
Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

1 
 

Digitalization of public services in regional tax 
management through the PAKINTA application in 
Makassar City, Indonesia 
Sri Wisdayanti1*, A. M. Rusli2, A. Lukman Irwan3 

1. Department of Government Science, Hasanuddin University, Makassar, Indonesia.  
2. Department of Government Science, Hasanuddin University, Makassar, Indonesia. 

(https://orcid.org/0000-0002-9342-3840)  
3. Department of Government Science, Hasanuddin University, Makassar, Indonesia. 

(https://orcid.org/0009-0003-8943-2626) 
*Correspondence: wisdasumardi@gmail.com  

 
Abstract: Digitalization of local tax administration has become an essential component of Smart 
Governance, enabling improved efficiency, transparency, and taxpayer compliance. This study examines 
the implementation of the PAKINTA (Digitalized Integrated Tax) application developed by the Makassar 
City Regional Revenue Agency (Bapenda) as a centralized platform for checking, paying, and reporting 
local taxes. Using a qualitative descriptive approach, data were collected through interviews, 
observations, and document analysis involving Bapenda officials and PAKINTA users. The findings reveal 
that PAKINTA significantly enhances service efficiency by automating administrative procedures, reducing 
manual workloads, and minimizing processing time. The system also strengthens transparency and 
accountability through real-time data, digital documentation, and reduced face-to-face interactions. 
Furthermore, PAKINTA improves taxpayer compliance by providing accessible information, automated 
reminders, and simplified payment procedures. However, challenges remain, including varying levels of 
digital literacy, occasional technical disruptions, and digital inclusion gaps among users. Institutional 
readiness—encompassing staff training, workflow restructuring, and leadership support—emerges as a 
critical factor enabling successful digital transformation. Overall, the study demonstrates that PAKINTA 
contributes to stronger local fiscal governance, though continuous technological improvements and 
inclusive service strategies are needed to ensure sustainability and equitable access. 
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1. INTRODUCTION 

Digital government initiatives have accelerated worldwide in the last decade, 
with public administrations using information and communication technologies (ICT) 
to improve service delivery, transparency, and compliance (Liu & Yuan, 2015). In the 
domain of fiscal administration, digitalization promises streamlined tax registration and 
payment, improved revenue collection, and reduced opportunities for leakage and 
corruption (Bellon et al., 2022). Indonesia has pursued a range of digital tax reforms at 
national and subnational levels ranging from e-filing and e-invoicing to local e-payment 
platforms driven by legal and administrative reforms and by broader e-government 
agendas Presidential Regulation on SPBE and national programs (Carnahan, 2015). 

Makassar  City launched application Integrated & digitalized tax (PAKINTA) as an 
integrated platform for taxpayers to check bills, make payments, and file reports for a 
range of local taxes (e.g., property tax/PBB, hotel and restaurant taxes, advertising, 
ground water extraction) and service charges. The platform is presented as the city’s 
central tax application and is publicly accessible via the municipal portal and mobile 
distribution channels. The official PAKINTA portal and municipal pages describe it as 
“the master application for checking bills, payments, and reporting for all types of local 
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taxes in Makassar City” and indicate continuous updates and support from the city 
revenue agency (Bertot et al., 2016). The implementation of Smart Governance in tax 
services at the Makassar City Regional Revenue Agency (Bapenda) through the Pakinta 
application an acronym for Digitalized Integrated Tax is a public service innovation 
designed to simplify local tax payments (Sarker et al., 2018). The application can be 
accessed online through the official Bapenda Makassar City website and has also been 
available on the Play Store since May 27, 2022, with over 10,000 downloads. 

 

Figure 1 PAKINTA Website Appearance 

 

 Figure 1. PAKINTA Website Appearance  
Source: Bapenda, 2024 

 
The Government's efforts to improve the quality of public services and optimize 

regional revenues are in accordance with the vision put forward in the Makassar City 
Medium-Term Development Plan (RPJMD) 2021-2026 (Hardi et al., 2025). This vision is 
included in Mission 1, namely, "Human Resource Revolution and acceleration of 
bureaucratic reform towards superior City HR with world-class public services free from 
indications of corruption." One of the strategic programs in supporting this mission is 
the "Regional Revenue Management Program" with the aim of increasing Regional 
Original Revenue (PAD) to reach 2 trillion, through performance indicators such as the 
ratio of PAD to total regional revenue and the deviation of PAD realization to the 
established budget (Hakim et al., 2021). 
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Figure 2 Makassar City Regional Tax Revenue in 2024

 

 Figure 1. Makassar City Regional Tax Revenue in 2024 
Source: Bapenda, 2024 

 
 

The diagram above shows that Bapenda focuses on several key taxes, primarily 
BPHTB (Property and Building Tax) and PBJT (Property and Building Tax), to achieve 
its revenue targets. This demonstrates the significant potential of the property and 
transportation sectors in contributing to regional revenue (Sakir et al., 2021). 

2. METHODS 

A. Research Design 

This study used a descriptive qualitative approach. According to Naeem (2023), 
qualitative research is a research procedure that produces descriptive data in the form 
of written or spoken words from individuals and observable behavior, with an approach 
focused on the setting and the individual as a whole (Naeem et al., 2023). 

