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ABSTRACT

This study aims to deeply explore the taxpayers cognitive process from being initially reluctant to report their tax returns to deciding to fulfil their obligations through e-filling, as well as evaluating the effectiveness of tax volunteers for taxpayers facing obstacles. Using a qualitative approach with a phenomenological method, data were gathered through in depth interviews with individual taxpayers in Surabaya. The data were analyzed inductively utilizing Interpretative Phenomenological Analysis (IPA). The result indicate initial non-compliance driven by e-filling technical glitches, low digital literacy, and low perceived behavioral control. However, the tax volunteer program successfully motivates and transforms taxpayer attitudes toward voluntary compliance. This educational interaction triggers the transfer of tacit knowledge through empathetic communication and practical assistance. Based on the theory of planned Behavior, this assistance significantly enhances taxpayers positive attitudes, subjective norms and perceived behavioral control. The implication of the research emphasize that the directorate general of taxes should design volunteer training programs focused on soft skills and develop a more human-centered digital tax system. The novelty of this study lies in the analysis of taxpayers cognitive shifts, positioning tax volunteers as behavioral change agents through empathetic and contextual interaction. In conclusion, sustainable tax compliance is generated by the integration of inclusive technology and social learning processes.
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INTRODUCTION
Taxes represent a mandatory and legally enforceable contribution based on Law No. 28 of 2007, serving as the largest source of state revenue for Indonesia. The success of this fiscal system heavily relies on the awareness, discipline, and compliance levels of taxpayers in fulfilling their obligations. As an effort to optimize this compliance, the Ministry of Finance through the Directorate General of Taxes (DGT) continuously innovates in digital technology, notably implementing the e-filing system. This platform is designed to provide convenience, allowing the public to report their Annual Tax Returns (SPT) online, in real-time, without the need to physically visit a tax office. However, while this digital transformation is expected to boost compliance ratios significantly, empirical data demonstrates that digitalization has not been universally accepted. The reality shows that out of the total registered taxpayers, many individuals—especially individual taxpayers—still fail to report their annual tax returns. Following is the data obtained from the DGT Annual Report based on the individual taxpayer classification.
	Tax Year
	Number of Individual Taxpayers Required to Submit SPT
	Annual Income Tax Return Received
	Manual SPT
	Compliance Ratio (%)

	2019
	16.862.466
	12.430.688
	1.374.703
	74,58

	2020
	17.524.294
	13.873.378
	112.868
	68,93

	2021
	17.350.334
	14.964.085
	1.496.754
	72,13

	2022
	17.507.899
	15.504.277
	1.650.632
	81,41


Table  1. Compliance Ratio of Individual Taxpayers in Reporting Their 2019-2022 Tax Returns










