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ABSTRACT 

 

This study aimed to identify and prioritize 

competencies needed by the national tax 

collector. This study was conducted in two 

regional offices of the Directorate General of 

Taxes that consists of sixteen tax offices. 

Fourteen former national tax collector’s top 

performers from the 2017 to 2020 periods 

participated as the expert panel in two online 

Delphi surveys on different rating scales (five-

point and nine-point) to clarify the list of 

competencies identified by the researcher from 

literature reviews and documentation studies. 

The Delphi panel reached a consensus for 

sixteen competencies in both surveys 

representing three categories: managerial, 

technical, and sociocultural competencies. The 

Analytic Hierarchy Process (AHP) was used to 

analyze the priority of competencies. Forty-six 

respondents, which consist of the National Tax 

Collector and the Head of the Audit, Appraisal, 

and Tax Collector Section, were participated in 

the AHP survey. The result shows that technical 

competency was the top priority among the 

category of competencies followed by 

sociocultural and managerial competencies. 

Based on the overall scores, the competencies' 

priority rankings from the top to the lowest, 

respectively, are sociocultural adaptation, soft 

collection, adhesive and unifying the nation, 

hard collection, tax knowledge, identification 

and profiling of tax bearer, integrity, compliance 

risk management, ICT literacy, communication, 

result orientation, decision-making, teamwork, 

public service, managing change, and 

developing self and others. 

 

Keywords: Competency, Delphi, Analytic 

Hierarchy Process, Tax Collector 

 

INTRODUCTION 

Human, both individually or 

collectively, is the most important capital 

for the organization's sustainability. 

According to Mayo 
[1]

, every individual in 

an organization not only acts as an 

organizational resource, but they are also an 

asset and a stakeholder. The achievement of 

the organization's vision, mission, and goals 

is determined by how maximum the people 

owned by the organization provide value-

added to all organization's stakeholders. 

Individually, people lend their human 

capital that includes their ability, 

commitment, knowledge, and experience to 

the organization. Collectively, human 

capital including the way they work together 

and relates both inside and outside the 

organization. In return, they receive 

financial and non-financial rewards. 

Directorate General of Taxes (DGT) 

is a government organization under the 

Ministry of Finance of the Republic of 

Indonesia (RI). The DGT Head Office is 

located in Jakarta. The total number of DGT 

employees as of September 2019 was 

44,784 employees spread over 609 work 

units. A total of 38,490 employees are in 

structural positions, and 6,294 employees 

are in functional positions. 
[2]

 

One of the DGT's main tasks is to 

collect government revenues from the 

taxation sector. Based on the 2019 DGT 
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Performance Report, the portion of tax 

revenue to total government revenues in the 

2019 State Budget reached 82.5%. 
[3]

 The 

proportion of tax revenue to total 

government revenues in the 2014 to 2019 

State Budget provides in Table 1. The high 

dependence on government revenues source 

from the taxation sector is the biggest 

challenge for DGT. 

 
Table 1 The Portion of Tax Revenue to Total Government 

Revenues in State Budget [3] 

Year Portion (%) 

2014 74,0 

2015 82,3 

2016 82,6 

2017 80,6 

2018 81,4 

2019 82,5 

 

Another major challenge is 

Indonesia's tax ratio which is still below the 

target set in the 2015-2019 National 

Medium-Term Development Plan. This 

issue had become one of the main focuses in 

the Policy and Strategy Directions contained 

in the 2015-2019 Ministry of Finance 

Strategic Plan. 
[4]

 The tax ratio illustrates 

how much tax revenue was obtained from 

the national economy to the Gross Domestic 

Product (GDP) in one fiscal year. In 2019, 

Indonesia's tax ratio target was 16%, only 

10.69% had been realized. 
[5]

 DGT 

implements extensification and 

intensification tax strategies to increase the 

tax ratio. To be successfully implemented, 

these strategies must be supported by an 

effective integrated tax system that consists 

of supervision, inspection, investigation, 

and tax collection.  

