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INTRODUCTION

Tax is an important source of revenue for the Republic of Indonesia (RI) originating from the
people, current tax revenue or income functions to increase the peace or peace of society in Indonesia.
Therefore, the collection of taxes from Indonesian citizens is coercive or forced, besides that taxes are
currently one of the obligations of citizens who play a role in increasing welfare. In the context of
taxation, corporate taxpayers have the responsibility to carry out tax obligations properly and correctly.
However, in carrying out these tax obligations, taxpayers often face various challenges, such as the
complexity of tax regulations, complex reporting requirements, and the time-consuming process of
filling out forms. 1983 was the year of tax law reform. The tax collection system that previously used
official assessment was changed to self assessment. In this self-assessment system, the taxpayer
calculates, determines, and reports his own taxes.

The development of the realization of tax revenue in Indonesia from 2015 to 2019 is always
below the expected tax revenue target as shown in the table of numbers and graphic images below.
Finally, the figure for the realization of tax revenue in 2019 shows that it only reached 84.44%.

Table 1 Target and Realization of Tax Revenue for 2015 - 2019

(In Trillion Rupiah)
Tax Realization

Percentage of
Year Revenue of Tax

Tax Revenue

Targets Revenue

2015 1.294,20 1.060,00 81,90%
2016 1.355,00 1.105,81 81,61%
2017 1.283,60 1.151,10 89,68%
2018 1.424,00 1.315,90 92,41%
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2019 1.577,56 1.332,06 84,44%
Source: Central Government Financial Statements (LKPP)

In table 1.1 above, it can be seen that the presentation of the realization of tax revenue each
year is always below the tax revenue target. This indicates that there is still a gap between the expected
tax revenue target and the actual realization. In the era of digitalization that continues to grow, the
Indonesian government has implemented an e-filing system as an effort to increase efficiency and
accuracy in tax reporting. The e-filing system allows taxpayers to fill out and file tax reports
electronically, replacing more traditional manual processes. In addition, the government has also made
efforts to improve the quality of tax services to taxpayers through various initiatives, including
improving administrative processes, providing clear information, and increasing responsiveness to
requests and questions from taxpayers.

In this context, tax consultant services play an important role as a strategic partner for taxpayers.
Tax consultants have in-depth knowledge and understanding of tax regulations and can provide proper
guidance in dealing with the complexities of taxation. According to Wildan (2022) the number of tax
consultants in Indonesia per 2020 is only 5,589 consultants. The ratio compared to the total population
is 1 in 48,417. From the demand side, the number of registered individual taxpayers is still 45.4 million
taxpayers or 32.4% of the total workforce. Meanwhile, the number of corporate taxpayers who report
SPT is only around 900,000 corporate taxpayers. This figure shows that the number of requests by
taxpayers for optimal tax services is still very large. The influence of the e-filing system and the quality
of tax services on the success of tax consultant services still requires further research, especially when
considering the factor of tax understanding possessed by taxpayers.

Business actor taxpayers tend to need a tax consultant to carry out matters related to taxation
due to a lack of knowledge and understanding as well as socialization of the obligations that must be
fulfilled by the taxpayer. According to Mumuh, Tangkau, & Tala (2021) Taxpayers of business actors
with offline businesses have better awareness of their obligations than taxpayers of business actors with
online businesses because business taxpayers feel that tax obligations only exist if the business has a
direct transaction location. This happens due to a lack of understanding of the taxpayer.

In the research of Listiyani and Febrianti (2021) found that understanding and quality of service
cannot affect taxpayers' interest in using a tax consultant. In research conducted by Ponengo and
Agustina (2022) stated that understanding of taxes affects interest in using a tax consultant. According
to Wulandari's research (2021), the use of tax consultant services is positively influenced by the
knowledge of the taxpayer because informed taxpayers feel safer using a tax consultant to fulfill their
obligations. Then in Anglita and Darmawati's research (2022) found that understanding and quality of
service did not affect the intention to use tax consultant services.

According to Hidayat (2021) states that although the existence of a tax consultant service is
expected to be able to help taxpayers fulfill their tax rights and obligations in accordance with applicable
regulations, a tax consultant service can also take actions that are not in accordance with the rules and
professional ethics. The research conducted (Tjongari & Widuri, 2014) explains that some tax
consultants have ignored the public interest for the sake of clients and commercial interests by
facilitating actions related to tax evasion.

