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Abstract 

Purpose: The purpose of our study is to explain that 

satisfaction in some features of e-tax system can increase the 

perception of service tax climate toward tax institution. In the 

era of modern technology, taxpayers assess tax institution 

services through the e-tax system, rather than face-to-face 

services. The e-tax system represents Director General of Taxes 

(DGT) services to taxpayers in the digital era. 

Design/methodology/approach: The method of data 

collection uses a survey in 2019 with a total sample of 94 

taxpayers from the cities of Surabaya, Jakarta, Denpasar, and 

Semarang who have used the e-tax system at least three times. 
The analysis technique used SEM with WarpPLS software. The 

results showed that e-tax system satisfaction related to privacy-

security and convenience of life affected the perception of 

service tax climate. 

Findings: We found that the system's security risk was the 

most important indicator of privacy-security, according to the 

taxpayers. We also found that indicator of "can be used anytime 

and anywhere" was significant to the taxpayers, especially to 

the respondent of Millennials and X generation in our study. We 

also found that privacy-security, job productivity, and 

convenience of life affect overall e-tax satisfaction. 

Practical implications: The research offers insights to the 

tax institution who should focus to enhance more rapid 

response in e-tax system so that the problems of taxpayers 

could be resolved effectively and efficiently.  

Originality/value: This is the first study that examines the 

influence of e-tax satisfaction, in terms of privacy-security, job 

productivity, and convenience of life, to the perception of 

service tax climate toward the tax institution. 

DOI: 10.32602/jafas.2019.35 



Journal of Accounting, Finance and Auditing Studies 5/4 (2019): 15-34 
 

  16 

 

1. Introduction 

The e-tax system represents tax institution services to taxpayers in the digital era. In the era of 

modern technology, taxpayers evaluate the services of the Director General of Taxes (DGT) 

through the e-tax system used by taxpayers, instead by face-to-face services. DGT concentrates 

on improving the quality of the e-tax system to increase the satisfaction of taxpayers (Alghamdi 

& Rahim, 2016). Taxpayer satisfaction is an essential factor for the success of quality and e-tax 

use (Saha et al., 2010). By providing good quality of e-tax services, this reflects that the DGT cares 

about the needs of taxpayers (Chen, 2010). Along with the development of technology, DGT 

continues to strive for digital transformation, both to improve service quality and improve the 

effectiveness of the supervision of taxpayer compliance. Taxpayers evaluate the DGT services are 

excellent and service-orientation through e-tax services, whether e-tax can keep taxpayers data, 

websites can be accessed quickly, and little effort is needed to complete the tax obligations with 

the system.  

The purpose of our study is to explain that satisfaction in some features of e-tax system can 

increase the perception of service tax climate toward DGT services. We believe that increasing of 

e-tax satisfaction will also increase the assessment of service climate towards DGT as a tax 

institution. The service climate is based on trust, and the relationship between tax officers and 

taxpayers described as "service and clients" means that they work together based on applicable 

rules and standards (Gangl et al., 2012). Gangl et al. (2012) stated that the tax authority views 

taxpayers as clients and has the right to receive professional, fair, and comprehensive services. 

The work of tax officers is more customer-oriented that help and support taxpayers to fulfill their 

obligations (Muehlbacher et al., 2011). On the other hand, taxpayers will not try to avoid but will 

carry out their obligations (Gangl et al., 2012).  

There are three features of e-tax system in this study, which are privacy-security, job productivity, 

and convenience of life, that affect the perception of service tax climate. First, in the e-tax system, 

privacy-security is the most essential thing because taxpayers are concerned that their personal 

information is seen, taken, and even misused by third parties (Berdykhanova et al. 2010; Yildiz & 

Topal, 2017). Taxpayer confidence in online systems positively influences perceptions of 

information systems and the quality of the system (Chen et al., 2015). If the e-tax system 

perceived to be trusted, the satisfaction level of the taxpayer would be higher. Also, the level of 

involvement of the taxpayer will be higher hence allowing cooperative behavior towards the tax 

authority (Berdykhanova, 2010). Second, the e-tax system makes it easy for taxpayers. The 

taxpayers are more productive in their lives. Internet use has a direct impact on productivity 

(Pinho et al., 2011). A system is considered useful if it can perform the expected tasks, and it will 

give benefit to users by increasing work productivity (Chen et al., 2015). The e-tax system 

effectively provides public services to citizens and increases productivity (Bhuasiri et al., 2016). 



