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ABSTRACT: With the innovation in tax administration 
services in Indonesia in the digitalization era, it is hoped that 
it can increase taxpayer compliance and is expected to 
continuously have a positive effect on state revenues. The 
purpose of this study is to analyze what are the strengths, 
weaknesses, opportunities and threats in the implementation 
of tax administration innovations in Indonesia in the 
Digitalization Era. The research method used is qualitative 
with a descriptive approach. The results of the study show 
that the strengths and opportunities that can be utilized are 
the reliability of human resources that have been fulfilled, as 
evidenced by the satisfaction index of DGT service users 
reaching a scale of 4.1. Technology that can still be developed 
is also a strength. The high participation of taxpayers in 
following the innovation policy of tax administration is a very 
big opportunity with the number of manual SPT users 
recorded which has decreased by 88.8% in the last five years. 
Weaknesses and threats encountered are the lack of 
maintenance on the server where server downs often occur 
during the deadline for reporting SPT. Taxpayers also 
admitted that they had not fully received directions on how 
to operate the new tax administration system. Taxpayers need 
to adapt to the digitalization that is being carried out. So it is 
the government's duty to pay extra attention to the 
understanding of taxpayers in the application of the digital tax 
administration system.  

Keywords: SWOT Analysis, Tax Administration Innovation, 
Digitalization Era. 
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INTRODUCTION 

The rapid development of technology makes all aspects must follow the flow and innovate so as 

not to be left behind. Technological developments have also changed global trends, ranging from 

an all-digital administration system to public services that are usually provided directly and can be 

enjoyed online through a mobile phone screen (Kudrle, 2021). In some developed countries and 

even developing countries, public sector organizations are still lagging behind and have not been 

able to make maximum use of technology to gain profits, especially in providing services to the 

public (Mergel et al., 2019). The tax authority is one part that plays an important role in the public 

sector and is in the spotlight in carrying out its institutional functions (Schauffel et al., 2021). High 
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expectations of public services in the taxation sector are expected by the community so that 

taxation also utilizes technology in providing services (Cheba et al., 2021). The technological 

developments referred to include digital payments, data-based currencies and technology 

infrastructure in effective and efficient services. Tax administration is the backbone in fulfilling 

taxation rights and obligations in order to run a legal business in each country. The role of the 

public sector in the field of tax administration must be able to adapt to technological innovations 

that have developed in the midst of thesector private (Bai et al., 2021) 

 

In the research conducted by (Barnay et al., 2018) related to tax authorities, from several countries 

in the world (21 countries) there are four important things that need to be paid attention to by the 

public sector in the field of tax administration to be able to encourage technological innovation to 

be able to run the function of public services well, namely firstly on interaction with taxpayers 

using digital technology (Wulandari, 2021). In this study, it was explained that the tax authority 

could create a channel digitalin responding to taxpayers' requests for tax services. There is easy 

access to public services in the field of taxation. The function of digitizing on a large scale can also 

be carried out by integrating taxpayer monitoring in the form of an integrated accounting 

management system architecture . With this technology function, data becomes centralized, 

workflows can be reviewed digitally in each department, starting from the audit process, tax 

collection, restitution process and others (Syafitri, 2018). The technology function can also help in 

terms of service customer, analyze tax non-compliance to be able to resolve tax collection issues. 

The second thing is data analysis, several tax authorities have carried out further data analysis 

functions in terms of mapping the importance of taxpayer compliance levels so that tax audit 

priorities can be formed. Several countries have also innovated by changing the way of conducting 

audits, collecting taxes and creating a monitoring system for taxpayer compliance . Several 

developed countries in Europe have implemented the tax innovation function by mapping the 

level of taxpayer liquidity, so that they were able to increase tax revenues by US$ 800 million and 

reduce operating costs by around US$ 8 million (Barnay et al., 2018).  

 

The third thing that needs to be paid attention to by the public sector in the field of tax 

administration is to be able to encourage technological innovation to be able to carry out the 

function of public services properly, namely procession automation. This includes the use of e-

filing, data checking automation, reminders, and other automation (Abdelfattah & Aboud, 2020). 

