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ABSTRACT: The research aimed at investigating the influence of the system quality, information quality, and
service quality on the tax payer compliance and risk effect in the interaction relationship between the system
quality, information quality, and tax service quality on the tax payer compliance. The research used the
quantitative approach. The research was conducted in the Tax Service Office, Makassar Municipality. Data
were collected through the questionnaire distribution. The research samples were as many as 184 respondents
who were selected using the convenience sampling technique. The data were analysed using the Moderated
Regression Analysis (MRA). The hypotheses proposed were as many as 6 (six). The research result indicates
that the system quality has the influence on the tax payer compliance, the information quality has the effect on
the tax payer compliance. The tax service quality has the impact on the tax payer compliance, the risk
moderates the information quality influence on the tax payer compliance, the risk moderates the tax service
quality effect on the tax payer compliance, and the risk does not moderate the system quality impact on the tax
payer compliance in the Tax Service Office, Makassar Municipality, South Sulawesi.
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l. INTRODUCTION

The tax reform in 1983 was an attempt to change various tax laws and regulations that were in effect
before. This effort tries to answer the demands and needs of the people about the need for a fundamental set of
tax laws and regulations. To maintain the continuity of tax revenues as the backbone of state revenues, the
Directorate General of Taxes has formulated and implemented strategic policies by gradually improving a set of
tax regulations and tax administration policies since 2002. These efforts were made to improve taxpayer
compliance.

Tax compliance issues are a classic problem faced in almost all countries that implement taxation
systems. Discussion of the concept of compliance is a very important element in order to increase revenue from
the tax sector [25]. One of the efforts made is through tax reform with the enactment of a self assessment
system. [32]states that the Self assessment system is a tax collection that authorizes, trusts, and is responsible to
taxpayers to calculate, calculate, pay, and report on the amount of tax to be paid. With the enactment of the
system taxpayer compliance becomes an important aspect in increasing tax revenue where in the process
absolutely gives confidence to taxpayers to calculate, pay and report their obligations.

At the Makassar intermediate tax service office, the realization of 2017 tax revenues tends not to reach
the targeted revenue. Realization of tax revenues in South Sulawesi, Southeast Sulawesi and West Sulawesi has
only reached Rp 9.532 trillion from the target of Rp 14.350 trillion. The public's awareness to pay taxes in these
three provinces is still low when compared to the area in Java which contributes around Rp. 1,000 trillion in tax
revenue. With this phenomenon, it shows that there is still a lack of tax compliance in carrying out its tax
obligations which is a factor that causes the tax revenue target to not be reached. Therefore it is necessary to do
a study to find out what factors influence the level of individual taxpayer compliance at the Makassar
intermediate tax service office.
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Compliance with taxpayers is influenced by several factors including the quality of the system, the
quality of information and the quality of tax services. A system can make attraction to taxpayers if the system is
good, easy to understand and also able to facilitate taxpayers in carrying out their obligations in reporting taxes.
The system is reluctant to use by its users, indicating that there is a failure of interaction in its creation [17]To
identify the factors that led to the success of information systems, one of the most well-known studies is the
research conducted by [9], which is a model of success of information systems developed by them and updated
in 2003. This model has many applied in several empirical studies to explain the success of an information
system.

[17], [21], develops D & M IS Success Models in the public sector that show different results. The
relationship with taxpayer compliance has also been carried out by several empirical studies. [14]and [7]who
showed different results in examining the effect of system quality on tax compliance. [16], [20][25][19], [3],
[17] and [22]and [8] which showed different results in examining the effect of information quality on tax
compliance. [2], [20]and [25]which show different results in examining the effect of service quality on tax
compliance.

The inconsistency of the results of previous studies is encouraging to conduct research. In addition,
given the awareness and compliance of taxpayers is an important factor for increasing tax revenues, it is
necessary to intensively review the factors that influence taxpayer compliance. Taxpayer compliance can also be
influenced by taxpayer preferences on the risks that occur in each taxpayer. [30] stated that the decision of a
taxpayer can be influenced by his behavior towards the risks faced. The basic theory used by risk in influencing
taxpayer compliance is the prospect theory. Prospect theory is a theory that explains how someone makes
decisions in uncertain conditions. [13] named this person's behavior as a risk aversion behavior and risk seeking
behavior. Some literature studies explain the use of prospect theory in understanding human behavior in making
decisions, such as in the study of [2].