Source : DJP Financial Report 2019-2022
The data from the DGT Annual Report in Table 1 clearly demonstrates that although there is an upward trajectory in the compliance ratio from 74.58% in 2019 to 81.41% in 2022, the absolute targets have not been fully achieved, and a significant portion of individual taxpayers still opt for manual filing. This ongoing struggle points to the fact that digitalization has not been completely embraced by the public. Various field obstacles—ranging from low digital literacy, economic constraints, social environments, and personal behavioral perceptions, to a perceived lack of responsive assistance from tax officers—persist as dominant barriers. This underlying issue is further complicated by inconsistent findings in prior literature regarding the effectiveness of e-filing. Some studies conclude that e-filing effectively improves compliance, whereas others find that the technology merely simplifies the administrative process without significantly affecting overall compliance rates. This empirical gap serves as the core motivation for this research, indicating that non-technical factors, specifically psychological aspects and social interactions, have not yet been thoroughly explored.
To bridge this technology adoption gap, the DGT initiated the tax volunteer program in collaboration with Tax Centers across various universities. Assistance from tax volunteers is believed to extend beyond routine technical guidance; it involves the transfer of tacit knowledge, which encompasses empathy, human-centered personal approaches, intuition, and the ability to build taxpayer confidence. This interpersonal dynamic is expected to dismantle taxpayers' psychological resistance, transforming their initial reluctance into voluntary motivation. Consequently, there is a vital need for a rigorous study that integrates this phenomenon into the scientific framework of behavioral psychology and knowledge theory.
In light of the background and research motivation, the core problem statement of this study is formulated through several key questions regarding the relationships between the involved variables and psychological concepts. Specifically, how does the formation and application of tacit knowledge manifest within tax volunteers during taxpayer assistance? Furthermore, how does the transfer of this tacit knowledge influence the relationship between the taxpayers' psychological factors—namely attitude toward behavior, subjective norms, and perceived behavioral control—and their behavioral intention to report tax returns via e-filing? Lastly, how effective is this human-centered social interaction in reducing cognitive barriers and transforming taxpayer behavior from non-compliance to voluntary compliance? These questions are posed to dissect the internal mechanisms occurring within the taxpayer's cognition when interacting contextually with tax volunteers as behavioral change agents.
By addressing this problem statement, this study explicitly objects to exploring and explaining how tax volunteers' tacit knowledge is formed and how this implicit insight drives cognitive and psychological shifts toward voluntary compliance. Additionally, this research aims to investigate the cognitive processes of individual taxpayers, tracing their trajectory from initial reluctance or technical constraint to the ultimate decision to independently file their returns using the e-filing application. Theoretically, this study intends to integrate Tacit Knowledge Theory with the Theory of Planned Behavior (TPB) to enrich the literature on tax behavior. Practically, the findings aim to provide strategic recommendations for tax authorities to evaluate the effectiveness of the tax volunteer program, design soft skills-based training modules for volunteers, and foster a more human-centered digital tax infrastructure capable of accommodates complex human cognitive processes.

LITERATURE REVIEW 
Taxpayer compliance is heavily dictated by behavioral and psychological drives that go beyond mere technological availability, as explained through foundational behavioral frameworks. The Theory of Planned Behavior (TPB), pioneered by Ajzen, posits that an individual's intention to perform a specific behavior is driven by three main cognitive pillars: attitude toward the behavior, subjective norms, and perceived behavioral control. In the context of digital tax transformation, a taxpayer's positive attitude is formed when they perceive e-filing as beneficial and efficient, while subjective norms are reinforced through external pressures from peers, employers, or the active presence of tax authorities. Perceived behavioral control refers to the taxpayer’s belief in their own capability to navigate the digital platform and overcome technical barriers. This control is heavily dependent on a person's intrinsic motivation and perceived competence. According to Self-Determination Theory (SDT) by Ryan and Deci, human motivation thrives when three basic psychological needs are met: autonomy, relatedness, and competence. When taxpayers interact with an supportive external agent, their cognitive evaluation shifts from fear and confusion to self-efficacy, fulfilling these fundamental needs and fostering long-term, voluntary compliance.
To fully understand how these psychological factors are reshaped, the behavioral framework must be integrated with Tacit Knowledge Theory. As outlined in knowledge management literature, tacit knowledge represents highly personalized, context-specific insights rooted in individual experience, intuition, and empathy, making it deeply challenging to formalize or communicate through written manuals alone. Relawan pajak (tax volunteers) possess this implicit knowledge, which manifests as interpersonal communication skills, emotional intelligence, and adaptive problem-solving capabilities when resolving technical digital glitches. The transfer of this tacit knowledge does not occur via rigid instructions, but through a dynamic process of direct demonstration, active observation, informal dialogue, and real-time error correction. This relational learning process restructures the taxpayer's cognitive framework, effectively lowering psychological friction, building institutional trust, and transforming technical anxiety into independent behavioral execution.
Numerous previous studies have attempted to evaluate the direct impact of digitalization and human assistance on compliance, yielding varied conclusions. For instance, Arifin and Syafii (2019) examine the implementation of e-filing and find that while it modernizes tax administration, it does not automatically translate into a significant increase in compliance without supporting behavioral interventions. Conversely, Hidayati, Titisari, and Kurniati (2022) state that tax knowledge and the e-filing system exert a positive influence on taxpayer compliance, provided that fiscal services remain responsive to user difficulties. Shifting the focus to human-driven interventions, Darmayasa, Wibawa, and Nurhayanti (2020) demonstrate that the dual implementation of e-filing systems and the active involvement of tax volunteers successfully optimizes individual taxpayer compliance. Furthermore, Azizah et al. (2025) conducted a study on the contribution of tax volunteers and found that direct, empathetic assistance significantly enhances both the technical capability and the intrinsic motivation of taxpayers to report their annual returns. These previous findings illustrate that technology requires a human-centered social mechanism to be fully embraced by reluctant users.
Based on the tight integration between the introduction, research objectives, and the theoretical framework, several hypotheses are advanced to test these relationships. The first hypothesis ($\text{H}_1$) posits that the tacit knowledge applied by tax volunteers has a positive and significant influence on the taxpayer's attitude toward utilizing the e-filing system. The second hypothesis ($\text{H}_2$) states that the interactive presence and guidance of tax volunteers positively influence the subjective norms surrounding the taxpayer's compliance behavior. The third hypothesis ($\text{H}_3$) suggests that the experiential learning and direct feedback provided during tax volunteer assistance significantly enhance the taxpayer's perceived behavioral control. Finally, the fourth hypothesis ($\text{H}_4$) dictates that the positive modification of attitude, subjective norms, and perceived behavioral control driven by the transfer of tacit knowledge ultimately leads to a significant increase in voluntary tax compliance.