Journal of Accounting, Finance and Auditing Studies 5/4 (2019): 15-34 
 

  17 

 

Job productivity is also an important factor in determining community satisfaction using e-tax in 

Turkey (Lee et al., 2008). Third, increase in comfort is evidence that shows how beneficial the e-

tax system is (Chen et al., 2015). Convenience can affect user satisfaction through the services 

provided (Alghamdi & Rahim, 2016). Pinho et al. (2011) also argue that convenience plays a vital 

role in online-based technology because taxation services are provided and accessed in real-time 

from any location. According to Chan et al. (2010), if the e-tax is comfortable to use, then the user 

will feel satisfied. The primary purpose of the application of e-government platform is to improve 

the delivery service provided by the government at the amenities of citizens (Alibraheem & 

Abdul-Jabbar, 2016).  

The contribution of this study is the first study that examines the influence of e-tax satisfaction, 

in terms of privacy-security, job productivity, and convenience of life, to the perception of service 

tax climate toward DGT tax institution. In the e-tax service, the taxpayer will not face tax officers 

directly. However, the quality of e-tax services can change the behavior of taxpayers (Yildiz & 

Topal, 2017). High satisfaction with e-tax service quality affects trust directly (Islam et al., 2012). 

In an e-tax system evaluation interview in Indonesia in 2017, respondents said that they needed 

a more rapid response so that problems could be resolved effectively and efficiently rather than 

the friendliness of tax officers in face-to-face interaction using conventional methods. 

Besides, this study also examined the effect of privacy-security, job productivity, and convenience 

of life on overall e-tax satisfaction. Santhanamery & Ramayah (2018) found a strong relationship 

between privacy-security and user satisfaction. Privacy and security of personal information are 

essential in the e-tax system (Alghamdi & Rahim, 2016). There is a positive relationship between 

productivity and user satisfaction because the internet is considered a useful technological tool 

(Isaac et al., 2018). Chan et al. (2010) found a significant influence between e-government users' 

convenience and satisfaction.   

2. Literature review 

2.1 Technology Acceptance Model (TAM) 

According to TAM, the use of technology is influenced by the user's motive, which is affected by 

usage behaviors (Seyal et al., 2002). TAM is developed for predicting individual adoption and new 

Information Technology (IT) use and declaring that individual behavioral intentions to use a 

technology is determined by two believes: perceived usefulness and ease of use (Venkatesh & 

Bala, 2008). Ease of use is defined as someone's belief to use the new system as free of effort. 

While perceived usefulness is defined as someone's belief to use a new system that will increase 

its user's job performance (Ozgen & Turan, 2007). In Hammouri & Abu-Shanab's (2017) research, 

they use TAM's two main constructs to assess the users' satisfaction of the e-tax system. TAM's 

main hypothesis is that the actual use of Information Technology (IT) is a function of the 

behavioral intention, which is dependent according to the individual user's behavior (Bojuwon et 
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al., 2017). TAM's effectiveness can be used to predict the user's behavior (Isaac et al., 2018). 

Positive user's behavior causes the user feels satisfied. This is supported by Isaac et al. (2018), 

which found TAM can predict its user's satisfaction. Because the focus of this research is e-tax, 

which is considered as an innovative technology so that the provided system has a vital role in 

determining the e-tax admission system (Wu & Chen, 2005). This means that convenience of life 

and job productivity is the basic measurement to measure e-tax satisfaction according to TAM 

theory. 

2.2 Slippery Slope Framework 

One of modern society's characteristics is having high voluntary cooperation rate to tax 

regulations (Van Dijke & Verboon, 2010). Efforts to increase voluntary cooperation have become 

an interesting research topic for many fields of knowledge such as economy, psychology, and 

sociology for the last 50 years (Kirchler et al. 2008). There is one theory that is often used as a 

framework for research about tax compliance i.e., slippery slope framework (Kastlunger et al., 

2013; Prinz et al., 2014). Kirchler et al. (2008) try to integrate economic and psychological factors 

into the slippery slope framework. Graphically, there are three dimensions in the slippery slope 

framework, namely tax authority power, tax authority trust, and taxpayer compliance (Kirchler 

et al., 2008). The dimension of tax authority power aggregates economic deciding factors and is 

determined by taxpayers' perception about the tax authority's ability to detect and penalize tax 

evaders (Gangl et al., 2015). The trust dimension to tax authority includes a psychological basis 

of taxpayers' compliance and the result of the taxpayers' general opinion that tax law is clear and 

easy to follow, and that tax authority works fairly and friendly for the public interest (Gangl et al., 

2015). Tax authority trust is the basis of service tax climate and is marked with relationships such 

as "service and clients" which means that tax authority and taxpayers cooperate according to 

applicable rules (Gangl et al., 2015). Kircheler et al., (2008) explain that if taxpayers’ trust level to 

the tax authority is low and the power of tax authority is weak, the taxpaying rate will be low and 

thus increasing tax evasion. On the other hand, if the taxpayers’ trust level to the tax authority is 

increasing, the taxpaying rate will also be increased (Wahl et al., 2010). Voluntary taxpaying 

originated from trust given from taxpayer and taxpayer's duty because they are committed to the 

law (Wahl et al., 2010). 

