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ABSTRACT 

The purpose of this study is to analyze the various factors that 

influence individual taxpayer compliance individual taxpayers 

in Jombang Regency. Understanding of tax regulations, WPOP 

awareness, suitability of tax rates, use of tax applications, and 

service quality are some of the factors that this study examined 

their influence on individual taxpayers compliance in Jombang 

Regency, which is the subject of this study. All individual 

taxpayers registered with the Jombang Primary Tax Service 

Office are the population in this study. The sampling strategy 

used is a simple random sampling of each taxpayer with a 

taxpayer identification number (Nomor Pokok Wajib Pajak - 

NPWP). The test was conducted on 100 respondents obtained 

from calculating the Slovin formula in determining the research 

sample. This study uses Partial Least Squares (PLS) as a 

statistical testing tool. Based on the results of the study, 

understanding of tax regulations does not influence individual 

taxpayers compliance; individual taxpayer's awareness 

influences individual taxpayer's compliance; suitability of tax 

rates influences individual taxpayer compliance; use of tax 

applications does not influence individual taxpayers 

compliance; and service quality influences individual taxpayers 

compliance. 
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INTRODUCTION 

Taxes are a very important instrument in the social and economic life of a country. 

Revenue obtained from taxes that goes into the state treasury is allocated for public 

development purposes, such as financing programs that meet community needs, developing the 

education sector, health services, pension programs, and public transportation infrastructure 

(Mulyati & Ismanto, 2021). Indonesia also continues to strive to increase the amount of state 

income and tax revenue from year to year to improve facilities and infrastructure in Indonesia, 

taxes must continue to be optimized. The percentage of tax revenue in Indonesia in 2018-2022 

has increased from year to year (kemenkeu.go.id., 2023). 
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However, some people still view paying taxes as a representation of oppression rather 

than as an obligation that must be fulfilled. Indonesia's tax ratio is comparatively low when 

compared to other countries in the Asia Pacific area, as per data provided by the Organization 

for Economic Cooperation and Development (OECD). Indonesia is ranked 29th out of 34 nations. 

In 2021, Indonesia's tax-to-Gross Domestic Product (GDP) ratio stands at 10.9%, which is 8.9 

percentage points lower than the Asia-Pacific average of 19.8%. Furthermore, at 34.1 percent, 

this ratio is lower than the OECD average by 23.2 percentage points (OECD, 2023). This shows 

that individual taxpayers compliance is still low.According to Rahayu in Nik Amah et al. (2023), 

taxpayer compliance refers to taxpayers' ability and willingness to follow applicable regulations. 

Compliance with regulations includes compliance with the principles of taxation when 

implementing the self-assessment system (Hidayati & Muniroh, 2023). With the implementation 

of this system, taxpayers are expected to be able to calculate, deposit, and report their own 

taxes (Rokhman et al., 2023). When taxpayers have complied with tax regulations and fulfilled 

their tax obligations, they are considered formally compliant. Tax compliance can contribute 

additional revenue to the country (Vincent et al., 2023) (Vincent et al., 2023). The government 

implemented tax reforms, also referred to as tax reform, in an effort to promote voluntary tax 

compliance (Putri & Wilasittha, 2022). 

Research conducted by Lomban & Kambey (2022) examined the factors that influence 

individual taxpayers compliance, namely the application of e-SPT, understanding of tax 

regulations, and tax sanctions. Research conducted by Raharjo et al. (2020) studied the factors 

that influence individual taxpayers compliance, namely understanding tax regulations, tax rates, 

and service quality. Research conducted by Toniarta & Merkusiwati (2023) examined the factors 

that influence individual taxpayers compliance, namely trust in the government, tax rates, 

taxpayer awareness, service quality, and tax sanctions. Research conducted by Setyobudi & 

Muchayatin (2022) examined the factors that influence individual taxpayers compliance, namely 

modernization of the tax administration system, tax socialization, service quality, and knowledge 

about taxes.Jombang Regency is one of the regions in East Java with fairly good tax revenues. 