RESEARCH METHOD
This study adopts a qualitative research design with a phenomenological method to understand and interpret the deep, subjective, and lived experiences of the informants regarding tax assistance and cognitive transformation toward tax compliance. The phenomenological approach is specifically selected because it is highly capable of uncovering the essence, meanings, and intentionality that arise within individual consciousness during real-world social interactions. The primary types of data utilized in this study consist of qualitative descriptions, verbal statements, and narrative accounts regarding the challenges, motivations, and behavioral changes experienced during the annual tax return reporting process. The data sources are carefully curated through purposive sampling to select informants who possess direct, firsthand experience with the phenomenon, which explicitly includes individual taxpayers who previously faced reporting constraints and the tax volunteers who provided them with direct assistance in the city of Surabaya.
Data collection techniques are executed rigorously by following Creswell’s Data Collection Circle to ensure systematic field management and high-quality data retention. The primary technique involves conducting semi-structured in-depth interviews with the informants to allow them to freely express their perspectives without feeling judged, supplemented by direct field observation of the behavioral interactions and comprehensive documentation of relevant administrative or training records. To analyze the gathered empirical evidence, this study implements data analysis techniques based on Interpretative Phenomenological Analysis (IPA), which operates inductively through a series of structured stages. These analytical stages include the close reading of transcripts, the identification and isolation of significant statements, the psychological clustering of these statements into broader conceptual themes, the development of textual and structural descriptions, and the final synthesis of these components to extract the absolute essence of the shared experience.
Given the qualitative and phenomenological nature of this research design, traditional operationalized variables and numerical variable measurements are replaced with deeply explored behavioral concepts and psychological dimensions that are observed in their natural context. The primary concepts examined include the transfer of tacit knowledge, attitude toward behavior, subjective norms, perceived behavioral control, and voluntary tax compliance. Instead of utilizing statistical scales, the qualitative measurement and assessment of these concepts are conducted by evaluating the psychological depth, behavioral reflections, and cognitive shifts expressed by the taxpayers. Specifically, the study assesses changes in the taxpayers' cognitive trajectory—moving from technical anxiety and dependency to structural self-efficacy and a strong intrinsic intent to file tax returns independently via e-filing in subsequent periods.