2.3 Indonesia Government Policies on E-tax Systems  

One of DGT e-tax services that shows digital transformation and is widely used by taxpayers is 

DGT Online. DGT Online is a digital service that can be accessed through the internet in real-time. 

At the beginning of the Regulation of the Director General of Taxes of Indonesia Number PER-

05/PJ/2015, it is said that in order to enforce provisions of article 26 of Minister of Finances 

Regulations Number 243/PMK.03/2014 about Tax Return and adjust with the IT development as 

well as improve the service and give convenience to the taxpayers in delivering tax returns, it is 
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necessary to enact a rule about Electronic Tax Return Provider. Furthermore, in the Regulation 

of the Director General of Taxes of Indonesia Number PER-04/PJ/2019 states in order to achieve 

the level of effectiveness and efficiency in the implementation of public service standards and 

improve services for taxpayers deemed necessary to provide convenience in implementing tax 

rights and obligations, it is necessary to enact a rule about Integrated Tax Service Agency (ITSA). 

Table 1: Government Policies on Online Tax Systems 

The obligation of 

electronic tax return 

provider to pay 

attention to every 

taxpayer's privacy-

security. 

Electronic tax return provider should 

guarantee electronic tax return data privacy; 

guarantee service availability; guarantee that 

owned system apply a standard that includes 

authentication confidentiality, integrity, and 

non-repudiation, do reparation for technical 

problems or interruption that causes failure 

in electronic tax return delivery. 

Article 6 number 

4 of Regulation of 

the Director 

General of Taxes 

of Indonesia 

Number PER-

05/PJ/2015 

The facilities that the 

DGT gives to 

taxpayers through 

certain tax services at 

ITSA. 

Tax service activities through ITSA include 

tax identification number registration via 

online, reprinting tax identification number 

cards for individual taxpayer, e-FIN 

activation, making billing codes, assistance 

with checking taxpayer status online, tax 

consultations through “kring pajak”, and 

assistance to taxpayers in fulfilling their tax 

rights and obligations online. 

Article 3 number 

1 of Regulation of 

the Director 

General of Taxes 

of Indonesia 

Number PER-

04/PJ/2019 

Sources: Republic of Indonesia (2015), (2019). 

2.4 Perception of Service Tax Climate 

Service tax climate is signified by positive environments between tax authorities and taxpayers 

from existing mutual respect and cooperation (Gangl et al., 2013). Perception of service tax 

climate is a perception from taxpayers that consider tax authority reliable, supportive, and 

competent so that it leads to service and client relationship (Lozza & Castiglioni, 2018). Tax 

authority sees taxpayers as clients and expects to get a service that is professional, just, and 

supportive so that taxpayers tend to voluntarily cooperate (Gangl et al., 2015). According to 

Hofmann et al., (2014), the higher the taxpayers' trust, the higher the voluntary cooperation 

increases. With the existence of voluntary cooperation, service tax climate will be formed (Gangl 

et al., 2015). With the existence of service tax climate, taxpayers will feel that there is a just 

taxpaying system and taxpayers’ trust that they are treated justly (Lozza & Castiglioni, 2018). 
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2.5 Hypothesis Development 

Alghamdi & Rahim (2016) define privacy-security as user's perception that their private 

information is protected and not disclosed to third party as well as free from risk and doubt 

during the service process. Connolly et al. (2010) define privacy-security as an extent of site 

security and an extent to which the site can protect the taxpayers' information. According to Hu 

et al. (2009), security means citizens' perception of how far private information will be guarded 

and protected from third parties. To Rehman & Esichaikul (2012), security means ensuring that 

citizens’ private information is kept secret and enable them to do an online transaction safely.  

Privacy-security represents e-tax characteristics in data protection by not disclosing the users' 

data. Privacy and personal information security are important things in the e-tax system 

(Alghamdi & Rahim, 2016). Santhanamery & Ramayah (2018) finds that there is a strong 

relationship between privacy-security and the users' satisfaction. The users also rate the privacy-

security attribute, which is the most important attribute compared to other attributes 

(Santhanamery & Ramayah, 2018). Generally, taxpayers are worried about the security of their 

private information (Rehman & Esichaikul, 2012). The users' concern to the e-tax system is due 

to the risk that their private information might be exposed to other parties (Yıldız & Topal, 2017). 

