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INTRODUCTION
Tax is a principal source of state revenue used to fund government expenditures 

(Gebreyesus, 2020). The tax budget covers routine expenses and costs for sustainable 
development (Cuadrado-Ballesteros & Bisogno, 2022). As a fundamental financial 
instrument, the imposition of taxes follows stringent legislation to ensure fairness and 
effectiveness in collection. Law Number 6 of 1983 clarifies that taxes are a mandatory 
contribution from taxpayers to the state, enforced by law without direct compensation, 
and used to maximize public welfare.

In addition to their role in national financing, taxes contribute significantly 
locally (Maharani et al., 2023). According to Law Number 28 of 2009, local taxes are 
mandatory contributions from individuals or entities to local governments. These 
contributions, which do not provide direct compensation, are collected based on 
applicable legislation and finance local government management and development. It 
indicates that taxes are crucial for State Revenue and play a vital role in the progress 
and well-being at the local level (Kamal, 2019).

To enhance transparency and administrative efficiency, the government has 
introduced electronic systems and transactions in local tax management. According to 
Government Regulation Number 71 of 2019, local governments must adopt electronic 

ABSTRACT
This research aims to analyze the implementation of an online-based policy for local tax and retribution 
collection by the Regional Revenue Agency in Kolaka Regency. This research uses an inductive 
qualitative analysis. Inductive analysis is an approach that begins with field facts, analyzes them 
based on relevant theories and arguments, and ultimately yields a conclusion. The results show that 
implementing an online-based policy for local tax and retribution collection by the Regional Revenue 
Agency has made significant progress in several vital variables. The communication variable has been 
successful and effective, facilitating the acceptance of new technology and enhancing compliance 
with local taxes. However, the resource variable remains a significant constraint, with the inadequate 
allocation of human resources and facilities. The disposition variable shows exemplary commitment, 
but obstacles still exist in achieving tax collection targets and implementing all types of local tax 
and retribution. Meanwhile, the bureaucratic structure variable has functioned well, demonstrating 
effective coordination and collaboration that have strengthened the tax collection process and 
enhanced transparency and accountability in managing local taxes. Therefore, it is recommended 
that the Regional Revenue Agency enhance coordination with local government to advocate for a 
more significant allocation in the Regional Budget Revenue and Expenditure. The Regency House of 
Representatives and the Regent of Kolaka Regency should prioritize the procurement of technological 
infrastructure in the discussion of the Regional Budget Revenue and Expenditure, ensuring that the 
resource shortages faced by the Regional Revenue Agency can be overcome. For business operators, it is 
crucial to comply with tax recording devices during transactions to support local government policies 
in enhancing the transparency and accuracy of tax data. These improvements will not only support the 
smooth operation of the Regional Revenue Agency but also contribute to increased Regional Revenue 
that can be used for further development in Kolaka Regency.
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transaction systems in local tax collection. This initiative aims to ensure that the tax 
collection process is transparent and facilitates taxpayers in fulfilling their obligations. 
The application of technology in tax administration is expected to reduce barriers and 
increase tax compliance (Qi & Azmi, 2021), while accelerating the data collection and 
reporting process (Setyowati et al., 2020).

Edwards (1980) suggests that the success of this policy implementation 
depends on four main variables: communication, resources, disposition, and 
bureaucratic structure. Therefore, it is crucial for all agencies involved to understand 
and optimize these variables in the implementation of an online-based policy for local 
tax and retribution collection. Awareness and cooperation among agencies are vital 
in achieving desired outcomes, which are not only effective administratively but also 
beneficial for all community layers. Through a structured and coordinated approach, 
the implementation of electronic transaction systems is expected to create a more 
responsive and accountable tax administration environment.

Further, Leliya and Afiyah (2016) and Putra (2019) have provided differing 
perspectives on the effectiveness of online tax payment systems in various regions in 
Indonesia. According to Leliya and Afiyah (2016), the City of Cirebon has successfully 
increased Regional Revenue by implementing an online-based local tax payment 
system. Conversely, Putra (2019) found that contributions from online-based hotel, 
restaurant, and entertainment taxes in Batam have not yet optimally enhanced 
Regional Revenue. These findings indicate variability in the results achieved by online-
based tax payment systems depending on regional context and system management.