This is proven by Jombang Regency receiving appreciation from the award given by the Regional 

Office of DJP East Java II. This award is awarded to the largest taxpayer in the individual taxpayer 

category (excluding the voluntary disclosure program) and participants in the voluntary 

disclosure program (jombangkab.go.id, 2022). However, in reality, individual taxpayers 

compliance in Jombang Regency is still inconsistent so this phenomenon needs to be researched. 

The following is the percentage of individual taxpayers compliance for Jombang Regency for 

2018-2022. 

 

Table 1. Percentage of Jombang Regency Individual Taxpayers Compliance 2018-2022 

Year 
Individual 

Taxpayers amount 

Number of 

SPT Reports 

Individual Taxpayers 

Compliance Percentage 

2018 147,375 45,836 31% 

2019 160,664 44,232 28% 

2020 173.131 49,749 29% 

2021 184,887 49,230 27% 

2022 197,368 56,489 29% 

 Source: Kantor Pelayanan Pajak Pratama Jombang, 2024 

 

Based on Table 1, it shows that the number of registered individual taxpayers is greater 

than the reported individual taxpayers. So, the percentage of individual taxpayers compliance in 

Jombang Regency tends to fluctuate from 2018-2022. Compliance by individual taxpayers is 

influenced by a number of factors. Several individual factors such as attitudes and intentions 

toward paying taxes, so that tax revenues continue to increase. Given that the amount of 
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taxpayer compliance is largely determined by the planned behavior of the taxpayer, the 

importance of tax compliance continues to be the primary focus of input provided to the DJP 

(Manrejo & Yulaeli, 2022). To achieve a high degree of tax compliance, taxpayers tax morale must 

be good (Hardika et al., 2021). 

 The tax compliance factors examined in this research are understanding tax regulations,  

individual taxpayers awareness, appropriateness of tax rates, use of tax applications, and service 

quality. The aim of this research is to find out whether these factors really have an influence on 

the level of individual taxpayers compliance, especially in Jombang Regency. 

A correct understanding of tax regulations is essential for every taxpayer. Taxpayers must 

have a strong understanding in order to be able to carry out their obligations accurately in terms 

of taxation (Sari et al., 2023). A deep understanding of tax regulations is the key to creating a tax 

environment that is fair, transparent, and in accordance with the law. If taxpayers understand 

what tax is, then they will be willing to comply and pay it (Latuamury & Usemahu, 2023). Trust in 

a fair and transparent tax system can strengthen a country's economic stability. 

Taxpayer awareness is a very important foundation in the success of a country's taxation 

system. Knowledge or understanding of tax-related subjects can be known as tax awareness 

(Hidayati & Muniroh, 2023). Taxpayer awareness is not only about legal obligations but is also 

part of active participation in building a just society. The self-assessment system is designed to 

provide a level of confidence to taxpayers in order to increase taxpayer awareness (Pratiwi et al., 

2020). Taxpayers need awareness so that they have ethical behavior and comply with paying 

taxes (Doyle et al., 2022). 

Taxpayer understanding and awareness factors influence taxpayer compliance. Other 

factors influence tax rate compliance, namely tax rate suitability. Fair and appropriate rates can 

be used effectively for development. Tax rates are based on the idea that everyone has the same 

rights, so proportional tax rates are formed (Raharjo et al., 2020). Tax rates must be made 

appropriately and effectively so that taxpayers comply with paying taxes (Fernández-Rodríguez 

et al., 2021). 

With the change in the method of collecting taxes to a self-assessment system, the DJP has 

carried out tax reforms to become more modern by launching various tax applications. This tax 

application is to help taxpayers be more efficient in paying taxes so it is hoped that it can 

increase taxpayer compliance. Using tax applications can save time by up to 40%, thereby 

encouraging taxpayer compliance (Okunogbe & Pouliquen, 2022). One manifestation of good 

governance is the formation of a tax office and implementation an effective tax system and tax 

administration (Ariani & Syamsurizal, 2022). 

The government sees raising the caliber of tax services as a means of encouraging 

taxpayers to comply with their duties (Pebrina & Hidayatulloh, 2020). When the process of 

reporting and paying taxes runs smoothly, it is likely that taxpayers will be more motivated to 

fulfill their obligations correctly. Providing high-quality consulting services and education about 

tax regulations to taxpayers helps explain questions that taxpayers do not understand. Service 

quality is very relevant to taxpayer readiness and compliance because it serves to show that 

good service will accommodate taxpayers' interests in fulfilling their obligations (Wichmann et 

al., 2024).  