According to Pinho et al. (2011), taxpayers want a privacy policy, and security must be clear on 

the website by stating that they are entering a safe website. Lack of privacy and security tends to 

affect the satisfaction of e-tax users and taxpayers' trust (Alanezi, 2011). If the e-tax system can 

be trusted, then the taxpayers' satisfaction will increase, and the taxpayers' cooperative behavior 

will also increase (Berdykhanova, 2010); therefore, taxpayers' service tax climate perception to 

the tax authority also increases. According to Gangl et al., (2015), taxpayers’ cooperative behavior 

are related to the increasing of perception of service tax climate to the tax authority. 

H1: E-tax satisfaction in privacy-security (PS) affects to service tax climate perception (SC) 

H2: E-tax satisfaction in privacy-security (PS) affects to the overall e-tax satisfaction (US) 

Job productivity is increasing productivity after using e-tax system (Lee et al., 2008). According 

to Alibraheem & Abdul-Jabbar (2016), job productivity means using the e-tax system to achieve 

better performance. Productivity can also be seen from how far a system would improve its 

performance and efficiency as well as give benefits (Algamdi & Rahim, 2016). According to 

Hammouri & Abu-Shanab (2017), job productivity is the users' trust that the e-tax system will be 

useful to their job, safe time, and increase performance. 

Generally, users are aware of the risk of the e-tax system. Nonetheless, the benefits gained to 

reduce the risk perception and increase trust rates (Hung et al., 2013). In Bhuasiri et al. (2016)'s 

research, it is found that the e-tax system can make a report and tax payment are more useful 

compared to a conventional way. Job productivity is an important factor in determining people's 

satisfaction in Turkey on e-tax usage (Lee et al., 2008). There is a positive relationship between 
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productivity towards users' satisfaction because the internet is considered as a useful instrument 

of technology (Isaac et al., 2018). Chen et al. (2015) have a different opinion that the more useful 

a system is, the more satisfied the users are. To increase the users' satisfaction, system provider 

has to improve the benefits (Isaac et al., 2018). If e-tax system increases the users' effectiveness, 

it will increase the trust towards e-tax system provider (Yildiz & Topal, 2017); therefore, service 

tax climate perception towards tax authority as e-tax system provider will also increase. The trust 

towards the tax authority is the basis for service tax climate. It is marked by relationships such as 

"service and clients," which means that the tax authority and taxpayers are working together 

according to the applicable rules (Gangl et al., 2015). 

H3: E-tax satisfaction in job productivity (JP) affects to service tax climate perception (SC) 

H4: E-tax satisfaction in job productivity (JP) affects to the overall e-tax satisfaction (US) 

Lee et al. (2008) define convenience of life as a system that makes life easier. Chen et al., (2010) 

argues that convenience means an ability to operate the e-tax system with low difficulty level and 

taxpayers' perception about time and effort that are needed for using e-tax technology. 

Convenience is considered as a simplification process through IT (Alghamadi & Rahim, 2016). 

Rehman & Esichaikul (2012) define how far someone believes that using specific systems can be 

free from mental and physical efforts. Convenience also means how far the users free from efforts 

(Ramayah et al., 2009). With the existence of convenience, users can find needed information 

without difficulties (Rahman et al., 2017). 

Along with era development, convenience is a thing that is always wanted. Chan et al. (2010) 

found a significant influence between convenience and satisfaction among technology users. In 

their research, Lee et al., (2008) found that convenience is a feature that affects mandatory 

satisfaction of taxpayers in using the e-tax system and is an important thing because they want to 

find information quickly and in an adequate manner. The users' view that the easiness of e-tax 

system will make the users feel satisfied (Zaidi et al., 2017); and the easier the system is used, the 

higher the users’ satisfaction (Isaac et al., 2018). The users who believe that the system provider 

can give an amenity to the website will cause the users’ perception toward the system quality 

(Chen et al., 2015). The good service quality system and the treatment toward the taxpayers as 

clients are strategies to improve the tax compliance (Gangl et al., 2013). Slippery slope framework 

combines psychological and sociological factors to investigate tax compliance that will determine 

the tax behavior and tax climate of a state or country. Therefore, it can be concluded that the 

service tax climate will be realized by the e-tax satisfaction system. 

H5: E-tax satisfaction in convenience of life (CF) affects to service tax climate perception (SC). 

