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Abstract: This study analyzes the implementation of an integrated information system in public
services at the Regional Revenue Agency (Bapenda) of Deli Serdang, particularly in the process of
managing regional taxes. The research method used is descriptive qualitative, with data collection
techniques including observation, interviews, and documentation. The results of the study show
that the implementation of the integrated information system provides significant benefits in
improving service efficiency, transparency, and taxpayer compliance. However, several challenges
such as public digital literacy, data security, and resistance to change remain obstacles in its
implementation. Therefore, solutions such as education, strengthening cybersecurity, and human
resource training need to be applied to ensure the sustainability of this system. With continuous
development, the integrated information system is expected to enhance the effectiveness of
government administration and overall community welfare. The integrated information system
implemented at Bapenda Deli Serdang also provides various conveniences, including integration
with banks and financial institutions that accelerate the tax payment process and allow for real-
time monitoring and evaluation of tax revenues. Additionally, the available digital public
information services make it easier for the public to access information related to taxes and levies
in a more transparent mannet. Thus, the application of technology in this system not only increases
efficiency but also contributes to improved tax compliance and the optimization of regional
revenue.

Keywords: Public Service, Integrated Information System, Regional Tax, Efficiency,
Digitalization

1. INTRODUCTION

Effective public service is the key to a government's success in serving and focusing
on the welfare of its people. Today, public services have become increasingly vital to

society as they can enhance well-being, fulfill basic rights, and build public trust in
the government. Furthermore, quality services also contribute to increasing the
productivity of the government itself. Public service is an activity carried out to meet
service needs in accordance with statutory regulations for every citizen and resident,
concerning goods, services, or administrative assistance provided by public service
providers (Regulation of the Minister No. 31 of 2014).

One strategic approach that is becoming increasingly popular is the integration of
an integrated information system into public service processes. The Regional Revenue
Agency (Bapenda) of Deli Serdang plays a crucial role in managing regional revenue,
particularly in tax and levy collection. With the implementation of an integrated

DOI : https://doi.org/10.61132/epaperbisnis.v2i2.373

https://international.arimbi.or.id/index.php/ePaperBisnis



https://international.arimbi.or.id/index.php/ePaperBisnis
mailto:nurhasanahfebriyantiharahap@umnaw.ac.id
mailto:rizkakhairunnisyabrsinaga@umnaw.ac.id
mailto:amelia@umnaw.ac.id
mailto:sitinurhaliza@umnaw.ac.id
mailto:nurulnazwaayumalinda@umnaw.ac.id
mailto:adrialfalahi@umnaw.ac.id
mailto:mhddanihabra@umanw.c.id
https://creativecommons.org/licenses/by-sa/4.0/
https://creativecommons.org/licenses/by-sa/4.0/

ePaper Bisnis : International Journal of Entrepreneurship and Management 2025, vol. 2, no. 2, Harahap, et al. 124 of 128

information system, Bapenda can manage data more efficiently, reduce the possibility of
administrative errors, and improve the quality of services to the community. In addition,
this system supports transparency in regional revenue management, which ultimately
contributes to increased public trust in local government.

One of the most crucial public services at the Regional Revenue Agency (Bapenda)
of Deli Serdang is the regional tax service. At Bapenda Deli Serdang, regional tax services
include taxpayer registration, tax reporting for various sectors such as hotels, restaurants,
parking, entertainment, advertising, street lighting tax (PPJ]), groundwater (ABT),
excavation-C, and swallow nest businesses. In addition, there is also the process of
signing special letters (SKIS) related to the collection of outstanding debts for Rural and
Urban Land and Building Tax (PBB-P2). The application used by the Regional Revenue
Agency of Deli Serdang Regency for online tax services is the SIMPADA application.
SIMPADA is a web-based Regional Revenue Management Information System. This
application assists local governments in managing and reporting regional income.