RESULT AND DISCUSSION
	The implementation of the tax volunteer program represents a strategic, participatory collaboration between the Directorate General of Taxes (DGT) and the Tax Center of Universitas Negeri Surabaya, designed specifically to support individual annual tax return reporting via e-filing. The implementation of this program progresses through three primary operational stages: rigorous selection and training of volunteers, strategic placement within local Tax Offices (KPP) or university campuses, and constructive educational interactions with taxpayers. Before engaging in direct assistance, volunteers undergo intensive training covering technical taxation mechanics, communication skills, and service ethics. This structural approach ensures that the subsequent field interactions extend far beyond routine technical assistance, actively facilitating a dynamic transfer of tacit knowledge that profoundly shapes the taxpayers' experiences and long-term psychological attitudes during the reporting process. To fully grasp the behavioral shifts driven by this program, the fundamental baseline challenges defining the taxpayers' initial conditions must be analyzed across several critical psychological and environmental barriers.
	The first severe barrier is characterized by a deeply rooted negative attitude toward tax reporting. Empirically, individual taxpayers suffer from frequent technical glitches on the digital e-filing platform, such as server downtime and highly confusing navigation, which drastically slows down or altogether postpones the reporting process. This structural friction is severely compounded by low digital literacy, where technologically unrepresented taxpayers struggle to comprehend digital tax workflows due to a severe historical lack of targeted socialization and public education. Furthermore, deep-seated anxieties regarding data security amplify psychological resistance toward digital tax modernization. When forced to file under extreme time constraints and faced with complex administrative procedures alongside a perceived lack of responsive assistance from tax officers, taxpayers become overwhelmed, deepening their structural reluctance to report their taxes on time.
	This resistance is further shaped by the surrounding social environment, where external pressures play a dual role. While institutional directives, such as formal company mandates, successfully increase compliance rates, a vast portion of individual taxpayers remain deeply reluctant due to a fundamental ignorance regarding tax procedures and their broader societal benefits. For example, among factory laborers, the lack of basic tax comprehension stands out as the primary reason for not even possessing a Taxpayer Identification Number (NPWP). These overlapping technical, educational, and social barriers ultimately culminate in a severely low level of perceived behavioral control. Taxpayers feel completely incapable of utilizing the e-filing system, viewing the digital environment as alien, highly complex, and inherently risky. This perceived lack of control stems directly from a deficit in basic application navigation skills, an inability to interpret digital forms, and zero prior experience with tax technologies. To avoid perceived failure or accidental non-compliance, taxpayers actively avoid the digital platform, creating an inefficient dependency on tax offices or attempting to retreat to manual filing methods. This digital anxiety is heavily exacerbated by the fear of inputting incorrect data into the tax returns, which taxpayers worry could automatically trigger punitive audits or financial fines—a fear that thrives due to a lack of clear technical support and low trust in system security.
	Consequently, these psychological barriers lead directly to chronic reporting delays and systemic non-compliance. Many individual taxpayers completely fail to report because they do not understand their legal obligations, often operating under the false cognitive assumption that no further action is required if their taxes have already been withheld by their employer. This specific cognitive misconception is clearly reflected in the field testimony of Taxpayer E, who stated that because their taxes were already deducted by the company, they assumed reporting was entirely unnecessary, making the process appear irrelevant to their personal situation. Furthermore, heavy daily workloads and busy personal schedules cause tax compliance to be treated as a low-priority task, leading to perpetual procrastination until legal deadlines have passed. This behavioral pattern is illustrated by Taxpayer F, who expressed an intrinsic desire to file independently but admitted to being completely overwhelmed by the complicated forms and a highly demanding work schedule. This empirical fact highlights that direct human intervention is vital; personal guidance from tax assistants can immediately correct erroneous assumptions, demystify complex reporting steps, and accelerate the filing process, thereby effectively dismantling the behavioral barriers caused by personal schedules and technical confusion.
	The structural bridge that resolves these deep-seated psychological constraints is the targeted interpersonal interaction between the tax volunteers and the taxpayers. Tax volunteers apply an intensely personalized and educational approach, effectively transferring their own tacit knowledge—built from experience, intuition, and acute social awareness—directly into the taxpayer's consciousness. This qualitative interaction is executed through four core behavioral dimensions, beginning with deeply empathetic communication. Volunteers practice active listening to decode the frustration and anxiety experienced by taxpayers regarding the digital interface. By treating the taxpayer with humanistic dignity, the volunteer establishes a safe, non-judgmental environment that encourages open dialogue. Building on this trust, volunteers perform highly localized technical and contextual adaptations, modifying their explanations of e-filing workflows to match the taxpayer's specific digital literacy levels or local internet constraints. This strategic modification simplifies complex navigation steps, making the instructions immediately relatable and actionable.
