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Abstract. This study explains how mobile services improve the effectiveness of Property Tax (PBB)
collection in Pakal Subdistrict, Surabaya. Mobile services are a public service innovation from the Re-
gional Revenue Agency (Bapenda) of Surabaya. The mobile service aims to reach taxpayers who face
transportation difficulties. It allows taxpayers to access setvice offices without having to travel long
distances. This study employs a qualitative descriptive method. Field observations were conducted
directly during an internship. The study also reviewed official documents and literature on regional
taxation. Based on the research, the mobile service facilitates access for taxpayers in Pakal Subdistrict.
The distance of Pakal Subdistrict from the city center poses a challenge in paying property tax. The
mobile service reduces this challenge. The mobile service also improves taxpayer compliance. This
occurs because field officers approach taxpayers directly. This study concludes that the mobile service
is important as an effective alternative for tax payment. This service increases Surabaya City’s PBB
revenue and improves the relationship between the local government and the community. Moving
forward, additional human resources are needed. Expanding the operational schedule is also necessary
so that this service provides maximum benefits.

Keywords: Innovative Public Service; Mobile Service; Pakal Subdistrict; Property Tax; Surabaya Re-
gional Revenue Agency; Tax Collection Effectiveness; Taxpayer Compliance.

1. Introduction

Property Tax (PBB) is a major source of local government revenue. PBB revenue is
used to fund development and public services in each region. The city of Surabaya, a large
city with a large population and a vast area, has significant potential for generating PBB rev-
enue. The main challenge is how to collect PBB equitably across all subdistricts.

Pakal Subdistrict is located in the western part of Surabaya. Pakal Subdistrict differs
from the city center. The administrative service office is located far from Pakal Subdistrict.
This distance poses a barrier for taxpayers. Taxpayers find it difficult to pay their taxes on
time. Difficulty in paying taxes reduces taxpayer compliance. Low compliance reduces PBB
revenue in Pakal Subdistrict.

Surabaya residents observe that the Surabaya City Regional Revenue Agency (Bapenda)
is addressing this challenge with a mobile service unit. The mobile unit visits key subdistricts,
including Pakal Subdistrict. The mobile unit brings the tax payment process closer to the
community. Taxpayers do not need to travel far to pay their taxes. The mobile unit follows
the principles of modern public service, which emphasize community convenience and satis-
faction.

This study aims to explain and analyze the role of the mobile service in improving the
effectiveness of property tax collection in Pakal Subdistrict, Surabaya City. This study is im-
portant because it provides a concrete picture of how effective local tax service innovations
using a proactive approach are. This study is also expected to provide input to the government
so that local tax policies are more responsive and prioritize the interests of the community.
This study employs a qualitative descriptive approach, involving field observations and doc-
ument reviews. The study aims to expand knowledge regarding innovations in PBB collection
services at the subdistrict level in Indonesia.
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2. Literature Review
Land and Building Tax as a Source of Local Revenue

Land and Building Tax, or PBB, is levied on the ownership or use of land and buildings.
Since the enactment of Law No. 28 of 2009 on Local Taxes and Retributions, district or city

governments have fully managed Rural and Urban PBB, known as PBB-P2. With this transfer
of authority, local governments manage, collect, and optimize PBB revenue according to the
needs and characteristics of each region.

In the context of regional autonomy, PBB serves as a crucial financial instrument. This
tax has a broad scope and is distributed across the entire administrative region. Local govern-
ments strive to optimize PBB collection. Success depends not only on regulations but also on
administrative systems and service innovations. Research indicates factors influencing prop-
erty tax collection. Key factors include ease of payment access, the quality of service provided
by officials, and taxpayer awareness.

Effectiveness of Property Tax Collection

The effectiveness of tax collection refers to how successfully the system collects taxes
in line with targets. Authorities measure the effectiveness of PBB collection through indica-

tors: the ratio of actual collection to the target, taxpayer compliance rates, and the quality of
tax administration. Three main factors influence the success of PBB-P2 collection: service
accessibility, the accuracy of tax object data, and institutional capacity in collecting taxes.

The distance and time taxpayers must travel reduce the effectiveness of PBB-P2 collec-
tion. Distance and time barriers are felt most acutely by residents living in suburban areas.
These findings highlight the importance of service innovations that can bring payment access
closer to taxpayers. The ease of paying taxes and the accuracy of SPPT data have a positive
and significant impact on increasing PBB revenue. The impact of the Mobile Unit program,
often abbreviated as Mobling, on PBB-P2 revenue shows a significant difference. This differ-
ence occurs between conditions before the program and conditions after the program was
implemented. These findings provide a strong basis that mobile services are an effective in-
tervention in tax collection.