Based on the phenomena that occur and comparisons with previous research, the objectives
achieved from this study are 1) to determine the effect of the e-filling system and service quality on
interest in using a tax consultant, 2) to determine the effect of the e-filling system and service quality
on interest using a tax consultant moderated by tax understanding. This research is expected to
contribute ideas to taxpayers and company management in understanding the decision to make a
decision to use the services of a tax consultant. Based on the description and results of previous research,
the researcher intends to conduct a study entitled "The Effect of the E-Filling System, and the Quality
of Tax Services on Interest in Tax Consultant Services with Tax Understanding as a Moderating
Variable (Case Study of Corporate Taxpayers in DKI Jakarta)".

LITERATURE REVIEW
Theory of Reasoned Action (TRA)

According to Fishbein & Ajzen (1975) Theory of Reasoned Action (TRA) is a theory that
explains an individual's ability to carry out a particular activity and the limitations that exist in doing
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so. This theory states that a person's partiality in doing or not doing a certain behavior is a long-term
determining factor of that action or behavior. Each individual will make a decision whether to seek
assistance when taking the necessary actions to comply with applicable laws.

Tax Consultant

A tax consultant is a profession that is carried out by someone to provide services in the field
of taxation to taxpayers, especially for taxpayers who need assistance with tax calculations and planning
(Siwy, 2015). Services provided by tax consultants according to (Frecknall-Hughes et al., 2017) are
divided into two types, namely tax compliance and tax planning. The tax consultant profession has a
great responsibility so it must be an example and provide the correct input (Jefriando, 2015). According
to Law No. 28 of 2007, tax consultant services include tax planning services by obtaining the best
alternative for tax savings, annual and periodic SPT filling services, tax audit companion services and
representing clients facing audits, tax case handling services, and tax review services.

E-filling System

According to Tikupadang and Palalangan (2020) The use of e-filling is the easiest and fastest
way to send tax returns directly to the Tax Office of the Directorate General of Taxes, taxpayers no
longer need to go to the Tax Service Office (KKP) and have to queue to report their tax returns. With
this benefit indirectly the taxpayer will save time and costs. Taxpayers may be more interested in
engaging the services of a tax consultant to ensure compliance and the quality of timely filings. In the
process, the tax system often involves complex and changeable regulations. In this case, using the
services of a tax consultant can provide a sense of confidence and certainty that tax filings are carried
out correctly in accordance with applicable regulations.

Service Quality

According to Ananda and Devesh (2016: 335) service quality is a customer's psychological
experience compared to their expectations. So that the gap between expectations and what is felt will
be measured to find out how effective the services are delivered. This quality can be measured by the
quality of the interaction of tax consultants with their customers (Pontoh et al. 2017). Service quality is
very important in the progress of this business in order to create competitiveness to win customers.
Quality of service is the level of service provided by the tax authority/tax tax authorities in providing
good and quality which is expected to increase taxpayer satisfaction as a customer so as to increase
compliance in the field of taxation (Aini et al., 2018). Service quality is very important in helping to
improve taxpayer compliance, such as by providing friendly service and conducting tax socialization
(Aini et al., 2018).

Tax Understanding

Tax understanding refers to an understanding of the taxation system, concepts, rules, and
principles related to paying taxes Tax understanding involves knowledge of various aspects of taxation,
such as types of taxes, tax rates, tax obligations, reporting procedures, tax withholding, tax incentives,
and fulfillment of tax obligations. In addition, an understanding of taxes also includes an understanding
of the tax administration system, such as registration, reporting, supervision, and law enforcement
related to taxes (Mahanani et al, 2022). According to Waluyo (2011: 20), understanding the taxpayer is
the process by which the taxpayer knows and understands taxation and applies it to pay taxes.
Understanding of taxation is a way in which taxpayers can understand and know about the rules and
procedures in taxation and can implement them in taxation activities such as paying taxes and reporting
tax returns (SPT) (Irham et al, 2023).

