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Abstract

This is a qualitative study analyzing tax services in ASEAN countries. As is known that for developing
countries including some ASEAN countries, taxes are still a source of state income. So the state
government issues special rules on taxation in regulating citizens' tax rights and obligations, including
several rules regarding tax services. Some studies concluded that state revenues from taxes depend
on the level of taxpayer compliance, and taxpayer compliance is more or less influenced by tax
services that taxpayers can use to fulfill their tax rights and obligations.

Association of Southeast Asian Nations (ASEAN) was established in 1967 with 5 member countries at
the beginning, until now the number of members reaches 10 countries. Although often called a
cognate country, taxation policy is the authority of each State Government. So that the tax policy in
one country is not certain the same as the other countries, including the tax services provided.

This study found that majority of ASEAN countries use self-assessment system for tax procedure
except Singapore. Tax services including tax identity registration, tax payment an tax reporting in
each country have used technology in majority ASEAN countries like Indonesia, Malaysia, Singapore,
Thailand, Philippines, Brunei Darussalam, and Myanmar, while Cambodia only in tax identity number
registration and tax payment services. As the new member of ASEAN, Vietnam and Lao PDR still
manual in tax services for tax payer in each country like tax identity number registration, tax payment
and tax reporting.

Keywords: Tax Services, ASEAN Countries

Introduction

Tax revenue has an important role for the development of a country, especially for developing
countries including some ASEAN countries. Then each Government in ASEAN Countries takes certain
policies such as tax policies so that the target of state revenue is achieved and the wheels of
government run smoothly including the development of the state that has been declared by each
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country's leaders. In accordance with the policy, not a few types of taxes are required in each country
as well as the applicable tax rate, sometimes even the applicable tax rates in the country undergo
changes either down or up according to their respective policies and targets.

With the many types of taxes imposed in a country, there are more tax provisions as a guide to their
implementation, this requires taxpayers to carry out their tax obligations extra. Conversely, the more
types and tax rates required must be accompanied by policies in taxation services so as to help
taxpayers in implementing their tax rights and obligations.

State revenues, especially those originating from taxes, are very closely related to the level of
taxpayer compliance, the higher the level of taxpayer compliance, the higher the state tax revenue
(Boll, 2013). While many factors influence taxpayer compliance, one of which is tax services. Some
studies have found that the better the level of taxation services, the taxpayer will be more
comfortable in carrying out their taxation rights and obligations so that they become obedient. So
the government in each country continues to improve tax services so that the level of tax compliance
is increasing (Eichfelder & Kegels, 2014; Asatryan & Peichi, 2016; Asrinanda, 2018).

ng tru Ih Fhi Ma Vie Cam Lao Mya Ina
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Figure 1. Economic Growth in ASEAN Countries
Resources by moneysmart.com

The development of ASEAN member countries so far has not been evenly distributed, both economic
growth as listed in figure 1 is included in the acceptance and development of each of its members.
Even though geographically, ASEAN member countries have natural resources and territories that
are not much different.

The results of this study are expected to help businessman in considering investment or business
between countries, especially in ASEAN member countries, this is because taxes are a burden for
businesses and the tax burden has a relationship with tax services in a country and investor reacts to
tax compliance of entity (Tarmidi, 2019). In addition, the results of this study are expected to be input
for the Government as a regulator in a country to consider taxation policies that will be taken so that
economic development in the country develops well.
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Literature Review

Theoretical Framework

Public Service Management Theory

In the early 1980s, the idea of businesslike emerged which led to a stream of renewal in public
administration in the United States with a marked New Public Management (NPM) oriented to public
administration reform with the main goal of improving public sector performance. Public
administration is expected to act in a marketlike manner. One important aspect in NPM is to make
public administration a customer driven government, meeting the needs of the customer, not the
bureacracy (Osborne & Gaebler, 1992) where the position of the people served by public
administration is equated with customers to whom the government should be responsible
(Rosenbloom & Kravchuk, 2005).