Currently the public sector is in the stage of reorganization in the digitalization process. They carry 

out the process of recruiting and training employees to be able to adapt to the use of digital 

technology in their business processes (Batrancea et al., 2019). But what happened was a shift in 

the function of the workforce by digitizing the entire business process without any help from 

humans. Several Asian countries are currently implementing innovation by doing automation. One 

example is the launch of an online machine to help speed up the digital justice process. This is to 

speed up the dispute process which usually takes a long time and is very inefficient (Adi, 2020; 

Rusli, 2019). Next, the fourth is talent management or human resource management. Most current 

tax authorities are still inadequate in terms of technology to understand the factors that influence 

HR excellence so that it has an impact on organizational health in assessing organizational 

governance. According to research (Barnay et al., 2018) as many as 60% of public organizations 

fail to carry out the transformation process due to the absence of clear directions and goals 

(McKinsey and Company, 2017).  
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In general, net tax revenues in 2020 reached Rp. 1,072.11 trillion or 89.43 percent of the 2020 State 

Budget target of Rp. 1,198.82 trillion. The realization of the tax revenue grew negative 19.55 

percent compared to the realization in 2019, slower than the growth in 2019 which was still able 

to grow slightly at 1.47 percent. The government has made two adjustments to the tax revenue 

target in the 2020 State Budget in response to the impact of the Covid-19 pandemic. The last 

adjustment was made through Presidential Decree No. 72 of 2020, the tax revenue target was 

adjusted to Rp1,198.82 trillion. However, until the end of 2020 the realization of revenue was only 

able to reach 89.43 percent of the target. 

 

Table 1 

Performance of 2016-2020 Tax Revenue Realization 

 
Source: Financial Report of DGT 2016-2020 

 The government has also focused on developing by utilizing technology, one of which is by 

accelerating digital transformation in government administration. The strategic activities 

carried out are providing base transceiver stations (BTS) in 3T villages, providing internet 

access, building national data centers, digital literacy, digital transformation of strategic sectors, 

digital technopreneurs, controlling the implementation of electronic systems, and supporting 

digitalization of education such as procurement of ICT tools. and learning media (Kementerian 

Keuangan, 2021). The Directorate General of Taxes is currently implementing tax reforms to 

provide optimal state revenue. One of the efforts made is by using a digital system in tax 

transactions (Anggraini et al., 2021; Sulistyowati et al., 2020). Tax administration innovations 

that are currently being implemented are the provision of services in NPWP registration (e -

registration), tax payment services (e-billing), and services in tax reporting (e-filing, e-form, e-

invoice), all of which have been can be done electronically (Hasanah & Indriani, 2013; Lintang 

et al., 2017). 

With the innovation in tax administration services, taxpayers are given convenience, get cost 

efficiency and get real time in terms of carrying out tax obligations which include registration, 

payment and tax reporting (Faúndez-Ugalde et al., 2020; Olivares, 2018). This ease of access to tax 

administration is expected to increase taxpayer compliance and is of course expected to have a 

positive effect on state revenues (Bahmid & Wahyudi, 2018). In this study, the author will find out 

what are the strengths, weaknesses, opportunities and threats in the implementation of tax 

administration innovations in Indonesia in the Digitalization Era. 

 

2016 2017 2018 2019 2020

With Oil and Gas Income Tax 1,105.97 1,151.03 1,313.32 1,332.66 1,072.12

Without Oil and Gas Income Tax 1,069.87 1,100.71 1,248.61 1,273.49 1,039.08
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METHOD 

This study uses a qualitative method, which according to Strauss and Cobin,  qualitative is a type 

of research that obtains findings whose results cannot be obtained by statistical means (Ghozali, 

2016; Sugiyono, 2019). The type of research is descriptive research, namely research that has the 

aim of describing, describing facts, properties and combining the phenomena to be studied 

including activities, attitudes, views and ongoing plots and the influence of a phenomenon or to 

determine the frequency distribution of a symptom that is mutually related (Silaen & Widiyono, 

2013). The concept in this study is to analyze the strengths of tax administration innovation 

activities in Indonesia, analyze the weaknesses and opportunities and challenges in implementing 

tax administration innovations in Indonesia. Data collection techniques were carried out starting 

from making observations at the Directorate General of Taxes of the Republic of Indonesia, 

followed by collecting data relating to state revenues and legal products produced during the tax 

administration innovation process and then conducting interviews with resource persons from 

various groups, starting from representatives tax officers, taxpayers to academics to strengthen the 

information obtained. 

