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Abstract: General Background: This research discusses innovations in public service
delivery, specifically focusing on the role of BUMDes (Village-Owned Enterprises) in
facilitating Land and Building Tax (PBB) payments. Specific Background: The
implementation of the Online Bank Payment Point (PPOB) system in BUMDes Karya
Sejahtera, Kemantren Village, addresses society’s increasing need for fast and efficient
transaction methods. Knowledge Gap: While the PPOB system has been applied in
various areas, its role and impact in rural tax payments through BUMDes remain
underexplored, particularly in enhancing service efficiency and accessibility. Aims: This
study aims to analyze how PPOB innovations through BUMDes ease tax payments and
support community needs. Results: Using a descriptive qualitative method with
purposive sampling and data analysis by Miles and Huberman, the research identifies
PPOB innovations aligning with Rogers’ innovation theory indicators: (1) Relative
Advantage — BUMDes benefits financially and updates data in real time, (2)
Compatibility — addresses societal needs for fast and easy transactions, (3) Complexity —
PPOB is easy to access and operate, (4) Trialability — the system’s benefits are proven
and accepted, and (5) Observability — the innovation's effectiveness is visible. Novelty:
This study highlights how PPOB services create tangible benefits, allowing timely and
efficient tax payments while supporting real-time financial data management.
Implications: The implementation of PPOB innovations strengthens BUMDes' role in
enhancing public service efficiency and encourages further development of payment
services to meet community needs.
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Introduction

Improving tax revenue performance can realize the optimization of Regional Original
Revenue (PAD). One of the tax collection strategies is to socialize the latest tax policies to provide
understanding of taxpayers' rights and obligations [1]. Land and Building Tax (PBB) is one of the
sources of state revenue that provides significant contributions to national income, paid annually,
and its imposition is based on Law No. 28 of 2009 concerning Regional Taxes and Regional
Levies. Land and Building Tax (PBB) is a potential source of income for the state and contributes
to national revenue compared to other tax sectors. Land and Building Tax (PBB) is a mandatory
payment by the public imposed on land use rights and buildings, where the amount of tax is
determined based on the size of the land and buildings [2].

Regional governments that understand the strengths and weaknesses in managing issues
in their areas are required to be as innovative as possible to solve problems and meet the needs of
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the community with support from the central government through financial assistance [3].
Innovation cannot stand alone but with creativity. The occurrence of complex problems in several
fields is caused by errors on the subsystem side made by the government. The lack of innovation
in the region can be seen from various unresolved issues, such as poverty, health, economic
inequality, and so on. An idea is objectively seen as something new measured by the time the idea
is used or discovered. An idea is considered new based on someone's reaction; if something is seen
as new by someone, it is called innovation [4].

In accordance with Law Number 28 of 2009 Article 87, PBB has undergone a change in
status from a central tax to a regional tax. Thus, local governments are required to innovate in
solving problems in the taxation sector, including the lack of taxpayer awareness in paying taxes,
the lack of public understanding of taxes, the low quality of services from the Regional Revenue
Agency, the lack of synchronization in taxpayer data, etc. To improve the quality of tax services,
there needs to be an innovation in tax collection, particularly in the case of property tax (PBB), to
increase taxpayer awareness so that they can pay taxes with a more effective, efficient, and high-
quality system.

PBB is one of the sources of original regional revenue. Each region has the authority to
issue policies related to the payment of taxes and regional levies to increase PAD, which is used
to finance the regional development process. To improve the quality of tax services, service
innovation becomes an important aspect that must be considered. Quality tax services are expected
to increase local revenue. Tax payment innovations are expected to provide ease, speed, and
accuracy in delivering public services, thereby increasing local revenue (PAD) [5].

In Indonesia, issues in the taxation sector are very complex, including the lack of taxpayer
awareness to pay taxes, the lack of public understanding of taxes, low service quality, and the
unsynchronized taxpayer data, among others. To improve service quality and expand the reach of
tax collection, innovation in the collection of Land and Building Tax (PBB) is needed in Indonesia.
Every community in Indonesia has the obligation to pay bills every month, such as electricity bills,
water bills, phone bills, credit installment payments, health insurance, and others. In the past,
people had to pay their bills through official payment counters offline. This made people feel
burdened and inefficient due to offline payments, leading to the idea of creating an online bill
payment application. The combination of people's habits in using gadgets and the obligation to pay
monthly bills resulted in the creation of an online payment application known as Payment Point
Online Bank (PPOB). Payment Point Online Bank (PPOB) is a counter similar to a bank that can
be used to pay various bills in one place. PPOB (Payment Point Online Bank) is a digital payment
system that allows users to perform various transactions online, such as bill payments, purchasing
credit, purchasing electricity tokens, and so on, by utilizing banking facilities. As time goes by,
PPOB's services have become increasingly diverse, including services for paying motor vehicle
taxes or Land and Building Tax (PBB). Payment Point Online Bank (PPOB) is one of the efforts
to improve services undertaken by companies to gain profits and enhance those profits. Payment
Point Online Bank (PPOB) is a payment point for receiving customer bill payments directly online
with the bank. The purpose and goal of opening this service is to change the business process
pattern to be more efficient. In East Java post-COVID pandemic, the East Java government
collaborated with Bank Jatim under the program name Agen Laku Pandai Bank Jatim.

