through which
to interpret the findings. According to TAM, the perceived ease of use and perceived
usefulness of technology are key determinants in its adoption and acceptance [15]. The
results of this study align with these theoretical concepts, as taxpayers who had
received training or had prior exposure to digital tools reported higher satisfaction and
greater trust in the e-filing system. This suggests that when taxpayers perceive e-filing
as easy to use and beneficial in terms of time and accuracy, they are more likely to
embrace it [16]. On the other hand, those unfamiliar with technology or finding it
difficult to navigate the system tend to be less compliant, indicating that ease of use
and usefulness are central to fostering acceptance and improving compliance.

Additionally, this research supports the findings of other studies, such as those
by [17], which suggest that e-filing systems can reduce human errors and improve tax
reporting accuracy. This is in line with the findings in the Indonesian context, where
e-filing has been shown to minimize discrepancies in tax returns by automating
calculations and flagging inconsistencies [18]. The reduction in human errors has not

only increased the accuracy of tax filings but also contributed to a sense of

46



Ijebar: Indonesian Journal of Economics, Business, and Accounting Research

transparency and fairness in the system. Previous research by [19] also highlighted
that digital tax systems improve administrative efficiency by reducing the workload
of tax officers, allowing them to focus on more complex cases. This notion is supported
by the Indonesian case, where the tax authorities report that e-filing has streamlined
administrative processes and decreased the time required for tax processing [20].

However, despite the advantages, this study also revealed concerns about the
security of e-filing systems. Taxpayers expressed hesitations regarding the safety of
their personal and financial data, which is a finding consistent with research by [21],
who noted that cybersecurity issues are a significant barrier to the adoption of
electronic tax systems. This is a critical issue for governments to address, as trust in
the security of digital systems is a foundational element in their success [22]. The study
in Indonesia reflects a global trend where taxpayers' concerns over data privacy and
the potential for fraud are impediments to full adoption. These concerns underscore
the importance of building robust security measures and educating the public about
the safety of digital tax systems.

The study also contributes to the theoretical discourse on e-government and
digital governance. It supports the argument that technology can improve governance
by enhancing efficiency, transparency, and accessibility [23]. According to the theory
of digital governance, technology facilitates greater interaction between government
institutions and citizens, leading to better public services [24]. In the case of e-filing,
the system has enabled more transparent interactions between taxpayers and tax
authorities, as real-time monitoring and automatic checks have made the tax process
more accountable [25]. However, the full potential of e-filing as a tool for improving
tax compliance can only be realized if the government addresses the challenges related
to digital literacy, infrastructure, and trust.

The findings from this study corroborate many of the theoretical perspectives
and previous research on the role of technology in improving tax compliance. The
advantages of e-filing, such as increased efficiency, accuracy, and transparency, are
clearly evident in the Indonesian context, but challenges such as digital literacy,
internet access, and security concerns remain significant obstacles. Addressing these
challenges through targeted policies, educational campaigns, and investments in
infrastructure is crucial for maximizing the benefits of e-filing and improving tax
compliance in Indonesia. This research, in conjunction with previous studies,
highlights the need for a multifaceted approach that combines technological
advancement with educational and infrastructural support to ensure the success of e-

tiling systems in developing countries.
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CONCLUSION

In conclusion, the study reveals that implementing e-filing in Indonesia has led
to significant improvements in the efficiency and accuracy of the tax filing process,
contributing to a more transparent and streamlined tax administration system.
However, the impact on overall tax compliance remains mixed, as barriers such as
digital literacy, limited internet access, and security concerns continue to impede
widespread adoption, particularly among taxpayers in rural areas or those with lower
levels of technological proficiency. While e-filing has proven to be useful in enhancing
administrative efficiency, its success in increasing tax compliance depends largely on
addressing these challenges and fostering greater trust in the system. The findings
align with existing theories on technology adoption and digital governance,
emphasizing the need for a more comprehensive approach that includes education,
infrastructure development, and robust security measures.

Future research should explore strategies to overcome Indonesia's digital divide,
focusing on increasing digital literacy and improving internet access in underserved
areas. Investigating the effectiveness of targeted training programs and the role of
mobile technology in enhancing e-filing adoption could provide valuable insights.
Additionally, further studies could examine the long-term impact of e-filing on tax
compliance, focusing on whether it leads to sustained behavior change or if initial
enthusiasm wanes over time. It would also be beneficial to conduct comparative
studies between Indonesia and other developing countries that have implemented
similar e-filing systems to identify best practices and potential improvements. Lastly,
examining the psychological factors, such as taxpayer trust and perceptions of
security, could offer a deeper understanding of how to build confidence in digital tax

systems and ensure their widespread success.
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