Recent research by Ramadhani et al. (2023) also highlights modern tools like 
tapping boxes in Kolaka Regency, which have proven effective in increasing Regional 
Revenue from restaurant taxes. However, the uneven distribution of these devices 
has resulted in not all eligible restaurants receiving the equipment, potentially 
reducing the effectiveness of tax collection. These findings emphasize the importance 
of adequate infrastructure and management in applying tax technology to optimize 
Regional Revenue.

On the other hand, Kolaka Regency has become a model for other local 
government levels in implementing an online-based payment and collection system for 
local tax and retribution. According to Kolaka Regent Regulation Number 24 of 2019, 
the Regional Revenue Agency, in collaboration with Bank Sultra, has taken significant 
steps in adopting digital technology for local tax and retribution collection. The types 
of collection included in this category are hotel tax, restaurant tax, entertainment tax, 
parking tax, and local retribution. This effort is part of a broader strategy to enhance 
administrative efficiency and transparency in managing Regional Revenue.

However, the implementation of this policy faces several significant challenges. 
Initial observations show that only three types of taxes have been successfully 
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implemented online by the Regional Revenue Agency of Kolaka Regency. The main 
challenges include an inadequate number of tax officers to supervise tax object 
locations. This shortage causes difficulties in monitoring tax recording devices, 
allowing for possible transaction manipulation by taxpayers.

Additionally, there is also an issue with insufficient budgeting to provide the 
necessary tax recording devices at all qualifying locations. This resource limitation 
hampers the role of the Regional Revenue Agency in ensuring comprehensive 
compliance with local tax and retribution. It affects the potential Regional Revenue 
achievable from implementing an online-based payment and collection system for 
local tax and retribution. This condition underscores the importance of enhancing 
resources and funding to support the effectiveness of the payment and collection 
system for local tax and retribution in the digital era.

Based on the above discussion, this research aims to analyze the implementation 
of an online-based policy for local tax and retribution collection by the Regional 
Revenue Agency in Kolaka Regency. The primary goal is to identify variables 
encountered in deploying this electronic system and to evaluate its effectiveness 
in enhancing Regional Revenue. The benefits of this study are expected to provide 
insights to other local governments about variables that support or hinder the success 
of the implementation of an online-based payment and collection system for local tax 
and retribution, and to offer recommendations that can help improve administrative 
efficiency and compliance with local tax and retribution.

METHOD
This research uses a qualitative approach to understand groups of people, 

objects, situations, conditions, ongoing events, and even thought systems (Whitney, 
1960). This research was conducted in Kolaka Regency. This research utilized both 
primary and secondary data sources. Data was collected through interviews with key 
informants, field observations, literature study techniques, and document analysis 
concerning the use of technology in the payment and collection process for local tax 
and retribution to enhance Regional Revenue. The acquired data was then analyzed 
using inductive qualitative analysis. Inductive analysis is an approach that begins with 
field facts, analyzes them based on relevant theories and arguments, and ultimately 
yields a conclusion (Neuman, 2003).

RESULTS AND DISCUSSION
Since the enactment of Kolaka Regent Regulation Number 24 of 2019, the 

Regional Revenue Agency has full authority to implement this policy. The strategic step 
of adopting digital technology in the tax administration process is part of a broader 
effort to create a more efficient and transparent government system. Additionally, 
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various measures have been undertaken to ensure the successful implementation of 
this system, which aims to enhance the management of Regional Revenue.

According to Edwards (1980), the success of policy implementation depends 
on several essential variables. These include effective communication, adequate 
resources, a supportive disposition from the implementers, and a conducive 
bureaucratic structure. Therefore, the Regional Revenue Agency must understand and 
optimize these variables to achieve the desired results.

A.	 Communication
Effective communication is a critical variable for the Regional Revenue 

Agency’s success in implementing online-based local tax collection policies. 
Meticulous and patient communication processes are necessary to avoid 
misunderstandings that could arise due to the complexity of the policy (Marua 
& Muzakkir, 2023). Therefore, the Regional Revenue Agency has developed an 
efficient communication system to ensure that information about the online-based 
local tax collection policy is clearly conveyed to all involved parties.