This study is a development of research conducted by [2] which uses service quality as an independent
variable and taxpayer compliance as a dependent variable with risk and financial conditions as a moderating
variable. While the object is an individual taxpayer in Nigeria. In contrast to the study, in this study using three
independent variables namely system quality, tax information quality and tax service quality developed by [9]
and adding one moderating variable, namely risk. While the object used in this study is a corporate taxpayer
registered at the Makassar intermediate tax service office.

. LITERATURE REVIEW
2.1 Information System Success Theory

In the success model of information systems Delone and Mclane there are several changes, namely:
first, service quality provided by information system developers. Second, the addition of intention to use as an
alternative to use. Third, merging between impacts individual and organizational impact become one, namely as
net benefits

Related to this study, the quality of tax information perceived by taxpayers and tax service quality can
be attributed to Delone and Mclane Information System success models. If the perception of tax information
quality and tax service user satisfaction to taxpayers, then there will be individual impacts on taxpayers in
carrying out their tax obligations.

2.2 Prospect Theory

The substance of prospect theory is an individual decision-making process that is contrary to price
formation which is common in economics [1]. The beginning of prospect theory is in analyzing a person's
behavior in making (economic) decisions in two choices. [13] named this person's behavior as a risk aversion
behavior and risk seeking behavior. Prospect theory shows that people who have an irrational tendency to be
more reluctant to risk gains than loss, if someone is in a profit position, the person tends to avoid risk or is called
risk aversion, whereas if someone is in a loss position then the person tends to dare to face risk or called risk
seeking [5]

The relationship between this research and prospect theory where prospect theory explains about risk
can influence taxpayer compliance. If a taxpayer has a high risk, the taxpayer will not necessarily pay his tax
obligations. If the taxpayer has the risk-seeking nature, it means that the taxpayer has a high risk so it will not
affect the taxpayer to continue paying taxes. On the other hand if the taxpayer has the nature of risk aversion or
the taxpayer has a low risk, the taxpayer will actually avoid his tax obligations.

. HYPOTHESIS
Quality system is a measurement of information system processes that focus on the results of
interactions between users and systems. The quality of a system greatly affects the success of the system to meet
user needs and greatly determine the satisfaction of users who use the system. [14]who examined the effect of
system quality on user satisfaction on the implementation of e-invoices at the pratama tax service office Kelapa
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Gading Jakarta where the results showed that the quality of the system was the dominant factor affecting the
level of user satisfaction. In contrast to the research conducted by [7] which examined the effect of quality
antensendent variables on satisfaction of users of the online tax system in the Philippines, where the results of
his research showed that the quality of the system proved empirically did not affect user satisfaction. Based on
the description above, the hypothesis can be formulated as follows

H1: The quality of tax services has an effect on the level of tax compliance

Quality of information is the quality of output in the form of information generated by information
systems and used in decision making [24]. In this case, the quality of tax information will affect the satisfaction
of taxpayers as users of information. With the satisfaction in the use of tax information will affect the impact of
individuals (individual impact) on taxpayers in carrying out their tax obligations. Successful application of
information systems and the effectiveness of using information systems will increase user satisfaction [26].
Research [26]; [11]show that the quality of information affects user satisfaction. The more quality of
information and in accordance with the needs, the satisfaction of users of information systems will increase.
With satisfaction, it will encourage taxpayers to comply with their tax obligations. As research [22]that tax
information systems affect taxpayer compliance. Based on the description above, the hypothesis can be
formulated as follows:

H2: Quality of tax information affects taxpayer compliance.

Service quality is all the best services provided to maintain satisfaction for taxpayers in the tax service
office and carried out based on tax laws [28]. [6]show that service quality is determined by three factors: quality
of interaction, physical environment, and results of service quality. [5] show that perceptions of the quality of
service of tax authorities affect individual taxpayer compliance. Therefore, if the perception of the taxpayer is
satisfied with the services provided by the tax authorities, the taxpayer will obey pay taxes and taxpayer
compliance in a country will increase. [20]also shows that the perception of taxpayers regarding the quality of
service of tax authorities affects taxpayer compliance. Based on the description above, the hypothesis can be
formulated as follows.

