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                                                        ABSTRACT
This study aimed to assess the role of digital tax filing system on system engagement and tax compliance burden in Tanzania through adapting Delone and Mclean Information System (IS) Success Model.  Digital filing of income tax return was introduced in 2020, no statistical evidence on whether the system relieve taxpayers from tax compliance burden. Data were collected using the survey strategy from 410 entities that filed returns through the digital tax filing system since 2020. Stratified random sampling techniques were applied to obtain representative samples that were tested and analysed using Partial Least Square Structural Equation Modelling. The results indicated that trust is a significant predictor of tax system engagement, meanwhile tax system engagement significantly contributes towards reduction of the tax compliance burden and the effect size is high.  The results of the moderation analysis suggested that tax education significantly strengthen the relationship between tax system engagement and tax compliance burden. Thus, trust, system engagement and the moderator tax education are key contributors to reduction of tax compliance burden for less experienced taxpayers. The study makes important theoretical contribution by introducing new variables (trust and tax education) to the model and confirming the Delone and Mclean IS model for assessing success of digital system. Empirically, the study extended the model to entities and compulsory environment, practically confirming the role of trust, system engagement and tax education to tax agencies. This study recommends future research on the same after full development of Integrated Domestic Revenue Administrative System, and theory integration. 

Keywords: Digital Tax Filing System, Tax compliance Burden, Taxpayers, Tax education, Trust. 
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1 CHAPTER ONE

INTRODUCTION

1.1
Chapter Overview

This chapter narrates the background of the tax compliance burden by acknowledging previous research in the field and the evolutions that influence the dependent concept. Further, this chapter critically presents study gaps and the research problem identified from review of past literature, narrates the objectives of the study, research questions and finally, this chapter provides significance, scope and limitations of the study. 

1.2
Background of the Study

The burden of taxation consists of three kinds of costs; excess burden of tax, administrative cost, and compliance cost (Collard & Godwin, 1999). The excess burden of tax is the cost related to the inefficiency in production. Administrative costs entail costs incurred by the revenue authorities in enforcing compliance and  the taxpayers when complying with tax laws respectively (Chittenden et al., 2005). Compliance burden arises as taxpayers that are businesses, communities, and citizens when they interact with the tax systems(Buthelezi, 2023). These costs are attributed to the complexity of the tax system(Lazos et al., 2022) that affects the effective rate of tax, efficiency, and equity in taxation 
 ADDIN EN.CITE 

(Eichfelder & Kegels, 2014; Eichfelder & Vaillancourt, 2014; Marcuss et al., 2013)
. Costly compliance activities waste economic resources (Hesami et al., 2023) by increasing the effective tax burden on taxpayers without increasing government revenue.

Prior studies indicate that developing countries in general have a higher compliance burden due to inefficient tax administration resulting from corruption conduct (Bird, 2015; Okunogbe & Pouliquen, 2022) complex digital tax filing system designs (Mahangila, 2017) frequent inspections by tax officers (Faridy et al., 2014; Okunogbe & Pouliquen, 2022), and unofficial behaviour which occurs as a result of interaction with tax officials (Okunogbe & Pouliquen, 2017) . Other factors include the complexity of the tax regime that requires the submission of detailed accounting information along with returns, frequent and substantial changes to tax legislation and regulation (Coolidge, 2012). 
A complicated tax system increases the compliance burden (Bird & Wallace, 2004; Lazos et al., 2022) and motivates the majority of small and medium enterprises (SMEs) to operate informally (Kayaga & Lahey, 2007) and devote economic resources (Hesami et al., 2023). Compliance costs are sometimes higher than actual taxes paid by the businesses (Sandford, 1995; Schoonjans et al., 2011) and are regressive to the size of the business 
 ADDIN EN.CITE 

(Ariff Ismail Loh, 1997; Coolidge et al., 2009; Evans, 2008; Lavic, 2023; Sandford, 1995)
. 

Automation of the tax administration is an important aspect of reducing tax compliance costs for businesses and individuals 
 ADDIN EN.CITE 

(Chindengwike, 2022; Lazos et al., 2022; Okunogbe & Pouliquen, 2017; WorldBank, 2016)
 through efficient tax administration (Bird, 2015), electronic and web reporting by the Organisation for Economic Cooperation and Development (OECD) in 2008 (OECD, 2008). Furthermore, automation simplifies tax procedures, limiting interactions with tax officials(Lazos et al., 2022), and reducing opportunities for rent-seeking and the time taken by taxpayers to process returns and payments 
 ADDIN EN.CITE 

(Irefe-Esema & Akinmade, 2020; Madegwa et al., 2018; Okunogbe & Pouliquen, 2017, 2022; WorldBank, 2016)
. 
Taxpayers in Tanzania have historically faced challenges in meeting their tax obligations because of the complexity of the manual tax system that in turn increased the compliance burden. In a manual tax system, a taxpayer can access tax officials one at a time unlike the electronic tax system where millions of taxpayers can access tax services at a time and privacy guaranteed. The manual tax system is  bureaucratic, burdensome, tiring, increases compliance costs, and requires substantial amount of paperwork (Awai & Oboh, 2020; Umenweke & Ifediora, 2016).

The Government of Tanzania embarked on dealing with the tax compliance burden since the inception of the Tanzania Revenue Authority (TRA) in 1996. The Government through TRA has been implementing several reforms and initiatives through TRA Corporate Plans (CP) that aimed at improving voluntary compliance and reducing compliance burden. For instance, third corporate plan (July 2013 -2017) and fourth corporate plan (July 2017/18 – 2019/20) carried themes of Convenience, Compliance and Continual Improvement. These CPs experienced among other things Operationalisation of Tanzania Customs Information System (TANCIS), Establishment of One Stop Border Post (OSBP), Introduction of Single Customs Territory (SCT) for East Africa Community (EAC), Establishment of TRA call Centre; Revenue Getway System (RGS), and Automated Tax Stamp System (URT, 2020).
 The current CP6  (July 2020 – 2020/23) Revised (2020/23 – 2025/26)carries a vision of becoming “A Trusted Revenue Administration for Socio-economic Development” and a mission statement indicates the embracement of technology to achieve taxpayers’ compliance “We Make it Easy to Pay Tax and Enhance Compliance for Sustainable Development”(URT, 2023b, 2024). The CP aim at providing tax services through; Operational Excellency, Taxpayer’s Engagement, Automation and Innovation while demonstrating  high level of integrity, accountability, professionalism and trustworthy (URT, 2023b) in all engagement with taxpayers. Among other initiatives, the plan intend to develop and implement an Integrated Domestic Revenue Administration System (IDRAS), create a strong image and perception, build taxpayer confidence and satisfaction, automate and integrate processes and strengthen institutional capacity (URT, 2024).
 Furthermore, the Government implemented recommendations of international organizations such as the World Bank (WB), International Monetary Funds (IMF), and national organisations as well as recommendations from taxpayer satisfaction surveys that aimed at simplifying the tax system and reducing the compliance burden. For example, taxpayers’ surveys indicated concerns with tax compliance burden such as; the complexity of tax compliance procedures (i.e. filing of returns and tax payment procedures), corruption, limited access to tax information, untailored tax education and staff incompetence (URT, 2013(a), 2017).  
To address the taxpayers' concerns and simplify tax administration process, the United Republic of Tanzania (URT) through TRA embarked on automation of the tax system to reduce the complexity of the tax system and make it easy for taxpayers to comply with tax laws. In the first phase of digitalising return filing for domestic taxes, the government digitalised the Value Added Tax (VAT) return filing process in 2010, this reform was introduced by "URT The Finance Act"  (2009). Ten years later (i.e. October 2020), the scope of the electronic filing (e-filing) system was widened to include income-related tax returns. Two years later, the digital filing of tax returns was announced as mandatory by the law ("URT - The Finace Act," 2022). The digitalisation of the return process form part of the implementation and development of IDRAS(URT, 2024). 

