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Abstract

The adoption of e-filing in the midst of the Covid-19 pandemic occupies a crucial position for taxpayers because it
makes it easier for taxpayers to fulfill their tax responsibility. This study uses the factors of information quality, system
quality, service quality, and collaboration quality to predict taxpayers’ satisfaction and intentions when using e-filing.
Taxpayers’ satisfaction and intention will determine the success of e-filing. Based on the above background, this study
aims to test the success of using e-filing applications in the midst of the Covid-19 pandemic in terms of e-filing quality.
Individual taxpayers who understand the use of e-filing in carrying out their tax obligations are selected to be
respondents in this study. Based on empirical data collected through questionnaires to 150 taxpayers, the results of
this study indicate that the e-filing system quality and the e-filing services quality partially are factors that affect
taxpayers’ satisfaction and intention, which then have an impact on e-filing success. Taxpayers’ satisfaction and
intention will increase along with system quality and service quality. The information quality and the collaboration
quality still have not succeeded in influencing the taxpayers’ satisfaction and intention to use e-filing.
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1. Introduction

The adoption of the e-filing system not only provides convenience for taxpayers, but also supports the economic and
business systems. The government strives for a system in which the public can carry out their obligations conveniently,
efficiently, and effectively. The government aims to raise Indonesia’s ranking in the list of the Ease of Doing Business
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in the world, which one of the indicators is the use of technology to shorten bureaucracy and improve time and cost
efficiency. The current technology has made many aspects of human life more convenient, this bounds human to
utilize existing technology continuously. The application of information technology in an activity will increase the
efficiency and effectiveness of the activity. The adoption of e-filing during the Covid-19 pandemic is becoming greatly
needed, although it does not guarantee the success of e-filing adoption. A total of 95.97% of annual tax return reporting
has been done online and manual reporting continues to decline. Based on DGT data, the realization of annual tax
return submissions until March 18, 2020 was recorded at 7.76 million annual tax returns (DDTCNews, 2020). The
implementation of e-filing can be considered optimal not only based on the number of users, but also if it is able to
provide benefits for taxpayers as users.

Updated-DeLone and McLean IS Success Model is one of the theories of information system success model. This
model is an information system success model developed in 1992 by DeLone and McLean with the aim to measure
the success or effectiveness of an information system. This model was further developed in 2003 by incorporating
measures of service quality due to the surge in the use of information technology (Delone et al., 1992). Although this
model seems outdated, but its core function is still relevant to the current development of the information system.
Furthermore, this theory is regularly modified in several aspects, which are deemed necessary to be adjusted to time.
System quality, information quality, service quality, use or interest to use, users’ satisfaction, and net benefit supported
by DeLone and McLean. The net benefit itself is one of the dimensions used as a measure of the success of a system
in that model (2003).

Users’ satisfaction and users’ intention in using e-filing can be influenced by several factors, such as: e-filing quality,
which includes system quality and information quality. Previous research conducted by Widyadinata et al (2014)
showed that system quality and information quality had a very significant effect on taxpayers’ satisfaction. Meanwhile,
research conducted by Khairrunnissa et al (2017) showed that information quality had no impact on users’ satisfaction.
Not only system quality and information quality, but users’ satisfaction and users’ intention is also influenced by other
e-filing qualities, such as service quality and collaborative quality. The results of the research conducted by Sari et al
(2017) and Anisa (2015) stated that the service quality of the e-filing system had a positive influence on taxpayers’
satisfaction. This means, the higher the service quality of a system, the higher the users’ satisfaction with the system
will be. Based on the results of research by Sutaryadi et al (2015), the higher the collaboration quality in a system, it
would increase users’ satisfaction. Based on the description above, it can be assumed that users’ satisfaction is
positively influenced by the collaboration quality.