NPM is essentially a public administration reform that requires the application of marketing principles
in business administration to public administration. NPM has three main characteristics, namely the
pursuit of achieving efficiency, using economic models in administration and politics, and applying
the concept of competition to achieve customer satisfaction, market incentives and deregulation
(Savas, 2000). In other words, NPM specifically means 3E, namely economy, efficiency and
effectiveness (Tonge, 1993). Economy is a measure of how well the government gets its sources.
Efficiency is a measure of how well the government uses and uses its resources to carry out public
service activities. And effectiveness is a measure of the extent to which the government has achieved
and fulfilled its main objectives.

ASEAN

So, The Association of the South East Asian Nation or ASEAN was established on August 5, 1967 in
Bangkok Thailand by 5 (five) countries in Southeast Asia namely Indonesia, Malaysia, Singapore,
Philippines and Thailand. At present ASEAN member countries are increasing Brunei Darussalam,
Vietnam, Laos, Myanmar and Cambodia.

The establishment of ASEAN is based on the strong desire of its founders, namely to create a peaceful,
safe, stable and prosperous region in Southeast Asia. This desire arose because in the 1960s the
Southeast Asian region was faced with a situation prone to conflict both ideological conflicts of major
countries and conflicts between countries in the Southeast Asia region which could disrupt regional
stability and hamper development if it continued to be silenced.

The aim of the establishment of the ASEAN Community is to further strengthen ASEAN integration in
facing the development of the international political constellation. ASEAN is fully aware that ASEAN
needs to adjust its perspective so that it can be more open in facing internal and external problems.
ASEAN countries realize the need to increase solidarity, cohesiveness and effectiveness of
cooperation. Collaborative activities in ASEAN no longer only focus on economic cooperation but also
must be supported by other cooperation in the field of security and socio-culture.

Even so, the fact is that the development of each ASEAN country is not evenly distributed so it needs
to be analyzed for its causes and its relationship to the factors that drive the country's revenues,
especially in taxation in their respective countries.

Tax Services

As explained that tax is an obligation given by the Government of a country and is coercive to the
community without direct reciprocity according to the terms and conditions that apply. So the
Government should provide convenience in the form of services so that taxpayers carry out their tax
obligations easily. According to Wallschutzky (1993), providing good service to taxpayers will lead to
compliance. Glaser and Hildreth (1999) as quoted by Kelly (2005) also reveal that there is empirical
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evidence that residents are willing to pay high taxes because of services that can be trusted and
carried out properly. Taxpayer compliance with its tax obligations will increase state revenues and in
turn increase the size of the tax ratio.

As public service management theory explains that good service is a service that has the quality
needed by the community, as well as tax services.

Furthermore, Esman (1991) as quoted by Turner and Hulme states, that in providing services to
taxpayers, the participation of taxpayers is itself an important dimension in the administration of
public services. In that, the taxpayer's reaction as one of the important dimensions in measuring
service quality (Mohrman, 2006). Tax services are services provided by tax authorities to taxpayers
based on tax laws, which if implemented incorrectly will result in sanctions for both taxpayers and
the tax authorities themselves.

Some previous studies found that the taxpayer's perception of tax services in one country had an
effect on the willingness of the taxpayer to comply. Murti et al. (2014), Jotopurnomo & Mangoting
(2013), Savitry & Musfialdy (2016), Nurlis & Kamil (2015), Syahril (2013) in their study found that
taxpayers in Indonesia are interested in being more obedient when they feel good tax services.

Conceptual Framework

This research is a qualitative descriptive study, so it will be explained how the level and type of tax
services in each ASEAN country. Although ASEAN countries are neighbors and have similarities, past
history has an important influence on current tax policies in each country. Cooperation between
ASEAN countries both in the economic field and exchange of tax information does not make the tax
provisions in each ASEAN country the same. In addition, this study will also classify the same and
different levels of taxation services in ASEAN countries.

Methodology

Population and Sample

The population of this study are ASEAN member countries, with the unit of analysis being the country,
the sample of this study included in the saturated sample where all populations with 10 (ten) countries
will be analyzed on the same topic, namely tax services in their respective countries.