Given the introduction of the new tax digital tax filing system, where majority of taxpayers are included in using the tax system tax education as well as trust of the taxing agency is of paramount importance for equipping taxpayers with skills and knowhow for efficient engagement with the tax system as well as influencing the perception of taxpayers toward system quality introduced by the tax agency respectively. Tax education provided by the tax agency to taxpayers enhance credibility of the tax agency. Credible tax agency influence the perception of taxpayers on  information quality, system and performance(Putra et al., 2022). 
Tax education provides taxpayers comprehensive information about the tax system, which are necessary for the taxpayers to meet their tax obligations 
 ADDIN EN.CITE 

(Faizal et al., 2021; Hassan et al., 2022; Mkenda et al., 2023)
. Furthermore, tax education corrects misperceptions, changes attitudes, and enhances engagement (Mascagni & Santoro, 2018). As indicated by Mascagni et al. (2024) tax education is relevant to relieve taxpayers from; cognitive cost which relate to the understanding of the tax laws and regulation; practicality of preparation and submission of tax returns; and tax payment procedures. Furthermore, tax education is important in the tax system with a self-assessment as a key administrative approach(Hassan et al., 2022). The education will capacitate taxpayers with skills to use the digital filing system as well as determine proper amount of tax liability (Hardika et al., 2021).
On the other hand, trust is an important aspect in the era of digitalisation as well as aligns with the TRA vison and code of values(URT, 2023b, 2024).  Trust in the government agency providing electronic services revolve around taxpayers belief of the capability of the system effectiveness and confidentiality (AbuAkel & Ibrahim, 2022; Ismail et al., 2021). Taxpayers confidence that the agency invested necessary resources, possess knowledge, skills and ability to provide reliable and secure internet based services is necessary for accurate reporting (Simorangkir & Fakhrorazi, 2023). Taxpayers submit tax return online which include sensitive business information(Ismail et al., 2021). Thus, a tax agency needs to build positive image and taxpayers confidence with the agency(URT, 2024) that will enhance taxpayers trust and reporting of true and fair business transactions. 
Before the automation of the income tax return system, compliance levels were less than 30 percent for both corporate and personal income tax (URT, 2019a). For example, in 2017/18 the filing compliance pillar rated at 28.7 percent and 24.8 percent for corporate tax and personal income tax respectively (URT, 2019a) indicating high compliance cost, and decrease compliance level (Chindengwike, 2022). Digitalisation of tax return filling is internationally advocated to provide customer-centric services that provide services to taxpayers without hassle; and achieve efficiency for both tax administration and taxpayers (Awai & Oboh, 2020). Research evidence indicates digitalisation reduces the tax gap and improves compliance and tools to fight against corruption in tax administration (CIAT, 2020).

1.3
Evolution of Tax Returns Filing Digitalisation in Tanzania

A person is recognised as a taxpayer by registering and acquiring a Tax Identification Number (TIN). TIN is of two categories; Individual TIN and Entity TIN. Individual TIN includes business TIN and non-Business TIN. Entity TIN comprises registration for limited companies, government agents, clubs and associations, trust and partnerships, cooperative societies or associations, and NGOs (TRA, 2021). 

The budget speech for the financial year 2023/24 indicates that in the financial year 2021/22, the TRA database contained registered taxpayers amounted to four million, four hundred fifty-five, and twenty-eight (4,455,028).  Out of which one million six hundred forty-one thousand, one hundred seventy-three (1,641,173) were business taxpayers which include individuals and entities. The rest are non-business taxpayers(URT, 2023a). Individual taxpayers who have attained threshold for preparation of financial statements and entities are required to keep proper records of their transactions and file returns online, while presumptive taxpayers’ tax assessment based on turnover.

Digitalisation of domestic revenue tax return filing is notable currently in two phases. The first phase involved digitalisation of filing of the VAT return in 2010. The phase involved small number of taxpayers who are VAT registered. The tax person allowed to file VAT return on line was allocated an electronic filing identification number (eFIN) (URT, 2016a). This phase was limited to selected taxpayers not countrywide implemented. The second phase of digital tax return filing introduced in the year 2020. This phase was inclusive of all taxpayers and widened the scope of returns. All income tax returns as well as VAT returns are digitalised. Mainly, the filing includes returns for the Statement of Estimated Tax Payable (SETP) by instalments, statement of revised tax payable by instalments, final Return of Income (ROI), statements and payment of tax withheld (half-yearly returns) and skill and development levy monthly return (RSM, 2020).
Taxpayer registers on the TRA portal https://efiling.tra.go.tz  using Taxpayers Identification Number (TIN) or director TIN in the case of the entity. In order to file the required returns, taxpayer first appoint a declarant (principal of the company) to file the returns and the audit firm responsible to certify the returns (i.e. the return of income). The system comprises various tax return templates accessible through navigation panel in the tax return digital filing system. The existing digital tax filing system is not well inclusive especially in the case of taxpayers who are taxed based on the estimations of turnover (Presumptive Taxpayers Category). Further, accessibility of the internet in the less advantaged areas of the country pose challenges to taxpayers to access the system especially during due dates(RSM, 2020).

Currently, the Tanzania Revenue Authority continues with the enhancement and development of the domestic tax administration system. The enhancement of the domestic revenue system which are nearly to be rolled up include the Integrated Domestic Revenue Administration Systems (IDRAS) (URT, 2024). The system is expected to facilitate, among other things, taxpayers filing of return and amendment of tax returns, receive tax assessments, file objection and other administrative function in one system(Maliti, 2019). The system is expected to further reduce taxpayers compliance cost and attain the goal of being among the countries with ease of paying taxes status(Mbombo, 2019).
1.3.1

Study Gaps
The majority of studies in the context of digitalisation of the tax system used theories for information systems such as the Technology Acceptance Model (TAM), Theory of Planned Behaviour (TPB), Innovation Diffusion Theory (IDT), and Unified Theory of Acceptance and Use of Technology (UTAUT). These theories focussed on assessing taxpayer’s behavioural intention to adopt the system in the voluntary environment rather than the benefits of the system accrued to the taxpayer. This study bridges the gap by applying the Information System (IS) Success Model to the taxpayer compliance burden in a compulsory environment.

The IS Success Model is extensively applied in analysing information system benefits in other areas such as hospital information system 
 ADDIN EN.CITE 

(Cho et al., 2015; Ojo, 2017; Petter & Fruhling, 2011)
, e-commerce (Angelina et al., 2019), mobile phone application (Aditya et al., 2020; Zhou, 2013) as well as internet banking (Rahi & Ghani, 2019), digital library (Afthanorhan et al., 2020; Alzahrani et al., 2019), and e-filing 
 ADDIN EN.CITE 

(Akram, Malik, Shareef, & Goraya, 2019; Floropoulos et al., 2010; Islam et al., 2012; Veeramootoo et al., 2018)
. In tax compliance burden, the influence of this theory is unknown.

Researchers have not treated the tax compliance burden in much detail, and there exists limited use of theories and multivariate tools for data analysis (Ernest & Danie, 2021). The impact of technology adoption on tax compliance burdens is understudied (Okunogbe & Pouliquen, 2017, 2022). This study employed the IS Success Model to assess the role of technology in the reduction of tax compliance burden. Further, this study draws the attention to the role of tax education in enhancing the relationship between taxpayers' engagement with the system and tax compliance burden, and prediction power of the trust on enhancing perception of taxpayers toward the tax agency. Tax education enhances taxpayers' level of tax knowledge, and skills improves taxpayers engagement, and influences efficiency in the tax administration (Olowookere & Fasina, 2013), meanwhile, taxpayers’ trust is necessary for accurate reporting of tax information and confidence on the tax agency (Simorangkir & Fakhrorazi, 2023). 
1.4
Statement of the Problem
Before mid-2020, Tanzania had a manual income tax return filing system. This system suffered from low compliance levels resulting from higher compliance burden (Chindengwike, 2022; URT, 2019a). Large taxpayers' compliance burden was driven by challenges to accessing complete, accurate, and understanding tax information (URT, 2017), while small and medium taxpayers' compliance burden were driven by administrative systems such as manual filing of tax returns and tax payment procedures (URT, 2013(a)). To address taxpayers' concerns, the Government introduced a tax e-filing system with the intention to reduce the complexity of the tax system and make it easy for taxpayers to comply with tax laws.