 

RESULT AND DISCUSSION 

Era of digitalization has been one of the triggers for Volume III Tax Reform in Indonesia, which 

began in 2016. In addition to constantly updating tax policies, the tax administration system also 

participates in reforms along with the times and changing administrative dynamics. The 

government has planned an agenda for the Reform of the Tax Administration Core System 

(PSIAP), but in 2020 the COVID-19 pandemic hit the entire country, including Indonesia. Various 

impacts ranging from health to the economy must be faced. The very fast transmission of the virus 

makes tax services, which are still through face-to-face visits, now impossible. This has the effect 

of decreasing tax returns (SPT). Although tax reporting facilities have been provided through e-

filling and e-forms, there are still many taxpayers who are still accustomed to reporting taxes by 

getting direct face-to-face guidance from tax officials. The use of digital technology is not only 

focused on services, but also on supervision of taxpayers. This is done to make the tax 

administration information system easy, reliable, accurate, integrated and optimize services and 

supervision. 

 

Digitization carried out by the Directorate General of Taxes starts from taxpayer registration 

services to online payments and reporting with the following details: 

1. E-Registration. Is a taxpayer registration service that is done online. Regarding the registration 

procedure, the taxpayer identification number and/or inauguration of taxable entrepreneurs 

and changes to the data of taxpayers and/or taxable entrepreneurs with the system e-

registration regulated in the regulation of the director general of taxes number 24/PJ/2009 as 

last amended by Regulation Director General of Taxes number PER-02/PJ/2018 concerning 

the second amendment to the regulation of the director general of taxes number PER-

20/PJ/2013 concerning procedures for registration and granting of taxpayer identification 

numbers, business reporting and inauguration of taxable entrepreneurs, deletion of taxpayer 

identification numbers , and revocation of the inauguration of taxable entrepreneurs as well 

as changes to data and transfer of taxpayers. 

2. E-billing. It is an electronic tax payment service system where before the existence of e-billing, 

taxpayers are required to come to the designated bank to make payments and obtain proof of 

payment. Regarding the procedure for implementing the trial implementation of the electronic 
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tax payment system (billing system) in the state revenue module system, it is regulated in the 

Regulation of the Director General of Taxes number PER-47/PJ/2011 as last amended by 

the regulation of the director general of taxes number PER-05/PJ /2017 concerning 

electronic tax payments. 

3. E-filling. It is an electronic tax reporting service system. Previously, tax reporting was carried 

out by directly visiting the Domicile Tax Service Office following office hours by bringing the 

filled SPT form. But now tax reporting can be done anywhere and anytime. Regarding the 

procedure for submitting annual notification letters for individual taxpayers who use forms 

1770S or 1770SS by e-filling through the website of the directorate general of taxation 

(www.pajak.go.id) it is regulated in the Regulation of the Director General of Taxes number 

PER-39/PJ/2011 as the latest amended by the director general of tax regulation number PER-

1/PJ/2014 regarding the procedure for submitting annual notification letters for individual 

taxpayers who use forms 1770S or 1770SS by e-filling through the website of the directorate 

general of taxes (www.pajak.go.id). Furthermore, the director general of taxes issued an e-

form in 2017 which is included in the e-filling service. The e-form service has almost the same 

function as e-filling. In this service, taxpayers download the annual SPT formula first and can 

fill it out offline and then upload it when it is finished via the previous page. 