Tax collection is a series of actions 

taken so that the tax bearer pays off taxes 

payable and tax collection fees. These 

actions include issuing a Warning Letter, 

notification of a Distress Warrant, proposing 

prevention, carrying out confiscation, 

publishing an auction announcement for the 

confiscated assets, carrying out hostage, and 

carrying out instant and lump sum 

collections.
 [6]

 Taxes payable are taxes that 

have to be paid, including administrative 

sanctions in the form of interest, fines, or 

increases as stated in a Notice of Tax 

Collection, Notice of Tax Assessment, or 

similar letter, based on the tax laws and 

regulations. 
[6]

 

The disbursement of tax receivables 

decreased in the 2017 – 2019 periods, while 

the allowance for uncollectible tax 

receivables increased in the same period 

(Figure 1). DGT had collected government 

revenues from tax receivables that 

amounted to Rp24.07 trillion in 2017, 

Rp16.64 trillion in 2018, and Rp16.56 

trillion in 2019. 
[3,7,8] 

Allowance for 

uncollectible tax receivables amounted to 

Rp26.43 trillion in 2017, Rp41.10 trillion in 

2018, and Rp44.89 trillion in 2019.
 [9-11]

 

This condition should be a concern of 

policymakers to prevent the increase in the 

balance of tax receivables at the end of each 

fiscal year. If not immediately taken care of 

properly, this will further increase the risk 

of uncollected tax receivables. 
 

 
Figure 1 The Disbursement of Tax Receivables and Allowance for Uncollectible Tax Receivables 

Source: Processed from DGT Performance Report [3,7,8] and Central Government Financial Report (Audited) [9-11] 
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DGT requires employees who have 

the necessary competencies in carrying out 

their duties to achieve government revenues 

from the disbursement of tax receivables 

and to support an increase in the tax ratio. 

Therefore, it is necessary to have a 

competency standard for the national tax 

collector. Competency standards can be 

used as a guideline in the selection process, 

training and development, performance 

appraisal, succession planning, and 

comprehensive evaluation of ongoing 

training and development programs to get 

the best people that the organization needed.
 

[12]
 

Based on these research problems, 

the objectives of this study were to identify 

and analyze the prioritization competencies 

needed by national tax collectors. 

 

LITERATURE REVIEW 

The concept of competency-based 

human resource management has become a 

generally accepted practice today since 

David McClelland
 [13]

, through the 

publication of his research Testing for 

Competence Rather Than for 

“Intelligence”, for the first time proposed 

competency as an important differentiator of 

individual performance.
 [14] 

This was 

considered provocative at the time because 

it argued that personal competency was 

more important in predicting job success 

than traditional psychometric tests such as 

intellectual intelligence and aptitude tests. 
[15] 

The competency approach in human 

resource management is based on a series of 

processes of identifying, defining, and 

measuring individual differences in relation 

to certain job-related concepts, especially 

the critical abilities needed to achieve 

successful performance in a job.
 [16]

 

Boyatsiz 
[14]

 defined competency as 

a capability or ability and stated that the 

basis for the concept of competency is the 

theory of performance.
 

Torkkeli and 

Tuominen 
[17]

 defined competency as the 

integration and coordination of capabilities 

to exploit resources.
 

According to the 

Human Resource Management Framework 

of the United Nations Industrial 

Development Organization (UNIDO), 

competency is a combination of skills, 

knowledge, and behaviors that leads to 

effective performance on the job. 
[18]

 

According to Regulation Number 38 

of 2017 of Minister of State Apparatus 

Empowerment and Bureaucratic Reform of 

the Republic of Indonesia on State 

Apparatus Position Competency Standards, 

there are three categories of competency 

needed by state apparatus, namely 

managerial, technical and sociocultural 

competencies.
 [19]