 

LITERATURE REVIEW 

Understanding of Tax Regulations 

Understanding tax regulations is the process by which taxpayers learn and apply tax laws, 

regulations, and procedures to their tax-related actions (Pebrina & Hidayatulloh, 2020). A proper 

understanding of the basic concepts of taxation can lead taxpayers to become more compliant 

with applicable tax laws and regulations (Silalahi & Asalam, 2022). Therefore, it is important to 
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create regulations that are simple and can be understood by the public with the use of clear and 

understandable language (Pramesty & Andayani, 2021). 

 

Individual Taxpayers Awareness 

Individual taxpayers awareness is a condition in which individual taxpayers has a sincere 

intention and desire to fulfill its tax obligations, accompanied by awareness, appreciation, and 

compliance with applicable tax regulations (Rianty & Syahputepa, 2020). Meanwhile, according to 

Yoga & Dewi (2022), individual taxpayers awareness is an action taken by individual taxpayers 

which is expressed through perceptions or feelings and involves understanding, beliefs, and 

reasoning accompanied by a tendency to respond to the stimulus provided by the tax system 

and regulations. So it can be concluded, tax awareness is a condition where taxpayers have a 

serious intention to fulfill their tax obligations with understanding, belief, and obedience to 

applicable tax regulations. Individual taxpayers awareness can arise from internal factors and 

external factors. Internal factors come from the taxpayer himself, while external factors come 

from outside the taxpayer, such as government programs that educate the public about taxes in 

everyday life and during the development process so that they can assess the importance of 

taxes (Kausar et al., 2022). 

 

Appropriateness of Tax Rates 

The proportion used to determine the amount of tax to be paid to the state is known as 

the tax rate (Sandra & Chandra, 2021). Tax rates have a significant relationship with the tax 

function, especially the regularend function which represents government policies and efforts in 

the country's economy so that the amount of tax rates set in the tax law is based on the 

country's economic conditions (Raharjo et al., 2020). Taxpayers will understand and consider the 

tax rate imposed to be fairer if the tax authority sets it in a fairer way too (Toniarta & 

Merkusiwati, 2023).  

 

Use of Taxation Applications 

Fundamentally, the modernization of tax administration is a form of reform carried out by 

the DJP in order to facilitate taxpayer compliance in fulfilling their tax obligations (Gusti & Putu, 

2023). DJP wants to provide online or digital-based services. This is why the administrative 

system is modernized for progress in the administrative implementation process using digital 

technology (Setyobudi & Muchayatin, 2022).  

Taxpayers can pay and report taxes through a tax application that can be accessed 

through the DJP's official website, https://djponline.pajak.go.id/. The official website has many 

features, such as e-biling, e-filing, and e-form. E-biling is a feature to electronically generate a 

biling code used to pay or deposit taxes. E-filing is a feature to report and create tax returns. E-

form is almost the same as e-filing used to report tax returns. The difference between the two is 

that it lies in filling out the SPT.  

E-form can be filled in offline in the form of a file with the extension .xfdl which can be 

downloaded on the official DJP website. The use of e-form aims to overcome complaints filed by 

taxpayers regarding difficulties accessing https://djponline.pajak.go.id/ on the last date of SPT 

reporting (Agus Ariana & Sari Putri, 2023). 

 

Service Quality 

Tax information systems, tax provisions, and the quality of human resources are the three 

main quality criteria that form the basis of tax services (Raharjo et al., 2020). If high-quality tax 

services are available, taxpayers will be encouraged to report their own taxes (Pebrina & 

Hidayatulloh, 2020). Tax authorities strive to maintain a happy, honest, and organized attitude in 

providing their services, especially after the transition from tax machines to self-assessment 

tools (Sriary Bhegawati et al., 2023). 
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Individual Taxpayers Compliance 

According to Rahayu in Nik Amah et al. (2023) taxpayer compliance is the ability and 

willingness of taxpayers to comply with applicable rules. Compliance with regulations includes 

adherence to the principles of tax imposition when implementing a self-assessment system 

(Hidayati & Muniroh, 2023). When taxpayers have complied with tax regulations and fulfilled 

their tax obligations, they are considered formally compliant. This is indicated by the submission 

of a tax return within the period regulated by law and the substantive or significant compliance 

of taxpayers is indicated by the accuracy of the information stated in the tax return (Darmayasa 

et al., 2020). 