Users’ satisfaction by itself will affect users’ intention. Users’ intention are supported by Technology Acceptance
Model as outlined in behavioral intention to use. Wang et al (2008) in his research showed that users’ satisfaction had
a positive effect on intention to reuse e-filing. The same thing is also stated by Permata (2016), users’ satisfaction had
an influence on users’ intention to continue using a technology. As previously explained, technology plays an
important role in people’s lives, including the e-filing system, which has an important meaning for taxpayers.
Therefore, it is necessary to examine the factors that affect the success of e-filing adoption, especially during a
pandemic. This study intends to examine the success of using an e-filing information system during the Covid-19
pandemic.

It is important to carry out this research because there are not many studies yet that emphasize the effect of e-filing
quality on users’ intention. Most studies emphasize the effect of e-filing quality on users’ satisfaction, and even then
mostly discuss the effect of system quality and information quality on users’ satisfaction. Service quality has not been
widely discussed by previous researchers even though service quality is also closely related to the use of e-filing
systems. Moreover, the collaborative quality, which is rarely discussed in previous studies as the quality of e-filing,
and is currently the focus of this study because even in this technological era, interaction between humans is still
important to ensure the success of a system. In addition, there are not many studies that show the effect of users’
satisfaction on users’ intention. Users’ intention will increase significantly when the achieved satisfaction increases,
and at the same time the users’ intention will decrease automatically if the level of satisfaction decreases. These two
are closely related. If the taxpayer is satisfied when using e-filing, then the intention will be there on its own. This
users’ intention will move the taxpayer to use e-filing again in the future. After knowing which e-filing quality factors
have an influence on users’ satisfaction and users’ intention, the Directorate General of Taxes (DGT) is expected to
improve the quality in that field so that the use of e-filing can be more optimal in providing benefits to taxpayers. The
purpose of this e-filing is to prevent any overlap between taxpayers and tax authorities. DGT hopes that the e-filing
system can improve the tax reporting performance of each taxpayer.
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2. Literature Review

There are two theories applied in this study, and those are the Technology Acceptance Model (TAM) and Theory
Reasoned Action (TRA). TRA is a theory that explains the defining factor of the acceptance of information technology
and explains user behavior. In general, three independent variables are used to measure a person’s decision about
attitude, and those are perceived usefulness, perceived ease, and trust (Yadav et al., 2015). The dimensions of the
theory proposed by Davis et al (1989)have been described in Figure 1. Between PU and PEOU, end user trust is
formed in a technology, so it can predict the attitude towards the technology which leads to acceptance.
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Figure 1. Technology Acceptance Model

In TRA, whether or not to perform a behavior is determined by the users’ intention. Everyone will act and behave in
accordance with his or her respective intention. There are two main factors that influence the human desire to perform
or not perform a behavior, known as the attitude of the individual (attitude toward the behavior) and subjective norms.
The attitude toward the behavior shows the individual’s attitude in which the individual will consider the results and
risks of the behavior he or she will do. This theory shows that a person’s desire to behave is based on the individual’s
beliefs and evaluation of the results caused by his or her behavior. Therefore, it is very likely that taxpayers will
continue to use e-filing if there is a propelling intention.
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chavio »  Toward The
Beliefs i
Behaviour
Intention » Behaviour
Normative Subjective
Beliefs Norms

Figure 2. Theory Reasoned Action Model

Source: Fishbein et al (1975). Belief, Attitude, Intention and Behavior: an Introduction to Theory and Research

In the DeLone et al (1992) theory, it is stated that the higher the information quality produced by a system, the more
users’ satisfaction there would be. If the information quality provided by the system provider is very useful and helps
in responding to user responses when there are problems, then users will feel the convenience and usability in the
system (Baikhuni, 2018). In this study, it is assumed that information quality on the e-filing system has an influence
on taxpayers’ satisfaction when taxpayers perform their tax obligations. Livari (2005) also stated that the information
system quality is one of the main indicators that can measure users’ satisfaction. Good quality information containing

© IEOM Society International 3935



Proceedings of the International Conference on Industrial Engineering and Operations Management
Monterrey, Mexico, November 3-5, 2021

things that can help the tax reporting process will make e-filing users feel satisfied; taxpayer feels satisfied with what
he or she gets from the system.