H3: Quality of tax service has an effect on the level of tax compliance

H4: system quality affects the level of taxpayer compliance with risk as a moderating variable

H5: information quality affects the level of taxpayer compliance with risk as a moderating variable
H4: tax service quality affects the level of taxpayer compliance with risk as a moderating variable

v. METHODOLOGY

This research was conducted at the Makassar Intermediate Tax Office. The type of research used is a
quantitative approach with the aim of research is hypothesis testing. The population in this study is the taxpayer
body of the Agency found in Makassar include: South Sulawesi Sulawesi Agency taxplayer, West-Sulawesi
Agency taxplayer, and Southeast Sulawesi Agency taxplayer totaling 390 Corporate Taxpayers. While the
sample in this study amounted to 184 respondents who deserved to be analyzed from 200 respondents who were
distributed questionnaires. Primary data collection is done by survey method directly using questionnaire media.

A number of statements were submitted to respondents. The questionnaire used in this study consisted
of two parts, namely the respondent's personal data and the statement to be submitted. This study used a closed
questionnaire.
This research was conducted to examine the effect of system quality, tax information quality and tax service
quality on taxpayer compliance with risk as a moderating variable.
1. The quality of the system is the quality of the system at Makassar Intermediate Tax Office which refers to
how well the capabilities of hardware, software, policies and procedures of the information system can
distinguish information on user needs.
2. Quality of information is information that is generated from the tax information system that is in the Makassar
Intermediate Tax Office
3. Quality of service is the assessment or behavior of taxpayers related to services provided by the Makassar
Intermediate Tax Office to taxpayers.
4. Risk is an opportunity that will be considered by the Taxpayer.
5. Taxpayer compliance is the willingness of the taxpayer to fulfill his tax obligations in accordance with the
applicable rules without the need to carry out inspections, thorough investigations, warnings, or threats and the
application of legal and administrative sanctions.

To test the effect of each independent variable used in this study, Moderated Regression Analysis
(MRA) is used. Moderated Regression Analysis (MRA) is a special application of linear multiple regression
where the regression equation contains an element of interaction (multiplying two or more independent
variables) or a moderating variable element.
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V. RESULTS AND DISCUSSION

5.1 Sample Characteristics

Based on the demographic data of respondents for gender, it was shown that the number of female
respondents was higher than the number of male respondents. This means that respondents are dominated by
women. This condition indicates that female taxpayers are more obedient than male taxpayers because women
have more fear than men so that women are more obstructed. The respondents' demographics by age show that
the age of respondents who are less than 30 years is 27 people or 14.7%, age between 30 - 39 years amounting
to 84 people or 45.7%, age 40 - 49 years amounting to 63 people or 34.2%, while the age above 50 years
amounted to 10 people or 5.4%. Based on these data it is known that respondents are dominated by the age of
30-39 years. This condition shows that the selected respondents have shown productive age in terms of taxation
and are expected to have a lot of knowledge and experience in taxation later. Respondents' demographics based
on having a NPWP indicate that 22 people have a NPWP for 1-5 years or 12%. 6-10 years as many as 21 people
or 11.4%, 11-15 years as many as 35 people or 19%, while for a long time having NPWP over 15 years as many
as 106 people or 57.6%. This condition shows that respondents understand the problem of this research because
it has long been a taxpayer. Thus, it is expected that they can understand well all the statement items presented
in the questionnaire given.

5.2 Data Quality Test

Validity test is used to measure the validity or validity of a questionnaire as a research instrument. The
method used is Pearson correlation (Pearson Product Moment Correlate) whose results are then compared with r
table. If the correlation value or r count> r table at, then the question is considered valid. It can be seen that the
calculation is greater than r-table, so with df = 182 (184-2), it means that the r-table is 0.2406. As can be
illustrated in Table 1.

Reliability testing is intended to find out the consistency between items in an instrument. A
questionnaire is said to be reliable or reliable if the respondent's answer to the statement is consistent over time.
An instrument of research is said to be reliable if the reliability coefficient is greater than 0.60 (Siregar, 2010).
The reliability test results are presented in Table 2. Based on the results of testing the data shows that the
cronbach's alpha value of each of the variables studied is greater than 0.60. This shows that the instrument is
reliable or reliable.

