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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh wajib pajak dan e-filing 

terhadap kepatuhan wajib pajak dan relawan pajak sebagai studi moderasi pada 

KPP Pratama Singosari dan KPP Pratama Batu. Penelitian dilakukan dengan 

menggunakan pendekatan kuantitatif dengan kuesioner sebagai instrumen 

penelitian. Sampel penelitian sebanyak 180 wajib pajak dengan menggunakan 

teknik pengambilan sampel insidental. Analisis data dilakukan dengan 

menggunakan moderated regression analysis dengan menggunakan program 

SmartPls-3. Hasil penelitian menunjukkan bahwa pemahaman perpajakan, e-filing 

dan relawan pajak berpengaruh positif signifikan terhadap kepatuhan wajib pajak. 

Relawan pajak tidak mampu memoderasi pengaruh pemahaman wajib pajak 

terhadap kepatuhan wajib pajak, namun mampu memoderasi pengaruh penggunaan 

e-filing terhadap kepatuhan wajib pajak. Hasil penelitian ini diharapkan dapat 

memberikan pengembangan teori perilaku terencana mengingat perilaku akan terus 

berubah seiring dengan perkembangan ilmu pengetahuan dan teknologi. Hasil 

penelitian juga diharapkan dapat menambah wawasan mengenai implementasi teori 

kepatuhan dalam kehidupan bermasyarakat khususnya yang berkaitan dengan wajib 

pajak. 

Kata kunci: understanding taxpayers, e-filing, tax volunteers, taxpayer compliance 
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ABSTRACT 

This research aims to analyze the influence of taxpayers and e-filing on taxpayer 

compliance and tax volunteers as a moderation study at KPP Pratama Singosari 

and KPP Pratama Batu. The research was carried out using a quantitative 

approach with a questionnaire as the research instrument. The research sample 

was 180 taxpayers using an incidental sampling technique. Data analysis was 

carried out using moderated regression analysis using the SmartPls-3 program. 

The research results show that tax understanding, e-filing and tax volunteers have 

a significant positive effect on taxpayer compliance. Tax volunteers are not able to 

moderate the influence of taxpayer understanding on taxpayer compliance, but are 

able to moderate the influence of the use of e-filing on taxpayer compliance. The 

results of this study are expected to provide the development of theory planned 

behavior considering that behavior will continue to change along with the 

development of science and technology. The results of the study are also expected 

to add insight into the implementation of compliance theory in social life, especially 

related to taxpayers. 

Keywords: understanding taxpayers, e-filing, tax volunteers, taxpayer compliance 

 



CHAPTER I 

 INTRODUCTION 

 

1.1 Background 

The Director General of Taxes of the Ministry of Finance explained that 

the realization of public or taxpayer compliance in reporting tax returns and 

paying taxes throughout 2022 reached 83.2%. (Santika, 2023). 

 

Figure 1.1 Tax Return Reporting Compliance Ratio 

Based on the figure above, it is known that the compliance ratio for 

reporting tax returns for the period 2017 to 2022 shows fluctuating figures. In 

2022, the compliance ratio for tax return reporting reached 83.2%, which was 

lower than the realization in 2021 which reached 84.07%. The researchers' 

initial observations showed that there were several problems at KPP Pratama 

Singosari and KPP Pratama Batu. First, there are still some taxpayers who do 

not understand in detail about taxation. Second, taxpayers are considered less 
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up to date when there are changes related to tax regulations. Third, there are 

still taxpayers who do not know about e-filing. Fourth, there are still taxpayers 

who do not understand the awareness of paying taxes and underestimate the 

sanctions when paying taxes late. Fifth, tax volunteers at KPP Pratama 

Singosari and KPP Pratama Batu have not shown their role optimally. Tax 

compliance is a very common problem faced by tax authorities in Indonesia 

and even in every country in the world. Efforts to improve taxpayer compliance 

have also long been a concern of tax authorities. Please note, that tax 

compliance is defined as the willingness of taxpayers to be able to submit and 

comply with the regulations and tax provisions that apply in a country. (Khozen 

& Setyowati, 2023).. 

This research shows that taxpayer compliance is influenced by several 

factors, including taxpayer understanding and the use of e-filing. (Anakotta et 

al., 2023).. 

Understanding taxpayers shows attitudes and behavior to carry out 

taxation rights and obligations in accordance with the provisions of laws and 

regulations because taxes are very important for national financing. (Romantis 

et al., 2020). Someone who has understood and understands taxation will 

increase their tax compliance. In the understanding process, taxpayers will 

know the entire process in taxation starting from owning an NPWP to reporting 

SPT as an understanding of tax regulations. This shows that taxpayer 

understanding affects taxpayer compliance (Malia et al., 2023). 

Regulation of the Director General of Taxes Number PER-1/PJ/2-14 

shows that e-filing is a way of submitting annual tax returns electronically 
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which is done online in real time through the website of the Directorate General 

of Taxes or Application Service Provider (ASP). (Kusumowardhani, 2021). 