4. E-faktur, is an electronic system application provided by the DGT to make it easier for Taxable 

Entrepreneurs to make tax invoices in a uniform format and e-invoices provide services for 

making tax invoices electronically. This e-invoice is expected to save processing time. Before 

the existence of e-invoices, the creation of tax invoices manually and had a big chance of not 

being uniform in the format of tax invoices. The new e-faktur application was launched in 

2014 where the procedure for making and reporting tax invoices in electronic form is 

regulated in the director general of tax regulation number PER-16/PJ/2014 as last amended 

by PER-31/PJ/2017. 

 

In July 2021, the Directorate General of Taxes has also introduced four new analytical data-based 

applications to support supervision, namely Compliance Risk Management (CRM)Function 

Transfer Pricing (TP), Ability to Pay (ATP), Smartweb, and Dashboard Office Taxpayer (WP). 

Madya Tax Service (KPP) (Redaksi DDTCNews, 2021). The use of these technologies has been 

in line with trends in several countries. About 75% of the authorities have plans to continue 

working to move field inspections to digital. Nearly 60% of the authorities are expanding the 

application of innovative technology in calculating compliance levels and identifying when there 

is fraud or fraud in taxation (Organization for Economic Cooperation and Development, 2021). 

 

SWOT Analysis on Tax Administration Innovations in Indonesia 

SWOT analysis is a tool used to analyze companies from internal and external perspectives to 

produce strategies for the company (Cheng et al., 2021). SWOT Consists of Strengths, 

Weaknesses, Opportunities and Threats (Zhou et al., 2019). In this study, the company in question 

is the government agency of the Director General of Taxes as a policy maker (Jannah et al., 2017). 

Every organization has strengths and weaknesses in the functional areas of the business that can 

be used as the basis for the goals and strategy setting of an organization (Erawati & Wance, 2021). 

The author has conducted interviews with various parties, namely the Head of the section on 

counseling guidance and document management at the Directorate General of Taxes, Central 

Jakarta, interviews were also conducted with taxpayers who utilize tax administration innovation 

facilities as well as academics, tax lecturers at the STIAMI Institute of Social Sciences and 
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Management. The following is a SWOT analysis on the implementation of Tax Administration 

Innovations in Indonesia in the digitalization era. 

 

a. Strength 

Consists of internal factors that support the company in achieving a goal. These supporting factors 

can be in the form of resources, expertise or other advantages that may be obtained from financial 

sources, market advantages, image or good relations between policy makers and those who use the 

policy. An efficient tax administration system can change the basic process of taxpayer compliance. 

However, of course, human resources are still needed to be relied on in managing the Tax 

Administration System. With the increasing number of taxpayers, the use of technology in the tax 

administration system is a solution to simplify administrative complexities. So that later the tax 

authorities can reduce the need for human resources in managing the implemented system (Surya, 

2020). Every year the number of taxpayers has increased, although not significantly, but is 

increasing. If the tax administration process is still done manually, of course this must be balanced 

with increased Human Resources to assist registered taxpayers in fulfilling their tax obligations. 

However, because the current tax administration process has been adapted to the digital era, it is 

not something to worry about if the number of taxpayers continues to increase. On the contrary, 

it will be a great opportunity for state revenue from the tax sector. The following is data on the 

growth of taxpayers from 2016 to 2021: 

 

Table 2 

Number of Registered Taxpayers 2016-2021 

 
Source: Ministry of Finance of the Republic of Indonesia, 2021 

 

In the performance report of the Directorate General of Taxes for 2020, it was recorded that in 

Indonesia there were 46,305 DGT employees spread over 595 DGT offices. With details as many 

as 8,182 employees in the Sumatran region, 29,382 employees on the island of Java, 2,958 

employees in Kalimantan, 2,850 employees in Sulawesi and North Maluku, 1,997 employees in 

Bali and Nusa Tenggara and 852 employees in the Papua and Maluku regions. It was explained 

that the DGT service user satisfaction index had exceeded the target of 4.1 from the target of 4 

points (maximum scale of 5). If the percentage is achieved, the satisfaction index is 102.50%. The 

Directorate General of Taxes has also claimed that the achievement of the quality index for 

managing information and communication technology (ICT) systems is 118.83% (Direktorat 

Jenderal Pajak, 2020).  
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The International Monetary Fund, together with The Organization for Economic Co-operation 

and Development (OECD), the Intra-Eurpean Organization of Tax Administrations (IOTA) and 

the Asian Development Bank (ADB) have conducted a joint survey called the International Survey 

on Revenue Administration (ISORA). The types of technology that are currently developing and 

are used as aspects of a survey of innovative technology developments in the application of digital 

tax administration. 