 Managerial competency is 

knowledge, skills, abilities, and other 

characteristics (KSAOs) to lead or manage 

organizational units. Technical competency 

is KSAOs specifically related to the 

technical field of the position. Sociocultural 

competency is KSAOs related to the 

experience of interacting with a pluralistic 

society in terms of religion, ethnicity and 

culture, behavior, national insight, ethics, 

values, morals, emotions, and principles, 

which must be fulfilled by each position 

holder to obtain work results in accordance 

with the role, function, and position.
 [19]

 

 

1. Managerial Competencies 

Integrity 

Integrity is an attitude to choose 

ethical actions.
 [12]

 Horton et al.
 [20]

 define 

integrity as an attitude that consistently 

maintains social and ethical standards in 

words and actions. Ministry of State 

Apparatus Empowerment and Bureaucratic 

Reform defines integrity as consistently 

behaving by organizational values, norms, 

ethics, and being honest in relationships 

with management, co-workers, direct 

subordinates, and stakeholders, creating a 

high ethical culture, being responsible for 

actions, decisions, or the risks that come 

with them.
 [19]

 

Teamwork 

Teamwork implies a genuine 

intention to work cooperatively with others 

and be part of a team.
 [12]

 Teamwork is the 

ability to establish, foster, and maintain 

effective working relationships, having a 
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commitment to help each other in 

completing tasks and optimizing all 

resources to achieve the organization's 

strategic goals.
 [19]

 

Communication 

The ability to communicate openly 

is one of the competencies needed in 

managing an organization.
 [12]

 

Communication is the ability to explain 

views and ideas clearly, systematically, and 

appropriately accompanied by logical 

arguments, both orally and in writing, 

ensure understanding, active and effective 

listening, persuading, and convincing others 

to achieve organizational goals.
 [19]

 

 

Result Orientation 

Result orientation competency is the 

ability to maintain a high personal 

commitment to complete tasks, be reliable, 

be responsible, and identify risks and 

opportunities systematically by paying 

attention to the relationship between 

planning and result.
 [19]

 

Public Service 

Public service competency is the 

ability to carry out government tasks, 

development, and activities to fulfill public 

service needs in a professional, transparent, 

and following service standards that are 

objective, neutral, impartial, non-

discriminatory, and not influenced by 

personal interests, groups, or political 

parties.
 [19]

 

Developing Self and Others 

Developing self and others is the 

ability to increase knowledge and skills, 

inspire others increasing their knowledge 

and skills that are relevant to work and long-

term career development, encourage a 

willingness to learn throughout life, provide 

advice, feedback, and guidance to help 

others to develop their potential.
 [19]

 

Managing Change 

Managing change is the ability to 

adapt to new or changing situations and not 

rely excessively on old methods and 

processes, take action to support and 

implement change initiatives, lead change 

efforts, and take personal responsibility to 

ensure changes are implemented effectively.
 

[19]
 

Decision-making 

Decision-making includes the ability 

to specify goals and constraints, generate 

alternatives, consider risks, evaluate, and 

choose the best option.
 [12]

 Decision-making 

defines as making good decisions promptly 

and confidently after considering the 

precautionary principle, formulated 

systematically and thoroughly based on 

various information, alternative solutions to 

problems and their consequences, and are 

responsible for the decisions taken.
 [19]

 

 

2. Technical Competencies 

Hard Collection 

Hard collection competency is the 

ability to carry out actions so that the tax 

bearer pays off tax payable and tax 

collection cost by admonishing or warning, 

carrying out an instant and simultaneous 

collection, notifying distress warrant, 

proposing prevention, carrying out 

confiscations, carrying out hostages, and 

selling confiscated assets following 

procedures and regulations.
 [6,21]

 

Soft Collection 

Soft collection competency is the 

ability to take a persuasive approach to the 

tax bearer to convince, persuade, and arouse 

the awareness of the tax bearer to pay off 

the tax payable through visits, letters, 

emails, telephones, invitations, and other 

relevant and lawful means. 