Hi: the e-filing information quality has a positive effect on taxpayers’ satisfaction in using e-filing.

The system quality affects users’ satisfaction through increasing user effectiveness (Delone et al., 1992). This shows
that the better the system quality, the better the system users’ satisfaction will be. Research conducted by Wahyuni
(Wahyuni, 2017) explained that the information quality is proven to affect the intensity of use. Users of information
system certainly expect to be able to obtain information that suits their needs. The characteristics of the information
produced by an information system are certainly different from information from other information systems. The
information quality in a system can indicate whether the information itself is successfully delivered as expected
(Shannon et al., 2009).

Ha: the e-filing information quality has a positive effect on the taxpayers’ intention in using e-filing.

System quality is a measurement of the process of an information system, which focuses on the results of the
interaction between the user and the system. Taxpayers who feel assured by using e-filing for tax reporting, and
supported by a good information system quality, will be able to benefit in the form of increased performance and
productivity. According to Lastri et al (2018), the information system quality affected users’ satisfaction. The faster
the required time to access the system and the more useful the information produced will lead to a happy user who
will use it again (Arista, 2017). One of the important things to measure user’s satisfaction of a system is system quality
(Livari, 2005). The system quality is closely related to the system itself, so it has a big influence in giving satisfaction
to its users, the taxpayers.

Hs: the e-filing system quality has a positive effect on taxpayers’ satisfaction in using e-filing.

In TAM, the system quality is named, perceived ease of use to describe how easy it is to use and understand a
technology (Davis et al., 1989). There are many aspects that determine whether the system is successful or not; and
the aspects that are often considered are environmental factors and what type of system will be used. A good e-filing
system quality will make taxpayers eager to use it again because by using e-filing, taxpayers feel truly assisted in
carrying out their tax obligations.

Ha: the e-filing system quality has a positive effect on the taxpayers’ intention to use e-filing.

According to Kotler et al (2000), service quality is the number of the characteristics of goods and services that indicate
the ability to meet customer needs, including explicit and implicit needs. The service quality completely depends on
what is provided by the service provider (DeLone et al., 2003). The e-filing service provider here is DGT. Although
e-filing is an online-based system, DGT still needs to pay attention to the services provided in e-filing. Previous
research indicated that the higher the service quality, the higher the satisfaction level of taxpayers, and vice versa.
Based on the theory above, it can be considered that if the service is provided well, then e-filing will get a positive
response from its users because taxpayers are satisfied with the services they get.

Hs: the e-filing service quality has a positive effect on taxpayers’ satisfaction in using e-filing.

The implementation of service quality is important because users of the current system are the real customers, not just
mere users. Therefore, poor service quality can lead to loss of customers. A good e-filing service quality will make
taxpayers interested in using it, so that it can attract taxpayers’ intention to reuse e-filing in the future. This is where
the taxpayers’ intention emerged to use e-filing voluntarily, without force or other pressures because they feel this
system really helps them to be more productive. Based on the theory above, it can be considered that if the service is
provided well, then e-filing will get a positive response from its users.

He: the e-filing service quality has a positive effect on taxpayers’ intention in using e-filing.

In order to maintain the collaboration quality with users, first of all the services provided by the system must be in
accordance with the users’ needs. Concept of collaboration is cooperation between two or more parties in a
collaborative way. The cooperation that exists between the taxpayers and DGT will create a good synergy, thus, the
use of e-filing will be more successful in providing benefits for the taxpayers. In this study, it is assumed that the
quality of collaboration has an impact on taxpayers’ satisfaction. A good collaboration quality will convince taxpayers
that the service they get remains consistent, and even better, so that it will create a sense of satisfaction in using e-
filing.

Hj7: the e-filing collaboration quality has a positive effect on taxpayers’ satisfaction in using e-filing.