The results of research on understanding tax regulations conducted by Lomban & Kambey 

(2022) demonstrate the impact that a taxpayer's comprehension of tax regulations has on their 

compliance. Thus, understanding tax regulations has a tendency to increase individual taxpayers 

compliance. However, this is in contrast to the results of research conducted by Raharjo et al. 

(2020) and Hernanik & Handayati (2022) which shows that understanding tax regulations has no 

effect on individual taxpayers compliance. So, in theory, taxpayers who have a high level of 

understanding of tax regulations should be more compliant in fulfilling their tax obligations, 

because they know the payment deadline and reporting deadline (Hernanik & Handayati, 

2022).H1: Understanding tax regulations influences individual taxpayers compliance in Jombang 

Regency. 

Individual taxpayers awareness is a mandatory and important factor for every taxpayer to 

have. There are several factors that influence the extent to which a taxpayer complies with their 

tax obligations, one of which is the level of awareness that the taxpayer has (Yoga & Dewi, 2022). 

Another aspect of tax awareness is tax sensitivity which is greatly influenced by taxpayers' 

perceptions of tax awareness itself (Hidayati & Muniroh, 2023). According to research by Toniarta 

& Merkusiwati (2023), taxpayer awareness influences taxpayer compliance. However, this is 

inversely proportional to the results of research conducted by Tambunan et al. (2023) stated that 

taxpayer awareness has no effect on taxpayer compliance.H2: Individual taxpayers awareness 

influences individual taxpayers compliance in Jombang Regency. 

 The way tax rates are applied has a big impact on how much tax is paid by taxpayers 

(Ikaraini & Adnantara, 2021). Fair and transparent tax rates can increase the level of taxpayer 

compliance. Taxpayers are more likely to file their returns on time when they believe that the tax 

system is equitable and that the government is making good use of their contributions. The 

research results of Raharjo et al. (2020) and Toniarta & Merkusiwati (2023) state that tax rates 

influence taxpayer compliance.H3: Appropriateness of tax rates influences individual taxpayers 

compliance in Jombang Regency. 

 To simplify the process for taxpayers to satisfy their tax obligations, the DJP has 

revolutionized the tax payment and reporting system. Improvements in the tax payment and 

reporting process have been made by utilizing information and communication technology. One 

step to modernizing the tax system is through the launch of tax applications, such as e-filing, e-

form, and e-billing (Wulandari, 2021).  

Research conducted by Hermawan et al. (2021) explains that information technology 

influences taxpayers in fulfilling their tax obligations. The more information technology develops 

in the tax sector, the higher taxpayer compliance will be. In line with research conducted by 

Hermawan et al. (2021), research by Setyobudi & Muchayatin (2022) explains that modernization 

of the tax administration system has an effect on individual taxpayers compliance. However, in 

contrast to research conducted by Lomban & Kambey (2022), the implementation of e-SPT has 

no effect on individual taxpayers compliance and research conducted by Wulandari (2021) shows 

that the implementation of e-billing has no effect on taxpayer compliance.H4: The use of tax 

applications influences individual taxpayers compliance in Jombang Regency. 

 One of the external factors influencing someone's actions is the quality of the services 

(Pramesty & Andayani, 2021). Efficient, friendly, and responsive tax services can increase 

https://jurnal.unived.ac.id/index.php/er/index
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taxpayer compliance. Clear processes, easily accessible help, and quick responses to taxpayers' 

questions or needs can make them more motivated to comply with their tax obligations. The 

results of research by Hernanik & Handayati (2022), Raharjo et al. (2020), and Khodijah et al. 