Identification and Profiling of Tax Bearer 

Identification and profiling of tax 

bearer competency is the ability to identify 

and collect specific data and information 

related to Tax Bearers which includes 

identity, address and domicile, list of assets 

and proof of ownership, deed of 

establishment and or deed of change of 

corporate Taxpayer, annual tax report, 

monthly tax report, filing of Taxpayer legal 

remedies, and other relevant documents 

with their efforts or with the assistance of 

internal and external parties.
 [22]
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Compliance Risk Management 

Compliance risk management is the 

ability to manage risk in tax collection 

activities by specifies treatment alternatives 

for Tax bearers based on the Priority List of 

Tax Collection Actions which includes the 

Action Priority List and the Disbursement of 

Tax Receivable Priority List.
 [8]

 

ICT Literacy 

ICT literacy is the ability to use 

computers, information devices, and 

communication technologies professionally.  

ICT literacy consists of computer literacy, 

information literacy, digital literacy, and 

internet literacy.
 [23]

 

Tax Knowledge 
Tax authorities should have 

competency in the fields of tax policy, tax 

administration, and taxation legislation.
 [24]

 

The term tax legislation includes the ability 

to demonstrate an understanding of the 

scope of tax laws and their legal definitions; 

ability to apply tax law provisions in daily 

work; support the study and preparation of 

tax regulations; and able to implement, 

interpret, and provide tax advice whenever 

needed.
 [25]

 In this study, tax knowledge 

defines as the ability to acquire and apply 

knowledge, expertise, and experience 

related to tax regulations, policies, and 

administration in a professional manner. 

 

3. Sociocultural Competencies 

Adhesive and Unifying the Nation 

Adhesive and unifying the nation 

competency define as: 

1) ability to promote tolerance, openness, 

and sensitivity to the individual or group 

differences in society; 

2) ability to become the government 

representatives in uniting the community 

and building psychological-social 

relationships with the community to 

create strong attachments between the 

State Civil Apparatus and stakeholders 

as well as among the stakeholders 

themselves; and 

3) ability to maintain, develop, and realize 

a sense of unity and integrity in the life 

of the Indonesian people, nation, and 

state.
 [19]

 

Sociocultural Adaptation 

Sociocultural adaptation is the 

ability to adapt and negotiate daily activities 

in a new cultural environment.
 [26,27]

 

 

Conceptual Framework 
 

 
Figure 2 Conceptual Framework 
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MATERIALS AND METHODS 

Delphi Method 

Delphi is a method used to obtain 

reliable consensus opinions from a group of 

experts.
 [28]

 There has been a debate among 

academics and researchers about the 

definition of an expert involved in a Delphi 

panel related to the potential bias in the 

panelist composition selection process 
[29]

 

that can affect the results obtained.
 [30]

 Some 

researchers identify an expert as an 

informed individual, a specialist, or 

someone who has the knowledge and 

experience necessary to participate in a 

Delphi panel.
 [31,32]

 Experts involved in the 

Delphi panel must have in-depth knowledge 

and expertise in a specific field with the 

research topic so that it is not relevant to 

include people who have expertise outside 

the research topic as Delphi panelists.
 [33]

 To 

avoid potential bias and considering that it 

is still difficult to define experts from 

external parties who have specific 

knowledge, experience, and expertise in the 

field of technical tax collection, the 

panelists in this study only consists of 

employees who have received awards as the 

best national tax collector in 2017 to 2020 

periods in the North Sumatra Regional Tax 

Office I and II. In line with the suggestion 

by Spencer and Spencer 
[12]

, superior 

performers should be involved in the 

competency identification process. 

Using the Delphi method in research 

does not depend on statistical samples trying 

to represent a population.
 [34]

 The number of 

panelists in the Delphi method varies, and 

there is no standard provision on how much 

the minimum or maximum number is.
 

[32,35,36]
 In this study, 14 employees who had 

been the best National Tax Collector in the 

North Sumatra Regional Tax Office I and II 

in the 2017 to 2020 periods had invited as 

panelists. 