The collaboration that has been carried out with the East Java Government was then
adopted by the District Government, one of which is Sidoarjo District. Desa Kemantren
Kecamatan Tulangan is one of the villages located in the Sidoarjo Regency area that has innovated
to make it easier for the community to make online tax payments (PPOB) at the available
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BUMDes. The BUMDes in Kemantren Village is called BUMDes "Karya Sejahtera,” which was
established in 2021. Before the existence of PPOB through BUMDes Karya Sejahtera in
Kemantren Village, the community or village residents who were taxpayers had to pay through
mini markets or Bank Jatim. However, currently, Bank Jatim has created the Bank Jatim smart
agent program, allowing existing BUMDes to become agents of this program and serve as Payment
Points for various payments, including Land and Building Tax. (PBB).

Law of the Republic of Indonesia Number 22 of 1999 concerning Regional Government
grants village governments the authority to establish Village-Owned Enterprises (BUMDes) in
accordance with statutory regulations. Law of the Republic of Indonesia Number 23 of 2014
concerning Regional Government updates the BUMDes law. In addition, Government Regulation
Number 72 of 2005 concerning Villages complements its legal basis. To improve the independent
economy in villages and enhance the welfare of their residents, BUMDes is regulated by the central
and regional governments of Indonesia. The existence of original income derived from the
resources available in the village is the final result of the management of BUMDes regulated by
the government. This will result in increased income, reduced unemployment, and decreased
poverty [6]. In 2021, BUMDes was given new legal strength with Government Regulation Number
11 of 2021 concerning Village-Owned Enterprises, which became the new legal strength for
BUMDes, recognized as a Legal Entity in the village, previously only status as a Business Entity
[7]. Furthermore, the Minister of Village, Disadvantaged Regions Development, and
Transmigration Regulation Number 3 of 2021 establishes the requirements for the registration,
data collection, ranking, coaching, and development of BUMDes goods and services. This
regulation serves as the legal umbrella for the transformation of BUMDes into a legal entity,
allowing BUMDes to be on par with other legal entities such as Limited Liability Companies (PT),
Partnerships (CV), and others. The legal basis regarding the existence and management of
BUMDes has been further clarified by the government with the issuance of Permendesa No. 4 of
2015 concerning BUMDes. In Sidoarjo Regency, there are quite a number of BUMDes. Here is
the number of BUMDes in Sidoarjo Regency for the period of 2020-2023 as follows:

Table 1. Number of Village-Owned Enterprises (BUMDes) in Sidoarjo Regency 2020-2023

No. Year Amount
1. 2020 179
2. 2021 229
3. 2022 237
4 2023 255

Source: Central Bureau of Statistics (BPS) Sidoarjo Regency

Based on Table 1, it can be seen that the number of BUMDes in Sidoarjo Regency has
been gradually increasing. In 2021, it can be seen that the increase reached 50 BUMDes. The
existence of BUMDes in Sidoarjo Regency aims to improve the economy of the community and
also the village's income.

Desa Kemantren Kecamatan Tulangan Kabupaten Sidoarjo is one of the villages that has
established a BUMDes. Where the BUMDes owned has already implemented several innovations.
Innovation as new ideas that work means that innovation is closely related to beneficial new ideas.
The process of innovation does not arise by chance but from creativity with a specific purpose.
Thus, an innovation is created. The hallmark of a successful innovation is the creation and
utilization of new processes, new products, new services, and new delivery methods, which result
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in significant improvements in efficiency, effectiveness, and quality. Innovation arises due to
problems or needs. When problems or needs arise within society, innovation will naturally emerge
[8].

There are several typologies of public sector innovation, including service innovation,
process innovation, administrative innovation, system innovation, concept innovation, and radical
rationality change [9]. This is the innovation that must be carried out by a public organization,
including in meeting the tax revenue targets imposed in PAD. The Kemantren Village
Government, through BUMDes Karya Sejahtera, has made an innovation in tax payment services,
specifically for Land and Building Tax, by offering PBB payments through Payment Point Online
Bank (PPOB). Initially, PBB payments could only be made through one system, namely the Online
Payment Point System. (SOPP). The existence of adequate legal frameworks (regulations) makes
a policy considered legal (official) if it has clear regulations as its legal framework. Without a clear
legal framework, a policy cannot function well because it lacks clear direction and purpose. In the
implementation of this PPOB, the legal umbrella that covers it is clearly Law Number 10 of 1998
Jo No7 of 1998 concerning Banking. (pasal 1 butir 2).