The qualitative research is a tradition in the social sciences that fundamentally relies 
on observing people in their natural contexts and interacting with them using their own 
language and terms (Cloutier & Ravasi, 2020). qualitative research is a type of research that 
produces findings that cannot be achieved through statistical procedures or other 
quantification methods (Aslipour & Zargar, 2022). 

This research can field findings that cannot be achieved through statistical 
procedures or other quantitative methods. The primary goal of qualitative research is to 
understand social phenomena or symptoms by providing clear explanations in the form 
of verbal descriptions, which ultimately leads to a theory (Qin et al., 2021). 
 

B. Determination of Informants 

Informants are individuals who can serve as sources of information related to the 
aims and objectives of the research. The information obtained is based on the quality, 
reliability, and richness of their information (Cloutier & Ravasi, 2020). The informants for 
this research consisted of 1) Head of the PAKINTA Service Sub-Division, Makassar City 
Regional Revenue Agency (Bapenda). 2) PAKINTA Service Staff/Administrators, 
Makassar City Regional Revenue Agency (Bapenda) 3) PAKINTA Land and Building 
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Tax Users, Makassar City Regional Revenue Agency (Bapenda). 4) PAKINTA Restaurant 
Tax Users, Makassar City Regional Revenue Agency (Bapenda). 

 

C. Data Collection 

The data collection method is a crucial step in research, as the collected data will be 
used as analysis material. In this qualitative research, the technique used is triangulation. 
Observation or Direct observation, were conducted at the Makassar City Regional 
Revenue Agency Office to obtain supporting data for the research (Perera et al., 2022). 
Interviews, used interviews with users and informants related to the PAKINTA 
application at the Makassar City Regional Revenue Agency Office to obtain concrete 
data.Document Review This includes all written or filmed materials, while records refer 
to written statements made by individuals or institutions to verify an event or present 
accounting records. Documentation techniques in data collection involve collecting and 
analyzing documents, whether in written, pictorial, or electronic form (Moser & 
Korstjens, 2018). The researcher used the document review method through 
archives/documents in the research at the Makassar City Regional Revenue Agency 
Office . 
 

C. Data Analysis 

This step involves converting interview results regarding PAKINTA usage into text 
(transcripts), scanning materials related to PAKINTA digital services, typing field data 
obtained from observations and interviews, and grouping and organizing the data into 
different categories according to the source of the information (Sauerwein et al., 2019). 
This process helps organize information related to the effectiveness, benefits, and 
challenges of the PAKINTA innovation, facilitating data analysis and interpretation to 
produce informative and relevant conclusions. Data Reduction, means simplifying the 
initial information collected from interviews, observations, and documentation 
regarding PAKINTA implementation (Dahal, 2025). This process includes selecting and 
focusing relevant data to transform it into more meaningful information, thus facilitating 
conclusions regarding the effectiveness and challenges of this innovation. Data 
Presentation The reduced data is presented in narrative form to provide a structured and 
systematic overview of the implementation of PAKINTA services at the Makassar City 
Regional Revenue Agency (Bapenda). 
 

3. RESULT AND DISCUSSION 

A. The "PAKINTA" application as a digitalization service for Makassar city regional 
taxes 

The findings of this study illustrate that the PAKINTA application represents a 
transformative step in the modernization of local tax administration in Makassar City. 
Developed as an integrated and digitalized platform for accessing, checking, paying, and 
reporting local taxes, PAKINTA responds to persistent challenges in the tax service 
system, including bureaucratic complexity, limited accessibility, and inadequate 
administrative transparency (Bassey et al., 2022). Data from interviews with key 
administrators at the Makassar City Regional Revenue Agency (Bapenda) reveal that the 
application was designed to align with the city’s broader Smart Governance strategy, 
which emphasizes digitalization, efficiency, and accountability in public service 
delivery. 



Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

5 
 

Previous to the implementation of PAKINTA, local taxpayers faced cumbersome 
manual procedures. Taxpayers often had to visit Bapenda’s physical office to obtain 
billing information, verify payment obligations, or process documentation for different 
types of taxes such as land and building tax (PBB), restaurant tax, entertainment tax, or 
advertisement tax (Raisa et al., 2025). These procedures were not only time-consuming 
but also contributed to inefficiencies in revenue collection due to missed deadlines, 
administrative bottlenecks, and limited monitoring mechanisms. The introduction of 
PAKINTA mitigates these challenges by consolidating various services into a single 
digital system accessible via website and mobile application. This consolidation is one 
of the key innovations contributing to changes in public service performance (Bergmann 
et al., 2015). 

From the institutional perspective, Bapenda officials noted that the application is 
continuously updated based on taxpayer feedback and technological developments. 
Consistent with global digital public administration practices, the system incorporates 
real-time monitoring, automated notifications, digital receipts, and data analytics 
features that support evidence-based decision-making. As a result, the local government 
is able to track taxpayer behavior, identify compliance gaps, and monitor fluctuations in 
revenue more effectively. Therefore, PAKINTA does not merely serve as a digital front-
end service but also functions as a governance tool to strengthen Makassar’s fiscal 
administration capacity (Ipahutar et al., 2023). 