Panelists were requested to respond 

to the form of opinions to closed statements 

on five Likert scales (1: strongly disagree; 

5: strongly agree) for the Delphi I 

questionnaire and nine Likert scales for the 

Delphi II questionnaire (1: strongly 

disagree; 9: strongly agree). In this study, 

panelists reached a consensus for 

competency in the Delphi I questionnaire if 

at least 51% of panelists agreed (voted 4+), 

the mean of the answers was more than 3.0, 

and the interquartile range was less than or 

equal to 1.0. Panelists reached a consensus 

for competency in the Delphi II 

questionnaire if at least 51% of panelists 

agreed (voted 7+), the mean of the answers 

was more than 5.0, and the interquartile 

range was less than or equal to 3.0. If 

differences occurred in consensus obtained 

from the two questionnaires, the 

questionnaires would be revised and 

resubmitted in the next round. Only 

competencies that have obtained consensus 

approval will be analyzed using the AHP 

method in the next stage. 

 

Analytic Hierarchy Process 

Thomas L. Saaty developed the AHP 

method in the 1970s.
 [37]

 AHP is theory and 

methodology used to perform relative 

measurements.
 [38]

 The AHP method is 

designed for situations where ideas, feelings 

and emotions that influence the decision-

making process are quantified to provide a 

numerical scale for prioritizing alternatives.
 

[39]
 

 

Table 2 Fundamental Scale of Absolute Number [45] 

Intensity of 

Importance 

Definition Explanation 

1 Equal importance Two activities contribute equally to the objective 

2 Weak or slight  

3 Moderate importance Experience and judgment slightly favor one activity over another 

4 Moderate plus  

5 Strong importance Experience and judgment strongly favor one activity over another 

6 Strong plus  

7 Very strong or demonstrated 

importance 

An activity is favored very strongly over another; its dominance 

demonstrated in practice 

8 Very, very strong  

9 Extreme importance The evidence favoring one activity over another is of the highest possible 
order of affirmation 
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The number of respondents used in 

studies using the AHP method varies, and 

there are no standard provisions regarding 

sample size or respondents in the AHP 

method.
 [40-44]

 Respondents of this study 

consist of National Tax Collectors and the 

Heads of the Inspection, Assessment, and 

Collection Section at the small and medium 

tax offices in two regional tax offices in the 

North Sumatra area. Respondents were 

requested to rate the relative priorities 

scaling from 1 to 9 (Table 2) between 

several pairs of competencies in the AHP 

questionnaires.  

This study used the Aggregation 

Individual Judgment (AIJ) approach to 

combined respondents' answers. The 

geometric means of all respondents' final 

answers, with a maximum individual 

consistency ratio of 10%, were used to form 

a new aggregation matrix. The matrix was 

consistent if the group's consistency ratio 

did not exceed the maximum of 10%. 

 

RESULTS & DISCUSSIONS 

Delphi Panelists’ Demographic 

Characteristics 

Fourteen national tax collector top 

performers of the 2017-2020 periods 

participated as the expert panel in two 

online Delphi questionnaires on different 

rating scales (five-point and nine-point) to 

clarify the list of competencies identified by 

the researcher from literature reviews and 

documentation studies. Based on gender, 

85.71% of the panelists were male, while 

14.29% were female. In terms of age group, 

28.57% of the panelists were less than or 

equal to 25 years old, 28.57% were more 

than 25 up to 35 years old, 42.86% were 

more than 35 up to 45 years old, and none 

of them was above 45 years old. Eight 

panelists (47.14%) have undergraduate 

degrees, while six (42.86%) have graduate 

degrees. Based on the tenure, 35.71% of the 

panelists have served less than or equal to 

five years, 14.29% have more than five up 

to ten years, 21.43% have more than ten up 

to fifteen years, and 28.57% have more than 

fifteen years at the DGT. 

 

Consensus 

The Delphi panel reached a 

consensus for sixteen competencies in both 

questionnaires representing three categories: 

managerial, technical, and sociocultural 

competencies (Table 3). No differences 

occurred in consensus for both 

questionnaires that used different Likert 

scales. The results of this study did not 

support the findings of Lange et al. 
[46]

 that 

stated different scales lead to different 

consensus. Managerial competencies consist 

of integrity (MC1), teamwork (MC2), 

communication (MC3), result orientation 

(MC4), public service (MC5), developing 

self and others (MC6), managing change 

(MC7), and decision-making (MC8). 