From field observations, there are several issues with the program. Residents of
Kemantren Village, who previously had to queue at banks or mini markets to pay taxes, now enjoy
significant convenience. Residents can pay taxes more practically and efficiently through the
Payment Point Online Bank application. (PPOB). In addition, the process becomes easier because
residents can be assisted by operators at BUMDes Karya Sejahtera Kemantren. With this system
in place, village residents can pay taxes more easily and quickly, eliminating the difficulties of
gueuing at banks or minimarkets. This increases the effectiveness of tax administration and makes
it easier for citizens to fulfill their tax obligations.

This innovation in property tax payment using the PPOB system has only been
implemented since the beginning of 2023 until now. The service for paying property tax (PBB)
assisted by operators at BUMDes Karya Sejahtera in Kemantren Village is adjusted to the working
hours at the village hall, which are Monday to Friday, from 08:00 AM to 03:30 PM. With this
innovation, the people of Kemantren Village find it easier and closer to their homes to pay the
property tax, which previously had to be paid manually at banks or mini markets. Here is the
number of people who have paid taxes through BUMDes Karya Sejahtera Desa Kemantren as
follows:

Table 2. Data on the Number of Taxpaying Citizens from 2019-2023

Explanation Year
2019 2020 2021 2022 2023
Taxpayer 2391 2401 2425 2448 2467
PPOB

Implementation ) - - 274

Source: BUMDes Karya Sejahtera Village Kemantren, 2023

Based on Table 2, it can be seen that in 2023, there were 274 members of the community
who participated in tax payments through the PPOB available at BUMDes Karya Sejahtera
Kemantren. From field observations, there are several issues with this PPOB program, including
first, the internet network in the BUMDes Karya Sejahtera area does not meet the needs. Second,
the socialization regarding the PPOB services in BUMDes Karya Sejahtera has not been carried
out. In the process of compiling this scientific article, previous research plays a significant role as
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a reference or guideline for conducting the study. There is previous research used as a guideline in
this article titled "Innovation in the Management of Village-Owned Enterprises in Pendowo,"
which results in the allocation of BUMDes usage, namely 40% for the village and 60% for human
resources capable of improving the economy and welfare of the village community. For the use of
BUMDes facilities to be fulfilled, most of the freelance employees have connections with several
community members, allowing them to mutually assist in developing BUMDes. BUMDes of the
village government plays three roles for the village: first, they help the community and BUMDes
improve their own welfare; second, they can help oversee the implementation of the village's
economic activities; third, they assist the village government in developing the potential of natural
and human resources in the village into economic resources and serve as a channel for the village
government to implement its development plans, particularly in the economic field. In each village,
there are diverse resource potentials according to the local conditions, and with the presence of
BUMDes in Indonesia, there has been an increase [10].

Furthermore, the research titled "Innovation in Land and Building Tax (PBB) Payment
Services at the Regional Financial and Tax Management Agency (BPKPD) of the Surabaya City
Government™ found that the introduction of online PBB has made the service process more
effective because it is now online-based and efficient due to being free of charge. This has enabled
the public service provider, specifically the Regional Financial and Tax Management Agency
(BPKPD) of Surabaya City, to deliver public services in accordance with the vision and mission
of the BPKPD, which are transparent and accountable based on information technology. Then the
negative impacts include, many people are still unaware of the online PBB services, most of the
public only know a few services such as paying PBB using the PBB mobile car provided by the
government, payment through M-Banking, and so on. People who are not familiar with
information technology find it very difficult to use the online PBB services, and it is possible that
there needs to be staff willing to assist in operating the technology.

The subsequent research titled "Innovation in Land and Building Tax Payment Services
in Garut Regency" found that the land and building tax in Garut Regency faces several obstacles,
including a lack of taxpayer awareness and innovation. To address the issue, the innovation of
PBB payments was introduced to improve service quality through payment points in Garut
Regency, which can be seen in the aspects of product, process, method, policy, and system. The
five aspects are as follows. First, it is product innovation through changes to the STTS product,
which was previously provided by Bank BJB and is now provided by Indomart in a different form.
Additionally, there has been a change in service design, which was previously done with the Online
Payment Point System (SOPP) through Bank BJB and can now be done with the Online Payment
Point Bank (PPOB) through Indomart or the Indomart website.

The research titled “Analysis of the Influence of the Quality of Service of the Online
Payment Point Bank (PPOB) System on Customer Satisfaction (Study on PT. PLN Persero
Customer Service and Network Area in Probolinggo)” found that service quality, which includes
variables such as tangible, reliability, responsiveness, assurance, and empathy, has a significant
positive effect on customer satisfaction. These results support the initial hypothesis proposed in
this study. The biggest factor among all dimensions of the customer service quality variable that
affects customer satisfaction is the assurance dimension.