Public Service Innovations for Tax Collection

Public service innovations in tax collection are implemented by the government. The
government updates methods, mechanisms, and service channels. The goal is to improve

accessibility and service quality for the public. Innovation refers to ideas, practices, or objects
considered new by the individuals or groups using them. In tax administration, innovation
includes the use of information technology, changes in work procedures, and the addition of
service channels. Examples include outreach services and mobile services.

Mobile services are now an effective approach in many regions of Indonesia. The gov-
ernment uses this method to bring tax services closer to taxpayers, particulatly in hard-to-
reach areas. Good governance must focus on results and be able to create service operations
that respond quickly to citizens’ needs. From this perspective, mobile tax units serve as a
concrete example of governance that prioritizes taxpayers’ interests, treating them as service
users. This must be made a top priority.

Taxpayer Compliance

Taxpayer compliance is a key factor in the success of the tax system. Taxpayer compli-
ance means that taxpayers fulfill all their tax obligations and exercise their rights in accordance
with the rules. Taxpayer compliance is influenced by several factors. First, understanding of
tax regulations. Second, the ease of payment procedures. Third, trust in the government.
Fourth, the quality of services provided.

Ease of accessing services and simple procedures help taxpayers comply with tax obli-
gations. If tax payments are easily accessible, taxpayers are more likely to pay on time. Mobile
service units serve as facilitators that reduce barriers to accessing services and have great po-
tential to improve taxpayer compliance.

3. Research Methodology

The researcher selected a qualitative descriptive approach. This approach was chosen
to describe, depict, and deeply understand social phenomena. The researcher relied on field
data without manipulating variables. The researcher deemed this approach appropriate be-
cause the research objective was to provide a comprehensive overview of the role of mobile
service units in property tax collection in Pakal Subdistrict.
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The researcher examined the role of mobile service units from the perspective of the
actors involved and the influencing social context.
Research Location and Timeframe

The research was conducted at the Regional Revenue Agency (Bapenda) of Surabaya
City. The researcher observed the mobile service unit in Pakal Subdistrict, located in Surabaya
City, because that area regularly receives service schedules from Bapenda. The research took
place during an internship, from January to June 2026. The researcher selected this location
because Pakal Subdistrict consistently receives mobile service schedules from the Surabaya
City Bapenda. The researcher assessed that the geographical conditions of this area align with
the research objectives.

Data Collection Techniques

Data Collection Techniques The data for this study were collected using two primary
techniques. The first technique employed patticipatory observation. The researcher partici-
pated in an internship at the Surabaya City Bapenda and then observed the mobile service
operations in the field. The researcher documented how the service operated, interactions
between officials and taxpayers, and field conditions in Pakal Subdistrict. The second tech-
nique involved a documentary study. The researcher reviewed official documents regarding
the mobile tax service. These documents included local regulations, as well as official decisions,
Bapenda activity reports, and standard operating procedures for the mobile tax service.
Data Analysis Techniques

Data analysis was conducted using an interactive model consisting of three main stages.

The first stage involved data reduction, which focused on simplifying the raw data from ob-

servations and documentation. The second stage involved data presentation, which involved
organizing the reduced information into a coherent and easily understandable descriptive nar-
rative. The third stage is drawing conclusions and verification. I interpret the data comprehen-
sively to generate conclusions that answer the research questions
4. Results and Discussion
Overview of the Surabaya City Revenue Agency’s Mobile Service

The mobile service is a flagship program of the Surabaya City Revenue Agency. This
program extends tax payment services from the main office to residents’ homes. The idea for
the program arose because not all taxpayers, particularly those in outlying areas such as Pakal
District, have the time or means to visit the office. The mobile units are equipped with com-
puters and portable printers. Officers process payment transactions, print Payment Receipt
Slips (STTS), and provide tax bill information directly or in real time.

The mobile service operates according to a predetermined schedule. This schedule has
been communicated to the public through various channels. Methods of dissemination in-
clude announcements at the sub-district office and the distribution of information via RT or
RW heads. The staff providing this service are Bapenda employees who have been trained in
tax services. They also provide simple education to taxpayers regarding the importance of
paying taxes on time. They explain the consequences of late payments.