Although integrated information systems offer significant potential to improve
public services, their implementation is not without challenges. Various aspects such as
technological readiness, human resources, and supporting infrastructure are important
factors that need to be considered. Therefore, this study aims to analyze the
implementation of the integrated information system at the Regional Revenue Agency
(Bapenda) of Deli Serdang, with a focus on optimizing public services at the Regional
Revenue Agency of Deli Serdang,.

2. METHODS

This study focuses on analyzing and describing the implementation of an
information system in public services provided to the community for online tax payment
programs through the Regional Revenue Management Information System (RRMIS)
application. The type of research used in this study is a descriptive analytical method with
a qualitative approach. According to Sugiyono, descriptive qualitative methods are used
to study natural conditions of an object, analyzing data by describing or illustrating the
collected data.

Relevant data collection techniques are essential in determining the scientific
validity of a study. The techniques used in this research include observation, interviews,
and documentation. According to Hardani (2020), observation is a technique or method
of collecting data by observing ongoing activities. Observation is divided into three types:
participatory observation, overt observation, and unstructured observation. According to
Sugiyono (2020), an interview is a meeting between two individuals to exchange
information and ideas through question-and-answer, from which meaning can be
constructed on a specific topic. Sugiyono (2020) also states that documentation is a record
of past events. Document analysis complements the application of observation and
interview methods in qualitative research.

The qualitative research process was conducted through several steps, presenting
both primary and secondary data. The results of this study were obtained from the
Management Field Work Program (KKM), conducted on January 6, 2025, over a period
of one month at the Regional Revenue Agency (Bapenda) of Deli Serdang. Primary data
was collected through oral and written interview interactions with Bapenda Deli Serdang
staff, as well as direct observation to understand service conditions firsthand. Secondary
data was gathered through literature reviews of articles and scientific journals, including
Bapenda's annual repotts, regulations related to Land and Building Tax (PBB) payments,
and official documentation of relevant objects or individuals at the research site.

3. RESULTS

The implementation of an integrated information system at the Regional
Revenue Agency (Bapenda) of Deli Serdang is a strategic step to improve the quality of
public services, particularly in regional tax management. This integrated information
system is designed to integrate various administrative processes into a single digital
platform that can be accessed by various relevant stakeholders. In the context of tax
services, the system provides convenience for the public while promoting efficiency and
transparency in regional revenue management.

At the Management Field Work (KKM) site, the implementation of the
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integrated information system is clearly evident through the use of the SIMPADA
(Regional Revenue Management Information System) application. This web-based
application allows the public to pay taxes online without having to visit the service office
in person. Additionally, the application supports real-time monitoring of tax revenues,
making it easier for the local government to conduct evaluations and strategic planning.
SIMPADA also facilitates integration with banks and financial institutions, accelerating
the tax payment process and enabling direct monitoring of tax receipts.

In practice, the integrated information system provides several tangible benefits
on the ground. One of these is the acceleration of administrative processes. Before this
system, tax data management was done manually, which often took time and was prone
to errors. With data digitization through SIMPADA, administrative processes have
become faster and more accurate. Citizens who previously had to wait in long queues can
now fulfill their tax obligations with just a few clicks. Furthermore, the system minimizes
data entry errors and speeds up data validation, which is crucial in managing regional
revenue.

Moreover, cooperation with banks and financial institutions is another strength
of this system. At the KKM site, people can pay taxes through various payment channels
such as ATMs or mobile banking, which are directly connected to the Bapenda system.
This not only speeds up the payment process but also increases taxpayer convenience.
This integration also reduces the risk of payment data loss and ensures that all
transactions are accurately recorded.

From a transparency perspective, the integrated information system enables the
public to access information related to taxes and levies openly through digital services.
For example, citizens can view their tax bills or check their payment status through an
online portal. Such transparency contributes to increased public trust in local
government. Accurate and easily accessible information also helps the public understand
their tax obligations, ultimately improving tax compliance.

However, the implementation of this system also faces challenges on the ground.
One of the main obstacles is the low level of digital literacy among certain segments of
the population. Many citizens are not yet accustomed to using digital technology for
handling tax administration. Therefore, socialization and education efforts were carried
out at the KKM location to teach people how to use the SIMPADA application. This
step aims to increase public understanding and encourage the adoption of technology in
daily life. Training and mentoring programs also involved community leaders and
volunteers to assist residents who had difficulties using the system.