Based on references from previous research mentioned above, a difference was found
between the previous research and the research that will be conducted by the author. The difference
is that the author will research and focus on the innovation of BUMDes services, which is
categorized as a new innovation carried out by BUMDes Karya Sejahtera in Kemantren Village,
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Tulangan District, Sidoarjo Regency. This innovation aims to provide effective and efficient
services to the community in paying Land and Building Tax (PBB) online through PPOB. The
theory that will be used is the innovation theory according to Everett Rogers. The definition of
innovation is an idea, practice, or object that is considered new by an individual or one unit of
adoption. Everett Rogers proposed that there are several indicators, namely Relative Advantage,
Compatibility, Complexity, Trialability, and Observability. (Mudah diamati). If connected with
the previously explained issues, the purpose of this research is to understand and describe the
Innovation of Payment Point Online Bank (PPOB) as an Ease of Payment for Land and Building
Tax (PBB) Through BUMDes.

Methods
This research is classified as descriptive research with qualitative data. Qualitative

research methods are an effort by researchers to collect data based on a scientific background [11].
The use of descriptive qualitative research in this study aims to understand and explain in detail
and depth the Innovation of Payment Point Online Bank (PPOB) as an Ease of Payment for Land
and Building Tax (PBB) through BUMDes. The location of this research is in Kemantren Village,
Tulangan District, Sidoarjo Regency. Meanwhile, the focus of this research is related to the
Innovation of Payment Point Online Bank (PPOB) as a Facility for Paying Land and Building Tax
(PBB) through BUMDes.

The data sources in this research are primary and secondary data. Primary data were
obtained from interviews conducted directly with informants, namely the Chairman of BUMDes
Karya Sejahtera, the PPOB Operator, and village residents who have made tax payments through
PPOB. To complement the interview results, secondary data were also gathered from the data
owned by the Kemantren Village or BUMDes Karya Sejahtera Kemantren Village. The data
collection techniques used in this research are interviews, observations, and documentation. Data
collection techniques are methods used to gather materials used in the research. The informant
selection technique used in this research involves choosing informants based on an assessment of
the characteristics of the required sample that align with the research objectives, known as
purposive sampling. Meanwhile, the data analysis technique for the research results is based on
the data analysis model from Miles and Huberman. The data analysis technique is the process of
organizing, analyzing, and interpreting non-numeric data into information or trends that will later
be used as a reference in developing the research. The data analysis process is divided into four
steps: 1) Data Collection, which is the process or activity carried out by the researcher to uncover
or gather various phenomena, information, or conditions at the research location according to the
scope of the research; 2) Data Reduction, which is the process of selecting, focusing, abstracting,
and transforming data obtained from field research results. 3) Presentation of data, which is the
organized collection of data that provides an opportunity for drawing conclusions. 4) Drawing
conclusions, which is the activity of concluding data in accordance with the problem formulation
determined in the introduction [12].

Results and Discussion
Desa Kemantren Kecamatan Tulangan Kabupaten Sidoarjo is one of the villages that has

a BUMDes. The BUMDes it has already has several innovations. innovation as new ideas that
work means that innovation is closely related to beneficial new ideas. The process of innovation
does not arise by chance but rather from creativity with a specific purpose. Thus, an innovation
was created. The results of this study are based on the innovation theory by Everett Rogers, which
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states that there are several indicators, namely Relative Advantage, Compatibility, Complexity,
Trialability, and Observability (Easily observed). The results found in this study are:
A Relative Advantage

Relative advantage is a level where an idea is considered better than previous ideas and
is economically advantageous. Rogers defines relative advantage as a measure of how much better
an innovation is perceived compared to the idea it replaces. An innovation must have advantages
and added value compared to previous innovations. There is always a value of novelty inherent in
innovation, which becomes a distinguishing feature that sets it apart from others. Payment Point
Online Bank (PPOB) is a cash payment system for bills through high technology using specially
designed software to provide convenience to the public [13]. The Payment Point Online Bank
(PPOB) system itself is an evolution of the Semi Online Payment Point (SOPP), where transactions
occur semi-online and have a time lag, requiring time for data updates and cash flow. In contrast,
the Payment Point Online Bank (PPOB) system operates entirely online, with manual transactions
only occurring between customers and the Payment Point Online Bank (PPOB) counter, allowing
for real-time data updates and cash flow. This was conveyed by Mr. Sholeh, the Secretary of
BUMDes Karya Sejahtera Desa Kemantren, as follows:

"The advantage of using PPOB is that it is convenient because it is real-time, so the
community members who are in arrears will immediately know the exact amount in the PPOB
system. Previously, if payments were made through RT RW or the village head, it was not real-
time." Sometimes there are also those who haven't paid or forgot, so the residents think they have
paid but it hasn't been recorded yet. Such issues can be avoided if we pay our taxes through this
PPOB. Additionally, the existence of this PPOB also enhances the services available at BUMDes."
(Interview, June 5, 2024)