(2021) stated that service quality influences taxpayer compliance. However, in contrast to 

research conducted by Setyobudi & Muchayatin (2022) shows that it has no effect on taxpayer 

compliance in Pati Regency.H5: Service quality influences individual taxpayers compliance in 

Jombang Regency. 

Based on the theories and hypotheses that have been described, the research model can 

be described as follows: 

 

Figure 1 Research Model 

 

Understanding 

Tax Regulations 

(X1) 

Individual 

Taxpayers 

Awareness (X2) 

Appropriateness  

of Tax Rate (X3) 

Use of Tax 

Applications (X4) 

Service Quality 

(X5) 

Individual 

Taxpayers 

Compliance (Y) 

 
 

METHODS 

This study uses the Partial Least Squares (PLS) analysis methodology with the smartPLS 4.0 

software. The population for this study consists of 863,425 individual taxpayers who are 

registered with KPP Pratama Jombang in Jombang Regency. This study employs the sample 

technique of simple random sampling.  

Simple random sampling involves selecting samples from a population in a completely 

random manner, without considering the different levels or categories within the population 

(Sugiyono, 2022). Based on the calculations utilizing the Slovin method, the research can utilize a 

sample size of 100 respondents.  

The research employs a questionnaire as the data collection method, utilizing a variable 

measurement methodology that uses a 5-point Likert scale. The questionnaire is conducted 

through two methods: offline administration using paper media and online administration using 

a Google Form link. Table 2 displays the definitions of variables and indicators in variable 

measurement.  

 



ISSN: 2338-8412                                                                                  e-ISSN : 2716-4411 

Ekombis Review: Jurnal Ilmiah Ekonomi dan Bisnis,  Vol. 12 No. 4 October 2024 page: 3639–3652| 3645  

Table 2 Definition Of Variables And Indicators In Variable Measurement 

Variable Indicator Variable Measurement 

Understanding Tax 

Regulations (X1) 

Measurement of this variable refers to indicators developed by Safitri 

& Silalahi (2020) and Bruno (2019) in Hardika et al. (2022) Hardika et 

al. (2022), including: 

a. Know the applicable tax provisions. 

b. Know the SPT reporting deadline. 

c. Understand the current tax system. 

d. Understand tax rights and obligations. 

e. Understand the procedures for calculating taxes. 

Individual Taxpayers 

Awareness (X2) 

The measurement of this variable refers to indicators developed by 

Simanjuntak & Simbolon (2022) which consist of six statement items, 

including: 

a. Paying taxes out of self-awareness. 

b. Paying taxes because taxes are an obligation as an 

Indonesian citizen. 

c. Be aware that taxes serve as a means of contributing to the 

progress and advancement of the nation. 

d. Be aware delaying tax payments and lowering the amount of 

taxes paid could have negative consequences for the State. 

e. Be aware that the state sets taxes as law and can be 

enforced. 

f. Be aware that taxes must be paid on time. 

Appropriateness  of 

Tax Rate (X3) 

The measurement of this variable refers to the indicators developed 

by Suhendri (2015) in Suarni and Marlina (2018) in Khodijah et al. 

(2021) which consist of three statement items, including: 

a. Feel that the tax rate imposed is appropriate to the level of 

income. 

b. Believe that a fair tax rate must be the same for all taxpayers. 

c. Believe that a fair tax rate should be proportional to income. 

Use of Tax 

Applications (X4) 

The measurement of this variable refers to indicators developed by 

Wulandari (2021) which consist of five statement items, including: 

a. Feel that the existence of a tax application makes it easier to 

pay taxes. 

b. Taxpayers feel that a tax application can save costs  

c. Make tax calculations faster and more accurate. 

d. Feel that the existence of a tax application is more 

environmentally friendly and hassle-free. 

e. Feel that the existence of a tax application makes taxpayer 

security more secure. 

Service Quality (X5) The measurement of this variable refers to the indicators developed 

by Reynaldo Tan et al. (2021) which consists of five statement items, 

among others 

a. Feel that the tax officer has provided good tax services 

b. It is felt that counseling carried out by tax officers can help 

understanding. 

c. It is felt that tax officials always pay attention to taxpayers' 

objections to the taxes imposed. 

d. The tax officer feels that it makes it easy to pay and pay off 

taxes. 

https://jurnal.unived.ac.id/index.php/er/index
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e. Feeling that the tax officer provides certainty that service 

information will be carried out. 