Research indicates that failure to provide customer-centric e-government that meets customer expectations (Mokone et al., 2018) and the diverse needs of stakeholders (Anthopoulos, 2016) leads to an increased compliance burden (Alm et al., 2010; Eichfelder & Kegels, 2014) and failure to most government projects. However, it is not known whether the e-filing system has significantly reduced taxpayers’ compliance burden, and in responding to the call from Chindengwike (2022)that indicated the need of simplification to reduce tax compliance burden. Thus, this study aims at filling the gap by studying the role of the digital tax filing system on tax system engagement and taxpayers’ compliance burden in Tanzania. 

The study employed IS Success Model to assess the influence of trust, system quality factors, and tax system engagement on taxpayers’ compliance burden. Thereafter, this study moderated the relationship between tax system engagement and tax compliance burden using the tax education variable.

1.5
Research Objectives

1.5.1
Main Objective

 The main objective of this study was to assess the role of digital tax filing system on tax system engagement and   tax compliance burden in Tanzania.

1.5.2
Specific Objectives

The study aims to achieve the following specific objectives, which are to:  

i. Analyse the influence of trust on the tax system quality factors and tax system engagement; 

ii. Analyse the effect of tax system quality factors (tax information quality, tax service quality and tax system quality) on digital tax filing system engagement;
iii. Examine the influence of tax system engagement on tax compliance burden;
iv. Examine the moderating role of tax education in enhancing the relationship between tax system engagement and tax compliance burden.

1.5.3
Research Questions

To fill the gaps previously discussed, this study addressed the following research questions in the context of Tanzania. 

i. What is the role of taxpayers’ trust on the quality of the digital tax filing system, system engagement and compliance burden? 

ii. What are the factors that determine taxpayers’ engagement with tax administration digital tax filing systems? 

iii. What are the roles of the digital tax filing system engagement on taxpayers’ compliance burden?

iv. What is the moderating role of the tax education in enhancing the relationship between tax system engagement and taxpayers’ compliance burden?

1.6
Significance of the Study

This study contributes to the existing literature in several ways. Firstly, it enhances the understanding of the relationship between digital tax filing system, trust and tax compliance burden in Tanzania. By leveraging DeLone and McLean’s IS-Success model (DeLone & McLean, 2003),  this study empirically demonstrates that digital tax filing system and trust holds the potential to reduce the taxpayers’ compliance burden, particularly in the long term. The findings of this research corroborate the assertion made by Yilmaz and Coolidge (2013) that taxpayers require ample time to acclimate to the system through a process of experiential learning in order to fully reap its benefits in terms of reducing the tax compliance burden.  The results of this study indicate that the tax system engagement and trust are linked with a reduction in the tax compliance burden to users who engaged with the system in mandatory setting. Furthermore,  this study’s findings advances the understanding on relationship between the tax system engagement  and tax compliance burden which was overlooked by previous studies on e-government (Ramdhony et al., 2023), e-filing (Veeramootoo et al., 2018) and information system (Alzahrani et al., 2019). 

Secondly, the findings of this study reveal the significance influence of all system quality factors on tax system engagement. The results are justified by the nature of the respondents who were using the digital tax filing system for users from 2020. Thus, all factors become relevant to equip them with knowledge, and technical expertise. Findings of this study coincide with the findings of Dalle et al. (2020) and Tahu and Yuesti (2021) who conducted their study in academic information system where new users of the particular academic information can be found to enrol candidates annually. Masunga et al. (2020)  concluded that all system quality factors influence behavioural intention to use digital tax filing system. Similarly, the trust construct emanated as a significant factor that influences the   tax system.

Thirdly, previous studies concentrated their attention on the relationships between system quality factors and intention to use the system among individual taxpayers and citizens 
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(Chen et al., 2015; Ramdhony et al., 2023; Veeramootoo et al., 2018)
. This contributes to the literature by shifting the attention toward entities because this group overlooked in e-government literature. Thus, this study puts into light the trust and factors relevant to tax system engagement and reduction of taxpayers’ compliance burden to the entities that started using the system in the year 2020. 

Fourthly, the findings of this study contribute to the theory by adding a moderator between tax system engagement and taxpayers’ compliance burden and a predictor trust precedent to tax system engagement. Tax education significantly enhances the role of tax system engagement in the reduction of taxpayers’ compliance burden for entities that used the system since 2020. Further, this study contributes to the understanding of the importance of tax education to new uses of the tax system. Given that the majority of businesses are expected to grow and graduate, the presumptive scheme and taxpayers who are obliged to prepare the books of accounts and file returns online will benefit with findings. These new entrants need intensive education to equip them with effective ways to engage with the e-filing tax system and experience the benefit of the system in terms of reduction in tax compliance burden.
1.6.1
Scope of the Study

 This study focused on large and medium taxpayers’ entities as categorised by the TRA database that used the digital tax filing system from October 2020 when the digital filing of the income tax return started.  The study does not include small taxpayers because these taxed under a presumptive scheme and their interaction with the e-filing tax system is almost negligible. Further, the study also excluded individuals as well as partnerships and government organisations.

1.7
Organisation of the Thesis

The thesis is organised into six chapters, Chapter One provides review of the tax compliance burden, provides background of the strategies of dealing with tax compliance burden in Tanzania, presents statement of the research problem and study gaps, objectives of the study, research questions, significance of the study and scope of the study.
Chapter Two provides thorough review of literature, provides definition of conceptual terms, empirical review of the independent constructs, theoretical review and development of the conceptual framework as well as the hypothesis tested in this study.
Chapter Three explains the methodology employed to guide the research process. The chapter contains philosophical belief adopted, justification of the study area, study design, sampling design, data collection method and data analysis techniques.
Chapter Four presents results of the data analysis performed by applying methodological steps stipulated in chapter three, Chapter Five provides a discussion of the study findings and Chapter Six presents contributions of the study, conclusion and recommendations derived from the study findings.
2 CHAPTER TWO

LITERATURE REVIEW

2.1
Chapter Overview

This chapter explains in detail the definition of the conceptual terms, theories adopted, and the conceptual framework. Furthermore, this chapter critically reviews dependent constructs and developed hypotheses that were tested empirically. The chapter formed the base for the identification of study gaps, development of the statement of the research problem, objective of the study and scientific methods to attain the study objectives. 

2.2

Conceptual Definitions

2.2.1
Digital Tax Filing System 

The Tax Administration Act (general) Regulation defines e-filing as electronic filing of the documents using the system(URT, 2016b). The system allows corporations and individuals to file tax returns through the internet. The system brings about efficiency, convenience, and transparency in the tax system, because it reduces the time taken by the business to process returns, process payments, avoids duplications and errors, provides peace of mind, increases confidentiality, and improves data processing. Furthermore, the automation simplifies tax procedures (Irefe-Esema & Akinmade, 2020), limiting interactions with tax officials, reducing opportunities for rent-seeking, (WorldBank, 2016). In this study, e-filing tax system refers to the important aspects of the system for simplifying the taxpayers’ compliance process such as system quality, service quality, information quality, system engagement.

2.2.2
Tax Compliance Burden 

The tax compliance burden in this study refers to the extra cost over and above the tax liability incurred by the taxpayer in the process of complying with the tax laws and regulations of the country. These referred to as hidden costs to the taxpayer. These costs derived from the tax system that is the complexity of the tax laws, changes of the tax laws, and design of the tax system. Previous studies indicated that SMEs have less ability to calculate the cost of processing tax returns and payment (Fauziati & Kassim, 2018). Taxpayers are reluctant to indicate compliance cost on questionnaires, rather freely respond to perception questions (Allers, 1994). This study measured the tax compliance burden using the taxpayer's perception of the time spent to honour their tax obligations.

2.2.3
Taxpayer

A taxpayer defined by the tax administration as a person who is liable to pay tax(URT, 2019c). While the income tax act defined a person as individual or entity(URT, 2019b). In this study, a taxpayer referred to as a private business entity that is large or medium as categorised and registered by the TRA database.

2.2.4
Trust

Trust is a belief or confidence that an institution acts consistently to the expectations of the receiver of the service or product(AbuAkel & Ibrahim, 2022; Ismail et al., 2021). Thus, trust is a subjective phenomenon that is influenced by experience and facts (OECD, 2022). This study refers to trust as a confidence and belief that taxpayers have in TRA or Government through the digital tax filing system in terms of being fair and right in all actions required to reduce the tax compliance burden. Thus, this study measures trust in the digital tax filing system in terms of fairness, integrity, reliability, and responsiveness.