	Through these positive, supportive interactions, volunteers successfully cultivate institutional trust and unlock the taxpayer's intrinsic motivation. By shifting the educational focus toward the concrete social utility of tax revenues, volunteers guide taxpayers to consciously register for NPWP and file their returns out of a genuine sense of civic responsibility rather than administrative coercion. The actual transfer of tacit knowledge occurs dynamically through hands-on demonstration, active two-way dialogue, and context-specific troubleshooting. Taxpayers do not merely read instructions; they learn intuitively by doing. This operationalized learning loop shifts the taxpayer's long-term behavioral path, granting them the cognitive capability and confidence to perform independent digital filing in future periods, thereby systematically reducing their structural dependency on external institutional assistance.
	From an analytical standpoint, this qualitative mechanism can be perfectly validated using the framework of the Theory of Planned Behavior (TPB) developed by Icek Ajzen and Martin Fishbein. TPB dictates that individual human actions are determined by three core cognitive beliefs: behavioral beliefs regarding the consequences of an action, normative beliefs concerning the expectations of social groups, and control beliefs regarding variables that facilitate or impede performance. Within this theoretical architecture, a taxpayer's intention to file is shaped by three corresponding factors that determine voluntary compliance. First, the volunteer's guidance positively alters the "attitude toward behavior" by reframing tax reporting as a manageable, highly beneficial national duty. This attitudinal shift is verified by the empirical account of Taxpayer B, who noted during an interview on February 10, 2025, that e-filing felt significantly more efficient and time-saving once a volunteer directly taught them how to navigate the platform.
	Second, the program actively reinforces positive "subjective norms" by leveraging social pressure and environmental influences from family, peers, and employers. When a taxpayer observes their community shifting toward digital compliance, their own intention to utilize e-filing increases. Tax volunteers exploit this social dynamic by maintaining a highly visible, supportive presence at campuses and tax offices, transforming compliance into a shared, positive social norm. The strength of this relational bond is highlighted by Taxpayer A, who stated in an interview on January 17, 2025, that they immediately sought out the exact same volunteer who had assisted them in the prior year. Third, the interaction directly reconstructs the taxpayer's "perceived behavioral control," which represents their subjective assessment of their ability to execute e-filing despite external constraints like technical jargon or busy schedules. While fear of data entry errors lowers this control, direct volunteer assistance replaces anxiety with self-efficacy. This cognitive transformation is captured by Taxpayer C, who remarked on January 26, 2025, that the volunteer's clear technical breakdown gave them the absolute confidence to complete the filing process entirely on their own. This empirical evidence strongly aligns with the previous findings of Azizah et al. (2025), confirming that direct, human-driven assistance significantly enhances both the technical capability and the internal motivation of taxpayers to execute their filing duties.
	To understand the deeper cognitive channels of this program, the mechanism must be evaluated through Tacit Knowledge Theory. As defined by the Minister of State for Bureaucratic Reform and Information Regulation Number 14 of 2011, tacit knowledge constitutes highly personalized insights residing purely within an individual's mind, consisting of distinct cognitive and technical components. It is an implicit form of knowledge that cannot be easily documented, formalized, or communicated through written text; instead, it is acquired exclusively through personal experience, intuition, and contextual social interactions. In the context of tax assistance, this theory explains how informal, experiential learning successfully restructures the taxpayer's internal psychological perspective, cultivating intrinsic motivation and trust in the fiscal system. This process directly supports cognitive moral development, as taxpayers at initial developmental levels are highly responsive to supportive external agents.
	The tacit knowledge deployed by volunteers spans technical expertise, psychological intuition, adaptive communication, and real-time problem-solving. Taxpayers absorb these implicit traits through active, shared experiences—such as selecting the correct tax forms and resolving unexpected error codes. Mechanistically, this volunteer knowledge manifests in three distinct behavioral expressions: empathetic communication through reading vocal tones and facial expressions to instantly adjust explanations; technical adaptation by customizing e-filing steps to match individual limitations, such as manually guiding a password reset; and motivation-building through personalized, reassuring support that transforms compliance into a conscious, self-directed choice. By embedding these implicit traits within a human-centered service model, the tax volunteer program moves beyond a basic administrative service, functioning as a psychological catalyst that transforms digital anxiety into autonomous compliance.
	The interpersonal dynamics and the explicit process of tacit knowledge transfer between tax volunteers and taxpayers occur organically through informal learning driven by direct, practical relationships. This implicit insight is not conveyed via rigid formal guidelines or written materials, but rather through a contextual and highly participatory accompaniment process. Within this collaborative framework, the specific interaction steps are visually represented to clarify the experiential learning loop.