H6: E-tax satisfaction in convenience of life (CF) affects to the overall e-tax satisfaction (US).  
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Figure 1: Research Analysis Model 

 

3. Research Method 

3.1 Population and Criteria Sample 

The population of this research is divided into three groups: taxpayers that have 

retail/production business, service/profession occupations, and employees who are domiciled in 

Jakarta, Surabaya, Semarang, and Denpasar who have already used e-tax (e-registration, e-filing, 

e-billing, and e-tax return). The sample of this research is 94 respondents consist of 55% of 

Millennials, 39% of X generation, and the other is Baby Boomers. The sampling technique used is 

quota sampling with criteria: 1) the total of male and female respondents are equal; 2) the 

respondents represent the recording method and bookkeeping method; 3) the respondents 

understand the prevailing Indonesian e-tax system which is seen from having used e-tax for at 

least 3 times; 4) the respondents represent Jakarta, Surabaya, Semarang, and Denpasar; 5) the 

respondents represent the businesses mentioned above. 

3.2 Variable and Measurements 

The measurement scale used for privacy-security, job productivity, convenience of life, e-tax 

satisfaction, and service tax climate in this research is 7-point scale ranging from "strongly 

disagree" up to "strongly agree." The privacy-security indicators are the data protection 

(Bojuwon et al., 2017), benefit and risk comparison (Rahman & Esichaikul, 2012), and trust 

towards website (Chen et al., 2015; Gupta et al., 2016). The indicators for job productivity are 

early settlement (Bojuwon et al., 2017), launch web speed (Connolly et al., 2010), a system that 

does not crash (Connolly et al., 2010), and web loading speed (Connolly et al., 2010). The 

indicators for convenience of life are business mobilization (Chen et al., 2015), anytime and 

anywhere (Alghamdi & Rahim, 2016), languages used in the web (Zaidi et al., 2017), and 

compatibility with any browser (Lee et al., 2008). The indicators for service tax climate are 

treatments as clients (Gangl et al., 2015) and service orientation (Gangl et al., 2015). The 

indicators for overall e-tax satisfaction are measured by using level of satisfaction (Zaidi et al., 

2017) and a satisfying feeling (Zaidi et al., 2017) in using e-tax. 
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3.3 Instrument and Questionnaire 

The privacy-security questionnaire is modified from Bojuwon et al. (2017) to measure data 

protection and trust towards the website as well as modifying questions from Rehman & 

Esichaikul (2012) research to measure benefit and risk comparison. Questionnaire related to job 

productivity to measure faster solution is a combination of the researches of Bojuwon et al. 

(2017) and Rehman & Esichaikul (2012); while the web launch speed, systems that do not crash, 

and the loading speed are adopted from the research of Connolly et al., (2010). The questionnaire 

related to convenience of life is used to measure the business mobilization which is modified from 

Chen's et al. (2015) research while indicators of any time and anywhere is adopted from 

Alghamdi & Rahim (2016) research, web language is adopted from Zaidi's et al. (2017), and 

compatibility with any browser is adopted from Lee's at al. (2008) research. The questionnaire 

related to service tax climate is adopted from Gangl's et al., (2015). The questions related to 

overall e-tax satisfaction are modified from (Zaidi et al., 2017). The research questionnaire can 

be viewed on table 2.  

Table 2. The Survey Questions 

PS1 The e-tax system protects transaction data. 

PS2 The benefits outweigh the risks when using e-tax system services. 

PS3 Hackers cannot intrude the e-tax system and steal my personal information stored on 

the e-tax system. 

PS4 I believe in the security of the e-tax site (DGT Online). 

PS5 I believe in the security of the e-tax ASP (Application Service Provider) site of DGT 

partners, such as OnlinePajak, BRI, Pajakku, and Sarana Prima Telematika. 

JP1 Using e-tax allows me to complete filling out taxes and payments quickly. 

JP2 The e-tax site’s launch speed is fast. 

JP3 The e-tax site does not crash when I use it. 

JP4 E-tax services can save my time, compared to manual methods. 

JP5 E-tax sites load web pages quickly. 

CF1 I do not need to spend too much effort to complete e-tax filling. 

CF2 I can use the e-tax system whenever and wherever I am. 

CF3 The language on the e-tax site to me is clear and easy to understand. 

CF4 The e-tax site function properly with a variety of web browsers. 

US1 Using e-tax is a pleasant experience for me. 

US2 I am satisfied with my overall e-tax experience. 

SC1 Tax Officers treat Taxpayers as clients. 

SC2 Relations between tax officers and taxpayers, such as companies and clients. 