2.2.5
Tax Education

Tax  education  defined as  efforts  undertaken  by  the  tax  agencies  to  increase  tax knowledge among  its  citizens (Hassan et al., 2022). The mechanism applied by the  tax  authorities  to  enhance taxpayers’ compliance and understanding  of  taxation  laws, procedures and application of the same  (Machogu & Amayi, 2016) as well as corrects misperceptions, changes attitudes, and enhances engagement (Mascagni & Santoro, 2018).. Tax knowledge is important because the tax system based on self- assessment that requires taxpayers to apply tax knowledge in preparation of tax returns and use the tax system to file tax returns. 
2.1 Theoretical Literature Review

2.2.1
Information System (IS) Success Model

IS Success Model originated from the communication theory proposed by Shannon (1948). This theory identified three levels of communication; the technical level, the semantic level, and the effectiveness level. (Mason, 1978) relabelled the effectiveness level as an influence. Thereafter, DeLone and McLean (1992) extrapolated the Shanon and Weaver as well as Mason communication levels in the context of technology. The technical level was related to system quality, the semantic level to Information Quality, and the effectiveness or influence level to cover use, user satisfaction, individual impact, and organisational impact as shown in Figure 2.1. IS Success model has been extensively applied in analysing information system benefits in other areas such as hospital information systems 
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(Cho et al., 2015; Ojo, 2017; Petter & Fruhling, 2011)
. Where Cho et al. (2015) and Ojo (2017) applied the model without modification, the net benefit was measured in terms of reduction of personnel cost, medication errors, improvement in patient care delivery, easy access to patient information decision making. However, Petter and Fruhling (2011) added two variables to the model, intention to use as well as measured individual, thereafter, organisation benefits. Similarly, the study of e-commerce by Angelina et al. (2019), applied the model without modification, the outcome variable net benefits was  measured in terms of time-saving, productivity, and effectiveness. 
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Figure 2.1  Extrapolation of the Communication theory into IS Success Model

Source: (DeLone & McLean, 1992).

The IS Success Model which was developed by Deloan and McLean is made up of six interrelated dimensions of IS quality (i.e., system quality, information quality, service quality, user satisfaction, system use, and net benefits) which form a comprehensive framework to measure the performance of any information system after the adoption stage. This model allows individuals or organisations to evaluate the net benefits gained from the use of the information system. The original model had six constructs namely system quality, information quality, system use, satisfaction, individual impact, and organisation impact. Ten years later (i.e. 2003) a reviewed model was released which suggested the addition of the service quality variable and converging individual impact and organisational impact to net benefit (DeLone & McLean, 2003). 

IS Success model has been extensively applied in analysing information system benefits in other areas such as hospital information systems 
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(Cho et al., 2015; Ojo, 2017; Petter & Fruhling, 2011)
. Where Cho et al. (2015) and Ojo (2017) applied the model without modification, the net benefit was measured in terms of reduction of personnel cost, medication errors, improvement in patient care delivery, easy access to patient information decision making. However, Petter and Fruhling (2011) added two variables to the model, intention to use as well as measured individual, thereafter, organisation benefits. Similarly, the study of e-commerce by Angelina et al. (2019), applied the model without modification, the outcome variable net benefits was  measured in terms of time-saving, productivity, and effectiveness. 

Figure 2.2: Reviewed IS Success Model
Source: (DeLone & McLean, 2003)
A further study conducted in mobile phone applications applied the model by adding a trust construct in mediation replacing use and instead of net benefits as the outcome variable, the study measured intention to continue to use (Zhou, 2013), while Aditya et al. (2020) adopted the model. Other areas where this model was applied is in internet banking (Rahi & Ghani, 2019), digital library (Afthanorhan et al., 2020; Alzahrani et al., 2019), and students' information system (Çelik & Ayaz, 2022), e-government assessing user attributes and IS success(Mkwizu & Sichone, 2019). 

In the digital filing of tax returns, the studies that applied the IS Success model measured continuous usage intention as an outcome variable 
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(Akram, Malik, Shareef, & Awais Shakir Goraya, 2019; Veeramootoo et al., 2018)
. Akram, Malik, Shareef and Awais Shakir Goraya (2019) replaced the mediators constructs of the model with the Expectation Confirmation Model of IS continuance (ECM-IS), while Veeramootoo et al. (2018) added confirmation, habit, and perceived risk to the model. Floropoulos et al. (2010) and Islam et al. (2012) applied the model by assessing user satisfaction as the final outcome variable. While Masunga et al. (2020) applied the model to assess tax compliance of large taxpayers. Thus, the influence of this model on taxpayers’ compliance burden is unknown. Therefore, this study applied the IS Success model to assess the benefits (if any) accrued to taxpayers in terms of reduction of tax compliance burden after engaging the system in honouring tax obligations.

However, other studies indicates the role that trust plays in building confidence in the tax system (Alomari et al., 2012b; Vincent, 2021). In this case, perceived business information security, the privacy of the entity, and benefits of the system to stakeholders are a key consideration. Trust includes belief in the ability of the service provider's knowledge and skills; Integrity of the service provider to keep their promises and benevolence that the interests of users considered 
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(Kim et al., 2008; McKnight et al., 2002; Zhou, 2013)
. Further, taxpayers expect that tax authority are  responsive, dependable, and show understanding to taxpayers when interacting with the system (Abdulkareem & Mohd Ramli, 2022) is a component of trust. Thus, trust is considered a significant factor that facilitates the behaviour of users (Beldad et al., 2010; Luo et al., 2010). In this regard, this study adapted the model by adding trust as a determinant of system quality factors to the model.

Given that the majority of the taxpayers’ population started to file their return using the digital tax filing system in 2020, this research takes into consideration the role of tax education in enhancing taxpayers' engagement with the digital tax system. Tax education raises taxpayers’ ability and readiness to comply, and improves taxpayers' perception of fairness of the digital tax filing system (Kwok & Yip, 2018). Thus, tax education should be on diverse aspects of tax systems and understanding of tax laws (Mascagni & Santoro, 2018). Taxpayers understanding of the tax regulations and application of digital tax filing systems increases the ability of taxpayers to carry out tax obligations (Ariwangsa et al., 2022; Daniel & Esther, 2019). Thus, tax education is included in the model as a moderator construct to enhance taxpayers' engagement with the system that further leads to the reduction of the tax compliance burden. 

2.3
Hypotheses Development

2.3.1
Trust and IS Digital Tax Filing System

The perceived business information security, privacy of the entity, benefits of the system on the part of the Government and the extent to which taxpayers trust the e-filing system influence taxpayers’ engagement with the system. Several studies indicate trust in the government is a key component for taxpayers' compliance to engage with the system (Alomari et al., 2012b; Vincent, 2021). Trusting the e-filing system  means taxpayers believe that the tax authority are  responsive, and dependable and show understanding to taxpayers when interacting with the system (Abdulkareem & Mohd Ramli, 2022).  

In the study of predictors of e-government adoption, Alomari et al. (2012a) found a significant influence of citizen trust in the government on the usage of the e-government. Trust in the organisation was found to significantly influence work engagement (Ugwu et al., 2014) as well as perceived usefulness of e-filing on adoption(Munisi et al., 2024). Further, trust in e-government creates public value in the e-filing (Abdulkareem & Mohd Ramli, 2022), confidence of taxpayers (Putra et al., 2022), stronger direct taxpayers royalty on the e-government (Alkraiji & Ameen, 2022). Trust makes users persist in engaging with the system despite the shortcomings (Angelina et al., 2019) while Horsburgh et al. (2011) found significant influence of trust in government on information and services provided in the system. 
In contrast, Angelina et al. (2019) in the study of E-commerce success found that lack of trust leads to the insignificant influence of some system quality factors such as system quality and information quality. In this regard, an increase in the taxpayers’ trust in the strength of the tax system security and privacy strongly and significantly enhances taxpayers’ belief in the system quality factors and enhance engagement with the tax system. Thus, the study created fourth hypotheses where by three focus of tax system quality factors namely tax information quality, Tax service quality and tax system quality. The fourth serves for tax system engagement.
H1: Trust positively influences tax information quality

H2: Trust positively influences tax service quality

H3: Trust positively influences tax system quality

H4: Trust positively influences tax system engagement

2.3.2
Tax Information Quality and Tax System Engagement

Information quality captures the characteristics of the system content, usually reflecting the users’ evaluation of the system performance in terms of its accuracy, relevance, reliability clarity, usefulness, understandable, and completeness of the information accessed from an online service (DeLone & McLean, 2003; Millenia et al., 2022). A high level of quality information improves users’ experience with the system, but low information quality causes inconveniences to users, sometimes leading to higher information processing costs (Veeramootoo et al., 2018). The relevance of the information quality depends on whether engagement is voluntary or mandatory. 
In voluntary usage, information quality was found to significantly influence system usage for frequent users of the system such as Gen Z individual taxpayers (Kaban et al., 2023), digital library systems (Alzahrani et al., 2019), e-government (Teo et al., 2008), university information systems (Dalle et al., 2020). Further, logistic system in a medical center (Wei 2018), the education system (Tahu & Yuesti, 2021) as well as tax compliance intention (Saptono et al., 2023) and e-invoicing (Wagiman et al., 2023). 