From the description above, it can be described that the framework used in this study is as
follows:
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Figure 1 Thinking Framework

The hypotheses proposed in the study include:
H1: The e-filling system influences interest in tax consultant services
H2: Service quality influences interest in tax consultant services
H3: Tax understanding moderates the effect of the e-filling system on interest in tax consultant services
H4: Tax understanding moderates the effect of service quality on interest in tax consultant services

RESEARCH METHODS

This study uses a quantitative approach with an explanatory or causal design which aims to
explain how one variable influences or is responsible for changes in other variables (Cooper and
Schindler, 2017). In addition to the dependent variable (X) and independent variable (Y), in this study
there is also a moderating variable (M) which can strengthen or weaken the causal relationship between
the independent variable and the dependent variable, but the moderating variable is not a causal variable
(Kumar, 2018). The independent variables in this study are the e-filling system and the quality of tax
services, the dependent variable in this study is interest in tax consultant services. Then for the
moderating variable is tax understanding. The data collection method used in this study uses primary
data sources obtained through surveys conducted using online questionnaires with the help of Google
Forms. The population in this study is corporate taxpayers in DKI Jakarta. The sample method in this
study used a probability sampling method with a total of 100 respondents. This study uses the Structural
Equation Model (SEM) approach with a measurement model using the Smart PLS program version
3.2.9 to measure the intensity of each research variable and a structural model to analyze data and
research hypotheses.

RESULTS AND DISCUSSION

Testing the requirements for data analysis obtained from the calculation results of the PLS
algorithm is indicated by the value of loading or outer loading factor to determine convergent validity,
cross-loading to determine discriminant validity, composite reliability, Cronbach alpha and AVE
(Average Variance Extracted).

Ghozali & Latan (2018) argues that if the load weight is greater than 0.70, then the indicator is
very reliable
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Figure 2 Outer Model Results
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Indicators and latent variables can be distinguished from each other with the help of cross

loadings to see whether the latent variables are sufficiently discriminatory. The validity of an indicator
can be determined by calculating the cross loading value which must be greater than 0.7 and higher than
the value of other variables. The test results for all variables are shown in Table 1 below.

Table 2 Cross Loading

E-filling Tax Tax Service Tax
Consultant Quality Understanding
0,866 0,803 0,807 0,746
0,873 0,741 0,722 0,651
0,900 0,769 0,747 0,671
0,855 0,726 0,725 0,647
0,809 0,630 0,694 0,593
0,889 0,775 0,756 0,737
0,847 0,779 0,824 0,719
0,820 0,649 0,700 0,694
0,789 0,911 0,790 0,743
0,768 0,887 0,772 0,741
0,780 0,920 0,800 0,818
0,750 0,721 0,886 0,676
0,679 0,660 0,790 0,655
0,713 0,688 0,814 0,628
0,757 0,701 0,782 0,646
0,716 0,755 0,871 0,730
0,683 0,677 0,775 0,662
0,732 0,762 0,868 0,684
0,811 0,787 0,900 0,725
0,730 0,754 0,850 0,662
0,679 0,713 0,771 0,696
0,713 0,706 0,651 0,792
0,584 0,639 0,596 0,768
0,631 0,712 0,704 0,868
0,701 0,768 0,755 0,875
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0,735 0,756 0,726 0,921
Source: Research data processing

AVE scores, composite reliability, and Cronbach's alpha were also used to perform discriminant
validity tests. The AVE score index is considered good if it is greater than 0.5, and the composite
reliability score is considered reliable if it is greater than 0.70 and Cronbach's alpha is greater than 0.60.

Table 3 AVE Results, Composite Reliability and Cronbach Alpha

AVE
E-filling 0,736
Tax Consultant 0,821
Tax Service Quality 0,692
Tax Understanding 0,717

Source: Research data processing

Table 2 shows the composite reliability and Cronbach alpha obtained from the AVE test results.
This is because the research model is a measurement that can be trusted and can be trusted too and the
variables are valid and meet reliable standards. The internal mode aims to estimate the correlation
between research variables. Outcome measurement criteria, predictive relevance, and discriminant
coefficients make up the internal model test.

The purpose of this test is to evaluate the ability of the mode to explain the variations in the
dependent variable. Table 3 below shows the results of testing the coefficient of determination.

Table 4 Results of the Coefficient of Determination

R Square
Tax Consultant 0,841
Source: Research data processing

The R-squared value for the tax consultant is 0.841 which indicates that the e-filling system and
the quality of tax services affect 84.1% of the tax consultant variable and the remaining 15.9% is
influenced by other factors.