Individual Taxpayers 

Compliance (Y) 

The measurement of this variable refers to the indicators developed 

by Reynaldo Tan et al. (2021) which consists of six statement items, 

among others 

a. Always complete tax form appropriately. 

b. Taxpayers always calculate, pay and report tax accurately and 

correctly. 

c. Over the last two years, always filed and submitted tax 

returns on time for all sorts of taxes. 

d. Have no tax arrears for any type of tax, unless have received 

authorization to pay in installments or to defer tax payments. 

e. Never been convicted of a tax offence. 

f. Never received a warning letter. 

 

RESULTS 

The results of the research data from the questionnaire that was distributed were 

obtained from 100 individual taxpayers respondents registered in Jombang Regency.  

 

Table 3 Respondent Demographics 

No. Respondent Criteria Amount Percentage 

1. Last Education   

 

Junior High School 

Senior High School 

Diploma 

Bachelor Degree 

Master Degree 

Doctoral Degree 

0 

24 

20 

42 

12 

2 

0% 

24% 

20% 

42% 

12% 

2% 

2. Year of Starting to Report SPT   

 

≤2018 

2019 

2020 

2021 

2022 

31 

11 

15 

12 

31 

31% 

11% 

15% 

12% 

31% 

3. Business Type Classification   

 

Employee 

Entrepreneur 

Free Worker 

60 

20 

20 

60% 

20% 

20% 

Source: Research Data, 2024 

 

Based on table 2, shows that the highest level of bachelor's degree education was 42%, the 

year the SPT was started to be reported for the year ≤2018 and 2022 obtained the highest 

percentage of 31%, and the business type classification of working as an employee received the 

highest percentage of 60%. 

The analysis technique used in this research is Partial Least Square (PLS) with the help of 

smartPLS 4.0 software using outer model analysis testing consisting of convergent validity, 

discriminant validity, Average Variance Extracted (AVE), reliability test inner model analysis, 

namely R- Square. 
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Figure 2 Data Processing Results for Valid Indicators 

 
 

Source: Research Data, 2024 

 

The first outer model analysis carried out convergent validity testing using an outer 

loading value of >0.7 which obtained results, namely, measuring the variable understanding of 

tax regulations, four of the five indicators were valid, the individual taxpayers awareness variable 

had three of the six valid indicators, and the suitability of tax rates was found.  

Two out of three valid indicators, use of tax applications, there are four out of five valid 

indicators, service quality, which are three out of five valid indicators, and individual taxpayers 

compliance there are five out of six valid indicators. Overall, the valid indicators meet the cross-

loading value of more than 0.7 so they meet the discriminant validity requirements. AVE values 

for all variable constructs greater than 0.5 meet the criteria and indicate that the data used in 

this research is valid. 

Reliability testing obtained results showing that most of the latent variables with 

Cronbach's alpha values had values above 0.7, except for individual taxpayers awareness (X2) 

and tax rate suitability (X3) which had values of 0.676 and 0.565 respectively. However, the 

composite reliability value for all latent variables has a value of >0.7 and an AVE value of >0.5 

(Hair et al., 2023). Thus, these results conclude that the variable construct shows a good level of 

reliability.  

The inner model analysis tested using R-square obtained a result of 0.522. This is an 

individual taxpayers compliance variable influenced by understanding tax regulations, individual 

taxpayers awareness, appropriateness of tax rates, use of tax applications, and service quality at 

52.2%. Hypothesis testing is carried out using the p-value to determine the effect of the 

independent variable on the dependent variable.  
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Table 4 The Results Of Hypothesis  

 Original Sample (O) 
T Statistics 

(|O/STDEV|) 
P-Values Results 

X1 -> Y 0.133 1,265 0.103 Rejected 

X2 -> Y 0.276 2,696 0.004 Accepted 

X3 -> Y 0.220 2,579 0.005 Accepted 

X4 -> Y 0.126 1,328 0.092 Rejected 

X5 -> Y 0.189 2,178 0.015 Accepted 

Source: Research Data, 2024 

 

DISCUSSION 

Based on the results of H1 which showed that understanding tax regulations had an effect 

on individual taxpayers compliance in Jombang Regency, it was proven that it had no effect. This 

is because the H1 test results have a p-value of 0.103. The p-value is greater than 0.05, so the H1 

result is rejected. The results of this research are in line with the results of research conducted 

by Hernanik & Handayati (2022) and Setyobudi & Muchayatin (2022) which show that 

understanding tax regulations has no effect on the level of  individual taxpayers compliance. 