In addition, data security issues are a major concern. Bapenda Deli Serdang must
ensure that taxpayer data is protected from cyber threats. Security measures such as data
encryption, firewalls, and regular security audits are implemented to safeguard sensitive
information. Cooperation with third parties who specialize in cybersecurity is also
established to ensure the system remains secure and protected.

From a theoretical perspective, the integrated information system is part of e-
government, which aims to improve bureaucratic efficiency and the quality of public
services through the use of information technology. According to Laudon & Laudon
(2020), integrated information systems have three main functions: improving operational
efficiency, providing information to support decision-making, and enhancing services to
users. These three functions are reflected in the implementation of SIMPADA at
Bapenda Deli Serdang. The integrated information system also supports better decision-
making by providing accurate and real-time data.

The successful implementation of the integrated information system at the KIKM
site shows that technology can be an effective tool in improving government governance.
However, the sustainability of this program requires adequate technological infrastructure
and continuous training for Bapenda staff so they can operate the system optimally.
Furthermore, strengthening data security remains a priority to prevent potential breaches
or misuse of information. Investments in technology infrastructure such as reliable
servers, stable internet networks, and up-to-date software are essential to ensure the
system runs smoothly.

Overall, the implementation of the integrated information system at the Deli
Serdang Regional Revenue Agency (Bapenda) has had a positive impact on public services
at the KKM location. With ongoing innovation and development, this system is expected
to become a model for other regions in their efforts to improve digital-based public
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service quality. Further development may include integration with other systems, such as
civil registry and licensing systems, which would further enhance the efficiency and
effectiveness of public services.

The Role of Integrated Information Systems in Public Services

An integrated information system is a system that consolidates various processes
and data into a single digital platform accessible by all relevant stakeholders. This system
is designed to improve operational efficiency, data accuracy, and information
transparency, thereby accelerating data-driven decision-making processes. In today’s
digital era, utilizing integrated information systems is one of the key pillars in supporting
good governance. In the context of Deli Serdang’s Regional Revenue Agency (Bapenda),
the implementation of an integrated information system is broad and strategic, covering
several key features.

First, through the Online Regional Tax System, the public can make tax
payments online anytime and from anywhere without having to physically visit the service
office, saving both time and cost. Second, the system is integrated with various banks and
financial institutions, facilitating faster transaction processes and enabling automatic and
accurate tax reporting,

Third, the presence of real-time monitoring and evaluation features allows
authorized officials to monitor regional revenues directly and respond quickly to any
discrepancies or irregularities in the data. Lastly, the system provides digital public
information services that can be accessed by the general public, thereby supporting
principles of transparency and accountability in the management of regional taxes and
levies. Therefore, the implementation of an integrated information system not only
improves the quality of public services but also strengthens public trust in local
government performance.

Implementation of Integrated Information Systems at Bapenda Deli Serdang

In implementing the integrated information system, Bapenda Deli Serdang has
taken several strategic steps to ensure the system operates optimally and provides
maximum benefits to the public. The first step is data and administrative process
digitization, where the transformation from a manual to a digital system is carried out by
building an integrated database. This enables tax and levy data management to be more
systematic, efficient, and easily accessible by both staff and the public. Second, Bapenda
strengthened technological infrastructure by procuring servers and supporting software,
providing stable internet networks across all service offices, and developing user-friendly
tax service applications and portals such as SIMPADA (Regional Tax Management
Information System).