This section will further elaborate on the main findings, organized into five analytic 
dimensions: service efficiency, transparency and accountability, taxpayer compliance, 
user experience and digital inclusion challenges, and institutional capacity for sustaining 
digital transformation. This multi-layered discussion enables the study to deliver a 
comprehensive assessment of PAKINTA’s significance within the digitalization of local 
public services (Latupeirissa et al., 2024) . 
 

B. Enhancing Service Efficiency Through Digital Integration 

Interviews with the Head of the PAKINTA Service Sub-Division confirm that the 
platform has significantly reduced administrative workloads at Bapenda. Before the use 
of PAKINTA, tax officers were required to manually process hundreds of daily 
transactions, ranging from issuing billing codes to printing receipts and verifying 
payment histories. With PAKINTA, these tasks are automated. Taxpayers can 
independently generate billing information, process online payments, and obtain 
verification documents without requiring in-person interaction with tax officers 
(Marianne & Marina, 2020). 

This automation greatly reduces the potential for human error, particularly in data 
recording and document handling. Administrators explained that errors such as 
misplaced files, incorrect entries, or delays due to manual verification have decreased 
since PAKINTA’s introduction. Moreover, the system's automation has allowed 
Bapenda to reallocate staff to more strategic tasks such as policy analysis, service 
innovation planning, and taxpayer education programs (Storey & Kahn, 2010). 

The findings of this research align with empirical evidence from global digital tax 
reforms, which consistently report improvements in service efficiency as a primary 
outcome of digitalization. For instance, studies on e-filing and mobile tax systems in 
various countries show that digital platforms can reduce processing times by up to 50% 
and cut administrative costs by eliminating redundant manual tasks (Singh et al., 2019). 



Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

6 
 

Although the current study does not quantify the exact percentage of efficiency gains in 
Makassar, qualitative indicators from Bapenda confirm substantial improvements. 

Taxpayers interviewed for this study, including PAKINTA users for land and 
building taxes and restaurant taxes, expressed satisfaction with the reduction in 
transaction time when using the application. Prior to PAKINTA, taxpayers had to spend 
significant time traveling to service offices, waiting in queues, and navigating complex 
administrative procedures (Raaphorst, 2018). The application simplifies these steps by 
enabling users to check their tax obligations, make payments online, and download 
receipts instantly. Users highlighted three time-related benefits: 

 First, Immediate access to payment information, eliminating the need for physical 
bill retrieval. Second, Faster transaction completion, especially through integrated online 
payment channels. Third, Elimination of waiting time, which is often a major burden in 
traditional tax offices. One restaurant tax user explained that prior to the PAKINTA 
system, monthly tax reporting required coordination with Bapenda staff and manual 
documentation. With PAKINTA, the process is completed within minutes, improving 
business efficiency (Rinaldi et al., 2015). 

Digital administrative systems often lead to reductions in operational costs, and 
PAKINTA is no exception. Bapenda officials indicated that the digitalization of services 
has reduced printing costs, physical storage needs, and reliance on manual labor. 
Although specific budgetary data is not publicly available, qualitative insights suggest 
decreasing expenditures for clerical tasks and increasing resource allocation toward 
system maintenance and strategic planning (Alhasnawi et al., 2023). 

Furthermore, online payment systems prevent revenue leakage due to intermediary 
handling and reduce the risks associated with cash-based transactions. This shift also 
supports long-term fiscal sustainability by stabilizing revenue collection patterns and 
increasing predictability. the findings show that PAKINTA has transformed service 
efficiency in local tax administration, enabling both taxpayers and administrators to 
experience faster, more accurate, and more cost-effective processes (He & Yi, 2023). 

 

C. Strengthening Transparency and Accountability in Local Fiscal Governance 

Transparency is a key principle of good governance, and the PAKINTA system 
contributes significantly by providing real-time information regarding taxpayer 
obligations, payment history, and transaction status. For taxpayers, this feature builds 
confidence and reduces uncertainty. For administrators, real-time data assists in 
monitoring compliance behavior and identifying discrepancies (Ly et al., 2015). 
Interview data revealed that Bapenda frequently uses PAKINTA generated data to 
assess tax performance across different sectors. The system's dashboard allows 
administrators to view Total number of transactions by tax category, Real-time revenue 
updates, Payment completion times, and Patterns of late or non-compliant taxpayers. 
This information strengthens internal accountability mechanisms, as officers can be 
evaluated based on transparent performance indicators (O’Regan et al., 2021). 

Digitalization inherently reduces face-to-face interactions, thereby limiting 
opportunities for informal payments or administrative manipulation. Taxpayers 
interviewed in this study reported that PAKINTA created a more trustworthy 
environment by standardizing service procedures and eliminating ambiguous or 
discretionary steps. Administrators also emphasized that internal audits have become 
easier due to full digital documentation. Every transaction leaves a digital trail, making 
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it difficult for unauthorized changes or manual alterations to go unnoticed (Han et al., 
2023).  

This is consistent with studies in other regions, where e-government applications 
significantly curb corrupt practices by promoting auditability. The transparency enabled 
by PAKINTA extends beyond internal auditing. Citizens can access their own tax 
records at any time, reducing disputes and reinforcing accountability. The availability of 
digital receipts and verification documents allows citizens to independently validate 
their payments. Moreover, the visibility of the system encourages improved governance 
behavior among public officials, as their performance and service responses are more 
easily monitored. This builds public trust—a critical component for strengthening tax 
compliance and civic engagement (Warren et al., 2014). 

