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Foreword by Conference Chair
Faculty of Economics, Trisakti University
Jakarta, Indonesia

Dear Conference Delegates,

As Chairman and on behalf of the organizing and scientific committees, | am delighted
to welcome delegates from Australia, Algeria, Netherlands, Japan, China, UK, Malaysia,
Taiwan, New Zealand and of course, from different cities in Indonesia. Welcome to the
second international conference on Governance, with shaping the topic of ‘Do Gover-
nance Implementations Support Sustainable development?’.

This existing forum is entirely dedicated to recent developments in sustainability
and governance issues globally. The international journals of accounting have noted that
these two topics are greatly developed during the last 3 years, especially in developing
countries. Issues around sustainable supply chain, social environmental accounting and
reporting, as well as good corporate and university governance have been ready to be
discussed in this forum.

|

|

|

|

|

! The Jakarta Province Government is supporting this conference. It is greatly appre-
| ciated to think that the Government is concern during this hard situation that refer to
I many agendas for them to be done soon, for example in managing environmental and
| infrastructure in Jakarta due to flood recently.

|
|
|

The publication speeds for several journals that support this conference, including
Emerald and EBCSO Publishings. Thus, | would like to encourage all the authors to select
which journal is the most appropriate for them to publish. Of course, publication in in-
ternational journals needs serious efforts and thus, there are processes that should be
followed. There is no such thing of instant of international publications because this is a
learning process that we have to learn together.

Please allow me to share my notes ahout receiving of total 85 papers from Malaysia,
Netherlands, Australia, New Zealand, Algeria, UK, Japan, and of course, from Indonesia,
with various topics and knowledge background. From these total papers, we are gladly
to accept 60 papers to be presented during the conference.

First, the academic English writing that really needs to be improved in major cases.
We received lots of comments from the reviewers who did not really understand the
meaning of paper, due to lacking of English expression. Second, we need to pay attention
to the topics selected in writing interesting paper to be published. Most of the papers are
reflecting very general discussion without come to something ‘new’. Thus, the papers are
not really contributing to the research area. Third, being ‘on time’ in submitting papers
in international conference or other publications are very important to be self-trained
disciplinary. | understand that we are abundant with many works, but again, researchers’

behavior should be put forward.

| am delighted to say that this is in no small part due to the hard work of the editorial
board and reviewers, in not only refereeing the papers submitted but raising the standard
of the quality of papers that we receive. | ask that we do not stop here but carry on with
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this work and further improve the papers published, and hence | encourage all of y.
participate in coaching session that will closely discuss about international public
As such, to all of the scientific committees, | give my personal thanks and congratul
while also at the same time, we are grateful to the authors for their enth USIas
lowing the evaluation process.

This conference committee has put together a truly unique program that addr
the opportunities for scholars in really understand the ambiance of internatio
ference, especially in meeting the standard of international publications. A
plenary presentations will be presented by internationally renowned experts z
accompanied by breakout sessions of oral presentations, as well as a specia hin,
session. Thus, we expect that all these activities will bring lots of benefits, not only fo|
the participants, but also for us as organizers. h

This conference is the foremost platform for sharing and discussing our ow;
with key opinion experts across the countries. Bringing the same ideas to pro
of knowledge, as well as enlarging networks are the opportunities that we can e:
through this event. Thus, enjoy every single moment being around with all p

Finally, I would like to thank all sponsors, committee members and also al
have allocated your time to be here, in Jakarta. | also apologlze for any mcon
you may have during this event.

I'hope this conference will prove to be an inspiring and truly transforr ‘
ence for you.

Conference Chair

Deni Darmawati, CA, M.Si
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152.97 billion in 2013 (at exchange rate USS$ 1 = IDR 10,000). Obvuously, tax re Q nu
a significant role in the economic development of Indonesia.

Tax reforms have been conducted in Indonesia since 1980s. The first m
reform was started in 1983. At the initial stage of the 1980s‘tax reform, the
cern of the Government of Indonesia was the inefficiency of tax system. lnd
system and its administration suffered from serious weaknesses such as po
governance frameworks, shortcomings in organizational and staffing arrange ;

combined to severely reduce the DGT’s effectiveness and efficiency in colle
These weaknesses resulted in large amounts of foregone tax revenue due to
ance by taxpayers and also raised the cost ofdoing business in Indone5|a T

full amount of taxes due under the tax laws in a cost effective manner and z
a high standard of integrity (Brondolo et. al., 2008). i

The Government of Indonesia has been reforming tax administration si
tax administration reform phase 1 (2001-2008) has infused good governanc
increase taxpayer compliance, to enlarge public trust in tax administration, an
the productivity of tax officer. According to Rizal (2012), the tax reform w
generating tax revenue but not so successful in increasing taxpayer com
suing these goals, the DGT introduced three main initiatives to start the
_' durmg 2001-2002 (short term strategy), as follows:

3 1 A revenue generatlon initiative included several enforcement of the
28 Thetestabllshment of a special tax office to administer the largest tax
3. The introduction of an electromc system for processing tax payment

femstmg system

major |n|t|at|ves as follows: i

14 Slmpllaty, means the tax system and its administration should be easy
% Predlctablllty, means tax laws and regulations should be clear, accessi
tently applied. :

3. Effectiveness, means taxpayer services and enforcement programs sh
to the specific characteristics of large, medium, and small taxpayers.