Collaboration is the occurrence of interactions between two or more people in a particular way that produce a positive
impact. The overall results of the study indicate that taxpayers’ desire to continue using e-filing is determined by the
collaboration quality or good interaction between taxpayers and tax officials. Collaborative quality is related to system
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quality and user needs, and this affects the use of a system, so that the higher the collaborative quality in a system, the
use of e-filing will also increase (Subchan et al., 2012).

Hs: the e-filing collaboration quality has a positive effect on taxpayers’ intention in using e-filing.

DeLone et al (2003) theory stated that users’ intention is affected by users’ satisfaction. DeLone and Mclean explained
that a person’s intention to use a system is based on positive experiences gained during the process of using the system.
Taxpayers’ satisfaction depends on the information quality, the system quality, and the service quality obtained when
using e-filing. The taxpayers’ satisfaction will shape taxpayers’ intention to reuse e-filing at a later time. Users’
satisfaction is very important because it is one of the ways to get feedback from users in a way that they can use to
manage and improve the system. This study assumes that taxpayers’ satisfaction depends on taxpayers’ intention in
using e-filing.

Ho: the taxpayers use of e-filing has a positive effect on taxpayers’ intention to use e-filing.

According to Jogiyanto (2007), users’ satisfaction are the users’ response to the use of information system output.
Seddon et al (1996) expressed that users’ satisfaction could indicate success in interactions with the system. If the
benefits obtained from the system are greater than expected, then there will be users’ satisfaction, and vice versa.
Likewise, with e-filing, if it is able to provide benefits that meet the taxpayers’ needs, then the taxpayers’ satisfaction
will also increase.

Hio: taxpayers’ satisfaction with e-filing has a positive effect on e-filing success.

DeLone et al (1992)stated that the intensity of system use affected individual impacts and organizational impacts,
which in 2003 were combined into net benefit. DeLone et al (2003) stated that net benefit is the most important
indicator in measuring success because it reflected the positive and negative impacts of users. Net benefits should be
measured using system quality and information quality by categorizing the impacts received by users. This theory is
also supported by Davis et al (1989), who mentioned that perceived usefulness is the biggest indicator that affects an
individual’s intention to use information technology. Net benefit can be considered as the most accurate description
of the ultimate success variable (DeLone et al., 2003). The benefits received by taxpayers are the most important part
of using e-filing. When a taxpayer feels that he has benefited from a system, he will be pleased to continuously use e-
filing.

Hji: taxpayers’ intention on e-filing has a positive effect on e-filing success.

3. Methods

This study analyzes the data quantitatively, with the data collection in a form of a questionnaire. The questionnaire
uses Google Forms, which are distributed and filled out by eligible research subjects. This study uses a Likert scale,
with a 1 — 5 point rating scale. In this study, the SPSS program was used for data analysis. Multiple linear regression
equation from the results of the regression coefficient between information quality, system quality, service quality,
collaborative quality to users’ satisfaction as follows:

Y1=5.772 +-0.066X1+ 0.248X2+ 0.181X3+ 0.088X4

Multiple linear regression equation from the results of the regression coefficient between information quality, system
quality, service quality, collaborative quality to users’ intention as follows:

Y2=7.277+0.208X1+ 0.138X2+ 0.251X3+ 0.237X4

Here is the analysis model applied in this study:
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Figure 3. Analysis Model

The objective of this study is to analyze the effect of information quality, system quality, service quality, collaborative
quality, users’ satisfaction, and users’ intention on the net benefit of e-filing. The independent variables (X) that will
be tested are information quality, system quality, service quality, and collaborative quality. The intervening variable
(Y) that affects the relationship between the independent variable and the dependent variable becomes an indirect
relationship played by users’ satisfaction and users’ intention. While the dependent variable (Z) is the net benefit.
The measurement of information quality proposed by Nelson et al (2005) is as follows: accuracy, relevancy,
completeness, and timeliness; and each of these four dimensions is measured by nine question items. Measurement of
the system quality proposed by (Delone et al., 1992) are as follows: ease of use, system flexibility, speed of access
(response time), reliability, and security; as measured by thirteen question items. Measurement of service quality
proposed by Fitzsimmons et al., (2011) are as follows: reliability, responsiveness, assurance, empathy, and tangible;
and the five dimensions are measured by five question items. The collaborative quality measurement focuses on
comfort and convenience, as measured by nine question items. Measurement of users’ satisfaction proposed by
Syakura (2017) is as follows: the applicable tax system, tax authority service, modernization of tax administration,
and satisfaction with the tax system; each of which is measured by six question items. Measurement of users’ intention
consists of: frequency of use, desire to use, willingness to use; measured by nine question items. Measurement of net
benefits: efficiency, effectiveness, usefulness, cost savings, each measured by ten question items.