 
D. Improving Taxpayer Compliance Through Digital Convenience 
Taxpayer compliance is strongly influenced by ease of access and perceived service 
convenience. PAKINTA provides an accessible platform that allows taxpayers to 
manage their tax obligations without time or location constraints. This is especially 
beneficial for small businesses and individuals with limited availability to visit Bapenda 
offices during working hours (Pasaribu et al., 2021). 

Users highlighted that PAKINTA’s automated reminders and clear payment 
instructions help them avoid missed deadlines. The application not only reduces the 
cognitive burden associated with remembering tax cycles but also lowers compliance 
costs, making tax adherence more appealing. Interviews suggest that the digitalization 
of tax services through PAKINTA has contributed to behavioral changes, particularly in 
terms of proactive engagement. Many taxpayers mentioned that the application 
increased their awareness and understanding of their tax responsibilities. The 
availability of clear, up-to-date information encourages taxpayers to comply voluntarily 
rather than being compelled by administrative enforcement (Manurung & Ardillah, 
2024) . 

Some users described PAKINTA as a “motivating tool,” indicating that the ease of 
access encourages them to complete payments earlier rather than delaying them. 
Although this qualitative study does not include quantitative revenue data, 
administrators reported anecdotal evidence that local tax revenue patterns have become 
more stable since the implementation of PAKINTA. Increased compliance correlates 
with predictable revenue cycles, which support better planning for public service 
delivery and infrastructure development (Bernardo et al., 2024) . 
The digital system ensures that even during periods of disruption such as natural 
disasters or public health emergencies taxpayers retain access to essential services online 
(Schrijvers et al., 2021). 
 

E. User Experience Challenges and Digital Inclusion Issues 

While PAKINTA has improved service delivery, the findings also indicate several 
challenges related to digital literacy. Not all taxpayers—particularly older adults or 
individuals with minimal technological experience—are comfortable navigating the 
application. Some users expressed confusion over specific menu functions, difficulty 
understanding payment procedures, or challenges using online banking features 
(Martínez-Navalón et al., 2023). 

Users cited occasional issues such as application bugs, slow loading times, and 
errors during peak traffic periods. Administrators acknowledge these issues and 
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highlight that the technical support team continuously works to improve system 
stability. However, the growing number of users (over 10,000 downloads) puts pressure 
on server capacity and technical infrastructure. The research underscores that digital 
transformation must be accompanied by sustained investments in technological 
infrastructure to support scalability, cybersecurity, and system reliability (Westergren et 
al., 2024) .  

The internet accessibility in Makassar is relatively high compliace ared to rural 
regions, there are still segments of the population without consistent internet access or 
compatible devices. This creates a digital divide that may disadvantage some taxpayers. 
Several respondents suggested maintaining hybrid service options—digital services 
complemented by in-person assistance—to accommodate diverse user capabilities. 
These findings echo broader concerns in digital public administration, where disparities 
in digital skills can hinder universal access to services (Higgins et al., 2023). 

 
F. Institutional Capacity and Governance Readiness 

The implementation of the PAKINTA application has necessitated substantial 
internal adjustments within the Regional Revenue Agency (Bapenda) of Makassar City, 
particularly in terms of organizational structures, human resource capabilities, and 
operational procedures. As a digital innovation aimed at modernizing regional tax 
services, PAKINTA required a shift from conventional manual practices toward a more 
integrated and technology driven service ecosystem. This transition, according to 
interviews conducted with key administrative personnel, did not occur instantaneously; 
rather, it involved a deliberate process of enhancing institutional readiness to ensure that 
the digitalization initiative could be executed effectively and sustainably (Arshad et al., 
2024). 

One of the most prominent internal changes was the implementation of 
comprehensive staff training programs. Because PAKINTA introduces new digital 
workflows—such as automated data processing, online tax validation, and real-time 
payment tracking—employees needed to acquire new competencies in system 
navigation, troubleshooting, and digital communication. Bapenda management 
organized a series of training sessions, both formal and informal, to build staff familiarity 
with the platform. This capacity-building effort ensured that personnel at various service 
units could provide accurate information to taxpayers, resolve technical issues, and 
maintain the quality of service delivery. Interviews with officials highlighted that 
employees who had previously relied heavily on manual documentation or face-to-face 
interactions initially faced challenges adapting to digital procedures; however, 
continuous mentoring and peer-learning mechanisms helped accelerate the adjustment 
process (Li, 2010). 

In addition to human resource development, organizational restructuring was an 
important supporting factor. Bapenda established specialized units and designated focal 
points responsible for overseeing the system’s implementation and maintenance. Some 
service divisions underwent workflow redesigns to accommodate the new digital 
processes embedded in PAKINTA. For example, tasks related to tax verification, data 
entry, and reporting were reallocated to align more efficiently with the system’s 
automated features. These structural changes not only optimized internal coordination 
but also reduced redundancy and minimized the likelihood of human error. 
Administrators noted that the shift toward digitalization required a more flexible and 
adaptable institutional culture one that embraces continuous improvement and 
technological innovation (Zou et al., 2023). 
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Furthermore, the adoption of new standard operating procedures (SOPs) played a 
central role in ensuring that PAKINTA was integrated smoothly into existing 
organizational routines. These SOPs provided clear guidelines on how employees 
should handle digital transactions, manage taxpayer inquiries, respond to technical 
disruptions, and coordinate with other units during system maintenance. The presence 
of standardized procedures also strengthened accountability and consistency in service 
delivery, which are essential for maintaining public trust in digital tax services (Bird, 
2015). 