Operational Variable

In this qualitative descriptive study, the variable or topic studied is tax services, namely services
provided by the Government in a country as a regulator that can be used by taxpayers in carrying out
their tax rights and obligations. The type of tax service in a country will be different from other
countries, as well as with ASEAN member countries. But broadly speaking, some tax services (and not
limited to) are the regulation of tax services, tax registration services, tax counting services, tax
payment services, and tax reporting services.

Collection and Analisys Data Method

In this study, data was obtained by means of literature and literature review, namely collecting data
from existing public information, in this study data and information were obtained from scientific
papers, websites of each country and other general publications related to the topic of this research.
The data obtained in this study were analyzed descriptively then carried out a descriptive comparative
analysis.

421



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES

Vol. 9, No. 7, 2019, E-ISSN: 2222-6990 © 2019

Result & Discussion

Indonesia

Indonesia uses self assessment on its taxation system, although for the Building and Land Tax there
is still an official assessment. The increase in tax services in Indonesia is quite well developed. The
launch of djponline to help taxpayers register tax identity number, make ebilling numbers for tax
payments and also efilling for tax reporting has increased the level of tax compliance for both
individual and corporate taxpayers. Since the electronic system disbursement in 2008, the level of
compliance with tax reporting in Indonesia has continued to increase. The tax service increase was
accompanied by an increase in the number of tax revenues from year to year, namely an increase of
30.48% from 2015 to 2018, even though it still had not reached the target that was also increased by
the Government. With the increase in tax revenues over the past 4 years, Indonesia's economic
growth also increased from 4.88% in 2015 to 5.17% in 2018.

Malaysia

With the self assessment system, Malaysian taxpayers have the authority to calculate, pay and report
their own taxes. By using MyKad as a single card identity, every Malaysian citizen is automatically
registered as a Malaysian taxpayer when the subject and object are fulfilled. With the tax deposit
service electronically through the egov.my website, the Malaysian Authority provides services that
make it easier for taxpayers to pay their taxes on-line as well as tax reporting that can be done through
a website provided online. As with the public service management theory, tax services provided by the
Government for Taxpayers have an impact on the tax revenue itself from an increase of 0.75% in 2015
to0 6.4% in 2017. The increase in tax revenues was followed by Malaysian economic growth of 5.4% in
the first quarter of 2018.

Singapore

Unlike most other ASEAN countries, Singapore uses official assessment in its taxation system. Each
Taxpayer, both Individuals and Companies connected to Tax Payer, is permitted to temporarily
calculate the tax payable even though it will still be recalculated by IRAS as a Tax Authorities in
Singapore. As a country that has developed rapidly among its neighbors in ASEAN, Tax Authorities in
Singapore provide electronic services in depositing and reporting taxes through the website provided,
namely iras.gov.sg. Taxation services in Singapore have an impact on increasing tax revenues from
4.3% growth in 2014/2015 to 6.8% in 2017/2018 tax year along with Singapore's economic growth
which increased from 2% growth in 2015 to growth 2.2% at the end of 2018.

Thailand

Like other countries in ASEAN, Thailand also applies a self-assessment system in its taxation
procedures. Taxpayers can register themselves to become taxpayers through electronic services
provided. Individual taxpayers and companies that have been registered are given the authority to
calculate their own taxes and can then pay and report using electronic services provided by the Tax
Authorities through the rd.go.th website. For the tax services provided by the Thai Government, the
OECD noted that tax revenues in Thailand are increasing every year with an increase in average from
2014 to 2017 of 1.912%.

Philippines

The Government of the Philippines provides the best services for taxpayers there to register as
taxpayers, pay taxes and report taxes on the same website, namely bir.gov.ph even though taxpayers
are also given the authority to report taxes manually to RDO officers (Revenue District Officer). With
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a self assessment system, taxpayers are given the authority to calculate their own taxes. The OECD
noted that Philippines tax revenues increased rapidly every year, with an average increase in tax
revenues between 2014 and 2017 of 10.40%.