Figure  1. Interaction Schema of Tacit Knowledge Transfer Between Tax Volunteers and Taxpayers
Source: Primary Qualitative Data Analysis (Processed in 2026)

The operational sequence displayed in Figure 2 demonstrates that the volunteer initially models the entire technical workflow of filing the annual tax return within the e-filing interface, including logging into the DGT online portal, selecting the appropriate electronic forms, inputting data, up to the final stage of generating the Electronic Filing Receipt (BPE). Following this demonstration, the taxpayer participates actively through hands-on practice under direct supervision. This practical learning cycle relies heavily on oral communication, informal discussions, and immediate error correction, ensuring that taxpayers instantly acquire troubleshooting insights when digital glitches or systemic faults occur. Consequently, this immediate feedback loop empowers taxpayers to attempt independent e-filing submissions in subsequent tax periods, either with minimal volunteer oversight or fully autonomously based on their accumulated practical experience. 
Based on the qualitative analysis, this tacit knowledge transfer plays a strategic role in establishing the overall interaction quality between tax volunteers and individual taxpayers. Rather than merely transmitting dry technical instructions, volunteers apply highly developed interpersonal communication, empathy, intuition, and contextual understanding. This application of tacit knowledge manifests when volunteers translate complex fiscal concepts into simple, accessible language while adopting a humanistic, patient, and approachable posture. Their acute ability to read expressions of confusion or digital anxiety on a taxpayer's face serves as a primary determinant for successful tax education. By maintaining an informal, two-way dialogue grounded in mutual trust, volunteers create a comfortable environment that actively stimulates taxpayer engagement. Through this deep, comprehensive guidance, taxpayers undergo a major shift in perspective. Individuals who were initially passive, fearful, or highly resistant develop an enthusiastic mindset and the self-efficacy required for independent filing.
	Crucially, while this tacit knowledge is notoriously difficult to codify or teach systematically through short-term formal training, its practical impact on the effectiveness of the tax volunteer program remains massive. The volunteer's personal background, cumulative field experience, and emotional intelligence form the foundational pillars of this implicit insight. Therefore, human resource development within the tax volunteer program must intentionally pivot away from a strictly technical focus, actively investing in soft skills cultivation to maximize service outcomes. Ultimately, tacit knowledge functions as a strategic catalyst that fosters effective communication, deepens taxpayer comprehension, and unlocks user openness during the educational interaction. For future program designs, incorporating tacit knowledge development must be prioritized as a core success factor for participatory fiscal administration.
	The empirical findings yield profound practical implications for future fiscal policies and tax administration models. First, tax volunteers must be officially recognized as behavioral change agents rather than mere administrative assistants. Because their personal interactions directly restructure the taxpayer’s cognitive processing and final filing decisions, the program serves as a behavioral tool that directly reinforces the attitude, subjective norms, and perceived behavioral control components of the Theory of Planned Behavior. Consequently, the DGT should structurally integrate the tax volunteer network as a core instrument for cultivating voluntary public compliance. Second, the current curriculum for volunteer preparation must be expanded to include dedicated modules on persuasive communication, emotional intelligence, and interpersonal relationship building, acknowledging that psychological accommodation is just as vital as technical accuracy.
	Furthermore, these results mandate that tax authorities deeply accommodate the complex, non-linear cognitive paths of taxpayers. A taxpayer's decision-making process is shaped by a multi-layered evaluation of initial perceptions, technological experiences, social environments, and risk-benefit trade-offs. DGT policy should therefore transition toward empathy-driven communication campaigns, replacing dense regulatory text with narrative-driven, persuasive, and highly personalized educational messaging tailored to diverse societal backgrounds. Finally, this behavioral insight necessitates the urgent engineering of a human-centered reporting architecture. Recognizing that digital tax filing success is contingent upon emotional safety and cognitive clarity, the expansion of the e-filing ecosystem must prioritize inclusive user experiences. Practical execution of this infrastructure should involve extensive user testing with digitally vulnerable demographics, the radical simplification of user interfaces, and the integration of instantaneous human-support features, such as live digital chats and remote digital volunteer assistance, to effectively match the diverse needs of the taxpaying public.