However, for a non-frequent user of the system, the information quality was insignificantly influencing system use such as medical emergency systems (Petter & Fruhling, 2011) and e-filing systems (Milamo & Magobe, 2024; Veeramootoo et al., 2018). In that view, Veeramootoo et al. (2018) argued that taxpayers are transactional needs, not information seekers. Information needs and transaction needs differ in frequency of usage and mandatory level (Teo et al., 2008). 

Similarly, in mandatory system use, the studies by Lee and Lee (2021) and Angelina (2019) found an insignificance influence of information quality on system use. Arguing that in an open-source enterprise information system, once the system is implemented, is required across the organisation, and in e-commerce success; the results were influenced by lack of trust and mandatory nature respectively. The tax information for filing returns is standardised and does not vary frequently. The study argues that once taxpayer understands the content, they can use the system without visiting the manuals, hence, this cannot determine usage. However, the digital tax filing system is new, hence, information quality is relevant to building taxpayers’ competence in using the system. Thus, this study constructs the hypothesis below to achieve the requirements of the first objective; 

H5: Tax information quality has positive significant influences on taxpayers’ engagement with the digital tax filing system.

2.3.3
Tax Service Quality and Tax System Engagement

Service quality refers to the quality of overall support rendered by the tax authority—developers of an e-filing system—to the users of the system (Hambali, 2020). It encompasses competence, follow-up service, empathy, reliability, and responsiveness (Alzahrani, Mahmud, Ramayah, Alfarraj, & Alalwan, 2019). The system which meets these service quality criteria is said to satisfy the user’s needs and can exert a greater influence on their usage of the e-filing tax system (Ramdhony et al., 2023).

The primary goal of taxpayers using e-filing is to simplify the process of filing tax returns and paying taxes, and it is expected that tax officials prompt in supporting taxpayers and resolving their issues. Prawati (2022) notes that a higher level of service quality promotes effective users’ digital tax filing system usage, but a bad support system creates havoc among taxpayers while driving an increased tax compliance burden. The construct measures the quality of support services rendered by the information system provider (Angelina et al., 2019; Ojo, 2017). The measurement criterion included reliability, assurance, empathy, security, protection of privacy, individual attention, and responsiveness (Akram, Malik, Shareef, & Goraya, 2019; DeLone & McLean, 2003). 

Recent studies conducted on university information systems (Dalle et al., 2020), the education system (Tahu & Yuesti, 2021), the health sector Cho et al. (2015), the logistic system in a medical centre (Wei et al., 2017), hospital emergency services (Petter & Fruhling, 2011). In tax related environment e-filing by Veeramootoo et al. (2018),  e-invoicing by Wagiman et al. (2023), Gen Z by Kaban et al. (2023) have shown insignificant influence on system engagement. This may be a result of limited support to users who access the software for free (Garomssa et al., 2021), occasional usage, and the voluntary nature of the system (Teo et al., 2008). Contrary to the above findings Lee and Lee (2021) in the open-source enterprise information system and Angelina (2019) in the e-commerce success study indicated insignificant influence in a mandatory environment. The findings owe to better Information Technology (IT) support and customer care services which are available 24/7.

This study aligns with the opinion of DeLone and McLean (2003) that service quality varies depending on the context of the study.  Lee and Lee (2021) and Oji (2017) indicated that the  mandatory usage service quality is a key element while in voluntary usage, service is used as a selection criterion, where Saptono et al. (2023) found the service quality influence intention to comply. Given that engagement in the digital tax filing system is mandatory and the system is new in Tanzania, it is reasonable to conceptualise the importance of support from the tax administrators to ensure efficiency and effective usage of the system. The constructed hypothesis is intended to achieve the requirements of objective number one. 

H6: Tax service quality has a positive significant influence on tax system engagement.

2.3.4
Tax System Quality and Tax System Engagement

 System quality refers to user’s perception of the technical performance of an IS and can be effectively assessed in terms of usability, user-friendliness, and easy to use (Saptono et al., 2023; Wang & Liao, 2008). It indicates the extent to which the system is reliable and easily used with minimal encounter of problems (Albay, 2020). The system quality measures the desirable characteristics of the information system. Previous studies have measured this construct using ease of use, system features, response time, flexibility, accessibility, reliability, data quality, portability, integration, and functionality. The construct demonstrated a significant influence on the system engagement in the voluntary usage environment. This view is supported by 
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(Alzahrani et al., 2019; Cho et al., 2015; Dalle et al., 2020; Kaban et al., 2023; Milamo & Magobe, 2024; Ojo, 2017; Petter & Fruhling, 2011; Veeramootoo et al., 2018; Wagiman et al., 2023; Wei et al., 2017)
. 

However, in the mandatory use of a system such as open source enterprise information system development in the USA (Lee & Lee, 2012) and e-commerce success (Angelina et al., 2019) system quality was insignificantly influencing system use. Angelina et al. (2019) explained that insignificance is due to a lack of trust and mandatory usage. In the case of the e-filing system, the construct found to be significant; the result explained by taxpayers’ interest in submitting their returns effectively and timely(Jumanne & Mrindoko, 2022), increase in compliance (Munisi et al., 2024). 
Taxpayers in Tanzania appreciate convenience, easiness, ease to use in filing tax returns (Jumanne & Mrindoko, 2022). The task depends on the quality of the system (Veeramootoo et al., 2018) and the compulsory nature of the system (Teo et al., 2008). Meanwhile, some studies observed inconsistent results in e-filing that tax system quality insignificantly influence compliance(Masunga et al., 2020). Hence, a low level of system quality discourages end users' engagement with the system (Al-Mamary, 2019). To achieve the requirements of objective number one, this study hypothesises the significant influence of the system quality on taxpayer engagement with the system.

H7: Tax System quality has a positive significant influence on tax engagement.

2.3.5
Tax System Engagement and Tax Compliance Burden

It is a requirement that all taxpayers comply with tax regulations, but when the amounts of resources utilised for compliance activities are excessively high, then compliance becomes a burden to taxpayers and a constraint on business performance (Abdul Mansor & Mohd Hanefah, 2008; Matarirano et al., 2019). Notably, the frequency of tax returns and interactions with tax officials, the complexity of the tax system in terms of preparing and filing tax returns, and paying tax regarded as drivers of increased tax compliance burden (Castro & Lopes, 2023). Engagement is a psychological state where people show their willingness to invest their energy in a task (Kahn, 1990; Maslach et al., 2001). Thus, taxpayers perception of the benefit and performance of the tax system increases their willingness to use the tax system (Kimea et al., 2019; Sichone, 2017)
The decision depends on the value (Wolters, 2003) and meaningfulness (Kahn, 1990) of the task. Engagement is achieved when there is active involvement in the activities (Kaplan, 1990). It prompted by taxpayers’ psychological, cognitive, and emotional feelings. Engagement plays a mediating role between motivational factors and task effort (Liang et al., 2018). Previous studies found customer engagement positively influences customer value creation (An & Han, 2020). Similarly, Wu et al (2021) found engagement had a significant influence on student performance.