Implementation Mechanism of the Mobile Service in Pakal Subdistrict

Based on observations during the internship, the mobile service in Pakal Subdistrict is
carried out according to a structured procedure. Before departing, staff prepare all operational
equipment. They check the tax information system connection, prepare forms, and complete
other administrative tasks. Stops for the mobile service in Pakal Subdistrict are typically cho-
sen at strategic locations easily accessible to taxpayers. Examples include matkets, village halls,
or community gathering centers. On-site, staff receive tax payments from taxpayers. Staff
verify the taxpayer’s identity and tax object data. Officials process transactions through the
system. They provide taxpayers with a STTS payment receipt. Additionally, officials offer
information. They review bills, explain taxable properties, and provide guidance on how to
file objections or other requests. Face-to-face interactions between officials and taxpayers on-
site create a more personal and less bureaucratic atmosphere. Consequently, taxpayers feel
more comfortable handling their tax affairs.

Mobile Unit Services Enhance Property Tax Collection Effectiveness

Field observations and document reviews show that mobile unit services have im-
proved tax collection in Pakal Subdistrict. Mobile unit services overcome geographical batri-
ers.
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Geographical barriers previously hindered taxpayer compliance in outlying areas. Mo-
bile units come directly to taxpayers’ homes. The long distance to the Bapenda office is no
longer an excuse to delay or avoid tax payments.

Second, mobile services raise public tax awareness through direct interaction with field
officers. Officers provide simple, communicative informal education to taxpayers. This edu-
cation enhances the public’s understanding of the role of taxes in regional development. A
persuasive and personal approach in tax administration is more effective at improving com-
pliance than enforcement alone.

The third role is that of the mobile service in strengthening residents’ trust in the local
government. Bapenda officers visit residents” homes. They demonstrate a government that
cares and responds quickly to community needs. This trust becomes an important social cap-
ital. This capital helps build a culture of tax compliance in the long term. This proactive ap-
proach exemplifies the New Public Service concept. The government acts as an active and
responsive public servant.

Obstacles and Challenges in Implementing the Mobile Service

Although the mobile setvice in Pakal Subdistrict is important, its implementation still
faces many obstacles. The first obstacle is a limited fleet and restricted operating schedules.
Consequently, not all villages in Pakal Subdistrict can be reached evenly within a single period.
As a result, access to setrvices is uneven across areas within the same subdistrict.

Second challenge: technological infrastructure remains limited at some service points.
Internet connections are unstable, hindering real-time transactions. Staff are finding alterna-
tive ways to ensure services can still be provided to taxpayers despite technical disruptions.

Third challenge: many taxpayers are unaware of the mobile unit’s schedule and loca-
tions. Outreach efforts have not reached all segments of the community, so not all taxpayers
are utilizing this service effectively.

Service Development Efforts

The Surabaya City Revenue Agency continues to develop its mobile service units. The
agency has introduced new initiatives to improve service quality. The mobile service units are
now integrated with the Surabaya Single Window digital platform. This measure enhances the
efficiency and accuracy of transaction data. Additionally, the agency coordinates more closely
with sub-district and village governments. The Surabaya City Revenue Agency ensures that
service schedules reach all taxpayers in Pakal Subdistrict.

Enhancing human resource capacity through regular training is a priority for the Reve-
nue Agency. The agency ensures that field officers possess sufficient technical and commu-
nication skills. These efforts demonstrate the Surabaya City Revenue Agency’s commitment
to continuously improving the effectiveness of the mobile setvice as a primary tool for opti-
mizing tax revenue.

5. Conclusion

The study shows that the Surabaya City Revenue Agency’s mobile service plays a crucial
role in enhancing tax collection effectiveness in Pakal Subdistrict. Through a proactive out-
reach approach, the mobile service overcomes geographical barriers. It facilitates taxpayers’
access to tax services. The mobile service also boosts tax compliance as officers meet directly
with the public. The success of the mobile service in Pakal Subdistrict provides concrete evi-
dence. This field service innovation has proven effective in overcoming geographical and
demographic challenges in local tax collection.

However, the success of the mobile service still requires technological infrastructure
support. The success of the mobile service also requires a longer service schedule and a wider
service coverage area. The success of the mobile service necessitates more intensive outreach
to the public. The implications of this research for local tax policy are that the capacity of the
mobile service program must be expanded. The mobile service program must become a per-
manent component of the tax revenue optimization strategy. This policy applies not only to
Pakal Subdistrict but also to other similar subdistricts. Further research could explore taxpay-
ers’ perceptions of the quality of mobile tax collection services. Further research could also
compare the effectiveness of mobile tax collection services across subdistricts. Such compar-
isons could serve as evaluation material. This evaluation could help develop more compre-
hensive policies.
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