CONCLUSION
Based on the qualitative and phenomenological analysis, this study concludes that tax volunteers play a vital role as psychological and behavioral catalysts in triggering a profound cognitive transformation among individual taxpayers. The personalized and empathetic interaction with volunteers allows taxpayers to undergo a structural redefinition of their digital tax experiences, shifting their cognitive perception from viewing e-filing as complex and risky to recognizing it as manageable, secure, and highly efficient. This relational approach successfully dissolves deep-seated digital anxieties, fulfills fundamental psychological needs for competence and relatedness, and strengthens the taxpayers' self-efficacy. By directly answering the core research questions, the study demonstrates that the transfer of tacit knowledge—manifested through active listening, contextual adjustments, and hands-on guidance—directly reshapes the cognitive determinants of human behavior by enhancing positive attitudes, embedding supportive subjective norms, and maximizing perceived behavioral control. Ultimately, this process drives taxpayers from an initial state of structural dependency or total avoidance toward voluntary, long-term autonomous compliance.
The theoretical implications of these findings provide a substantial contribution to the existing literature on fiscal psychology and behavioral economics. This research initiates a new conceptual bridge by integrating Tacit Knowledge Theory with the Theory of Planned Behavior (TPB) and Self-Determination Theory (SDT), proving that digital administrative transformations cannot rely purely on technological availability. Instead, technology requires a humanistic, social-mediated support infrastructure to be fully embraced by a diverse user base. By explicitly positioning tacit knowledge as an active catalyst for psychological modification, this study expands the boundaries of traditional tax compliance models, shifting the academic focus from mechanical administrative deterrence to an empathy-driven behavioral framework.
Practically, the implications of this study serve as a strategic roadmap for tax authorities and policy designers. The Directorate General of Taxes (DGT) must structurally re-engineer its public outreach models by moving away from cold, strictly bureaucratic communication toward empathy-centered and narrative-driven campaigns. Furthermore, the recruitment and preparation of tax volunteers must be reformed to prioritize intensive training in soft skills, emotional intelligence, and interpersonal relationship building, acknowledging that managing user psychology is just as vital as technical accuracy. On an infrastructural level, these findings mandate the development of a human-centered digital tax ecosystem, which should prioritize radical user-interface simplifications and integrate immediate human-support features, such as live digital chats and remote volunteer assistance, to successfully accommodate the complex cognitive demands of the public.
Acknowledging the boundaries of this qualitative inquiry, several vital pathways emerge for future research development. Since this study captures the immediate cognitive shifts of individual taxpayers within a localized urban setting, future academic endeavors should conduct longitudinal studies to evaluate the multi-year durability of this autonomous compliance behavior once direct volunteer assistance is removed. Additionally, future researchers are encouraged to expand the demographic scope by exploring how tacit knowledge dynamics operate among small-to-medium enterprise (SME) taxpayers or within digitally isolated rural communities. Finally, comparative studies could be developed to analyze the behavioral effectiveness of physical, face-to-face volunteer assistance versus AI-driven, digital empathetic chat systems, further modernizing the intersection of human interaction and fiscal technology.
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