4. Integrity, means the DGT should adopt a policy of “zero-tolerance” for
5. Performance, means there should be incentives for high performanc
ability for results.

6. Transparency, means actions taken by the tax administration sho
“scrutiny and results widely publicized.

7. Efficiency, means paper-based processes should be eliminat
~ investment in modern technologies. Hl
8. Quality, means problems should be identified and resolved be
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ings indicated that the perception of Nigerian taxpayers about quality of tax service may
also play a role in their compliance behavior as the quality of service delivery in Nigeria’s
public organizations including tax offices is poor and fall below internationally accepted
standard.

In order to improve the quality of tax service, the DGT has launched special services
and supervision for the fulfillment of tax obligations from the 100 largest taxpayers in any
tax offices and implemented some strategic policies in the tax collection, such as the con-
cept of “Knowing Your Tax Payers”. This concept is the forerunner to the emergence of the
Account Representative’ function in any tax office which has implemented modern admin-
istrative system, as stated in the Decree of the Minister of Finance No. 98/KMK.01/20086,
that tax offices which have been implementing modern organization, should have Ac-
count Representative (AR) who will be responsible for intensifying tax revenue through
the provision of service such as guidance, consultation, analysis and monitoring of the
taxpayers. In new modern tax offices, taxpayer‘s compliance is monitored and evaluated
by AR, who is designated to serve taxpayers with the help of the advanced information
technology. The company profile of each taxpayer is utilized to gain more knowledge of
taxpayer’s business. In detail, the functions of AR are to develop and maintain taxpayers
profile and data, to supply data to other units, to give ruling and counseling service, to
monitor tax return, to monitor taxpayers‘compliance and analyze the service, to monitor
tax revenue collection, and to process tax refund claim. With the care and supervision of
AR, which is good and right, taxpayers are expected to have a good understanding and
comply with the tax laws and regulations. In other words, by giving facility to the taxpayers
through Account Representative’ service, it is expected that tax compliance will increase.
Tax compliance is very important because it will help the DGT to achieve the tax revenue
target each year. Therefore it is necessary to measure the quality of Account Representa-
tive’ service and its effect on tax compliance.

Theimportance of Account Representative’ service as one of the factors that affects tax
compliance is supported by the result of previous studies as noted by Surrey (1974) that
the attitude of the revenue officers in providing a quality taxpayers service is very critical
and as such, frontline officers in revenue organizations need to avoid being arrogant, rude,
impatient, unreceptive and appearing bored. According to Jenkins and Khadha (2000),
the tax administration needs to launch and sustain a comprehensive taxpayer services
program covering all the major taxes in order to raise tax awareness and enhance the
level of voluntary tax compliance, while Nasucha (2003) concluded that: 1) the overall
tax administration reforms affect organizational accountability of Directorate General of
Taxes; 2) tax administration reform has a major impact on tax compliance; 3) organiza-
tional accountability as part of the tax administration reform has given a considerable
influence on tax compliance; and 4) tax administration reform as well as organizational
accountability has a very large impact on tax compliance. The tax administration reform
as noted by Annah (2005), was pursued by providing the taxpayers and their agents with
clear precise and timely tax information, simplifying the tax forms and tax laws, translating
the laws into local understood dialects by the taxpayers, ensuring courtesy and consider-
ate treatment is extended unconditionally to all taxpayers, responding expeditiously to
every taxpayer’s enquiry, compliant or request, explaining the grounds for derivation of
every tax assessment, providing proper technical advice to the taxpayer requests about tax
implications, assisting new taxpayers to register, educating the taxpayers and the general
community about tax obligations and rights. A well implemented taxpayer services will
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the DGT. This will make the tax system easier for the taxpayers to comply with and for
the tax officers to administer. This initiative is also popularly called e-government reform.
The e-government system may lead to greater transparency, accountability, and reduce
administrative corruption. As a result of this initiative, tax offices are brought closer to the
public, so that the public can see clearly the daily operations of the DGT. The initiatives to
develop human resources seek to increase the capacity of individuals to carry out their
duties and, ultimately, will result in higher productivity, tax compliance and higher public
trustin the DGT. Reform in human resource is critical to achieving sustainable performance
improvements. To strengthen the capacity of officers inherently requires fundamental
changes in their behavior. This includes officers‘sense of vision, mission, and goal, desire
to work effectively and efficiently, and commitment to integrity and best taxpayer service.