4. Data Collection

There are 150 respondents. The results of the tabulation of data show that the number of male respondents is 73, and
the number of female respondents is 77. The average age level of the respondents is mostly less than 30 years old, as
much as 55 respondents. The last education level of respondents with the highest average is bachelor’s degree, with a
total of 69 respondents. While the majority of respondents, as many as 64 people work as private employees.

The observation unit which is the population in this study is all individual taxpayers whose sources of income come
from salaries and side work. The selected respondents are expected to understand better and be able to easily respond
to the proposed questionnaire as the respondents already have experience in using e-filing themselves to report their
tax obligations.

5. Results and Discussion
The results of the classical assumption test show that all data can be processed to answer the research hypothesis. The
following describes the results of the F test and t-test used in the decision-making process.
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Table 1. F Test Results on Information Quality, System Quality, Service Quality, and Collaboration Quality on
Users’ Satisfaction

ANOVA
Model Sum of Df Mean Square F Sig.
Squares
Regression 616.062 4 154.015 38.944 .000°
Residual 573.438 145 3.955
Total 1189.500 149

a. Dependent Variable: Users’ Satisfaction
b. Predictors: (Constant), Collaboration Quality, Service Quality, Information Quality, System Quality
Table 1 above shows that the regression model used in this study is valid to be tested further.

Table 2. Simple Linear Regression Results on Information Quality, System Quality, Service Quality, and
Collaboration Quality on Users’ Intention

ANOVA
Model Sum of Df Mean Square F Sig.
Squares
Regression 1484.492 4 371.123 32.190 .000°
Residual 1671.748 145 11.529
Total 3156.240 149

a. Dependent Variable: Users’ Intention

b. Predictors: (Constant), Collaboration Quality, Service Quality, Information Quality, System Quality
Table 2 above shows that the regression model used in this study is valid to be tested further.
Hypothesis Testing Results. The results of the hypothesis test are as follows:

Table 3. The Result of The Hypothesis Test

Variable Coefficient | t-stat | Significance Decision
Information Quality — User Satisfaction -0,66 -1,180 0,240 HI is rejected
Information Quality — User Intention 0,208 2,189 0,240 H2 is rejected
System Quality — User Satisfaction 0,248 5,742 0,000 H3 is accepted
System Quality — User Intention 0,138 1,871 0,000 H4 is accepted
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Service Quality — User Satisfaction 0,181 2,439 0,016 HS is accepted
Service Quality — User Intention 0,251 1,983 0,016 H6 is accepted
Collaboration Quality — User Satisfaction 0,088 1,490 0,138 H?7 is rejected

Collaboration Quality — User Intention 0,237 2,339 0,138 HS is rejected

User Satisfaction — User Intention 0,940 8,594 0,000 H9 is accepted
User Satisfaction — Net Benefit 1,043 8,854 0,000 H10 is accepted
User Intention — Net Benefit 0,744 11,405 0,000 HI11 is accepted

Khairrunnissa et al (2017)also found the same thing that the users’ satisfaction is not affected by information quality.
Kartika et al (2016) also obtained the same result that the information quality didn’t affect users’ satisfaction. This is
shown in the overall average value resulting from respondents’ answers to the variable e-filing information quality
with an average value of 3.91. The highest mean value generated from the respondents’ answers is 4.13 on the
statement item which states that “The information available in e-filing makes it easier to fill and report Annual Tax
Return”. Here it can be seen that respondents feel that the information available in e-filing has not yet provided ease
for the taxpayers in filling and reporting Annual Tax Return.