Technical competencies consist of hard 

collection (TM1), soft collection (TM2), 

identification and profiling tax bearer 

(TM3), compliance risk management (TM4), 

ICT literacy (TM5), and tax knowledge 

(TM6). Sociocultural competencies consist 

of adhesive and unifying the nation 

competency (SC1) and sociocultural 

adaptation competency (SC2). These 

competencies will be analyzed using the 

AHP method. 

 

Table 3 Concensus 

Competencies Delphi I Delphi II 

Mean IQR majority rule mean IQR majority rule 

MC1 4,93 0,00 100,00% 8,93 0,00 100,00% 

MC2 4,86 0,00 100,00% 8,79 0,25 100,00% 

MC3 5,00 0,00 100,00% 9,00 0,00 100,00% 

MC4 4,36 1,00 92,86% 8,36 1,00 92,86% 

MC5 4,29 1,00 85,71% 8,07 2,00 85,71% 

MC6 4,86 0,00 100,00% 8,71 1,00 100,00% 

MC7 4,50 1,00 92,86% 8,36 1,00 92,86% 

MC8 4,71 1,00 100,00% 8,50 1,00 92,86% 

TC1 4,79 0,25 100,00% 8,64 0,25 92,86% 

TC2 4,86 0,00 100,00% 8,86 0,00 100,00% 

TC3 4,93 0,00 100,00% 9,00 0,00 100,00% 
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Table 3 Continued... 

TC4 4,71 1,00 100,00% 8,71 0,25 100,00% 

TC5 4,64 1,00 100,00% 8,64 1,00 100,00% 

TC6 4,86 0,00 100,00% 8,86 0,00 100,00% 

SC1 4,71 1,00 100,00% 8,50 1,00 100,00% 

SC2 4,93 0,00 100,00% 8,86 0,00 100,00% 

 

AHP Respondents’ Demographic 

Characteristics 

The number of respondents was 46 

people with a participation rate of 88.46% 

(46/52). Respondents consisted of thirty-

three National Tax Collectors and thirteen 

Heads of Audit, Appraisal, and Tax 

Collection Section. Based on gender, 

82.61% of the respondents were male, while 

17.39% were female. In terms of age group, 

19.57% of the respondents were less than or 

equal to 25 years old, 26.09% were more 

than 25 up to 35 years old, 34.78% were 

more than 35 up to 45 years old, and 

18.75% were over 45 years old. Twenty-two 

respondents (47.83%) have undergraduate 

degrees, twelve respondents (26.09%) have 

graduate degrees, and twelve respondents 

(26.09%) have postgraduate degrees.   

 

 

 

Prioritization of Competencies 

The analysis started by calculating 

the consistency index and consistency ratio 

of each respondent. Respondents' final 

answers with a maximum individual 

consistency ratio of 10% will be combined 

using the AIJ approach to analyze the 

priority of the competencies at the group 

level. Respondents filled out a questionnaire 

consisting of four pair comparisons sets, 

namely managerial competency, technical 

competency, socio-cultural competency, and 

the competency categories. 

Priority vector, maximum 

eigenvalue ( max), consistency index (CI), 

and consistency ratio (CR) for managerial 

competencies normalized pairwise 

comparison matrix are as provided in Table 

4. The CR value is 0.28%, below the upper 

limit of 10%. Therefore, the matrix is 

accepted to be a consistent matrix. 