Internal collaboration emerged as another critical determinant of successful 
implementation. Effective coordination among the IT division, frontline service units, 
and administrative leadership facilitated timely problem solving and responsive system 
updates (Chughtai et al., 2023). the IT division worked closely with service personnel to 
understand operational challenges, while leadership provided strategic direction and 
resource allocation. This collaborative approach ensured that digitalization was not 
viewed as a purely technological project but as an organization wide transformation 
(Verhoef et al., 2021). 

The experience of Bapenda Makassar demonstrates that digital public service 
innovation requires more than just technological adoption. Organizational readiness 
comprising skilled personnel, supportive structures, clear procedures, and collaborative 
internal dynamics is fundamental to ensuring that systems like PAKINTA can function 
effectively and deliver sustainable improvements in regional tax management (Amaliah 
et al., 2023). The Successful digital transformation depends strongly on leadership 
commitment. In this case, Bapenda leadership positioned PAKINTA as a cornerstone of 
Makassar’s Smart Governance strategy. Leaders supported training programs, allocated 
budgets for maintenance, and encouraged innovation driven culture among staff 
(Pedraza-Rodríguez et al., 2023). 

4. CONCLUSION  

This study examined the implementation of the PAKINTA application as a digital 
public service innovation in local tax administration in Makassar City. The findings 
demonstrate that PAKINTA represents a significant step toward modernizing local fiscal 
governance by integrating various tax services into a single digital platform. The 
research highlights several key conclusions regarding service efficiency, transparency, 
taxpayer compliance, user experience, and institutional capacity for sustaining digital 
transformation. 

First, the study finds that PAKINTA has substantially improved service efficiency 
by automating previously manual administrative tasks such as billing issuance, 
verification, documentation, and payment processing. This integration reduces 
processing time, minimizes human error, and allows tax officers to shift their focus 
toward more strategic and analytical tasks. 

Second, PAKINTA enhances transparency and accountability through real-time 
information flows, digital documentation, and standardized procedures. The system 
reduces opportunities for informal practices, strengthens auditability, and builds public 
trust by enabling taxpayers to independently access and verify their tax records. 

Third, the application has contributed to improved taxpayer compliance. 
Automated reminders, simplified digital workflows, and accessible information increase 
voluntary compliance and stabilize revenue cycles. Taxpayers report increased 
awareness and understanding of their obligations, indicating behavioral shifts 
attributable to digital convenience. 
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Fourth, the findings reveal several challenges related to digital literacy, technical 
constraints, and digital inclusion. Some users—particularly older individuals or those 
with limited technological familiarity—face difficulties navigating the platform. 
Occasional system bugs, network disruptions, and server capacity issues also affect user 
experience. These challenges illustrate that digital transformation must be accompanied 
by infrastructure strengthening and continued user support. 

Finally, the study highlights that organizational readiness is a critical factor enabling 
the successful implementation of PAKINTA. Internal adjustments—including staff 
training, workflow restructuring, revised SOPs, and improved cross-unit 
collaboration—were essential to sustaining the digitalization process. Leadership 
commitment further ensured resource allocation, policy direction, and institutional 
coherence in driving digital innovation. 

Implication study has several practical and theoretical implications. Practically, the 
findings underscore the importance of aligning digital service initiatives with 
institutional capacity, user needs, and long-term governance strategies. The experience 
of Makassar suggests that digital tax systems can strengthen revenue mobilization, 
enhance transparency, and support more responsive public administration. 
Theoretically, the research contributes to discussions on Smart Governance, 
demonstrating how digital tools reshape administrative processes, public-sector 
behavior, and citizen engagement in local fiscal management. 

Additionally, the results imply that digital innovation in local government is not 
merely a technological upgrade but an organizational transformation involving culture, 
competence, and leadership. Policymakers should consider hybrid service models, 
sustained digital literacy programs, and investment in infrastructure to achieve inclusive 
and resilient digital public services. 

This study contributes to the growing body of literature on digital government and 
local tax administration by providing an in-depth qualitative assessment of a municipal 
digital tax platform in Indonesia. It offers empirical insights into how digitalization 
affects administrative efficiency, transparency, and taxpayer behavior at the subnational 
level. Moreover, the research enriches the conceptual understanding of organizational 
readiness as a determinant of successful digital transformation in public institutions. 

Although the study provides rich qualitative insights, it has several limitations. 
First, the research does not analyze quantitative data related to changes in tax revenue, 
compliance rates, or operational costs before and after the implementation of PAKINTA. 
This limits the ability to measure the magnitude of efficiency and fiscal impacts. Second, 
the sample size is relatively small, focusing on selected stakeholders within Bapenda and 
a limited number of application users, which may affect the generalizability of findings. 
Third, the study captures experiences during the early years of system implementation; 
long-term impacts may differ as technological improvements and user familiarity 
increase. 