From this study, it can be seen that respondents feel that the information available in e-filing has not been able to
provide ease for taxpayers in filling and reporting Annual Tax Return. Taxpayers’ intention comes from the frequency
of taxpayers who use e-filing more often because they consider e-filing to be reliable if the information quality or
output produced by a system is improving. This is contrary to research conducted by Baikhuni (2018) and Ningrum
et al (2016) which stated that the quality of information and the intention of taxpayers in using e-filing are positively
correlated with one another. The information quality in e-filing can greatly affect success in meeting the users’ needs
who use e-filing, therefore, the information quality needs to be managed properly so that it can attract taxpayers to use
e-filing.

The finding of this hypothesis is supported by research by Hidayati et al (2017) and Veeramootoo et al (2018) which
also obtained the result that the system quality affects the satisfaction of system users. Another study that was
conducted by Kirana (2010) stated that the users’ satisfaction is significantly affected by system quality, which
indicated that a good system quality would affect the increase in users’ satisfaction. If the e-filing system quality is
reliable, the users will feel comfortable using the e-filing system, which has an impact on increasing taxpayers’
satisfaction as users of the e-filing system.

The system quality has an average value of 3.72 of the respondents’ answers. The highest mean value generated from
the respondents’ answers is 4.23 on the statement item which states that “E-filing can be used at any time”. Taxpayers
are not limited by time because e-filing can be used at any time, unlike manual reporting which requires a visit to a
tax service office that is limited by operating hours. Ginting et al (2017)stated that users’ intention are significantly
affected by system quality. Suryanto et al (2016) also showed that indeed the system quality had a parallel relationship
on the intention to reuse a system.

The implementation of e-filing service is proven to satisfy taxpayers. Service quality has an average value of 3.78 of
respondents’ answers. The highest mean value generated from the respondents’ answers is 3.91 on the statement item
which states that “DGT employees provide fast services”. Taxpayers are satisfied with the speed of service provided
by DGT so that the annual tax return filling process through e-filing can run smoothly. The e-filing system service
quality will facilitate the tax reporting process and provide better tax service. Increase in service quality will have an
impact on the increase of taxpayers’ satisfaction. The result of this study is in line with research by Veeramootoo et
al (2018) which stated that service quality had a positive effect on satisfaction in the use of e-filing application. Gong
et al (2018) also found that service quality affected users’ satisfaction, and this would support the formation of users’
intention.

Service quality occupies a sentimental position in the minds of taxpayers because, basically, it can’t be denied that
humans will feel happy and satisfied when they receive good service from others. This study proves that service quality
affects taxpayers’ intention to use e-filing. Service quality is measured according to the taxpayers’ perception and
opinion. Service quality is a concept that represents the performance of e-filing that provides services and compares
the service quality to the responses provided by taxpayers. The result of Syakura’s research (2017) also showed the
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same thing that the intention to use e-filing had a more dominant and significant influence on taxpayers’ compliance
than taxpayers’ knowledge and satisfaction.

The e-filing collaboration quality has no effect on taxpayers’ satisfaction. Of the three other e-filing quality variables,
the collaboration quality has a fairly high average value of respondents’ answers, which is 3.96. The highest mean
value generated from the respondents’ answers is 4.17 on the statement item which states that “E-filing facilitates
annual tax return reporting”. It can be said that taxpayers are dissatisfied with the collaboration quality which is
considered not significant enough in providing convenience in reporting annual tax return. Otherwise, the research
from Chen et al (2013) which stated that the collaboration quality affected the use and satisfaction of e-commerce
users.