This statement is further supported by Mr. Irham, the PPOB application operator at
BUMDes Karya Sejahtera in Kemantren Village, as follows:

"The PPOB itself is indeed real-time, so when we input the payment number, if there are
any tax arrears, they will definitely appear.” If residents have already paid, the bill will
automatically disappear and then the payment receipt will appear. The process is also very quick.
So, there is no need to wait long for the tax payment receipt like in the conventional way before.
With such circumstances, PPOB is indeed better than SOPP because PPOB does not require a long
transaction time. Meanwhile, SOPP still requires a time gap in the process of updating its financial
data." (Interview, June 5, 2024)

Based on the above statement, it can be understood that the advantage of PPOB is that
financial data updates occur in real-time, so the tax bill amount appears according to the bill and
will disappear immediately when the resident has paid through PPOB at BUMDes Karya Sejahtera
Desa Kemantren. This is different from the SOPP service, which still requires time in the process
of updating its financial data. Therefore, this PPOB innovation has a better value compared to
SOPP in terms of data updates and cash flow. In addition to that, the existence of this PPOB
service is also beneficial for BUMDes Karya Sejahtera Desa Kemantren in terms of the income
received through tax payment services via this PPOB, as stated by Mr. Sholeh, the Secretary of
BUMDes Karya Sejahtera Desa Kemantren, as follows:

"The next advantage we gain is the service fee that can increase the income of BUMDes."
Each service will incur a fee of two thousand five hundred rupiah to cover the service charge. With
such results, I think if all the residents pay through BUMDes, the outcome will be significant and
can be reinvested for other BUMDes activities. "Finally, BUMDes can grow even bigger and add
more businesses and services.” (Interview, June 5, 2024)
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Agreeing with Mr. Sholeh, Mr. Irham, the operator of the PPOB application for BUMDes
Karya Sejahtera in Kemantren Village, conveyed a similar sentiment as follows:

"Yes, the income for BUMDes comes from the fees paid by residents who pay land and
building taxes through BUMDes. If I'm not mistaken, when we first opened this service, around
two hundred residents had already paid."” That's already quite a contribution for the BUMDes,
especially if all the residents pay here, the income will increase even more. In the future, it can be
turned into another activity or business, making it even more beneficial. The increase in the number
of residents paying property tax here is due to the innovation of the PPOB service at BUMDes
Karya Sejahtera. (Wawancara, 05 Juni 2024)

The above statement is reinforced by the statement made by Mrs. Mitha, a resident of
Kemantren Village, who pays taxes through the PPOB service at the Kemantren Village BUMDes
as follows:

"The innovation of the PPOB at BUMDes Karya Sejahtera has made it easier for us,
especially me, to pay the land and building tax (PBB). | don't have to queue like when paying at
the bank. I also immediately receive a payment receipt.” (Interview, June 5, 2024)

The above interview shows that another benefit obtained by BUMDes Karya Sejahtera in
Kemantren Village is the funds generated from the service fees for land and building tax (PBB)
payments through the BUMDes Karya Sejahtera PPOB. The following is the income data of
BUMDes from the land and building tax (PBB) payment services through PPOB as follows:

Table 3. PPOB Service Revenue of BUMDes Karya Sejahtera Village Kemantren for the Year

2023-2024
No. Year Amount Acquisition
1. 2023 274 Rp. 685.000,-
2 2024 600 Rp. 1.500.000,-

Source: Processed by the researcher, 2024

From Table 3, it can be seen that in 2023, there were 274 residents who paid the Land and
Building Tax (PBB) through PPOB at BUMDes Karya Sejahtera Desa Kemantren, and in 2024,
the number increased to 600 residents who paid through PPOB. Thus, the revenue also increased
by approximately Rp. 815,000.

Based on the data and interviews above, it can be understood that the indicator of Relative
Advantage is in accordance with the theory presented by Rogers, where BUMDes Karya Sejahtera
Desa Kemantren gains advantages in the form of BUMDes income through land and building tax
(PBB) payment services in the PPOB service, as well as real-time data updates and cash flow. This
is related to previous research titled "Innovation in Land and Building Tax Payment Services in
Garut Regency,"” which indicates a new service method through PPOB, an innovative system that
changes the way of interacting with other actors, previously through the SOPP flow, now through
PPOB and in real-time.