Table 4 Managerial Competencies Normalized Pairwise Comparison Aggregation Matrix 

 MC1 MC2 MC3 MC4 MC5 MC6 MC7 MC8 priority vector 

MC1 0.283 0.337 0.281 0.298 0.257 0.255 0.265 0.277 0.282 

MC2 0.083 0.099 0.120 0.107 0.109 0.103 0.108 0.095 0.103 

MC3 0.143 0.116 0.142 0.158 0.137 0.151 0.151 0.138 0.142 

MC4 0.117 0.113 0.110 0.123 0.141 0.134 0.141 0.135 0.127 

MC5 0.107 0.087 0.100 0.085 0.097 0.106 0.096 0.088 0.096 

MC6 0.079 0.068 0.067 0.065 0.065 0.071 0.065 0.080 0.070 

MC7 0.079 0.068 0.069 0.065 0.075 0.082 0.074 0.079 0.074 

MC8 0.110 0.112 0.111 0.099 0.119 0.096 0.101 0.108 0.107 

Total 1.000 1.000 1.000 1.000 1.000 1.000 1.000 1.000 1.000 

 max = 8.028; CI = 0.004; CR = 0.28% 

 

Priority vector,  max, CI, and CR for 

technical competencies normalized pairwise 

comparison matrix are as provided in Table 

5. The CR value is 0.24%, below the upper 

limit of 10%. Therefore, the matrix is 

accepted to be a consistent matrix. 

 
Table 5 Technical Competencies Normalized Pairwise Comparison Aggregation Matrix 

 TC1 TC2 TC3 TC4 TC5 TC6 priority vector 

TC1 0.213 0.224 0.209 0.185 0.222 0.221 0.212 

TC2 0.208 0.219 0.245 0.212 0.229 0.207 0.220 

TC3 0.167 0.146 0.164 0.197 0.169 0.161 0.167 

TC4 0.145 0.129 0.104 0.125 0.114 0.129 0.124 

TC5 0.093 0.092 0.094 0.106 0.097 0.102 0.097 

TC6 0.174 0.190 0.184 0.175 0.170 0.180 0.179 

Total 1.000 1.000 1.000 1.000 1.000 1.000 1.000 

 max = 6.015; CI = 0.003; CR = 0.24% 
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The priority vector for sociocultural 

competencies normalized pairwise 

comparison matrix is as provided in Table 6. 

According to Saaty 
[45]

, “every 2-by-2 

positive reciprocal matrix is consistent”. 

 
Table 6 Sociocultural Competencies Normalized Pairwise 

Comparison Aggregation Matrix 

 SC1 SC2 priority vector 

SC1 0.361 0.361 0.361 

SC2 0.639 0.639 0.639 

Total 1.000 1.000 1.000 

 

Priority vector,  max, CI, and CR for 

the competency categories normalized 

pairwise comparison matrix are as provided 

in Table 7. The CR value is 0.01%, below 

the upper limit of 10%. Therefore, the 

matrix is accepted to be a consistent matrix. 
 

Table 7 The Competency Categories Normalized Pairwise 

Comparison Aggregation Matrix 

 MC TC SC priority vector 

MC 0.217 0.219 0.214 0.217 

TC 0.482 0.487 0.491 0.487 

SC 0.301 0.294 0.296 0.297 

Total 1.000 1.000 1.000 1.000 

 max = 3.00010; CI = 0.00005; CR = 0.01% 

 

Competency priority rankings based 

on priority vector values are as presented in 

Table 8. The top priority of managerial 

competencies is integrity, followed by 

communication, result orientation, decision-

making, teamwork, public service, 

managing change, and developing self and 

others, respectively. Technical 

competencies' top priority is the soft 

collection, followed by hard collection, tax 

knowledge, identification and profiling of 

tax bearer, compliance risk management, 

and ICT literacy, respectively. Sociocultural 

adaptation is the sociocultural competencies' 

top priority, followed by adhesive and 

unifying the nation. The competency 

categories' top priority is technical 

competency followed, respectively, by 

sociocultural competency and managerial 

competency. 