However, in contrast to research conducted by Lomban & Kambey (2022) shows that 

understanding tax regulations has an effect on individual taxpayers compliance. 

H2 result showed that individual taxpayers awareness had an influence on  individual 

taxpayers compliance in Jombang Regency, proven to be influential. This is because the H2 test 

results have a p-value of 0.004. The p-value is smaller than 0.05, so the H2 result is accepted. The 

results of this research are in line with the results of research conducted by Toniarta & 

Merkusiwati (2023) which shows that individual taxpayers awareness influences the level of 

individual taxpayers compliance. However, this is inversely proportional to the results of 

research conducted by Tambunan et al. (2023) stated that taxpayer awareness has no effect on 

taxpayer compliance. 

H3 result showed that the appropriateness of tax rates has an effect on individual 

taxpayers compliance in Jombang Regency, proven to be influential. This is because the H3 test 

results have a p-value of 0.005. The p-value is smaller than 0.05, so the H3 result is accepted. The 

results of this research are in line with research conducted by Raharjo et al. (2020) and Toniarta 

& Merkusiwati (2023) which show that tax rates have an influence on individual taxpayers 

compliance. 

H4 result showed that the use of tax applications had an effect on individual taxpayers 

compliance in Jombang Regency, it was proven that it had no effect. This is because the H4 test 

results have a p-value of 0.092. The p-value is greater than 0.05, so the H4 result is rejected. The 

results of this research are in line with the results of research conducted by Lomban & Kambey 

(2022) which shows that the implementation of e-SPT has no effect on individual taxpayers 

compliance and research conducted by Wulandari (2021) shows that the implementation of e-

billing has no effect on taxpayer compliance. However, this is not in line with research conducted 

by Hermawan et al.  (2021) explains that information technology influences taxpayers in fulfilling 

their tax obligations. 

 H5 result showed that service quality has an influence on individual taxpayers 

compliance in Jombang Regency, proven to be influential. This is because the H5 test results 

have a p-value of 0.015. The p-value is smaller than 0.05, so the H5 result is accepted. The results 

of this research are in line with research conducted by Hernanik & Handayati (2022), Raharjo et 

al. (2020), and Toniarta & Merkusiwati (2023) which show that service quality has an influence on 

individual taxpayers compliance. However, in contrast to research conducted by Setyobudi & 

Muchayatin (2022) shows that it has no effect on taxpayer compliance in Pati Regency. 
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CONCLUSION 

The factors that influence individual taxpayers' compliance are tax understanding, 

individual taxpayers' awareness, suitability of tax rates, use of tax applications, and service 

quality. The research results show that understanding tax regulations has no effect on individual 

taxpayer compliance in Jombang Regency, individual taxpayer awareness has an effect on 

individual taxpayer compliance in Jombang Regency, appropriateness of tax rates has an effect 

on individual taxpayer compliance in Jombang Regency, use of tax applications has no effect on 

individual taxpayer compliance in Jombang Regency, and service quality influences individual 

taxpayer compliance in Jombang Regency. 

 

SUGGESTION 

This research cannot yet represent the phenomena that exist throughout Indonesia, so it 

is hoped that future researchers will be able to research in a wider scope. This research also only 

measures the factors that influence the level of compliance of individual taxpayers, so it is not 

possible to know the factors that influence the level of compliance of corporate taxpayers. 

Moreover, there are various factors that influence the level of compliance of individual taxpayers 

that can also be studied, such as tax socialization, tax sanctions, tax volunteers, tax amnesty and 

other similar research variables. 
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