B. Compability

Compability is the extent to which the past of an innovation is considered consistent with
existing values, past experiences, and the needs of adopters (penerima). Therefore, innovations
that are not compatible with the prominent characteristics of the social system will not be adopted
as quickly as compatible ideas. The second innovative feature proposed by Rogers is compatibility.
The decision to adopt an innovation does not come easily just because of considerations of relative
advantage; there are other considerations that adopters must take into account, namely
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compatibility. Of course, the existing developments are in line with the demands, innovations that
uphold common ideals. To facilitate all the needs of modern society today. Before the existence of
PPOB, tax payments were conducted conventionally as stated by Mr. Sholeh, the Secretary of
BUMDes Karya Sejahtera Desa Kemantren, as follows:

"Previously, before BUMDes had PPOB services, payments were made through the
village heads in each hamlet. Residents would receive a land and building tax notice to know the
amount they needed to pay. Then, residents would deposit the money with the village heads, and
the process took quite a long time before it was submitted to the village and they received a
payment receipt. There was also a risk of payment discrepancies because the number of
transactions was high." (Interview, June 5, 2024)

This statement is reinforced by the statement made by Mrs. Mitha, a resident of Desa
Kemantren who pays taxes through the PPOB service at BUMDes Desa Kemantren, as follows:

"Previously, before this service existed, tax payments were manual, made to the village
heads, and the payment receipts were not immediate. The process was lengthy and time-
consuming. Now, payments are easier with the existence of this PPOB application.” (Interview,
June 5, 2024)

From the above statements, it can be understood that before the PPOB service at BUMDes
Karya Sejahtera Desa Kemantren, tax payments were made conventionally or manually by paying
a certain amount of money to the respective village heads, and to obtain a payment receipt, one
had to wait for the process to be completed at the village level. This took a considerable amount
of time. Meanwhile, today's society has become a modern and advanced society in terms of
technological development. so that it is less in line with the times. With this development, the
village of Kemantren, through BUMDes Karya Sejahtera, has introduced an innovative PBB
payment service via PPOB, as stated by Mr. Sholeh, the Secretary of BUMDes Karya Sejahtera
Kemantren Village, as follows:

"With the introduction of the PBB payment service via PPOB, it has been very good and
in line with the community's needs because residents who want to pay no longer need to go to the
bank and queue; they just need to come to BUMDes, and it's done, and they also receive proof of
payment directly. Furthermore, the PPOB service is also in line with the development of
information technology, as everything is now online, conducted remotely, and can be done
anywhere." (Interview, June 5, 2024)

Based on the interview above, it can be concluded that the payment receipt was
immediately received by the residents right after the payment process was completed. So that the
community no longer has to wait for conventional payment proof like before. Here is an example
of a land and building tax payment receipt through PPOB at BUMDes Karya Sejahtera Desa
Kemantren as follows:
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Figure 1. Proof of PBB Payment at BUMDes Karya Sejaht:era Village Kemantren

Based on the image 1 above, it can be seen that the PBB payment receipt is a document
issued by Bank Jatim and appears when the operator has completed the taxpayer's payment. Thus,
the public immediately receives the receipt when the payment has been made directly. On the
Compatibility indicator, it can be understood that there is alignment with the current conditions,
namely that society today needs speed and ease of transactions. If related to previous research titled
"Innovation in Land and Building Tax Payment Services in Garut Regency," the same finding was
observed in the current study regarding the indicator of form change, where both studies found
evidence after the payment was completed.

C. Complexity

Complexity is a level where an innovation is considered relatively difficult to understand
and use. Difficulty in understanding and using it will be an obstacle to the speed of innovation
adoption. To improve service quality and expand the reach of tax payments, it is necessary to
innovate the payment of Land and Building Tax (PBB) to raise taxpayer awareness so that they
can pay PBB with a more effective and efficient system. Payment point is an innovative banking
service to facilitate the community in making routine tax payments, which are relatively small in
value. Payment point is an account that collects tax payments from the community. Payment points
are spread across several villages in Sidoarjo Regency in collaboration with Bank Jatim so that
regional tax payments can be made anywhere besides using ATMs or Phone Banking. As conveyed
by Mr. Sholeh, the Secretary of BUMDes Karya Sejahtera Desa Kemantren, as follows:

"The PPOB here indeed makes it easier for the community to pay their land and building
tax (PBB), so the community can pay taxes more conveniently and quickly.” In addition, the
community does not need to access the PPOB service or application themselves, as the system is
controlled by the operator. So, it is my operator who accesses and operates the PPOB application,
allowing the community to simply provide a certain amount of money for the PBB payment.”
(Interview, June 5, 2024)

A similar sentiment was expressed by Mr. Irham, the operator of the PPOB application
for BUMDes Karya Sejahtera in Kemantren Village, who stated:

"To operate the PPOB application, it is indeed just me, so the residents do not access it

https://journal.antispublisher.id/index.php/JGRPD - 31



https://journal.silkroad-science.com/index.php/jgrpd

Journal of Geography, Regional Planning and Development Volume 1, Issue 5| 2024

individually.” The residents only gave a sum of money. Also, the application is very easy to access
and the process is quick. "Just enter the tax number, then the bill appears, and after the money is
given by the community, | process it and there is already proof of payment." (Interview, June 5,
2024)

Based on the interview above, it can be concluded that the PPOB application of BUMDes
Karya Sejahtera Desa Kemantren is not complicated. This is because the application is easily
accessible and operated by the operator with a simple and quick process. There are several menus
in the PPOB application connected to Bank Jatim, including motor vehicle tax and land and
building tax. (PBB). Here is the PPOB application page as follows:

Mi, BUMDES KARYA SEJAMTERA -
)

" spaA!