5.3 Classic assumption test
Normality test

The results of the K-S normality test in Table 3 show that the calculated Z value is 0.926 <Z value of
this table means that the data is normally distributed. This result is reinforced by the asymp.sig value in the test
table of 0.358 or greater than 0.05 (o = 5%).

Multicollinearity Test

Multicollinearity means that there is a "perfect” linear relationship between several variables from the
regression model. The multicollinearity test aims to examine whether or not there is a correlation between
independent variables in the regression model. A good regression model should not have a correlation between
independent variables. Multicollinearity test can be done in 2 (two) ways, namely looking at Variance Inflation
Factor (VIF) and tolerance value. Decision making is if the VIF value is < 10 or the tolerance value is > 0.1,
then multicollinearity is free. The multicollinearity test in this study used the help of the SPSS program and the
results can be seen in Table 4. Based on the results of multicollinearity test (Table 4) shows that tolerance values
on all independent variables> 0.1 and VIF values <10. This proves that multicollinearity does not occur in all
independent variables in this study, or in other words the research variables are multicollinearity free.

Heterocedasticity test

A good regression model is a regression model that has similarity in residual variance from one
observation to another observation, it is called Homoscedasticity, in other words there is no Heteroscedasticity.
Scatterplots graph analysis to predict the presence or absence of heteroscedasticity in a model can be seen from
the image pattern of the scatterplot model. By looking at the scatterplot graph it can be seen whether there is a
certain pattern between studentized residual (SREZID) and standardized predicted (ZPRED), where the y axis is
the predicted y and the x axis is residual. Decision making is, if the existing points form a certain pattern that is
regular (wavy, widened and then narrowed) then heterocedasticity occurs. If there is no clear pattern, such as
points spread above and below the number O (zero) on the y axis, there is no heterocedasticity. From the
scatterplot graph in Figure 1 shows that there is no heterocedasticity in the regression model in this study.
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Hypothesis Test Results

Testing hypotheses 1 to 3 is done by the method of multiple regression analysis (multiple regression
analysis) which aims to predict how much strength / influence of two or more independent variables on the
dependent variable. While the testing of hypotheses 4 to 6 is done by moderating Regression Analysis. Through
the results of the analysis with the help of the SPSS program, it can be known the coefficient of determination
(Rsquare), regression coefficient, significance level and regression equation regarding the regression model in
this study.

Based on the results of data analysis in Table 5, the form of the regression equation for this study are:
Y = 1,404 + 0,370X1 + 0,190X2 + 0,389X3 + e (1)
Based on the statistical test of moderation regression that has been done can be arranged mathematical equations
two and three of this study as follows.
Y =15.803 - 0.066 X1 - 0.886 X2 + 1,088 X3 - 0,786 MO +
0.024 X1 * MO + 0.060 X2 * MO-0.040 X3 * MO + € ...ovvvrinarninnnnn o 2)

Based on table 5, it can be seen that there is an influence between the quality of the system on taxpayer
compliance as indicated by the value of t calculated at 6.473 with a significance of 0.000 (sig <0.05) which
means that the system quality variable is significant at the 5% level. Thus the first hypothesis is accepted.

Based on table 5, it can be seen that there is an influence between the quality of information on
taxpayer compliance as indicated by the value of t count of 2.925 with a significance of 0.004 (sig <0.05) which
means that the information quality variable is significant at the 5% level. Thus the second hypothesis is
accepted.

Based on table 5, it can be seen that there is an influence between the quality of tax services on
taxpayer compliance as indicated by the value of t count of 5.472 with a significance of 0,000 (sig <0.05) which
means that the variable service quality tax is significant at the 5% level. Thus the third hypothesis is accepted

Based on table 6, it can be seen that the risk of moderating the quality of the system towards taxpayer
compliance is indicated by the value of t count of 1.574 with a significance of 0.117 (sig> 0.05). Thus the fourth
hypothesis is rejected.

Based on table 6, it can be seen that the risk of moderating the quality of information towards taxpayer
compliance is indicated by the value of t count of 3.219 with a significance of 0.002 (sig <0.05). Thus the fifth
hypothesis is accepted.