Future studies should incorporate quantitative analysis of revenue data, compliance 
statistics, and cost-benefit evaluations to strengthen empirical evidence regarding the 
impact of digital tax systems. Comparative studies across multiple cities or provinces 
would also provide broader insights into digitalization patterns in Indonesia’s local 
government sector. Exploring taxpayer satisfaction, cybersecurity issues, and long-term 
behavioral changes would further enhance the understanding of digital fiscal 
governance. 

 
Conflicts of Interest: The authors declare no conflict of interest. 



Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

11 
 

 
Acknowledgements: We sincerely like to express our deepest gratitude to the Makassar City Government, 
in this case the Head of the Regional Revenue Agency, the Head of the PAKINTA Service Sub-Division and 
staff, residents who use PAKINTA services and all parties who have helped in editing, typing, and providing 
materials for this research. 
 

References 

Alhasnawi, M. Y., Mohd Said, R., Mat Daud, Z., & Muhammad, H. (2023). Enhancing 
managerial performance through budget participation: Insights from a two-stage A 
PLS-SEM and artificial neural network approach (ANN). Journal of Open 
Innovation: Technology, Market, and Complexity, 9(4), 100161. 
https://doi.org/https://doi.org/10.1016/j.joitmc.2023.100161 

Amaliah, Y., Sakir, A. R., & Lukman, J. P. (2023). Optimization Of Local Tax Revenue: A 
Case Study Of Local Tax Revenue In The South Sulawesi Province. Oikonomia : 
Journal of Management Economics and Accounting, 1(1 SE-Articles), 15–23. 
https://doi.org/10.61942/oikonomia.v1i1.102 

Arshad, M., Qadir, D., & Rafique, M. (2024). Enhancing organizational sustainable 
innovation performance through organizational readiness for big data analytics. 
Humanities and Social Sciences Communications, 11. 
https://doi.org/10.1057/s41599-024-03424-4 

Aslipour,  Hosein, & Zargar,  Mohamad Reza. (2022). Developing Grounded Theory 
Systematic Approach for Public Policy Researches. International Journal of 
Qualitative Methods, 21, 16094069221090356. 
https://doi.org/10.1177/16094069221090357 

Bassey, E., Mulligan, E., & Ojo, A. (2022). A conceptual framework for digital tax 
administration - A systematic review. Government Information Quarterly, 39(4), 
101754. https://doi.org/https://doi.org/10.1016/j.giq.2022.101754 

Bellon, M., Dabla-Norris, E., Khalid, S., & Lima, F. (2022). Digitalization to improve tax 
compliance: Evidence from VAT e-Invoicing in Peru. Journal of Public Economics, 
210, 104661. https://doi.org/https://doi.org/10.1016/j.jpubeco.2022.104661  

Bergmann,  Andreas, Grossi,  Giuseppe, Rauskala,  Iris, & Fuchs,  Sandro. (2015). 
Consolidation in the public sector: methods and approaches in Organisation for 
Economic Co-operation and Development countries. International Review of 
Administrative Sciences, 82(4), 763–783. 
https://doi.org/10.1177/0020852315576713 

Bernardo, B. M. V., Mamede, H. S., Barroso, J. M. P., & dos Santos, V. M. P. D. (2024). 
Data governance & quality management—Innovation and breakthroughs across 
different fields. Journal of Innovation & Knowledge, 9(4), 100598. 
https://doi.org/https://doi.org/10.1016/j.jik.2024.100598 

Bertot, J., Estevez, E., & Janowski, T. (2016). Universal and contextualized public 
services: Digital public service innovation framework. In Government information 
quarterly (Vol. 33, Issue 2, pp. 211–222). Elsevier. 

Bird, R. M. (2015). Improving Tax Administration in Developing Countries. Journal of 
Tax Administration, 1(1 SE-Articles), 23–45. 
https://journals.docuracy.co.uk/jota/article/view/153 

Carnahan, M. (2015). Taxation Challenges in Developing Countries. Asia & the Pacific 
Policy Studies, 2(1), 169–182. https://doi.org/https://doi.org/10.1002/app5.70  

Cloutier,  Charlotte, & Ravasi,  Davide. (2020). Using tables to enhance trustworthiness 

https://doi.org/10.1177/16094069221090357
https://doi.org/https:/doi.org/10.1016/j.jpubeco.2022.104661
https://doi.org/https:/doi.org/10.1002/app5.70


Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

12 
 

in qualitative research. Strategic Organization, 19(1), 113–133. 
https://doi.org/10.1177/1476127020979329 

Chughtai, M. S., Syed, F., Naseer, S., & Chinchilla, N. (2023). Role of adaptive leadership 
in learning organizations to boost organizational  innovations with change self-
efficacy. Current Psychology (New Brunswick, N.J.), 1–20. 
https://doi.org/10.1007/s12144-023-04669-z 

Dahal, N. (2025). Qualitative data analysis: reflections, procedures, and some points for 
consideration. Frontiers in Research Metrics and Analytics, Volume 10-2025. 
https://www.frontiersin.org/journals/research-metrics-and-
analytics/articles/10.3389/frma.2025.1669578 

Han, H., Shiwakoti, R. K., Jarvis, R., Mordi, C., & Botchie, D. (2023). Accounting and 
auditing with blockchain technology and artificial Intelligence: A literature review. 
International Journal of Accounting Information Systems, 48, 100598. 
https://doi.org/https://doi.org/10.1016/j.accinf.2022.100598 

Hakim, R., Umam, K., & Anwar, H. S. (2021). Implementation of E-government through 
the Samsat mobile Jawa barat at the regional revenue agency of West Java province. 
PUBLICA, 13(2), 134–148. 