The e-filing collaboration quality on users’ intention has an indirect effect on taxpayers’ intention to use e-filing. With
the existence of e-filing, taxpayers should feel the ease in filling and reporting annual tax return. The excellent
cooperation between DGT and taxpayers is believed to be able to minimize operational costs so that taxpayers’
satisfaction can be achieved. Therefore, it is very unfortunate that the collaborative quality doesn’t have an influence
on the taxpayers’ intention even though if the collaboration quality is managed properly, it can be a motivation for
taxpayers to use e-filing. The lowest mean value generated from the respondents’ answers is 3.75 on the statement
item which states that “E-filing makes it easy to communicate with DGT”. Taxpayers feel that e-filing doesn’t make
communication with DGT easier because it is difficult for taxpayers to contact DGT.

When the online tax reporting system can build consumers’ satisfaction, then consumers will tend to reuse the system.
Taxpayers’ satisfaction can be formed through taxpayers’ experience when using e-filing. Taxpayers who are satisfied
when using e-filing will have the desire to use e-filing again. The stronger the individual’s desire to take action, the
more likely the action will be realized (Ajzen, 1985). The result of this study supports the research of Wang et al
(2008) which showed that in his research, users’ satisfaction had a positive effect on intention to reuse e-filing.
Therefore, if users’ satisfaction increases, so does the users’ intention to reuse e-filing.

The benefits of e-filing can increase if there is awareness on the DGT party to emphasize the advantage in terms of
benefits and convenience. First of all, taxpayers will get used to the e-filing system first, then start enjoying using e-
filing, then taxpayers will be able to feel the benefits of e-filing. Thus, it can be concluded that the higher the benefits
received by e-filing users, the satisfaction felt by taxpayers also increases. Likewise, if the obtained benefits are low,
then the taxpayers may feel discontented, and as a result, the taxpayers will be reluctant to use the e-filing system
again.

This result of this study is in line with the research conducted by Pamugar et al (2014) that explained that users’
intention definitely exists and affects the net benefits of technology. Thus, it can be interpreted that the easier it is to
use e-filing, the interest in using e-filing will also increase greatly. Likewise, if the use of a system is difficult and not
easy to understand, the users will be less interested in using e-filing.

6. Conclusion

Based on the results of data acquisition and processing, and data analysis, the e-filing information quality has no effect
on taxpayers’ satisfaction and taxpayers’ intention in using e-filing. The taxpayers’ satisfaction and taxpayers’
intention are strongly influenced by the e-filing system quality and the e-filing service quality. The e-filing
collaboration quality has no effect on taxpayers’ satisfaction and taxpayers’ intention to use e-filing. The use of e-
filing by taxpayers has a positive influence on taxpayers’ intention to use e-filing. Taxpayers’ satisfaction with e-filing
has a positive influence on e-filing success. Likewise, taxpayers’ intention has a positive effect on e-filing success. It
is expected that the obtained results can be taken as input for DGT to improve the e-filing quality which has not been
put into its maximum capacity to provide satisfaction and encouragement for taxpayers to use e-filing. The e-filing
collaboration quality can actually have a positive impact in the use of e-filing, so it is expected that DGT can emphasize
good relationship management with taxpayers. The collaboration between the two can create harmony so that the use
of e-filing can be a pleasant experience for taxpayers.

There are some limitations in this study that should be noted. First, this study was conducted only based on the
perception of individual taxpayers as a sample and the relatively short timeline limited to the time of the Covid-19
pandemic only. Second, the data collection technique in this study utilizes a questionnaire survey, therefore, there is
a possibility of bias on the produced data due to cognitive differences between the researchers and the respondents to
the questions given. Third, the discussion in this study on each aspect of the variable is still broad and cannot be done
in depth. Last, the researchers expected that the studied number of respondents would be 170, but only 150 respondents
were collected. In regards to the limitations of the study mentioned above, the suggestion that the authors would like
to propose for further research is to expand the research timeline to observe the extent to which e-filing applications
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continue to provide benefits to taxpayers and tax authorities in various conditions. The use of the e-filing system is
not limited only during the Covid-19 pandemic but will continuously become a taxpayers’ tax lifestyle.
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