SC3 The relationship between tax officers and taxpayers is service-oriented. 
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3.4 Method of Analysis 

This research is using Partial Least Square (PLS) which is a part of Structural Equation Modeling 

(SEM) that is to do a track analysis with latent variable and have higher flexibility to researchers 

to connect between theories and data (Ghozali, 2014). To measure research instrument 

reliability, composite reliability score > 0.70 and Cronbach's alpha > 0.60 (Kock & Lynn, 2012). 

The value of square roots of AVE is declared meeting the standard if it is higher than other 

variable values (Kock, 2017). 

4. Result and Discussion 

4.1   Demographic Data Respondents 

The questionnaire is distributed online in the form of google form. Total of the questionnaire 

received is from 147 respondents. From the total, 53 respondents cannot be analyzed because 

have not used e-tax minimum three times and their origin is not from the four cities, which are 

the sample of this research. Therefore, the analysis includes 94 respondents. 

Table 3: Demographic Summary of Survey Respondents (n = 94) 

Character Category Frequency Percentage 

Gender Male 61 64.89 

  Female 33 35.11 

Business Type Services/Profession 31 32.98 

  Retails/Productions 41 43.62 

  Employee 22 23.40 

Gross Income 

Calculation Method 

Recording (Gross Income < 4.8 Billion 

Rupiah) 

79 84.04 

Bookkeeping (Gross Income ≥ 4.8 Billion 

Rupiah) 

15 15.96 

Age 19 – 39 years old (Millennials) 52 55.32 

  40 – 54 years old (X) 37 39.36 

  55 – 74 years old (Baby Boomers) 5 5.32 

Business Location 

(City) 

Surabaya 84 89.36 

Jakarta 7 7.45 

  Denpasar 2 2.13 

 Semarang 1 1.06 

 

4.2 Descriptive Statistics and Measurement Model 

All the indicators in table 4 are valid and have fulfilled the cross-loading because all the loading 

factor score is above 0.6; thus, it can be said that the indicators used have good convergent 

validity (Ghozali, 2014). P-value must be smaller than 0.05 to be stated significantly. Therefore, 

the total mean from table 4 is an average gained from the total of the respondents' responses. 
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Table 4. Score Loading, Cross Loading, and Descriptive Statistics 

 PS JP CF US SC P-value Total Mean Std. Deviation 

PS1 (0.847) 0.049 0.114 0.112 -0.181 <0,001 5.35 1.224 

PS2 (0.795) 0.004 0.391 0.023 -0.132 <0,001 5.43 1.178 

PS3 (0.873) -0.174 -0.048 -0.141 0.077 <0,001 4.73 1.423 

PS4 (0.919) 0.074 -0.201 0.070 0.144 <0,001 5.05 1.462 

PS5 (0.870) 0.045 -0.208 -0.062 0.068 <0,001 4.95 1.498 

JP1 0.266 (0.743) 0.427 -0.168 -0.253 <0,001 5.70 1.217 

JP2 0.012 (0.871) -0.359 0.471 0.057 <0,001 5.05 1.402 

JP3 -0.012 (0.813) -0.640 0.147 0.325 <0,001 4.77 1.506 

JP4 -0.114 (0.742) 1.017 -0.358 -0.300 <0,001 5.85 1.182 

JP5 -0.136 (0.830) -0.288 -0.168 0.118 <0,001 4.93 1.338 

CF1 -0.239 0.362 (0.833) 0.375 -0.316 <0,001 5.34 1.340 

CF2 0.109 0.014 (0.849) -0.128 -0.077 <0,001 5.66 1.291 

CF3 -0.026 -0.320 (0.893) 0.020 0.114 <0,001 5.45 1.284 

CF4 0.150 -0.032 (0.871) -0.254 0.260 <0,001 5.24 1.389 

US1 0.122 -0.083 -0.016 (0.966) -0.049 <0,001 5.27 1.353 

US2 -0.122 0.083 0.016 (0.966) 0.049 <0,001 5.33 1.290 

SC1 0.073 -0.046 -0.126 0.052 (0.950) <0,001 5.17 1.549 

SC2 0.042 -0.008 0.038 -0.091 (0.959) <0,001 5.02 1.510 

SC3 -0.117 0.055 0.089 0.041 (0.936) <0,001 5.12 1.523 

 

Table 5 shows that the effect size of this research has a medium effect for PS against US, medium 

for JP against US, large for CF against US, medium for PS against SC, and medium for CF against 

SC. 

Table 5: Effect size 

 US SC 

PS 0.191 0.293 

JP 0.157 0.025 

CF 0.422 0.217 

US  0.008 

Note: 0.15 (medium), 0.02 (small), 0.35 (large) 

 

In table 6, it is known that each variable value of the AVE square root is higher than the correlation 

value between variables. Thus it can be said that the variables used have higher validity level. 