The public awareness activities conducted by the Regional Revenue Agency 
before implementing the online-based local tax collection serve as an example of 
effective communication implementation. According to the Secretary of the Regional 
Revenue Agency1, these activities include explaining the legal basis, taxpayers’ 
rights and obligations, and how to use tax recording devices. These sessions also 
involve distributing written notifications about applicable regulations and rates, 
serving as educational tools for the community.

Restaurant owner2 and hotel owner3 confirm that they have received 
sufficient information about this policy. They emphasize that the Regional 
Revenue Agency has clarified their rights, obligations, and the penalties associated 
with online-based local tax collection. This communicative effort shows that the 
Regional Revenue Agency is committed to educating taxpayers and tax subjects to 
be more cooperative in fulfilling their tax obligations.

On another front, the Regional Revenue Agency has strategically 
partnered with Bank Sultra’s Kolaka Branch. The Head of the Data Collection and 
Determination Division4 states that Bank Sultra provides all tax recording devices. 
This collaboration strengthens the technical and financial infrastructure, enabling 
a smoother and more accurate process. It highlights the importance of inter-agency 
communication in addressing the challenges of online-based local tax collection.

1Interview Results with the Secretary of the Regional Revenue Agency of Kolaka Regency, on March 28, 
2022.

2Interview Results with Mr. HA, Restaurant Owner in Kolaka Regency, on April 4, 2022.
3Interview Results with Mr. UD, Hotel Owner in Kolaka Regency, on April 4, 2022.
4Interview Results with the Head of the Data Collection and Determination Division of the Regional 

Revenue Agency of Kolaka Regency, on March 29, 2022.
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In terms of enforcement, the Head of the Data Collection and Determination 
Division5 has effectively communicated in imposing sanctions on violators. So 
far, warnings have been issued to four taxpayers who breached the regulations, 
complete with a follow-up declaration letter. This action underscores the Regional 
Revenue Agency’s commitment to applying the rules consistently and fairly while 
maintaining clear and open communication with taxpayers.

Thus, the communication variable in the policy implementation by the 
Regional Revenue Agency can be considered successful and effective. Efficient 
communication between the Regional Revenue Agency and Bank Sultra and 
comprehensive outreach to taxpayers has shown positive results in implementing 
online-based local taxes. The diffusion of innovation theory highlights the 
importance of communication in spreading and accepting innovation (Druzhynina 
et al., 2020). In this context, successful communication facilitates the public’s 
acceptance of new technology and enhances compliance and responsiveness to 
tax obligations.

B.	 Resources
Human resources and facilities are essential for the Regional Revenue 

Agency to implement online-based local tax collection policies. Success depends 
on optimizing existing resources, which includes enhancing human resource 
capabilities and acquiring and managing sufficient facilities (Asmah et al., 2022). 
It includes the adaptability in responding to changes in the work environment 
and the technical challenges arising from using new technologies (Irmayani et al., 
2023).

According to the Head of the Data Collection and Determination Division6, 
the Corruption Eradication Commission recommends online local tax collection. 
In response, the Regional Revenue Agency has rapidly met these requirements by 
installing 174 tax recording devices. However, a gap exists between the number 
of devices and the available human resources, creating challenges in effective 
monitoring. Currently, only 14 officers, consisting of 4 monitors and ten collectors, 
are available, indicating an urgent need to increase personnel. 

The Secretary of the Regional Revenue Agency7 and Collecting Officer8 
acknowledge that with the current number of officers, supervising 174 recording 
devices across two subdistricts—Kolaka and Latambaga—is not optimal. They note 
that many business operators, such as lodging, restaurants, and entertainment 
5Interview Results with the Head of the Data Collection and Determination Division of the Regional 

Revenue Agency of Kolaka Regency, on March 29, 2022.
6Interview Results with the Head of the Data Collection and Determination Division of the Regional 

Revenue Agency of Kolaka Regency, on March 29, 2022.
7Interview Results with the Secretary of the Regional Revenue Agency of Kolaka Regency, on March 28, 

2022.
8Interview Results with the Collecting Officer of the Regional Revenue Agency of Kolaka Regency, on 

March 31, 2022.
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venues, do not fully utilize the installed tax recording devices. Ideally, 23 to 28 
officers are necessary to manage these tasks effectively, indicating that the current 
human resource management is insufficient to support the effectiveness of the 
online-based local tax system.