The third step is human resource training, with Bapenda routinely conducting
training sessions for its employees to ensure they can operate the system effectively.
Additionally, public education efforts are continuously carried out to improve digital
literacy and encourage the use of online services for handling taxes and levies. Lastly, this
integrated information system is also connected with financial institutions and relevant
agencies, such as banks, technical departments, and the Ministry of Finance, to accelerate
payment processes, enhance reporting, and improve transparency. Through these steps,
the implementation of the integrated information system is expected to drive the
modernization of regional revenue management and strengthen public service delivery.
Impact of the Integrated System Implementation

The implementation of the integrated information system has brought vatious
significant benefits to improving the quality of public services within Bapenda Deli
Serdang. One of the main benefits is increased service efficiency, where administrative
processes that previously took a long time can now be completed more quickly and
conveniently. Citizens are no longer required to physically visit tax offices, as services are
accessible online through available portals.

Furthermore, the system contributes to greater transparency and accountability
in managing regional taxes and levies. With a digital database that can be monitored in
real-time, the potential for discrepancies is minimized, while the public can openly access
information, thus strengthening trust in the local government’s performance.

On the other hand, easier access to services has also led to increased taxpayer
awareness and compliance. People are more encouraged to fulfill their tax obligations on
time, as the process has become simpler and faster.

Another positive impact is the **optimization of regional revenue collection. A
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well-organized and transparent system helps reduce revenue leakage, while accurate and
integrated data provides a strong foundation for the local government to develop more
targeted and effective revenue enhancement strategies.

Challenges and Solutions in Implementation

Despite the significant benefits, the implementation of the integrated
information system faces several challenges that must be addressed to ensure optimal
performance. One of the main challenges is the low level of digital literacy among
segments of the population. Many residents are not yet accustomed to using digital
technology, making it difficult for them to access and utilize available online services. To
overcome this, continuous public outreach and education efforts are necessary to help
people understand the benefits and usage of the system.

Another challenge is related to data security. In a digital system that manages
critical information such as tax data, the potential for data breaches or misuse poses a
serious threat. Therefore, Bapenda Deli Serdang must strengthen cybersecurity measures
by implementing adequate data protection technologies and policies. In addition,
resistance to change is another obstacle, especially among employees who are used to
working with manual systems. To address this, intensive training is essential. A gradual
approach in the implementation of the new system is an effective solution to ensure that
the adaptation process proceeds more smoothly and is widely accepted.

With the implementation of this integrated information system, Bapenda Deli
Serdang is able to provide faster and more accurate services, reduce queues at service
offices, and increase public trust in the local government.In addition, this system also
contributes to improving the quality of government administration by providing more
accurate and easily accessible data. The convenience of online tax payments, real-time
monitoring of tax revenue, and transparency of public information further enhance the
effectiveness and accountability of the local government. With the continuous
advancement of technology, Bapenda Deli Serdang is expected to keep innovating and
developing the system to further optimize public service delivery and improve the overall
welfare of the region.

4. CONCLUSION

Based on the research results, it can be concluded that the implementation of
the integrated information system at the Regional Revenue Agency (Bapenda) of Deli
Serdang plays an important role in improving the quality of public services, particulatly
in regional tax management. With this system, administrative processes become more
efficient, transparent, and accountable, while also increasing taxpayer compliance.
Nevertheless, challenges in its implementation still require attention, such as public digital
literacy, data security, and infrastructure readiness. Therefore, efforts in public outreach,
staff training, and system security enhancement must continue to ensure the sustainability
and effectiveness of the system. It is hoped that further development of the integrated
information system will further optimize public services and support better regional
development.

In addition, digitalization in public services must continue to evolve in line with
technological advancements and the growing needs of society. The implementation of
this integrated information system demonstrates that technology can be an effective tool.
in improving governance and enhancing bureaucratic efficiency. Therefore, investment
in digital infrastructure, human resource development, and increased public education are
strategic steps that must be continuously pursued. Thus, the success of the integrated
information system at Bapenda Deli Serdang can serve as a model for other regions in
optimizing public services through the use of technology.

In the future, further research can focus on evaluating the long-term impact of
this integrated information system implementation on regional tax revenue and public
response to changes in digital-based public services. In-depth analysis of the obstacles
and adaptation strategies carried out by the local government is also necessary to ensure
that the implementation of this system becomes increasingly optimal and aligned with
the needs of the community.
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