Good reliability level is also shown by composite reliability value, and Cronbach's Alpha are above 

0.70 and AVE is above 0.50. 

Table 6: Correlation among latent variable with sqrt of AVEs, Composite Reliability, and 

Cronbach’s Alpha 

  PS JP CF US SC Composite 

Reliability 

Cronbach’s 

Alpha 

PS (0.862) 0.773 0.774 0.779 0.701 0.935 0.913 

JP 0.773 (0.801) 0.799 0.785 0.632 0.899 0.860 

CF 0.774 0.799 (0.862) 0.842 0.677 0.920 0.884 

US 0.779 0.785 0.842 (0.966) 0.623 0.966 0.929 

SC 0.701 0.632 0.677 0.623 (0.948) 0.964 0.944 



Journal of Accounting, Finance and Auditing Studies 5/4 (2019): 15-34 
 

  26 

 

 

4.3 Hypothesis Testing 

Figure 2: PLS Results Testing Research Model 

 

  

The analysis model explains that R2 value of user’s satisfaction is 0.76, showing that 76% of the 

variants in the regression model is explained by three independent variables and R2 value of 

service tax climate is 0.51, showing that 51% of the variants in the regression is explained by 

three independent variables and one mediation variable. 

According to the coefficient of regression, all the independent variable influence significantly to 

user satisfaction, which are privacy-security (β = 0.24, P < 0.01), job productivity (β = 0.20, P = 

0.02), and convenience of life (β = 0.50, P < 0.01). Hence, H2, H4, and H6 are acceptable. On the 

other hand, two of three independent variables influence significantly towards service tax 

climate, which are privacy-security (β = 0.42, P < 0.01) and convenience of life (β = 0.32, P < 0.01). 

Thus, H1 and H5 are acceptable. Whereas H3 is unacceptable due to the job productivity (β = 0.04, 

P = 0.34) does not influence significantly towards service tax climate. 

Table 7 explains both direct and indirect effect from PS, JP, and CF towards US, with US that 

mediating the relationship between PS, JP, and CF towards SC. All the indirect effects from PS, JP, 

and CF towards SC through US are not significantly influencing because P value > 0.05. 

Table 7: Inner Model Results 

  Direct Effect Indirect Effect Total Effect 

PS -> US 0.24 (P = 0.006)  0.24 (P = 0.006) 

PS -> SC 0.42 (P <0.001) PS → US → SC 

-0.003 (P = 0.483) 

0.42 (P <0.001) 

JP -> US 0.20 (P = 0.021)  0.20 (P = 0.021) 

JP -> SC 0.04 (P = 0.341) JP → US → SC 

-0.003 (P = 0.486) 

0.04 (P = 0.350) 

CF -> US 0.50 (P <0.001)  0.50 (P <0.001) 

CF -> SC 0.32 (P <0.001) CF → US → SC 

-0.006 (P = 0.465) 

0.32 (P <0.001) 
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4.4 Discussion 

This research is the first research showing that the satisfaction of the e-tax system contributes to 

explaining service tax climate perceptions. We find that privacy security and convenience of life 

affect significantly towards service tax climate perceptions. However, β values between PS and 

TR are larger than CF and SC, meaning that privacy-security has a more significant influence to 

service tax climate perceptions compared to the influence of the convenience of life towards 

service tax climate perceptions. This result can be seen in Table 8. This research is unable to prove 

that the satisfaction of the e-tax system in job productivity affects service tax climate perceptions. 

Table 8: Comparison of β value on service tax climate 

Direct Effect β P-value 

PS → SC 

CF → SC 

JP → SC 

0.42 

0.32 

0.04 

Significant 

Significant 

Not Significant 

 

According to Table 9, the indicator of PS2 has the highest average among other indicators with 

the value 5.43 of 7. Taxpayers feel more significant benefit compared to the risk when using the 

e-tax system. Besides considering the benefits when using the e-tax system, the system's security 

is the most wanted by taxpayers. Internet risk in e-tax makes the taxpayers feel uncomfortable 

with their private information, which may be accessed by the third party (Yildiz & Topal, 2017). 

PS1 indicator is the second highest indicator with an average of 5.35 of 7. This shows that data 

protection is something that is sought by taxpayers. The e-tax system must provide security for 

user information (Alghamdi & Rahim, 2016). The respondents of this study, 15.96% have a 

turnover of ≥4.8 billion, which means that taxpayers in Indonesia are obliged to collect Value 

Added Tax (VAT) from customers thus reporting the customer data through e-tax system. So that 

the customer data must be kept confidential. To trust e-tax, taxpayer trust in the tax authority 

must be built (Chen et al., 2015). If the e-tax can be trusted, the taxpayer's satisfaction will be 

higher, and the taxpayer's cooperative behavior will increase (Berdykhanova, 2010) so that the 

perception of tax service climate taxpayers to the tax authorities also increases. 