In this context system engagement measured through system use. Several studies found an insignificant influence of system use on net benefits or organisation impact 
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(Aditya et al., 2020; Al-Mamary, 2019; Angelina et al., 2019; Cho et al., 2015; Garomssa et al., 2021; Lee & Lee, 2012)
. The result may be explained by the mandatory nature (Lee & Lee, 2012; Petter & Fruhling, 2011), non-frequent usage, and not perceiving the benefit of the system (Angelina et al., 2019) and new system (Cho, et al., 2015). However, studies conducted in the education sector such as digital library systems (Alzahrani et al., 2019), university information systems (Dalle et al., 2020) as well as a logistic system in medical centres (Wei et al., 2017), e-invoicing in VAT (Wagiman et al., 2023) found a significant influence of system engagement on organisation impact or net benefit. Furthermore, a study on impact evaluation of the e-filing indicated that e-filing reduces the cost in terms of time in preparation of monthly returns and payment (Okunogbe & Pouliquen, 2017, 2022)  Safety, reliability, and accuracy perception contribute to users reliance on the system to achieve their desired results (Dalle et al., 2020). 
Similarly the study by Millenia et al. (2022) on e-filing tax reporting indicated net benefit to taxpayers in terms of security guarantee, ease of use, accuracy of information. While, Jumanne and Mrindoko (2022) and (Maro, 2023) on e-filing and tax collection in Tanzania concluded that tax collection increase because of reduction increase in compliance which resulted from reduction of compliance cost. In this regard, this study hypothesises the significant influence of system engagement on the reduction of the tax compliance burden.

H8: Tax system engagement has a positive significant effect on reducing the tax compliance burden.

2.3.6
Tax Education and Tax System Engagement

Tax education meant to affect taxpayers’ attitudes and perceptions, going beyond increasing tax compliance. In that case, tax education should not be purely on technical content (Mascagni & Santoro, 2018; Olowookere & Fasina, 2013) but should also focus on the ability to comply, perception of the tax system fairness, and moral reasoning (Kwok & Yip, 2018; Munisi et al., 2024). Studies revealed that emphasis on reciprocity, transparency, accountability, and the social economic impact of tax evasion creates a positive spill-over. The spill-over effect can be observed in terms of state-building and trust in institutions and ultimately the sustainable basis for tax revenue mobilisation (Mascagni & Santoro, 2018; Olowookere & Fasina, 2013).

Previous studies assert the contribution of tax education in shaping a taxpayer’s compliance behaviour 
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(Mkenda et al., 2023; Paco & Quezon, 2022; Ross & McGee, 2012)
. Tax education enables taxpayers to understand the government fiscal policy and appreciate the tax authority’s role and functions, hence, raising taxpayers’ perception of fairness of the tax system, leading to tax compliance (Richardson, 2006). Moreover, through learning, taxpayers develop ‘tax ethics’ (Hashimzade et al., 2013) Collectively, tax education boosts tax compliance by raising taxpayers’ ability/readiness to comply, perception of tax system fairness, and morality (Kwok & Yip, 2018).
Literature suggests  that tax education cultivates awareness and instils the mindset of taxpayer regarding their tax obligation (Anto et al., 2021; Ariwangsa et al., 2022). Awareness increases the willingness of taxpayer to carry out their obligations. Therefore, tax education focused on the equipping taxpayer with the skills for using the e-filing tax system is expected to enhance efficient and effective utilisation of the e-filing tax system (Ariwangsa et al., 2022), leading to reduction of  tax compliance burden. Several studies indicated that tax awareness enhances taxpayers’ compliance in meeting their tax obligations 
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(Anto et al., 2021; Ariwangsa et al., 2022; Dewi et al., 2022; Nurkhin et al., 2018; Yunus, 2022)
.  Ariwangsa et al. (2022) found that taxpayers' understanding of tax regulation and implementation of tax e-system increases compliance of taxpayers in carrying out their tax obligations. The level of awareness about the e-filing system significantly contributes toward compliance among SME entities (Daniel & Esther, 2019) while inconsistency in understanding the benefits of digital tax filing observed among taxpayers were recommended to be rectified by tax awareness (Munisi et al., 2024). 
Given the role that tax education plays in imparting taxpayers' knowledge, skills and attitude toward using the tax systems, this study hypothesises that;

H9: Tax education moderate the role of tax system engagement by enhancing its contribution to the reduction of taxpayer compliance burden.

H10: Tax education positively influence the reduction of tax compliance burden.

2.4
Conceptual Framework

The conceptual framework presented in Figure 2.3 was derived from the IS Success Model. The study adopted a Formative Model over Reflective Model. Reflective Model the flow of causality originates from construct to indicators, while formative model measurement items determine the latent construct as indicated in figure 2.2. The theoretical consideration as well as nature of the construct, direction of causality and indicator characteristics (Hanafiah, 2020) considered in describing the model as a formative model. The model consists of seven constructs, of which four constructs namely information quality, system quality, service quality and system use/engagement are adopted from the IS Success Model. In this conceptual model, the construct “Trust” hypothesized to have a positive effect on digital tax filing system quality factors, which in turn determine the extent of taxpayers’ engagement with the system. As discussed earlier, tax system engagement construct positively related to the reduction of tax compliance burden. Furthermore, tax education considered as a moderating factor of the relationship between taxpayers' system engagement and tax compliance burden.

The IS Success model in this study is applied with slight modification to respond to the call from the philosophical founders of the model who encouraged further development of the model framework by integrating with other variable or introducing new important variable(DeLone & McLean, 1992, 2003). Further, evidence indicates that out of 98 papers applied IS Success model only 9 percent used the model without modification, the rest (91 percent) created extended/hybrid model (Sabeh et al., 2021). Thus, introduction of Trust and Tax education variables as well as removal of user satisfaction construct is empirically justified.
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Figure 2.3: Reflective and Formative Model

Source: Literature Review





Figure 2.4:  Conceptual Model

Notes: TST – Trust; INQ – Tax Information quality; SEQ – Tax Service Quality; SYQ – Tax System Quality; SE – Tax System Engagement; TCB – Tax Compliance Burden; TAE – Tax Education

Source: Literature Review

2.5
Research Gap Identification

IS Success Model extensively applied in analysing information system benefits in other areas such as hospital 
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(Cho et al., 2015; Ojo, 2017; Petter & Fruhling, 2011)
, e-commerce (Angelina et al., 2019), mobile phone application (Aditya et al., 2020; Zhou, 2013), internet banking (Rahi & Ghani, 2019)digital library (Afthanorhan et al., 2020; Alzahrani et al., 2019), and e-filing 
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(Akram, Malik, Shareef, & Goraya, 2019; Floropoulos et al., 2010; Islam et al., 2012; Veeramootoo et al., 2018)
. In the aspect of tax compliance burden, the influence of this model is unknown. Thus, this study applied the model to assess the benefits (if any) accrued to taxpayers in terms of reduction of tax compliance burden derived from engaging the system in honouring tax obligations.

Trust considered an important aspect of influencing engagement. Studies indicate that trust not only in the system but also in the government institution offering the system increases tax system engagement (Beldad et al., 2012; Tjen et al., 2019). A good number of studies incorporated trust construct in the assessment of the adoption or continuous usage of e-filing (Akel & Ibrahim, 2020; Santhanamery & Ramayah, 2018) and compliance (Ismail et al., 2021). However, its contribution to the reduction of tax compliance burden is uncertain. Given that, previous research ascertains the role trust plays in building confidence in the tax system (Alomari et al., 2012b; Vincent, 2021).  This study introduced the trust construct to the IS Success model to assess its contribution to the reduction of tax compliance burden. 

Existing literature has not used moderators to analyse the influence of the system engagement/use to the net benefit of the organization 
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(Dalle et al., 2020; Tahu & Yuesti, 2021)
. Given that, tax filing system introduced to the majority of taxpayers mandatory. This study considered tax education as an important moderator to enhance taxpayers' engagement with the digital tax filing system hence, increasing reduction of tax compliance burden. 