Based on table 6, it can be seen that the risk of moderating the quality of tax services towards taxpayer
compliance is indicated by the value of t calculated at (-1,871) with a significance of 0.063 (sig <0.10). Thus the
sixth hypothesis is accepted.

5.4 Discussion

The results of the study directly indicate that the quality of the system has a significant effect on
taxpayer compliance. These results support the theory of the success of information systems proposed by [9]
known as the D and M IS Success Model. Quality of the system means the quality of the combination of
hardware and software in the information system. If the information user believes that the quality of the system
in producing information is good, then the user will feel satisfaction in using the information system. This
opinion is supported by the results of the research of [14]also suggesting that the quality of information systems
affects taxpayer compliance. The results of this study are supported by the high recapitulation of respondents to
the quality of the System.

The results of the study directly indicate that the quality of information has a significant effect on
taxpayer compliance. This result supports the theory of the success of information systems proposed by [9]
known as the D and M IS Success Model. If the end user of the information system believes that the quality of
information produced from an information system is good, then the end user will feel satisfaction in using the
information system. This opinion is supported by the results of research by [15], [19][24][20], [3] and [16]. The
results of the final study also suggested that the quality of information had an effect on tax compliance.

The results of this study directly indicate that tax service quality has a significant effect on taxpayer
compliance. Perception about service quality is higher, it will increase individual taxpayer compliance. If the
service obtained by the taxpayer can give satisfaction to the taxpayer, the perception of the taxpayer will be
good so that it can improve compulsory tax compliance. The results of this study support the theory of success
of information systems proposed by [9] Perception of tax service quality gives satisfaction to taxpayers, then
there will be an individual impact on taxpayers in carrying out their tax obligations. The results of this study
also support research conducted by [12][2], [5] and [4].

The results of this study indicate that the risk does not moderate the influence of system quality on
taxpayer compliance. This shows that high risk both financial risk, health risk, job risk, social risk and safety
risk, the relationship between taxpayer perceptions about the quality of the system becomes poor and taxpayer
compliance is weak or the taxpayer tends to be more disobedient in paying taxes . The findings of this study are
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in line with the prospect theory which explains that risk can affect taxpayer compliance. [13] revealed that
someone would seek information first and then some decision frames would be made or decision concepts. This
is in line with what was stated by [29] and [2]which states that the decision of a taxpayer can be influenced by
his behavior to the risks faced. The results of this study also support research conducted by [7]and [16]. This
result is different from the research conducted by [30]) and [14]which state that system quality is the dominant
factor that influences the level of user satisfaction.

The results of this study indicate that Risk moderates the effect of information quality on taxpayer
compliance. This means that the more a taxpayer can face the risk, it will moderate the quality of information
with tax compliance. This shows that the high risk faced by taxpayers will not affect taxpayers to continue to
pay taxes. The findings of this study are in line with the theory of success of information systems proposed by
[15]This finding is also in line with prospect theory.

The results of this study indicate that risk moderates the relationship between the quality of tax services
to taxpayer compliance. This means that the more a taxpayer can face the risk, it will moderate the quality of tax
services with tax compliance. This means that when a taxpayer has a high level of risk both financial risk, health
risk, social risk, job risk, safety risk, the taxpayer's perception of the quality of service tax will be good and
taxpayer compliance will be high. The results of this study also support prospect theory which explains that risk
can affect taxpayer compliance. The results of this study support the research conducted by [2] and [5] which
states that the risk moderates the effect on the relationship between taxpayer perceptions about the quality of
service to taxpayer compliance.