08129177629¢

BUMDES KARYA SEJAHTERA - SDA

Semua PKB PBB

PKB PBB BILLER

Info dan Promo

T A TR T
IR iifii
AL

Figure 2. PPOB Application Page

Based on image 2, it can be seen that the services in the PPOB application available at
BUMDes Karya Sejahtera Desa Kemantren are two, namely the payment service for Land and
Building Tax (PBB) and the payment service for Vehicle Tax. However, at BUMDes Desa
Kemantren, only the payment for Land and Building Tax is served. (PBB). Based on field
observations, the researcher found that accessing and processing tax payments through PPOB is
considered not complicated. Because checking the bill only requires entering the bill number, as
stated by Mr. Irham, the operator of the PPOB application at BUMDes Karya Sejahtera Desa
Kemantren, who conveyed the following:

"This application is indeed not complicated to operate, just use an Android phone to open
the PPOB application and we will provide the service.” For the payment method, it's also not
complicated; just enter the bill number and the amount will appear immediately. So | think it's very
simple and easy to operate, and the process is also quick. (Interview, June 5, 2024)

Based on the interview above, it can be concluded that this aligns with Rogers' innovation
theory regarding the Complexity indicator, which states that innovation brings newer and better
solutions, making complexity usually a minor concern. In reality, there is ease in accessing and
operating the PPOB application during transactions, so the operators providing the service do not
encounter difficulties in serving the community, and the process is very easy and quick. If related
to previous research titled "Innovation in Land and Building Tax Payment Services in Garut
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Regency,” similarities were found in the innovation indicators, namely that using payments
through PPOB would be faster, more accurate, and simpler than the SOPP system.
D. Trialability

Trialability is a level where an innovation is on a small scale. New ideas that can be tested
on a small scale are usually adopted more quickly than innovations that cannot be tested
beforehand. The fourth quality of this invention is testability, or the potential to be tested; this
innovation can be tested, but only to a certain extent. To reduce uncertainty in relevant service
innovation, the ability to be tested is the degree to which an innovation can be tested within certain
limits [14]. The PPOB service of Bank Jatim has been tested in 2023. This is in accordance with
Rogers' trialability theory, which states that an innovative product must go through a public testing
phase when individuals or parties have the opportunity to assess the quality of an invention. After
the public testing phase, when anyone or any group can evaluate the effectiveness of the PPOB
service, one of its purposes is to expand regional tax payment services (Motor Vehicle Tax [PKB],
Land and Building Tax [PBB], Hotel Tax, Restaurant Tax, and others). This aims to allow
taxpayers to fulfill their tax payment obligations more flexibly and comfortably without needing
to meet face-to-face with bank officers or tax collectors from the local government. The tax
payment service through PPOB also facilitates the payment of Land and Building Tax (PBB) for
the community, especially in Kemantren Village. As stated by Mr. Sholeh, the Secretary of
BUMDes Karya Sejahtera Desa Kemantren, as follows:

"The trial for the village itself did exist, and we conducted it at the beginning of 2023
before we launched the service at BUMDes by trying to pay our own taxes several times through
the PPOB application to understand the payment process.” The fear is that there might be an
internal mistake, right? Let's try it first. When it is ready, we will announce it to the village
community. With that, the village community in Kemantrean finds it easier to pay taxes and
become closer. And also the process is more effective and efficient. The trial we conducted during
the initial service was only hindered by the internet connection, which we then improved to
increase the internet speed, and then we were ready for service. For the application itself, there are
no significant issues, because this service has been around for quite some time but we only adopted
it in BUMDes last year, so I think it's all good. ” (Interview, June 5, 2024)

A similar statement was made by Mr. Irham, the operator of the PPOB application at
BUMDes Karya Sejahtera, Kemantren Village, who said:

"We conducted trials in the village when preparing to launch the service at BUMDes, we
tried paying taxes ourselves, each village official.” The initial obstacle was indeed a bit slow due
to the weak internet connection. So we added internet connectivity to support the PPOB service in
the future. But for the PPOB application itself, we did not encounter any problems, because the
application has been around for quite some time but we only adopted it last year for our BUMDes
services. | think the application has undergone many updates, so it has reached the best form of
the application. (Interview, June 5, 2024)