Table 9:  Mean of each indicator of privacy & security 

Indicator PS1 PS2 PS3 PS4 PS5 

Mean 5.35 5.43 4.73 5.05 4.95 

 

Based on Table 10, researchers found that CF2 indicators have the highest average value 

compared to other indicators. This shows that taxpayers agree that the e-tax system can be used 

anytime and anywhere. 55.32% of the respondents in this study were dominated by ages 19-39, 

who are the Millennial (Jurney, Rupert, & Wartick, 2017). The characteristics of the Millennial 

generation are having several types of businesses and not only being tied to one job (Tjondro, 
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Setiabudi, & Joyo, 2019). Solid mobility increasingly makes them choose the ones that are all 

online and not troublesome. With the e-tax, they can carry out their tax compliances wherever 

and whenever using their smartphone. The second highest result is the CF3 indicator with a value 

of 5.45 of 7. This indicates that the language used in the e-tax system is easily understood by the 

user. A language that is easy to understand is a convenience that DGT is given to users to be able 

to increase user satisfaction and increase user trust, so users prefer to use the DGT website rather 

than application service providers (Alanezi et al., 2011). This is also supported by the research of 

Tjondro, Santosa, & Prayitno (2019) which states that if the services provided are considered 

complex, the Millennial will not hesitate not to comply with the tax. 

Table 10: Mean of each indicator of convenience of life 

Indicator CF1 CF2 CF3 CF4 

Mean 5.34 5.66 5.45 5.24 

 

This study also examines the effect of privacy-security, job productivity, and convenience of life 

on overall e-tax satisfaction. According to table 11, the writer finds that privacy-security, job 

productivity, and convenience of life have a significant influence on user satisfaction in e-tax. 

Convenience of life has the strongest influence with β of 0.5 while the influence of privacy-security 

and job productivity on user satisfaction is almost the same, which has β value of 0.24 and 0.20. 

Table 11: Comparison of β value on user satisfaction 

Direct Effect β P-value 

CF → US 

PS → US 

JP → US 

0.50 

0.24 

0.20 

Significant 

Significant 

Significant 

 

Supplemental Analysis 

Based on the survey we conducted on the e-tax help service system, few taxpayers have used e-

tax and credit services (telephone, Twitter, and live chat). Of the total questionnaires received as 

many as 147 responses, only 52 respondents had ever used one of the tax and email services 

(telephone, Twitter and live chat) of the DGT. Based on the analysis of 52 questionnaires, it was 

found that taxpayers felt that communication with tax officers was easier and more convenient 

with the existence of e-mail and credit services (telephone, Twitter and live chat). However, there 

are still many taxpayers in Indonesia who do not yet know and use the DGT tax and email services. 

Therefore, DGT needs to disseminate information about these services. This means that DGT's 

efforts to improve services through e-mail and credit services are the right step to improve 

service tax climate in Indonesia.  

5. Conclusion, Limitation, and Implications 

Based on the findings, we conclude that the satisfaction of the system of e-tax in terms of privacy-

security and convenience of life significantly influences the perception of service tax climate 
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toward tax institution in Indonesia. In the era of modern technology, taxpayers assess tax 

institution services through the e-tax system used by taxpayers, rather than face-to-face services. 

The e-tax system represents Director General of Taxes (DGT) services to taxpayers in the digital 

era. If the e-tax system is considered excellent and professional by the taxpayers, their assessment 

toward service tax climate of DGT also will increase, thus they will cooperate with the DGT 

voluntarily. Taxpayers feel the benefits are more significant compared to the risk of using the e-

tax system. With e-tax, they can do their tax responsibility anywhere and anytime on a 

smartphone. Nonetheless, the internet could make the tax-payer uncomfortable because a third 

party could get taxpayers' privacy. The e-tax system should provide safety to the users' privacy. 

If e-tax is trusted, the satisfaction level of the taxpayer will be higher and more cooperative. 

Therefore, the perception of the taxpayer to service tax climate also becomes better. Besides, a 

simple language from DGT could raise the satisfaction and trust of the users. Thus, the users tend 

to choose using a website from DGT than using other application service provider. The writer also 

finds that privacy-security, job productivity, and convenience of life influence the overall 

satisfaction of e-tax ultimately. 

This research is limited because the sampling technique used in this study is non-probability 

sampling. This technique produces unrepresentative results that cannot be generalized to the 

population. 
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