Hardi, R., Nurmandi, A., Purwaningsih, T., & Manaf, H. A. (2025). Smart city governance 
and interoperability: enhancing human security in Yogyakarta and Makassar, 
Indonesia. Frontiers in Political Science, 7, 1553177.  

He, Y., & Yi, Y. (2023). Digitalization of tax administration and corporate performance: 
Evidence from China. International Review of Financial Analysis, 90, 102859. 
https://doi.org/https://doi.org/10.1016/j.irfa.2023.102859 

Higgins, N., Ferri, D., & Donnellan, K. (2023). Enhancing Access to Digital Culture for 
Vulnerable Groups: The Role of Public Authorities in Breaking Down Barriers. 
International Journal for the Semiotics of Law - Revue Internationale de Sémiotique 
Juridique, 36(5), 2087–2114. https://doi.org/10.1007/s11196-022-09959-6 

Ipahutar, H. O. S., Uripto, S., & Arsono, M. (2023). The Development of Innovation 
Knowledge Management System in Tangerang Regency. 21(3), 637–664. 

Latupeirissa, J. J., Dewi, N. L., Prayana, I. K., Srikandi, M. B., Ramadiansyah, S. A., & 
Pramana, I. B. (2024). Transforming Public Service Delivery: A Comprehensive 
Review of Digitization Initiatives. In Sustainability (Vol. 16, Issue 7, p. 2818). 
https://doi.org/10.3390/su16072818 

Li, L. C. (2010). Central-local relations in the people’s Republic of China: Trends, 
processes and impacts for policy implementation. Public Administration and 
Development, 30(3), 177–190. https://doi.org/https://doi.org/10.1002/pad.573  

Liu, S. M., & Yuan, Q. (2015). The Evolution of Information and Communication 
Technology in Public Administration. Public Administration and Development, 
35(2), 140–151. https://doi.org/https://doi.org/10.1002/pad.1717  

Ly, L. T., Maggi, F. M., Montali, M., Rinderle-Ma, S., & van der Aalst, W. M. P. (2015). 
Compliance monitoring in business processes: Functionalities, application, and 
tool-support. Information Systems, 54, 209–234. 
https://doi.org/https://doi.org/10.1016/j.is.2015.02.007 

Manurung, A. S., & Ardillah, K. (2024). The Impact of Taxpayer Awareness , Tax Service 
Quality , Tax Counseling , and Tax Sanctions on Individual Taxpayer Compliance. 
7(1), 52–64. 

Marianne, W., & Marina, B. (2020).  Tax knowledge for the digital economy . Journal of 
Economic and Financial Sciences, 13(1), 1–11. 
https://doi.org/10.4102/jef.v13i1.461 

https://doi.org/10.1177/1476127020979329
https://doi.org/https:/doi.org/10.1002/pad.573
https://doi.org/https:/doi.org/10.1002/pad.1717


Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

13 
 

Martínez-Navalón, J.-G., Fernández-Fernández, M., & Alberto, F. P. (2023). Does privacy 
and ease of use influence user trust in digital banking applications in Spain and 
Portugal? International Entrepreneurship and Management Journal, 19(2), 781–803. 
https://doi.org/10.1007/s11365-023-00839-4 

Moser, A., & Korstjens, I. (2018). Series: Practical guidance to qualitative research. Part 
3: Sampling, data collection and analysis. European Journal of General Practice, 
24(1), 9–18. https://doi.org/10.1080/13814788.2017.1375091 

Naeem,  Muhammad, Ozuem,  Wilson, Howell,  Kerry, & Ranfagni,  Silvia. (2023). A 
Step-by-Step Process of Thematic Analysis to Develop a Conceptual Model in 
Qualitative Research. International Journal of Qualitative Methods, 22, 
16094069231205788. https://doi.org/10.1177/16094069231205789  

O’Regan, B., King, R., & Smith, D. (2021). Combining accountability forms: transparency 
and “intelligent” accountability in a public service organization. Accounting, 
Auditing & Accountability Journal, 35(5), 1287–1315. 
https://doi.org/10.1108/AAAJ-03-2020-4473 

Pasaribu, Y. M., Riyadi, S., & Sarumpaet, D. (2021). Service Design of Motor Vehicle Tax 
Service in West Java Province BT  - Proceedings of the ICON ARCCADE 2021: The 
2nd International Conference on Art, Craft, Culture and Design (ICON-ARCCADE 
2021). 287–294. https://doi.org/10.2991/assehr.k.211228.037 

Pedraza-Rodríguez, J. A., Ruiz-Vélez, A., Sánchez-Rodríguez, M. I., & Fernández-
Esquinas, M. (2023). Management skills and organizational culture as sources of 
innovation for firms in peripheral regions. Technological Forecasting and Social 
Change, 191, 122518. 
https://doi.org/https://doi.org/10.1016/j.techfore.2023.122518 

Perera, C. H., Nayak, R., & Nguyen, L. V. T. (2022). Methodology and Methods. In C. H. 
Perera, R. Nayak, & L. V. T. Nguyen (Eds.), Social Media Marketing and Customer-
Based Brand Equity for Higher Educational Institutions: Case of Vietnam and Sri 
Lanka (pp. 137–168). Springer Nature Singapore. https://doi.org/10.1007/978-981-
19-5017-9_4  

Qin, M., Tao, Q., & Du, Y. (2021). Policy implementation and project performance: A 
qualitative comparative analysis based on 29 National Marine ranchings in China. 
Marine Policy, 129, 104527. 