 
Table 8 The Rankings of Priority 

Ranking MC TC SC Categories 

MCi priority vector TCi priority vector SCi priority vector Categories priority vector 

1 MC1 0,2816 TC2 0,2200 SC2 0,6394 TC 0,4867 

2 MC3 0,1420 TC1 0,2122 SC1 0,3606 SC 0,2967 

3 MC4 0,1267 TC6 0,1790 - - MC 0,2166 

4 MC8 0,1071 TC3 0,1671 - - - - 

5 MC2 0,1030 TC4 0,1243 - - - - 

6 MC5 0,0957 TC5 0,0973 - - - - 

7 MC7 0,0739 - - - - - - 

8 MC6 0,0701 - - - - - - 

 

The competencies' overall rankings 

based on the overall scores obtained from 

the multiplication of the priority vector 

value of each competency with each priority 

vector value of the competency category are 

as presented in Table 9. Based on the 

overall scores, the competencies' priority 

rankings from the top to the lowest, 

respectively, are sociocultural adaptation, 

soft collection, adhesive and unifying the 

nation, hard collection, tax knowledge, 

identification and profiling of tax bearer, 

integrity, compliance risk management, ICT 

literacy, communication, result orientation, 

decision-making, teamwork, public service, 

managing change, and developing self and 

others. 

 
Table 9 The Competencies’ Overall Rankings 

Competency Priority Vector of Competency Category Priority Vector of Category Overall Score Ranking 

SC2 0,6394 SC 0,2967 0,1897 1 

TC2 0,2200 TC 0,4867 0,1071 2 

SC1 0,3606 SC 0,2967 0,1070 3 

TC1 0,2122 TC 0,4867 0,1033 4 

TC6 0,1790 TC 0,4867 0,0871 5 

TC3 0,1671 TC 0,4867 0,0813 6 

MC1 0,2816 MC 0,2166 0,0610 7 

TC4 0,1243 TC 0,4867 0,0605 8 
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Table 9 Continued... 

TC5 0,0973 TC 0,4867 0,0474 9 

MC3 0,1420 MC 0,2166 0,0307 10 

MC4 0,1267 MC 0,2166 0,0274 11 

MC8 0,1071 MC 0,2166 0,0232 12 

MC2 0,1030 MC 0,2166 0,0223 13 

MC5 0,0957 MC 0,2166 0,0207 14 

MC7 0,0739 MC 0,2166 0,0160 15 

MC6 0,0701 MC 0,2166 0,0152 16 

 

CONCLUSIONS 

The study results can be summarized 

as follows: 

1) The panelists reached a consensus for 

sixteen competencies representing three 

categories: managerial, technical, and 

sociocultural competencies. Managerial 

competencies consist of integrity, 

teamwork, communication, result 

orientation, public service, developing 

self and others, managing change, and 

decision-making. Technical 

competencies consist of hard collection, 

soft collection, identification and 

profiling of tax bearer, compliance risk 

management, ICT literacy, and tax 

knowledge. Sociocultural competencies 

consist of adhesive and unifying the 

nation competency and sociocultural 

adaptation competency. 

2) Results obtained from priority analysis 

using the AHP method are the priority 

rankings for managerial competencies, 

technical competencies, sociocultural 

competencies, the competency 

categories, and overall. The top priority 

of managerial competencies is integrity, 

followed by communication, result 

orientation, decision-making, teamwork, 

public service, managing change, and 

developing self and others, respectively. 

Technical competencies' top priority is 

the soft collection, followed by hard 

collection, tax knowledge, identification 

and profiling of tax bearer, compliance 

risk management, and ICT literacy, 

respectively. Sociocultural adaptation is 

the sociocultural competencies' top 

priority, followed by adhesive and 

unifying the nation. The competency 

categories' top priority is technical 

competency followed, respectively, by 

sociocultural competency and 

managerial competency. Based on the 

overall scores, the competencies' priority 

rankings from the top to the lowest, 

respectively, are sociocultural 

adaptation, soft collection, adhesive and 

unifying the nation, hard collection, tax 

knowledge, identification and profiling 

of tax bearer, integrity, compliance risk 

management, ICT literacy, 

communication, result orientation, 

decision-making, teamwork, public 

service, managing change, and 

developing self and others. 
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