As for facility resources in the context of implementing the online-based 
local tax collection policy, significant challenges are evident (Romdonih, 2019). 
The Head of the Data Collection and Determination Division9 points out that 174 
tax recording devices have been installed in hotels, restaurants, and entertainment 
venues. This distribution initially focuses on sectors that significantly contribute 
to regional revenue from taxes. Although the number of installed devices is limited, 
their distribution is considered strategic in initiating the application of the online-
based system in several important sectors.

The Recipient Treasurer of the Regional Revenue Agency10 admits that 
significant funding limitations exist despite full support for implementing the 
online-based local tax system. These limitations hinder the expansion of monitoring 
activities and the addition of field officers needed for more effective supervision of 
tax recording devices. This barrier confirms that, despite the willingness to expand 
the system’s coverage to all subdistricts and all types of taxes, the realization of 
these plans is still constrained by the existing budget.

Thus, resource variables have proven to be a significant constraint in 
implementing an online-based policy for local tax and retribution collection. 
The inadequate allocation of human and facility resources directly impacts the 
effectiveness of this policy implementation. This condition aligns with the resource 
theory in public policy, which asserts that the success of policy implementation 
heavily depends on resource availability and efficient management (Arafat et 
al., 2022). The challenges the Regional Revenue Agency faced, from the limited 
number of tax recording devices to insufficient officers, highlight the need for 
increased investment in human resources and technology. Therefore, more 
comprehensive and strategic budget planning in the next Regional Budget Revenue 
and Expenditure is crucial to ensure broader and more effective supervision and 
to achieve overall public policy goals.

C.	 Disposition
The effectiveness of policy implementation by the Regional Revenue Agency 

significantly relies on the disposition or attitude of the implementers, which 
involves commitment, honesty, and a democratic nature in carrying out their 
duties (Yulianti et al., 2019). Compliance with Kolaka Regent Regulation Number 

9Interview Results with the Head of the Data Collection and Determination Division of the Regional 
Revenue Agency of Kolaka Regency, on March 29, 2022.

10Interview Results with the Recipient Treasurer of the Regional Revenue Agency of Kolaka Regency, 
on March 29, 2022.
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24 of 2019 directly measures this commitment, specifically aimed at enhancing 
efficiency and transparency in the governance of the online-based payment 
and collection system for local tax and retribution. By effectively implementing 
this regulation, the Regional Revenue Agency strives to simplify the process for 
taxpayers, thereby actively increasing compliance and maximizing revenue from 
the local tax and retribution sector.

Moreover, the activities involved in local tax and retribution collection 
include gathering data on tax objects and subjects, determining the amount of 
tax due, and conducting online-based billing and monitoring. The implemented 
network system allows for integrating various subsystems electronically, 
strengthening the structure of online-based local tax collection through a self-
assessment system (Asnawi, 2023). In this system, taxpayers are responsible for 
calculating, determining, depositing, and reporting the taxes due. Meanwhile, the 
Regional Revenue Agency focuses on monitoring and verifying the accuracy of 
data provided through various documents such as Tax Notification Letters (SPT), 
Tax Determination Letters (SKP), and Local Tax Notification Letters (SPTPD).

The Secretary of the Regional Revenue Agency11 clarifies that implementing 
Kolaka Regent Regulation Number 24 of 2019 not only fulfills the mandate of Law 
Number 28 of 2009 and Kolaka Regency Regulation Number 3 of 2011 but also 
has a strategic goal to expedite reporting, enhance transparency, and improve the 
accuracy of tax revenue data. Thus, the success of this policy heavily depends on 
the cheerful disposition of all members of the Regional Revenue Agency, who must 
uphold principles of commitment, honesty, and openness in every operational 
aspect. Their involvement and proactive attitude will determine how the policy 
can be successfully implemented, ensuring that the online-based payment and 
collection system for local tax and retribution effectively improves public service 
and fiscal accountability.

In the context of the Regional Revenue Agency’s disposition to implement 
an online-based policy for local tax and retribution collection, testimonials from 
various business operators indicate the positive impact of the implemented 
system. A hotel owner12 describes the tax payment process through the online-
based system that requires him to enter guest data into the tax recording device. 
This process is followed by issuing a payment receipt showing the amount of tax 
due. Subsequently, the payment is made to Bank Sultra, and Regional Revenue 
Agency officers coordinate with the bank to reconcile the tax deposit data. This 
mechanism confirms the efficiency brought by the electronic system in managing 
and depositing taxes.