The implementation of the e-filing system is expected to increase taxpayer 

compliance. This is because the use of e-filing will make it easier for taxpayers 

to report taxes. E-filing makes tax reporting simpler. Taxpayers can save costs 

and time because reporting can be done in real time so there is no need to visit 

the Tax Office. The benefits and convenience provided by e-filing provide 

satisfaction to taxpayers so that they are also more compliant (Pratami, 2022). 

On the other hand, there is another factor that is considered to moderate, 

namely tax volunteers. Through increased understanding of taxation, tax 

volunteers can assist the government in shaping future taxpayers who will be 

responsible for duty. It is hoped that tax volunteers will be able to prepare and 

explain taxes to taxpayers so that they know the benefits of e-filing. (Astuti et 

al., 2023).. Tax volunteers are considered to be able to increase the competence 

of taxpayers in carrying out tax obligations in the future, especially in the 

independent use of e-filing. Related to this, taxpayers will tend to be more 

compliant because of the perception of ease and usefulness (Darmayasa et al., 

2020). (Darmayasa et al., 2020). 

Based on several explanations about taxpayer understanding, the use of 

e-filing, taxpayer compliance and tax volunteers; previous research that shows 

inconsistent results; and problems at KPP Pratama Singosari and KPP Pratama 

Batu, this research is important to do. The results of this research will be useful 

for the wider community and specifically for KPP Pratama Singosari and KPP 
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Pratama Batu so that they can determine strategies or efforts to improve 

taxpayer compliance. 

Based on research conducted Permadi & Mauludi, (2023)Based on 

research conducted by Permadi & Mauludi, (2023), the results show that tax 

understanding through tax volunteers has a significant effect on taxpayer 

compliance. While the study conducted by Anakotta et al., (2023)obtained the 

result that the role of tax volunteers strengthens the effect of the application of 

the e-filing system on taxpayer compliance. Someone who understands 

taxation and is supported by the role of tax volunteers in reminding and 

socializing the importance of taxes, has an impact on the level of taxpayer 

compliance. Tax volunteers have a role to collect and remind each taxpayer to 

comply with applicable regulations. The tax volunteer program provides 

assistance to taxpayers in filling out the Annual Tax Return through e-filing 

which is carried out both online and offline with the target of empowering 

taxpayers so that in the following year they are able to submit their own tax 

return without being accompanied. (Apriliasari et al., 2022).. Referring to a 

study conducted by Agriyanto et al. (2022). tax reporting assistance efforts at 

the Tax Office carried out by tax volunteers have a role in improving taxpayer 

understanding. 

There are several previous studies that examine taxpayer 

understanding, the use of e-filing, taxpayer compliance and tax volunteers. 

Research, Anakotta et al. (2023) shows that the application of the e-filing 

system and understanding of taxation has a significant positive effect on 

taxpayer compliance and the role of tax volunteers strengthens the effect of the 
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application of the e-filing system on taxpayer compliance, but the role of tax 

volunteers does not moderate the effect of tax understanding on taxpayer 

compliance. Research, Astuti et al. (2023) shows that the application of the e-

filing system has no significant effect on taxpayer compliance. On the other 

hand, research, Darmayasa et al. (2020) shows that the application of e-filling 

and the role of tax volunteers have a positive and significant effect on 

individual taxpayer compliance, but there is an insignificant effect on 

moderating the role of tax volunteers on the application of e-filling on 

individual taxpayer compliance. The three previous studies showed 

inconsistent research results. Thus, this study will examine in depth the effect 

of taxpayer understanding and the use of e-filing on taxpayer compliance with 

tax volunteers as moderating variables.  

Based on the initial study conducted by the research, it is known that 

most taxpayers want fast and precise tax processes and services. Taxpayer 

compliance in carrying out their obligations must be supported by systems and 

procedures that are easy, effective and efficient. However, in practice there are 

still many taxpayers registered at KPP Pratama Singosari and KPP Pratama 

Batu who still have difficulties in utilizing tax system services due to lack of 

socialization. Not all taxpayers understand using e-filing for tax reporting. 

Based on the description above, researchers are interested in discussing 

related to taxpayer understanding, e-filing usage, taxpayer compliance and tax 

volunteers. Related to this, research with the title "The Effect of Taxpayer 

Understanding and Use of E-Filing on Taxpayer Compliance with Tax 
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Volunteers as Moderating Variables at KPP Pratama Singosari and KPP 

Pratama Batu", this needs to be done. 

1.2 Problem Formulation 

Based on the background of the problems that have been described, the 

problem formulations that will be studied in this study are: 

1. Does understanding of taxpayers affect taxpayer compliance at KPP 

Pratama Singosari and KPP Pratama Batu ? 

2. Does the use of e-filing affect taxpayer compliance at KPP Pratama 

Singosari and KPP Pratama Batu ? 

3. Does tax volunteerism affect taxpayer compliance at KPP Pratama 

Singosari and KPP Pratama Batu? 

4. Do tax volunteers moderate the effect of taxpayer understanding on 

taxpayer compliance at KPP Pratama Singosari and KPP Pratama   

Batu ? 