Raaphorst, N. (2018). How to prove, how to interpret and what to do? Uncertainty 
experiences of street-level tax officials. Public Management Review, 20(4), 485–502. 
https://doi.org/10.1080/14719037.2017.1299199 

Raisa, D., Sari, T., & Putri, E. (2025). The Effect of Land and Building Acquisition Tax ( 
BPHTB ), Land and Building Tax , Restaurant Tax , Parking Tax and Street Lighting 
Tax on Regional Original Income in Surakarta Residency Government 2017-2023. 
5(6), 1460–1470. 

Rinaldi, M., Montanari, R., & Bottani, E. (2015). Improving the efficiency of public 
administrations through business process reengineering and simulation: A case 
study. Business Process Management Journal, 21(2), 419–462. 
https://doi.org/10.1108/BPMJ-06-2014-0054 

Sakir, A. R., Yunus, R., & Samsu, S. (2021). GOVERNMENT EFFORTS TO OPTIMIZE 
MOTOR VEHICLE TAX REVENUE IN MAROS REVENUE. IMPLEMENTING 
KNOWLEDGE AND RESEARCH FOR HUMANITY AND ENVIRONMENTAL 
SUSTAINABILITY, 494. 

Sarker, M. N. I., Wu, M., & Hossin, M. A. (2018). Smart governance through bigdata: 
Digital transformation of public agencies. 2018 International Conference on 

https://doi.org/10.1177/16094069231205789
https://doi.org/10.1007/978-981-19-5017-9_4
https://doi.org/10.1007/978-981-19-5017-9_4


Vol. 3. No. 1 (2026), pg 1-14 
This work is licensed under a Creative Commons Attribution 4.0 International License. 

 

14 
 

Artificial Intelligence and Big Data (ICAIBD), 62–70. 
Sauerwein, C., Pekaric, I., Felderer, M., & Breu, R. (2019). An analysis and classification 

of public information security data sources used in research and practice. 
Computers & Security, 82, 140–155. 
https://doi.org/https://doi.org/10.1016/j.cose.2018.12.011 

Schrijvers, E., Prins, C., & Passchier, R. (2021). Digitization and Societal Disruption BT  - 
Preparing for Digital Disruption (E. Schrijvers, C. Prins, & R. Passchier (eds.); pp. 
17–31). Springer International Publishing. https://doi.org/10.1007/978-3-030-
77838-5_3 

Singh, H., Kar, A. K., & Vigneswara Ilavarasan, P. (2019). Adoption of e-Government 
Services: A Case Study on e-Filing System of Income Tax Department of India BT  - 
Operations  Research in Development Sector (A. Tripathy, R. N. Subudhi, S. 
Patnaik, & J. Nayak (eds.); pp. 109–123). Springer Singapore. 
https://doi.org/10.1007/978-981-13-1954-9_8 

Storey,  Chris, & Kahn,  Kenneth B. (2010). The Role of Knowledge Management 
Strategies and Task Knowledge in Stimulating Service Innovation. Journal of 
Service Research, 13(4), 397–410. https://doi.org/10.1177/1094670510370988 

Verhoef, P. C., Broekhuizen, T., Bart, Y., Bhattacharya, A., Qi Dong, J., Fabian, N., & 
Haenlein, M. (2021). Digital transformation: A multidisciplinary reflection and 
research agenda. Journal of Business Research, 122, 889–901. 
https://doi.org/https://doi.org/10.1016/j.jbusres.2019.09.022 

Warren, A. M., Sulaiman, A., & Jaafar, N. I. (2014). Social media effects on fostering 
online civic engagement and building citizen trust and trust in institutions. 
Government Information Quarterly, 31(2), 291–301. 
https://doi.org/https://doi.org/10.1016/j.giq.2013.11.007 

Westergren, U. H., Mähler, V., & Jadaan, T. (2024). Enabling digital transformation: 
Organizational implementation of the internet of things. Information & 
Management, 61(6), 103996. 
https://doi.org/https://doi.org/10.1016/j.im.2024.103996 

Zou, Q., Mao, Z., Yan, R., Liu, S., & Duan, Z. (2023). Vision and reality of e-government 
for governance improvement: Evidence from global cross-country panel data. 
Technological Forecasting and Social Change, 194, 122667. 
https://doi.org/https://doi.org/10.1016/j.techfore.2023.122667  

 
 

https://doi.org/https:/doi.org/10.1016/j.techfore.2023.122667

	1. INTRODUCTION
	2. METHODS
	A. Research Design
	B. Determination of Informants
	C. Data Collection
	C. Data Analysis

	3. RESULT AND DISCUSSION
	B. Enhancing Service Efficiency Through Digital Integration
	C. Strengthening Transparency and Accountability in Local Fiscal Governance
	E. User Experience Challenges and Digital Inclusion Issues

	4. CONCLUSION
	References