11Interview Results with the Secretary of the Regional Revenue Agency of Kolaka Regency, on March 
28, 2022.

12Interview Results with Mr. SN, Hotel Owner in Kolaka Regency, on April 5, 2022.
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A restaurant owner also reinforces the benefits of this system, highlighting 
how the shift from manual tax calculation to an online-based system has reduced 
the complexity of managing his tax obligations. Mr. SC13 states that the new system 
simplifies the calculation of taxes due and allows for direct payments to Bank 
Sultra, ensuring that tax funds reach the local treasury without additional hassle. 
This shows how technology can optimize administrative processes and support 
transparency and accuracy in tax management.

Similarly, an entertainment venue owner14 describes the ease experienced 
in calculating and paying taxes thanks to the implementation of the online-based 
system. This positive experience indicates that adopting technology in tax collection 
simplifies the payment and calculation process and enhances taxpayer satisfaction. 
These overall testimonials illustrate how the disposition and commitment of the 
Regional Revenue Agency towards effective technology implementation in the 
local tax and retribution system play a crucial role in speeding up and improving 
processes while contributing to an increase in Regional Revenue.

The primary goal of the Regional Revenue Agency in implementing an 
online-based policy for local tax and retribution collection is to increase Regional 
Revenue. Kolaka Regent Regulation Number 24 of 2019 establishes five types of 
local tax and retribution that, if effectively implemented, are expected to increase 
Kolaka Regency’s Regional Revenue significantly. However, the realization of this 
policy shows that to date, only three of the five types of local tax and retribution 
have been successfully implemented.

The Secretary of the Regional Revenue Agency15 reveals that out of the 
five planned types of local tax and retribution, only three have been successfully 
implemented: hotel tax, restaurant tax, and entertainment tax. This limitation 
reflects the disposition and commitment of the Regional Revenue Agency to face 
technical and administrative challenges during the implementation process. 
Although successful in implementing these three types of local tax, there is still a 
gap in achieving the targets, influenced by budget factors and operational capacity.

Table 1.	 Target and Realization of Online-Based Collection for Local Tax in 2021

No Types of Local Taxes Target
(IDR)

Realization

(IDR) (%)

1 Hotel Tax 950,329,227 933,655,200 98.25%

2 Restaurant Tax 1,495,422,507 1,110,000,000 74.23%

3 Entertainment Tax 486,430,386 330,000,000 67.84%

Total 2,932,182,120 2,373,655,200 80.95%

Source: Data processed from Regional Revenue Agency (2022)
13Interview Results with Mr. SC, Restaurant Owner in Kolaka Regency, on April 5, 2022.
14Interview Results with Mrs. SU, Entertainment Venue Owner in Kolaka Regency, on April 4, 2022.
15Interview Results with the Secretary of the Regional Revenue Agency of Kolaka Regency, on March 

28, 2022.
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In 2021, the Regional Revenue Agency collected 80.95% of the set target, 
amounting to IDR 2,373,655,200 from IDR 2,932,182,120. This achievement 
indicates progress, yet there remains substantial room for improvement. The 
unimplemented parking tax and other local retributions indicate serious obstacles 
to fulfilling this policy’s potential revenue. The limited budget allocated is a major 
hindering factor that requires strategic attention and solutions in future regional 
budget planning to enable broader and more effective policy implementation.

Thus, the disposition variable in the policy implementation by the Regional 
Revenue Agency has demonstrated exemplary commitment to carrying out 
the online-based collection of local tax and retribution, although it has not yet 
achieved 100% collection targets and has not implemented all types of taxes 
regulated in the policy. According to policy implementation theory, conflicts and 
ambiguities in policy can affect implementation outcomes (Ulandari et al., 2024), 
reflected in the limited target achievement by the Regional Revenue Agency. This 
suboptimal performance indicates a need for strategy adjustment and increased 
resource allocation to support policy effectiveness. Furthermore, enhancing 
communication and cooperation with banking parties and reorganizing budget 
priorities may help accelerate the implementation of remaining policies and 
achieve more comprehensive tax collection targets.