The issue of service quality was formerly thought to be a relevant concept only to
the private sector but with the new administrative philosophy known as the New Public
Management (NPM) being evolved for the public sector organizations, the customer ser-
vice and quality were then becoming a critical strategic issues that need more attention
(Donnelly, Dalrymple, Wisniewski&Curry, 1995; Wiskniewki, 1996; Brysland& Curry, 2001;
Proctor, 2007). There is no doubt that in the 1990s, quality and customer service became
the critical strategic issue for both public and private sector organizations as well as in
business and service industries (Donnelly, Dalrymple, Wisniewski&Curry, 1995; Zahari
et al., 2008). The issue of service quality is also an important subject to tax offices since
they provide numerous services to taxpayers, although it is recognized that public sector
organizations face more difficulties than those in the private sector in their efforts to im-
prove customer service (Alebede, et. al., 2011; (Donnelly, Dalrymple, Wisniewski&Curry,
1995). Thus, a customer satisfaction of the service quality becomes a potential problem
in the public sector.

According to Lewis and Booms (1983) service quality is a measure of how well the
service level delivered matches customer expectations. Delivering quality service means
conforming to customer expectations on a consistent basis. Parasuraman et al (1985)
defined service quality as the degree of discrepancy between customers normative ex-
pectations for the service and their perceptions of the service performance, while Koetler
(2000), defined service is any act or performance that one party can offer to another that
is identically intangible and does not result in the ownership of anything. Its production
may or may not be tied to a physical product. Rangkuti (2006) defined service as the provi-
sion of a performance or invisible actions of one party to another. In general, services are
produced and consumed simultaneously, where the interaction between service providers
and service recipients influence the outcome of the services.

According to Parasuraman et al. (1985), there are ten dimensions that could be used
in measuring the effectiveness of services:

1. Reliability: involves consistency of performance and dependability
2. Responsiveness: concerns the willingness or readiness of employees to prowde se -
vices. It involves timeliness of service. : i
3. Competence: means possession of the required skills and knowledge to perform the
service. Ly
4. Access: |nvolves approachablhty and ease of contact
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Revenue Board of Malaysia (IRB), 2009).

payer meets all tax obligations and exercises the right of taxation. There are

of compliance:
q
1. Formal compliance is a justice which taxpayers meet tax obligations forma

cordance with the tax laws, for example reporting deadline of Income tax
the individual taxpayer annually on 31st March. If the taxpayer has report
income tax returns on or before 31st March, then the taxpayer has formally
with the tax law, but it may not necessarily substantially comply with the ma
2. Material Compliance means that match the content of tax laws. Material corr
caninclude formal compliance. Taxpayers who meet material compliance are
who completely and correctly fill the tax returns in accordance with the regul
and submit it to the tax office before the deadline.

In order to improve the tax compliance, taxpayers must fulfill their obliga
evidence of compliance and awareness of tax obligations, which are reflectec
tions, where these taxpayers:

1. Understand or try to understand all of the provisions of the tax Ieglslatlon i
2. Fill out the tax forms completely and clearly. ‘
3. Calcuiate the amount of tax payable correctly

4. Pay taxes owed timely

Research Methodology

In this study there are two variables: independent variable (X) and depenc
able (Y). Account Representative’ service is the independent variable where ind
variable are: 1) tangible; 2) reliability; 3) responsiveness; 4) assurance; and 5)
Tax compliance is the dependent variable where indicators of variable are: 1) (s

paying taxes owed timely. Survey design was used in this study, where primary
obtained through questionnaires which were distributed to selected respond
questionnaire was prepared based on indicators that were intended to deter!

effect‘of account representative’ service on tax compliance. '

Population of this study is registered individual taxpayers located at the regi
jalaya Tax Office, West Java Province in Indonesia who have used e-tax return. Th
of choosing the individual taxpayers who are registered at Majalaya Tax Ofﬁce is

reglstered at Majalaya Tax Office have not used e-tax return except entrepren
make business transactions over 25 transactions in a month required to use e-ta
This kind of entrepreneurs is assumed to have complex tax problems and needs ¢
service from account representative. Based on the data obtained from the Ma
Office, total individual taxpayers who have used e-tax return as of 31st Nove
for 159 entrepreneurs. Total 159 sets of hardcopies were distributed via ma
respondents but only 54 questionnaires were responded. Pearson correla
was used for validity test and Cronbach Alpha method for reliability test (Se
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