1. Blockchain. A digital data storage system consisting of transaction record data or data spread 

over ainternet network multiserver. This data structure can be disseminated and managed 

globally at the same time of course with guaranteed information security. This technology has 

been widely used by banking, logistics, e-commerce companies, and including in the world of 

taxation. This will make it easier for taxpayers to pay taxes and can support the transparency 

of tax transactions in Indonesia. 

2. Robotic Process Automation (RPA). Technology that offers new ways of doing data analysis, risk 

management and can help improve performance efficiency. Many companies have utilized 

this technology in their work processes. Work processes that are done manually and repeatedly 

are no longer effective and take up a lot of time. 

3. Artificial Intelligence. The application of artificial intelligence technology can help examine large 

amounts of data and make it possible to carry out surveillance in the identification of 

suspicious transactions more practically. 

4. Chatbots. Technology in the form of conversation products using technology Artificial 

Intelligence (AI). This technology can connect between parties with the resulting discussion 

easy to learn and understand by users. 

5. Identification biometric. Technology to achieve transparency and accountability in financial 

transactions. Information can include fingerprint recording, iris scanning, and voice and face 

recognition. This technology has been applied in India in the field of taxation. 

 

The strength of the internal factors in this innovation is the presence of adequate Human 

Resources in terms of quantity and quality in carrying out administrative digitization. Good service 

has also been provided by the Tax authorities as a tax officer where this is evidenced by the 

taxpayer's statement saying that the innovations made are good and the services provided are good 

enough and the policies made are right on target. Taxpayers have also benefited from the 

innovation of tax administration, namely paying taxes is easier, there is no need to queue and the 

process is not difficult. Innovation in the field of taxation can still be developed with a wider scope.  

 

As information obtained by Bintang Perdana Putra as one of the delegates from DDTC at the 

International Tax conference in Mumbai. The proposed new idea related to the application of tax 

administration and regulation systems in the digital era was presented by the Director of Global 

Tax Policy Center at the Institute for Austrian and International Tax Law, WU (Vienna University 

of Economics and Business). Mr. Jeffrey Ownes stated that the traditional compliance model 

requires The completion time is quite long because various administrative processes must be 

passed. The process starts from recording accounting data, analyzing tax costs, filling out tax 

reporting forms, submitting tax reporting forms to waiting for the audit process by the tax 

authorities. Basically the process can be shortened by digital compliance model (Redaksi 

DDTCNews, 2019). 
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b. Weakness 

Includes internal factors that can hinder the company in achieving its goals. Inhibiting factors can 

be in the form of inadequate facilities, lack of funding sources, lack of ability to manage, inadequate 

marketing skills and poor company image. In the results of interviews that have been conducted, 

representatives from the tax authorities stated that they did not find any weaknesses in conducting 

tax administration innovations. This means that from facilities, sources of funds to the ability to 

manage and expertise in introducing innovations to the tax administration system, they are 

adequate. However, the author found different things in interviews with academics, he said that 

the weakness encountered was in the management of technology. In its use, several times the 

server was down so that it interfered with tax administration activities. This usually happens with 

the use of e-filling at crucial times, such as the deadline for reporting the Annual SPT.  