D.	 Bureaucratic Structure
Bureaucratic structure plays a crucial role in ensuring the effectiveness and 

success of policies (Wijaya & Aprilia, 2020). The Regional Revenue Agency involves 
various organizations and agencies, each playing specific roles that collectively 
support the tax collection process. According to the Secretary of the Regional 
Revenue Agency16, entities involved include Bank Sultra’s Kolaka Branch, the 
Regional Revenue Agency itself, the Civil Service Police Unit, Non-Governmental 
Organizations, and Youth Organizations. The main focus of the Regional Revenue 
Agency in this structure is to oversee the use of tax recording devices by taxpayers, 
a vital task to ensure accuracy and compliance in the tax collection process.

Each entity’s involvement is detailed further by the Head of the Data 
Collection and Determination Division17. Bank Sultra, for example, not only provides 
the tax recording devices but also is responsible for the network and maintenance 
of these devices, in accordance with Kolaka Regent Regulation Number 24 of 2019. 
The Civil Service Police Unit acts as the enforcer of local regulations, while Non-
Governmental Organizations and Youth Organizations contribute to monitoring 
policy implementation. This shows that the bureaucratic structure focuses not 
only on administrative arrangements but also on law enforcement and community 
16Interview Results with the Secretary of the Regional Revenue Agency of Kolaka Regency, on March 

28, 2022.
17Interview Results with the Head of the Data Collection and Determination Division of the Regional 

Revenue Agency of Kolaka Regency, on March 29, 2022.
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oversight, all of which are crucial for creating an effective and responsive system 
(Ningsih et al., 2022).

Thus, the bureaucratic structure variable in implementing an online-based 
policy for local tax and retribution collection by the Regional Revenue Agency 
of Kolaka Regency has functioned well, showing effective coordination and 
collaboration among the involved agencies and organizations, in line with the 
theory of organizational structure in public policy research, which emphasizes 
the importance of an organized and functional bureaucratic structure in policy 
implementation (Huang & Gao, 2021). In this case, the cooperation between 
the Regional Revenue Agency, Bank Sultra, the Civil Service Police Unit, and 
non-governmental and youth organizations has strengthened the process of 
online-based local tax collection. This structure not only enhances efficiency in 
supervision and tax collection but also accelerates technological adjustments and 
law enforcement, improving transparency and accountability in the management 
of local taxes. This solid bureaucratic structure provides a strong foundation for 
policy success and the enhancement of Regional Revenue (Syahrial & Anjarsari, 
2023).

CONCLUSIONS AND SUGGESTIONS
Based on the results and discussion, it can be concluded that implementing an 

online-based policy for local tax and retribution collection by the Regional Revenue 
Agency has made significant progress in several vital variables. The communication 
variable has been successful and effective, facilitating the acceptance of new technology 
and enhancing compliance with local taxes through efficient communication between 
the Regional Revenue Agency and Bank Sultra and comprehensive public awareness 
efforts. However, the resource variable remains a significant constraint, with the 
inadequate allocation of human resources and facilities directly impacting policy 
effectiveness. The disposition variable shows exemplary commitment, though there 
are still obstacles in achieving tax collection targets and implementing all types of local 
tax and retribution. Meanwhile, the bureaucratic structure variable has functioned 
well, demonstrating effective coordination and collaboration that have strengthened 
the tax collection process and enhanced transparency and accountability in managing 
local taxes. This overall process underscores the importance of an organized and 
functional bureaucratic structure in the success of public policy implementation.

Based on the conclusions above, it is recommended that the Regional Revenue 
Agency enhance coordination with local government to advocate for a more significant 
allocation in the Regional Budget Revenue and Expenditure, which will allow for 
the purchase of adequate tax recording devices to address current limitations. The 
Regency House of Representatives and the Regent of Kolaka Regency should prioritize 
the procurement of technological infrastructure in the discussion of the Regional 
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Budget Revenue and Expenditure, ensuring that the resource shortages faced by 
the Regional Revenue Agency can be overcome, thereby enabling the expansion and 
increased effectiveness of the online-based payment and collection system for local 
tax and retribution. For business operators, it is crucial to comply with the use of tax 
recording devices during transactions as a way to support local government policies 
in enhancing transparency and accuracy of tax data. These improvements will not only 
support the smooth operation of the Regional Revenue Agency but also contribute 
to increased Regional Revenue that can be used for further development in Kolaka 
Regency.
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