Finally, the majority of studies, on tax compliance burden focus on developed countries 
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(Ariganello et al., 2013; Evans et al., 1997; Guyton & Hodge II, 2014; Hodge, 2013; Marcuss et al., 2013; Pope & Fayle, 1990; Slemrod & Sorum, 1984)
. Very few studies exist in developing countries specifically the African continent (Ali, 2018; Coolidge, 2012; Dabla-Norris et al., 2017) due to small databases (Coolidge, 2012). Therefore, this study will add to the body of knowledge on the taxpayers’ compliance burden in developing countries.

3 CHAPTER THREE

RESEARCH METHODOLOGY

3.1
Chapter Overview

This chapter explains specific processes and procedures used in collecting, analysing, and interpreting the findings. Furthermore, this chapter explains in detail the methods selected and the grounds for selecting the methods. The methods and procedures stipulated in this section designed to achieve the objectives of the study as well as cover the gaps identified. Finally, the methods and procedures intended to provide answers to the problem identified in this study.

3.2
.Research Philosophy

This study followed the post positivism belief in designing the study procedures and processes to achieve the study objectives. The post positivism philosophy derived from the positivism to overcome weaknesses of the positivism philosophy(Karupiah, 2022).  However, both philosophies apply the lens of natural science to social science, believe that reality is objective and external. The researcher and observed are independent, and both apply scientific approaches and numeric to generate acceptable knowledge. Lastly, both start with existing theory to develop and test hypothesis.

The distinction of these philosophies arises from emphasis on the objectivity and impartiality of the researcher while checking and testing existing theories. Positivism believes in absolute truth, that is in analysing a phenomenon, distinct researcher arrives in the same results when same statistical methods and research process are applied to the same large sample. While, post positivism refutes the claim of the absolute truth especially in social science where human behaviour and actions are analysed. Post positivism believe that knowledge is a result of social condition arrived after consideration of the context and social structure of the observed phenomena(Panhwar et al., 2017).
The study is designed to study human behaviour and actions that refute the claim of absolute truth about knowledge. Post-positivism believes in diversity of truth among different human being (Maksimovic & Evtimov, 2023). Thus, this study assesses the causes that influence the outcome, that is system factors, trust, and system engagement and how they influence the reduction of taxpayers' compliance burden. To achieve this, the study was governed by a theory/model that was proven through testing the hypotheses.

The research objectives required the deduction of observable consequences by testing the hypothesised relationships among variables. The influence of trust on system quality, and system engagement. And thereafter, the role of system engagement and moderator tax education on tax compliance burden were assessed. Thus, this measures the objective reality existing in the world (Creswell & Creswell, 2017). In this view, research started with the theory, collected data that either supported or refuted the theory, and made necessary revision of the theory.

3.3
The Study Area

This study was conducted in Dar es Salaam. Dar es Salaam was selected because it is a metropolitan city that comprises  the largest business hub of the country  and the highest Domestic Growth Product (GDP) in comparison to other cities in the country (Todd et al., 2019). Further, Dar es Salaam contributes more than 80% of the total revenue collection (Research and Innovation Managers, Personal Communication November 11, 2022).
3.4
Quantitative Research Design

The design is branched from the deductive approach which assumes the phenomena under study can be measured (Watson, 2015). The design employs either experimental or survey strategy. This study requires large amount of data to describe sample and population hence, survey was considered appropriate (Watson et al., 2008). Thus, the analytical cross-sectional research design facilitated the collection of information regarding system quality factors, trust, and system engagement and their impact on the tax compliance burden in Tanzania. The collected data were quantitatively analysed to establish the influence of different system quality factors and trust on tax system engagement and the influence of tax system engagement and the moderator tax education on tax compliance burden. 

Quantitative research implies the way of thinking regarding the world, it follows a deductive approach (Watson, 2015) and focuses on testing the study objectives derived from the theories by examining the relationship existing among the constructs. The constructs measured on instruments were described by numbers. These numbers were analysed following statistical procedures. The design measures the assumptions of the theories deductively, therefore; the results are generalizable. Thus, quantitative methods analysed the relationships of trust on system quality factors, system quality factors with tax system engagement; tax system engagement with the tax compliance burden; and lastly, the role of tax education in enhancing the performance of tax system engagement. 

3.1 Sampling Design

3.5.1
Population

The sampling frame for this study was created from the population of active taxpayers registered in Dar es Salaam metropolitan with TRA.  The TRA database contains information on taxpayers who are categorised as large taxpayers; medium taxpayers and small taxpayers. Large taxpayers are taxpayers from specialised sectors such as banking, mining, extractives, telecommunications, insurance, and other taxpayers falling in the large taxpayers’ department. Medium and small taxpayers are taxpayers under the Domestic Revenue Department (DRD). Small taxpayers include the category of presumptive taxpayers, taxpayers whose tax assessments are based on their turnover. 
Medium taxpayers are taxpayers with turnover above 100 million who prepare financial statements on each Year of Income (YOI) and are assessed based on financial statements. Studies indicate small businesses in developing countries struggle to separate tax compliance costs from general book keeping, failure to keep proper account records, and lack of skilled manpower to handle tax issues (Coolidge, 2012). Therefore, this study population included large and taxpayers from DRD department that are entities and prepare financial statement. 

3.1.1 Sampling Frame

The total number of business taxpayers in the financial year 2021/22 amounted to 1,641,173(URT, 2023a). The sampling frame for this study includes taxpayers from Large Taxpayers Department, Kinondoni Tax Region, Ilala Tax Region, and Tegeta Tax Region. In total, the sampling frame comprised of 9,434 limited companies, whereas 450 came from large taxpayer’s department, 2,522 from Kinondoni Tax Region, 3,020 from Tegeta Tax Region, and 3,442 from Ilala Tax Region. Entities are assessed taxes based on the financial statements. Therefore, these entities will have professional accountants responsible for preparation of financial statement of the company, filing of returns and payment of tax liability. Limited company taxpayers were obtained from the LTD and Tax regional offices (Tax Regional Managers, Personal Communication November 11, 2022).  The Tax regions were selected to get a representative of the high and low tax collection contributors to revenue in Dar es Salaam among the tax regions in Dar es Salaam. Ilala Tax Region is the leading contributor of tax collections in Dar es Salaam, followed by the Kinondoni Tax Region  while Tegeta Tax Region is among the least contributors’ tax regions of the domestic taxes in Dar es Salaam.  

3.1.2 Sampling Method

Probability sampling procedure was considered appropriate for this study in order to gain representation and generalisation of the research findings (Acharya et al., 2013). This study’s population contains a diversity in characteristic comprising taxpayers from large taxpayer’s department and DRD. Unlike taxpayers from DRD, large taxpayers are given special attention because of large tax contribution, very few, complex business transactions, significant tax compliance risk and use professional large tax expertise. Thus, the study employed stratified sampling to divide sample into homogeneous subgroups (strata). Proportionate stratified sampling was employed to ensure each group is represented in the same proportion as in population (Aoyama, 1954). The method was considered appropriate because it limits bias of the study finding towards one group of taxpayers. Given the sampling frame, the large taxpayers represent 5 percent of the population and the rest, which is 95 percent of the sampling frame, came from DRD. 

3.1.3 Sample Size

There is no consensus among researchers on the sample size for SEM techniques. Various researchers suggest a sample size of above 200 is sufficient(Beaujean, 2019; Lei & Wu, 2007). Meanwhile, a number of various methods for determining sample size provides inconsistence results on the sample size (RVSPK et al., 2020). Thus, the study employed an Inverse Square Root Method as guided by Sarstedt et al. (2021) and Kock and Hadaya (2018) as the most appropriate method for estimating minimum sample size for PLS-SEM taking into consideration that SEM is a large sample methodology. This method takes into consideration more than one parameter to determine the minimum sample size, that is; the ratio of path coefficient and standard error will be greater than the critical value of test statistic for a specific significance level (Kock & Hadaya, 2018). The method assumes the common power level of 80 percent, significance level of the study one percent, five percent and 10 percent to determine the minimum sample size required.