 

We also found weaknesses in socialization, which means in terms of introducing innovations made 

to taxpayers. The rapid development of technology must be accompanied by the rapid acceptance 

of all new information, especially related to digitalization. But unfortunately there are still many 

taxpayers who actually have difficulty in accessing these digital-based services. They are used to 

and comfortable with manual service so it is quite difficult to adapt to new things. Of course, this 

is the task of the tax authorities to be able to convey properly the procedures for applying programs 

related to digital innovation in tax administration. The difficulty of taxpayers adapting to this all-

digital change is also supported by data on the level of taxpayer compliance which is unstable every 

year. The following is data on taxpayer compliance from 2016 to 2020: 

Table 3 

Taxpayer Compliance Ratio Income Tax 

 
Source: Ministry of Finance, 2020 

 

From the data above, it can be seen that from 2016 to 2020, the level of taxpayer compliance has 

never reached the target set. Although quantitatively the realization of taxpayer compliance in the 

last three years has increased although not too much, namely in 2018 the realization was 71% then 

increased by 2% from the previous year to 73% in 2019. Furthermore, in 2020 there was an 

increase of 5% from last year to 78%. With the various innovations in the tax administration system 

in Indonesia, it is certainly expected to be able to encourage taxpayer compliance. This is because 

digitalization can provide convenience to taxpayers. But in reality, taxpayers also need to make 

adjustments and adaptations to the digitalization that is being carried out. So it is the government's 

duty to pay extra attention to the understanding of taxpayers in the application of the digital tax 

administration system. 
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c. Opportunity  

As external factors that support the company in achieving its goals. It can be in the form of changes 

in policy, technology, competition and the development of relations between policy makers and 

policy users. By utilizing digital technology in the tax administration system, it can help reduce or 

even eliminate human errors, operations backend in services to taxpayers, even with this 

digitalization it is no longer necessary to have a meeting between taxpayers and tax officers directly, 

considering the current covid virus. -19 is still ongoing. If it is necessary to have a meeting between 

the taxpayer and the tax officer, this can be done online. To be able to achieve this, the tax 

authorities must continue to make changes and organizational transformation in a sustainable 

manner by utilizing technology. In research conducted by  (Syafitri, 2018) shows that with the 

implementation of tax administration digitization services, the increase in taxpayer compliance 

with digitalization service users is proportional to the increase in taxpayer compliance. And the 

increase in taxpayer compliance ratio is proportional to tax revenue. The same thing is proven in 

research conducted (Wulandari, 2021) showing a positive influence from the implementation of e-

filling and e-invoicing on taxpayer compliance. 

 

This proves that there are more opportunities for tax revenue if the taxpayer has been able to adapt 

well to the digitalization of tax administration. Taxpayers who have understood and can take 

advantage of tax administration innovations tend to be more obedient to tax provisions. This is 

also the hope of tax officials, with the convenience of tax services, tax compliance and revenue are 

also expected to increase. Especially during the current pandemic, digitizing the tax administration 

system can help reduce the occurrence of virus transmission due to face-to-face meetings that were 

previously held when they wanted to report SPT. Volunteering in paying taxes because of the 

convenience was also conveyed by the taxpayers we interviewed. He said that the easy process of 

tax administration gives pleasure so that taxpayers are not burdened in the administrative process. 

The following is a summary of tax administration activities before and after the innovation in the 

tax administration system in Indonesia: 

Table 4 

Tax Services Before and After Tax Administration Innovation 

Types of Services Before Innovation After Innovation 
Product & Legal 

Basis 

Making NPWP 
Come directly to the 

tax office 

Can be accessed 

online 

E-Registration 

PER-02/PJ/2018 

Tax Payments 
Come directly to the 

Perception Bank 

Can be accessed 

online 

E-Billing 

PER-05/PJ/2017 

Tax Reporting 
Come directly to the 

tax office 

Can be accessed 

online 

E-Filling 

PER-1/PJ/2014 

Tax Invoice Making 

Manual. Potential 

for misuse of tax 

invoice 

Automatic. Cannot 

be misused 

E-Faktur 

PER-31/PJ/2017 

Source: Processed by Author, 2022 

 

It can be concluded that with the digitalization of the tax administration system, the tax service 

process becomes easier and more effective and efficient both in terms of time, effort and cost. 