Hypothesis Test
The hypothesis test used is the coefficient value, t statistic, and p value. The criteria used in
the study: t-statistic > 1.96 or p-value < 0.05 (5%). The results of hypothesis testing are shown in
Table 4.
Table 5 Results of Path Coefficients, t-Statistics, and P-Values

Coej(jl;i)c rent T Statistics P Value Conclusion
E-filling -> Tax Consultant 0,386 3,979 0,000 H1 Accepted
Tax Service Quality -> Tax Consultant 0,262 2,848 0,005 H2 Accepted
Moderating Effect 1 -> Tax Consultant 0,156 2,058 0,040 H3 Accepted
Moderating Effect 2 -> Tax Consultant -0,113 1,374 0,170  H4 Rejected

Source: Research data processing

Discussion

The results of testing the first hypothesis show that the e-filling system has an effect on the
interest of taxpayers to use the services of a tax consultant in DKI Jakarta. meaning that the higher the
use of the e-filling system, the higher the taxpayer's interest in using a tax consultant. Tax regulations
are often complex and difficult to understand for taxpayers who are not experts in the field of taxation.
With the increasing use of the e-filing system, taxpayers can realize how complex tax regulations are
and realize that they need expert assistance to ensure compliance and accurate tax calculations. This is
what drives people's interest in using the services of a tax consultant. These results support research
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conducted by Soekirman & Rachmany (2018) which states that the effect of implementing the electronic
filling system policy has had a positive effect on increasing taxpayer compliance over the last 3 years.
In Nurbaiti et al's research (2016) found that the implementation of an electronic system has a significant
effect on the quality of tax administration services.

The results of testing the second hypothesis show that the quality of tax services affects the
interest of taxpayers to use the services of a tax consultant in DKI Jakarta. This shows that the higher
the quality of tax services, the higher the interest of taxpayers to use tax consultant services. according
to Listiyani and Febriyanti (2021) good quality tax services, both from the government and tax
consultants, can create satisfaction and trust for taxpayers. Responsive, friendly and professional tax
services help build positive relationships between taxpayers and service providers, including tax
consultants. Satisfaction and trust are important factors influencing the interest of taxpayers to use tax
consultant services. The findings of this study corroborate the findings of Hartanto and Tjondro (2013)
in their research which stated that taxpayer perceptions of the services of tax officials partially have a
significant influence on individual taxpayer requests for tax consultant services in the Mulyorejo KPP
area.

The third hypothesis shows that tax understanding can moderate the effect of the e-filling system
on interest in using tax consultant services in DKI Jakarta. Statistically this is indicated by the
acquisition of a coefficient value of 0.156 and a significance of 0.005 <from alpha 0.05. This
condition indicates that the use of tax consultant services in the DKI Jakarta area can increase if these
three variables can be carried out in synergy. With a good understanding of taxes and implementation
of efiling, it will contribute 15.6% to the use of tax consultant services in the DKI Jakarta area.

The fourth hypothesis shows that tax understanding cannot moderate the effect of service quality on
interest in using tax consultant services in DKI Jakarta. Statistically this is indicated by the acquisition
of a coefficient value of -0.113 and a significance of 0.170 > from an alpha of 0.05. This condition
indicates that the use of tax consultant services in the DKI Jakarta area cannot increase if the three
variables are carried out in synergy. So that there is an act of tax understanding that does not strengthen
or weaken the tax service quality variable on interest in tax consultant services.

CONCLUSION

Referring to the research results that have been described, it can be seen that the e-filling system
and the quality of tax services have a significant influence on interest in tax consultant services in DKI
Jakarta. Then tax understanding can moderate the effect of the e-filling system on interest in tax
consultant services in DKI Jakarta. And finally, tax understanding cannot moderate the effect of tax
service quality on interest in tax consultant services in DKI Jakarta. The limitation of this study is that
the number of respondents is only 100 people, of course it is still insufficient to describe the real
situation. Finally, the variables used in this study are limited because they do not use all of the factors
that can influence interest in tax consultant services. Based on the results and limitations of this study,
suggestions for further research are that future studies can add more samples, this aims to better data
accuracy in their research. Then it is hoped that there will be additional other variables that might also
affect interest in tax consultant services.
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