Based on the interview with the informant above, the indicator of trialability is in line
with Rogers' theory, which states that an invention can only be accepted if it has been tried and
proven to have benefits or added value compared to previous innovations. The public testing phase
Is necessary for innovative products so that interested individuals can evaluate the quality of the
invention. After passing the trial phase, the PPOB service at BUMDes Desa Kemantren was tested
at the beginning of 2023, where before the service was launched as the BUMDes Karya Sejahtera
service, we paid the village officials' taxes for the trial. Then there is an issue with the unstable
internet connection. However, it has now been resolved by improving the network and increasing
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internet speed in Kemantren Village. The current research, when compared with the previous study
titled "Innovation in Land and Building Tax (PBB) Payment Services at the Regional Financial
and Tax Management Agency (BPKPD) of the Surabaya City Government," found similar results
in the system innovation indicator, indicating changes in governance. The PBB system innovation
with online-based services at the Regional Financial and Tax Management Agency (BPKPD) of
Surabaya City has brought changes in governance. Based on this, the innovation indicator of the
Surabaya city government system does not experience difficulties in adopting the innovation, just
like the BUMDes of Kemantren Village.

E. Observability

Observability is a level where the results of an innovation can easily be seen as technical
and economic benefits, thereby accelerating the adoption process. Other potential adopters no
longer need to go through the trial stage, they can proceed directly to the adoption stage.
Observability is an attribute related to how easily the results of an innovation can be observed; the
process of adopting service innovations can be fulfilled quickly if the results of the innovation are
easily observable by the community [15]. The innovation of PPOB services makes it easier for the
community to pay PBB, where taxpayers can fulfill their tax payment obligations more flexibly
and comfortably without having to meet face-to-face with bank officers or tax collectors from the
local government. As stated by Mr. Sholeh, Secretary of BUMDes Karya Sejahtera Village
Kemantren, as follows:

"For this PPOB service, the community benefits as they can pay taxes more conveniently
and receive tax payment receipts quickly." The time required is also very short, not even half an
hour, making it very time-efficient. "so that the residents are greatly assisted by the existence of
this application.” (Interview, June 5, 2024)

Based on the interview above, it can be concluded that the PPOB innovation through the
BUMDes of Kemantren Village has yielded good results both for the community and the BUMDes
of Kemantren Village. This can be proven by the increase in the number of residents paying taxes
through the PPOB available at the BUMDes of Kemantren Village. As conveyed by Mr. Irham,
the operator of the PPOB application for BUMDes Karya Sejahtera in Kemantren Village, he
expressed the following:

"The result of this service is that the community finds it easier and more convenient to
pay taxes. Additionally, the payment receipt can be obtained immediately."” "With this application,
more residents are paying their taxes on time" (Interview, June 5, 2024). A similar sentiment was
expressed by Mrs. Mitha, a resident of Kemantren Village, who pays her taxes through the PPOB
service at the BUMDes of Kemantren Village as follows: "The advantage | get is that the payment
counter is closer. Then, it is more time-efficient and | quickly receive the payment receipt.” "We
as citizens also feel helped by this PPOB service so that we can pay taxes on time™ (Interview,
June 5, 2024). Based on the interview results with several informants above, the observability
indicator is in line with the innovation indicator according to Rogers, which states that innovation
must be visible in terms of its function—supported. The PPOB innovation in tax payments at the
BUMDes Desa Kemantren provides benefits to the community by making tax payments closer and
more efficient, allowing the people of Desa Kemantren to pay their taxes on time. The PPOB
service has been running well so far and continues to develop other types of payment services to
meet the community's needs. The current research, when compared with the previous study titled
“Analysis of the Influence of Payment Point Online Bank (PPOB) Service Quality on Customer
Satisfaction (Study on PT. PLN Persero Customer Service and Network Area in Probolinggo)” on
the reliability indicator, found that reliability can significantly affect customer satisfaction. The
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reliability of this item indicates the ability of PT PLN Customer Service Unit (ULP) to provide
services that are fast, accurate, and satisfying to customers, with employees quickly addressing the
problems faced by customers. Issues that have occurred, such as customer inquiries about
electricity bill payments for new electricity customers, are promptly answered by the staff.
Timeliness in service promises, honesty in service, avoiding mistakes in providing service. The
same was also found in the current research that BUMDes Karya Sejahtera can adopt by providing
PPOB services.

Conclusion
Fundamental Finding : The PPOB innovation provides significant relative advantages

for BUMDes Karya Sejahtera in Desa Kemantren, offering real-time income updates and financial
flows while increasing BUMDes revenue. The system aligns well with the community’s need for
fast and efficient tax payments (compatibility). Implication : The system’s simplicity ensures
smooth adoption, as no significant complexity was identified during operations. PPOB services
empower operators to deliver fast, seamless transactions, benefiting the community by improving
timely tax compliance. Limitation : Despite successful trialability through initial tests by village
officials, challenges remain, particularly unstable internet connectivity, which can occasionally
hinder transactions. Future Research : To enhance observability, future studies can focus on
optimizing PPOB functionality and expanding payment services to accommodate broader
community needs. Addressing technical issues like network stability will be crucial for scaling the
innovation and ensuring sustained service efficiency.
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