Besides being able to improve service performance, digitizing tax administration can also solve tax 

problems at the local government level because currently there are still many fraudulent practices 
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and tax leakages and the weak mapping of tax potential. With digitalization, local governments can 

oversee various tax activities, as well as provide fast service. Currently, the benefits of innovation 

in the tax administration system have been felt. Gradually, taxpayers have taken advantage of the 

facilities provided as follows: 

Table 5 

Development of Submission of E-Filling, E-Form, E-SPT and Manual 

Year SPT 

Received 
e-Filling e-Form e-SPT SPT Manual 

2016 8.817.614 - 8.389.730 17.919.891 

2017 10.875.117 103.650 8.738.750 15.179.738 

2018 17.095.207 344.346 4.309.794 3.953.281 

2019 22.083.186 913.040 1.552.185 1.859.495 

2020 22.003.662 995.243 1.346.463 1.591.422 

Source: Directorate of Tax Data and Information, 2020 

 

From the data above, it can be seen that the use of manual tax returns from 2016 to 2020 has 

decreased, while the use of e-filing and e-forms has always increased every year. This is indeed the 

main goal of the Directorate General of Taxes in innovating tax administration in Indonesia. 

 

d. Threat 

External factors that hinder the company in achieving its objectives can be a new competitor, the 

market growth is slowing, technological changes, policy changes and increased bargaining power 

than the policy makers and policy. From all the conveniences and benefits that come from 

digitizing the tax administration system, there are also threats that must be faced, such as the 

opportunity for digital crimes (cybercrimes). Lack of understanding and competence in the field 

of digital technology and challenges during the transition period due to changes in the tax 

administration system (Redaksi DDTCNews, 2019). The tax authorities also fear for the damage 

to the server if it is not in the maintanance of good programs that have been run. The same thing 

was conveyed by representatives of academics who were interviewed by the author that it was 

necessary to gradually improve the system to reduce the chance of damage and even damage to 

the system by irresponsible people. As previously explained, taxpayers also experience difficulties 

in accessing digitization programs. With frequent changes to the system, taxpayers must adapt 

again to existing algorithms. The latest features that are presented to tax officers are certainly an 

achievement, but for taxpayers it is a threat, especially for taxpayers who are not familiar with 

everything technology-based. 

 

Technological developments must also be balanced with knowledge about technology itself. In 

this case, information is not only needed by human resources who are in the environment of policy 

makers, but information is also needed by taxpayers as policy users. Because the policies that have 

been made in practice will be used by taxpayers. It is a task that cannot be ignored by the 

government to continue to pay attention to the knowledge of taxpayers regarding the use of 

administrative system services in the digital era. The more taxpayers who understand the use of 

digital administration systems, the greater the potential to be able to improve taxpayer compliance. 

Increased taxpayer compliance will also provide an increase in tax revenue. 
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CONCLUSION 

Innovating the tax administration system in the digital era is a must. The acceleration of 

technological change must also be balanced with the ability to adapt, both by policy makers and 

policy users. Tax administration innovations carried out in Indonesia have been running well. 

Strengths and opportunities that can be exploited are in the form of adequate Human Resources 

to accompany the increasing number of registered taxpayers. The reliability of HR has also been 

met as evidenced by the satisfaction index of DGT service users of 4.1 from the target of 4 points 

(maximum scale of 5). Technology that can still be developed is also a force for tax administration 

innovation. The high participation of taxpayers in following the innovation policy of tax 

administration is a very big opportunity with the number of manual SPT users recorded which has 

decreased by 88.8% in the last five years. Weaknesses and threats were encountered, namely from 

the internal side of the tax office, they felt that there were no weaknesses, but according to 

academics and taxpayers they found that there was still a lack of maintenance on the server where 

often occurred server downs during the SPT reporting deadline. Taxpayers also admitted that they 

had not fully received directions on how to operate the new tax administration system. Taxpayers 

need to adapt to the digitalization that is being carried out. So it is the government's duty to pay 

extra attention to the understanding of taxpayers in the application of the digital tax administration 

system. The more taxpayers who understand the use of digital administration systems, the greater 

the potential to be able to improve taxpayer compliance. Increased taxpayer compliance will also 

provide an increase in tax revenue.  
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