Brunei Darussalam

As a country that is classified as rich, taxes in Brunei Darussalam are only imposed on business
companies, while individuals do not. Even so, electronic-based tax services can be used by taxpayers
to register themselves, deposit taxes and also report taxes on the SARS.gov.bv website.

Cambodia

Using the Self Assessment System, the Government of Cambodia provides tax services well so that
people can register as taxpayers electronically and also make payments through the website
tax.gov.kh while tax reporting is still manual. Worldbank reported that tax revenues compared to GDP
in Cambodia experienced a fairly good increase with an average increase of 7.24% in 2014 to 2017.

Lao PDR

As a new member of ASEAN, Lao PDR growth is considered to be sufficiently developed and the Lao
PDR Government is starting to improve in tax services. With the self assessment system, tax services
in Lao PDR are still manually starting from registration of tax Identity Number, tax calculation to tax
reporting.

Viet Nam

Vietnam is part of the new ASEAN member after 5 founding countries. With a self assessment system,
tax services in Vietnam are still developing with a manual system on registration of tax identity
number, tax payment and tax reporting services and self service on calculating tax payable as Lao
PDR.

Myanmar

As a country that has been highlighted by the media in recent times, Myanmar has begun to struggle
to become a developing country and tax revenues are considered as a way to advance the country's
economy. For this purpose, the Government provides good tax services such as electronic services on
the registration of tax identity number, tax deposits and tax reporting. With the self assessment
system, the calculation of tax payable is still given authority to the taxpayer. The growth of tax
revenues compared to Myanmar's GDP has increased rapidly, Worldbank reported that tax revenues
compared to GDP in Myanmar on average experienced an increase in 2014 to 2017 amounting to
2.26%.

Comparative Study

Judging from the taxation system used in the ASEAN countries, self assessment systems are generally
used by the majority of ASEAN members except Singapore. From the differences in the system, there
are several differences in the form of tax services on tax payers in each country. There are countries
that still use manual procedures for tax identity number, tax payments and reporting even though
the majority have used service procedures electronically with each special procedure. The use of
technology in tax services and self-assessment systems is thought to be one of the causes of increased
tax compliance (Asrinanda & Diantimala, 2018) and tax revenues (Ballm 2013).
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Conclusion

Tax Services in ASEAN Countries have been quite good, the use of technology in the tax service system
both in the registration of tax id number, tax payment and tax reporting has helped taxpayers to carry
out their tax obligations so that tax revenues in most ASEAN countries continue to increase and help
develop their respective each countries. With the self assessment system adopted in most ASEAN
countries, taxpayers are given the authority to calculate, payment and report their own taxes.

As explained the theory of public service management that the government provides services to the
community with 3 characteristics, namely economy, efficiency and effectiveness, tax services in ASEAN
countries are at a good stage. With the majority of ASEAN countries using technology in taxation
services, the characteristics of the New Public Management already exist because the taxation services
can minimize the resources they have, time and cost efficiency and effectiveness in the tax service
process.

The results of this study make practical and theoretical contributions. Practically, the results of this
study provide information in a description of taxation services in ASEAN countries. Leaders in ASEAN
countries in particular as well as other countries in general can study the results of this research as
input into the country's taxation policies with respect to the development goals in their respective
countries. Theoretically, this study illustrates that the new theory of public management has been
implemented by governments in most ASEAN countries. Public services in taxation have been
improved to help taxpayers fulfill their taxation rights and obligations, electronic tax services have been
widely used with the aim of ease and efficiency.

Implication and Limitation
Some implication can be information for better applicated of tax services and some limitation in this
study can be information for better future study:

1. ASEAN countries have advanced in providing tax services so that indirectly can support
investment in the country, investors need not hesitate in investing and doing business in ASEAN
countries.

2. The lack of information about tax services in each ASEAN country raises unbalanced
information about tax services in each country. It is expected that each government can provide
informative information so that it is more easily understood by the public.
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