VI. CONCLUSION

Based on the results of testing hypothetical direct effects that indicate that the quality of the system,
information quality and service quality of tax have a significant effect on taxpayer compliance. While the
moderation model shows that the risk does not moderate the relationship between the quality of the system to
taxpayer compliance. While the risk moderates the relationship between information quality and service quality
on tax compliance. Thus, it can be concluded that the hypothesis in this study which shows direct influence can
be proven in theory that already exists. This study was carried out not apart from the limitations of the Research
is only limited to the Makassar Intermediate Tax Office, so this study only reflects the level of tax compliance at
the Makassar Intermediate Tax Office. Attention is needed in interpreting the results of this study to avoid
generalizations on the level of compulsory tax compliance. The data in this study are only based on respondents’
perceptions as answers, so that it will cause problems when the answers given are dishonest. This study uses
only one moderating variable, namely risk. Allegedly there are still other factors that moderate the influence of
the quality of the system, information, and tax services on taxpayer compliance. Based on the results of the
research and several obstacles faced in this study, development and improvement are still needed to obtain better
research results in research then mainly on the focus of research. Further research opportunities are expected to
use experimental methods or qualitative approaches in order to explore phenomena that have not been revealed.
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APPENDIX
Table 1 Test of Instrument Validity
No Variable Item Instrument  r-count r-table Exp.
X111 0,795** 0,2406 Valid
X112 0,847** 0,2406 Valid
1 Quality System (x1) X113 0,861** 0,2406 Valid
X114 0,856** 0,2406 Valid
X115 0,808** 0,2406 Valid
X211 0,832** 0,2406 Valid
X212 0,855** 0,2406 Valid
2 Quality of information (x2) X213 0,790** 0,2406 Valid
X214 0,847** 0,2406 Valid
X215 0,714** 0,2406 Valid
X311 0,812** 0,2406 Valid
X312 0,648** 0,2406 Valid
3 Quality Tax Service (x3) X313 0,812** 0,2406 Valid
X314 0,782** 0,2406 Valid
X315 0,843** 0,2406 Valid
X411 0,765** 0,2406 Valid
X412 0,789** 0,2406 Valid
4 Risk (Mo) X413 0,739** 0,2406 Valid
X414 0,808** 0,2406 Valid
X415 0,828** 0,2406 Valid
Y511 0,726** 0,2406 Valid
Y512 0,775** 0,2406 Valid
5 Taxpayer Compliance (Y) Y513 0,895** 0,2406 Valid
Y514 0,871** 0,2406 Valid
Y515 0,866** 0,2406 Valid

Source: Results of data processed with SPSS, 2018
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Table 2 Reliability Test Results

Variable Cronbach’s Reliability Limits | Exp.
Alpha

Quality System (x1) 0,814 0,60 Reliability

Quality of information (x2) 0,890 0,60 Reliability

Quality Tax Service (x3 0,807 0,60 Reliability

Taxpayer Compliance (YY) 0,813 0,60 Reliability

Risk (Mo) 0,802 0,60 Reliability

Source: Results of data processed with SPSS, 2018
Table 3 results of the Normality Test
One-Sample Kolmogorov-Smirnov Test

Unstandardized

Residual
N 184
ab Mean .0000000
Normal Parameters Std. Deviation 2.08756677
Absolute .068
Most Extreme Differences Positive .039
Negative -.068
Kolmogorov-Smirnov Z .926
Asymp. Sig. (2-tailed) .358

a. Test distribution is Normal.
b. Calculated from data.

Source: Results of data processed with SPSS, 2018

Table 4 Multicollinearity Test Results

No Variabel Tolerance VIF Exp.

1. Quality System (x1) 0,711 1,407  There is no multicollinearity
2. Quality of information (x2) 0,705 1,419  There is no multicollinearity
3. Quality Tax Service (x3 0,545 1,833  There is no multicollinearity
4 Risk(Mo) 0,715 1,398  There is no multicollinearity

Source: Results of data processed with SPSS, 2018
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Figure 1 Scatterplot

Table 5 Multiple linear regression test results
Coefficients®

Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
(Constant) 1.404 1.096 1.281 .202
1 x1 .370 .057 379 6.473 .000
x2 .190 .065 181 2.925 .004
x3 .389 .071 .351 5.472 .000

a. Dependent Variable: y
Source: Results of data processed with SPSS, 2018
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Table 6: Moderate Multiple Regression Test Results
Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 15.803 5.084 3.109 .002
x1 -.066 .285 -.067 -.230 .818
X2 -.886 341 -.846 -2.595 .010
1 X3 1.088 412 .982 2.643 .009
Mo -.786 .283 =779 -2.779 .006
mox1 .024 .015 719 1.574 117
mox2 .060 .019 1.814 3.219 .002
mox3 -.040 .021 -1.195 -1.871 .063

a. Dependent Variable: y
Source: Results of data processed with SPSS, 2018
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