5. Do tax volunteers moderate the effect of e-filing use on taxpayer 

compliance at KPP Pratama Singosari and KPP Pratama Batu ? 

1.3 Research Objectives and Benefits 

1.3.1 Research Objectives  

Based on the problem formulation described above, the objectives 

of this research are to: 

1. To analyze the effect of taxpayer understanding on taxpayer compliance 

at KPP Pratama Singosari and KPP Pratama Batu. 

2. To analyze the effect of e-filing use on taxpayer compliance at KPP 

Pratama Singosari and KPP Pratama Batu. 
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3. To analyze the effect of tax volunteers on taxpayer compliance at KPP 

Pratama Singosari and KPP Pratama Batu. 

4. To analyze the effect of taxpayer understanding on taxpayer compliance 

at KPP Pratama Singosari and KPP Pratama Batu which is moderated by 

tax volunteers. 

5. To analyze the effect of e-filing use on taxpayer compliance at KPP 

Pratama Singosari and KPP Pratama Batu which is moderated by tax 

volunteers. 

1.3.2 Research Contribution 

The benefits of this research are as follows: 

1. Practicall Contribution 

a. For the Directorate General of Taxes 

Through this research, it is expected to obtain the results of decision-

making materials in an effort to improve taxpayer compliance, 

through increased understanding, application of e-filing and tax 

volunteers. This research is also expected to be an evaluation 

material for the DGT in implementing e-filing socialization in the 

hope that all taxpayers can use it properly. 

b. For KPP Pratama Singosari and North Malang 

This research is expected to be used as a source of input for the 

Singosari Primary Tax Service Office (KPP) and the Batu Primary 

Tax Service Office (KPP) and the Directorate General of Taxes, in 

formulating policies in the field of taxation by considering factors 

that influence taxpayer compliance. 
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c. For the Community or Taxpayer 

This research is expected to increase taxpayer awareness about the 

importance of complying with tax obligations. This study is also 

expected to determine the level of understanding of taxpayers as an 

effort to improve compliance.  

d. For Tax Center 

This research is expected to be a material in decision making related 

to the implementation of the tax volunteer program and the use of e-

filing. In addition, it is hoped that the e-filing manager can make 

developments and continue to evaluate the difficulties of taxpayers 

in utilizing e-filling, in order to facilitate users in reporting tax 

returns so that it is hoped that compliance will be improved.  

2. Theoreticall Contribution 

a. For Science Development 

Useful for the field of taxation & practicum, tax accounting & 

practicum, as a complementary reference material for literacy that 

will be used for those in need. The results of this study are expected 

to provide the development of theory planned behavior considering 

that behavior will continue to change along with the development 

of science and technology. The results of the study are also expected 

to add insight into the implementation of compliance theory in 

social life, especially related to taxpayers. 
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b. For Research Development 

The results of this study are expected to be reference material and 

additional knowledge so as to complement the shortcomings of this 

study. The results of the study are expected to contribute to 

improving and contributing to the development of theory planned 

behavior and compliance, especially taxpayer compliance.  

 



CHAPTER V 

CONCLUSIONS AND SUGGESTIONS 

5.1. Summary 

Based on the results and discussion in the previous chapter, the following 

conclusions can be obtained: 

1. Understanding taxpayers has a significant positive effect on taxpayer 

compliance at KPP Pratama Singosari and KPP Pratama Batu. 

2. The use of e-filing has a significant positive effect on taxpayer 

compliance at KPP Pratama Singosari and KPP Pratama Batu. 

3. Tax volunteers have a significant positive effect on taxpayer compliance 

at KPP Pratama Singosari and KPP Pratama Batu. 

4. Tax volunteers do not moderate the effect of taxpayer understanding on 

taxpayer compliance at KPP Pratama Singosari and KPP Pratama Batu. 

5. Tax volunteers moderate the effect of e-filing use on taxpayer compliance 

at KPP Pratama Singosari and KPP Pratama Batu. 

5.2. Research Limitations 

The limitations of researchers in this study are as follows: 

1. This study uses a quantitative method by collecting data using a 

questionnaire, so respondents may answer randomly and are often not 

careful in filling out the questionnaire. With that it can affect the quality 

of the data obtained 

2. The object of this research is limited to individual taxpayers registered at 

KPP Pratama Singosari and KPP Pratama Batu. 
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3. Factors that influence tax compliance are limited to tax understanding, 

use of e-filing and tax volunteer. Where there are still many possible 

factors that can affect taxpayer compliance. 

5.3. Suggestions 

Based on the results of the research and evaluation, the suggestions in this 

study are as follows: 

1. For further researchers, it is recommended that when collecting data using 

interview techniques directly to respondents, so that researchers get more 

accurate and quality information. 

2. This research was conducted only on taxpayers registered at KPP Pratama 

Singosari and KPP Pratama Batu, so it is hoped that further researchers 

will develop research using a broader study and add other factors that may 

affect taxpayer compliance. 

3. For future researchers, they can add and use other variables such as tax 

knowledge variables. (Hardika et al., 2021), enforcement and penalties 

(Rahayu et al., 2021), and education. 
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