The following formula was applied;
The significance level of the study recommended for social science studies is five  percent (Bhattacherjee, 2012),  the strength of impact represented by a path coefficient that produces significant results is  commonly 0.2. However, the significance levels are unknown. Therefore, scholars propose use of range of path coefficient rather than single coefficient (Kock & Hadaya, 2018; Sarstedt et al., 2021) for five  percent significance level range of path coefficient that can produce significant results of  0.11 – 0.2. Thus, the following proposed minimum samples are produced regarding range of the effect size using the proposed formulae as follows: [image: image4.png]z.ue)z
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Where:
nmin = Minimum Sample Size, 
pmin = Minimum path coefficient, and 

Numerator values depend on the ritical ration. Therefore, for significance level;

if 1 percent numerator value is 3.168; 

if 5 percent numerator value is 2.486 and 

if 10 percent numerator value is 2.124.
Thus, the minimum sample size at the significance level of 5 percent taking in to account the range of significant coefficient is 511 - 155 respondents. 
3.6
Data Collection Methods

3.6.1
Survey for Quantitative Data

Data through the survey were collected from respondents on the research questions concerning the impact of the trust, digitalised tax filing system factors, system engagement, and tax compliance burden. Further, the role of tax education in enhancing the impact of tax system engagement on taxpayers' compliance burden was surveyed. The operational definitions of the questionnaire constructs are described in Table 3.1. Data were collected through a structured questionnaire. 
The questionnaire was distributed through personal delivery and subsequently, through a follow-up via reminder, office visit, and telephone. This method was considered appropriate because it has a high response rate, reduces the chances of missing data, gives respondents adequate time to give well-thought answers, as well as results can be more dependable and reliable (Kothari, 2004).  The questionnaire was tested to determine its content and construct validity. A pilot study was conducted on a sample of filers on returns of income in the Coast region.
Table 3.1: Operational Definition of Constructs and Source

	Construct
	Operational definition
	Sources

	Trust
	Describe taxpayers’ belief that the tax agency will provide a tax system that will safeguard company information, benefit the company, no leakage of business information and interpretable with the company systems.
	(Horsburgh et al., 2011), (Chaouali et al., 2016)

	Information quality
	Describe the characteristics of the system output e.g understandability, relevance, currency, usability, completeness, accuracy, conciseness 
	(DeLone & McLean, 2016)

	System quality
	Describe the characteristics of the information system such as ease of use, system reliability, ease of learning as well as system features of intuitiveness, flexibility, response time and sophisticated.  
	(DeLone & McLean, 2016)

	Service quality
	The quality of the support that system users receive from the information systems organisation and IT support personnel e.g. responsiveness, accuracy, reliability, technical competence, and empathy of the IT personnel staff
	(DeLone & McLean, 2016)

	Taxpayer education
	Including training on the practicalities, characteristics and nature of tax system; discussion around fairness and accountability; increasing taxpayer’s confidence to resist corruption, and acquire a better view of transparency and integrity of the tax system.
	(Mascagni & Santoro, 2018; Mascagni et al., 2019)

	System engagement
	The degree and manner in which taxpayers utilises the capabilities of an information system e.g, amount of use, frequency of use, nature of use, appropriateness of use, extent of use, and purpose of use
	(DeLone & McLean, 2016)

	Tax Compliance Burden
	Cost incurred by the private sector in complying with the tax system. Cost that would not exist if the tax system abolished.
	Literature Review


3.6.2
Research Instrument for Survey

The conceptual model of this study consists of six constructs and one binary variable namely, trust, tax information quality, tax service quality, tax system quality, tax system engagement, tax compliance burden, and a binary tax education. The measurement scales for trust, system quality factors, and system engagement were selected from the existing literature. All items representing the constructs were measured on a 5-point Likert scale ranging from 5 for strongly agree to 1 for strongly disagree. The items measuring tax system quality factors were; tax information quality (7 items: INQ1–INQ7), tax service quality (7 items: SEQ1–SEQ7), tax system quality (7 items: SYQ1–SYQ57), and tax system engagement (7 items: SE1–SE7). Trust (4 items: TST1–TST4) were adopted from prior research 
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(Al-Mamary, 2019; DeLone & McLean, 1992, 2003; Horsburgh et al., 2011)
. The measurement scales were validated from prior studies with Cronbach alpha values ranging from 0.77 to 0.968, these ranges conform to the recommendation by J. F. Hair et al. (2019) that any loading above 0.708 is satisfactory as it explains more than 50 percent of the indicator variance and has reliability.
The study constructed four measures of tax compliance burden based on the literature review. Tax compliance burden was measured in terms of time because studies indicate costs estimated through surveys suffer from a low response rate (Coolidge, 2012; Eichfelder, 2013) resentment toward indicating cost in the survey (Contos et al., 2012). In some cases, the wording of the questionnaire affects the cost estimations (Sandford, 1995) leading to inconsistency estimation. Klein-Blenkers, (1980) in (Eichfelder & Kegels, 2014) found itemised cost exceeds the aggregated cost. Thus, the study constructed four items to measure time as an indication of taxpayers’ compliance burden. The measurement items included; E-filing tax system which makes filing of tax returns convenient and less costly, it also lessens the time spent on meeting tax compliance obligations, simplifies tax reporting and payment, and simplifies the process of determining tax liability.

Validation of the measurement scales involved two tax policy experts, one tax consultant, and two academicians, followed by pre-testing with 20 taxpayers. The suggestions received from the two phases of validation formed the basis for refining the measurement instrument to the context. 

3.7
Data Analysis

Data analysis included preliminary tests such as normality test, non-response bias test, and common method bias test. Moreover, there were Exploratory Factor Analysis (EFA); descriptive analysis, and multivariate data analysis, which included model specification, assessment of measurement model, assessment of structural model, and moderator analysis. 

3.7.1
Descriptive Test 

Descriptive statistics analysis summarises data to provide patterns for easy understanding of distribution. This study employed the technique to describe the distribution of sampled taxpayers on key characteristics (i.e. business size, business sector, scale of business operation, business age), and the scores of respondents were presented on frequency tables and means. The results of this analysis provided information on the demographic distribution of the taxpayer across the characteristics identified and highlighted the relationship existing between variables. 
The information provided was useful for quantification of the characteristics within the data. Furthermore, the study provided description of the scales of constructs namely trust, tax information quality, tax services quality, tax system quality, tax system engagement and tax compliance burden. In each construct, respondents were required to rate on a 5-point Likert scale (1= Strongly disagree and 5 = Strongly agree) how their firms’ system agree with the statements in the construct. The study used IBM SPSS Statistics 25 software to describe the distribution of sampled taxpayers on key features (i.e. business size, scale of business operation, business sector, and business age). 

3.7.2
Exploratory Factor Analysis

This analysis aimed at establishing relationships between indicators and constructs and addressing multicollinearity. This primarily reduced the data to a small set of summary variables and explored the relevance of the theory  underlying the study (Kline, 2016; Yong & Pearce, 2013). This test is an ideal step when the study is somewhat exploratory in nature where relationships between indicators and measurement models are uncertain to some extent (Hair et al., 2014; Yoon, 2002). First, when the pattern of relationships between the common factors and measured variables is somewhat uncertain or unknown, EFA becomes an appropriate technique to establish which measured variables are reasonable indicators of a latent factor (Kim et al., 2019; Yong & Pearce, 2013). 

Farooq (2016) recommends EFA if the researcher is theoretically uncertain about the relations between observed variables and latent constructs. Second, even if the measurement scale has been subjected to cross-validation, it is also necessary to conduct EFA on it to examine the relationships between observed variables and the latent constructs to confirm the unidimensionality of observed variables. Third, a large number of indicators increases the likelihood of correlations among themselves. EFA is useful in detecting problems of multicollinearity and error variance among observed variables that would affect the results of subsequent confirmatory factor analysis of the measurement models (Kim et al., 2019; Yoon, 2002). Items with double loadings on factors tend to create error covariance of misspecification of parameters in Confirmatory Factor Analysis (CFA) and standard errors. 

This study’s measurement of items of the constructs were adopted from previous studies that were conducted in different contexts from Tanzania. Furthermore, one construct was developed through a literature review, hence, identifying the structure of the relationship between the constructs was necessary (Gaskin & Happell, 2014). Therefore, to assess suitability for factor analysis, it is suggested to examine the Kaiser-Meyer-Olkin Measure of Sampling Adequacy (KMO) and Bartlett’s test of sphericity (J. F. Hair, Black, William C. et al., 2019; Williams et al., 2010). KMO establishes the suitability of data for factor analysis by examining the presence of correlations among variables while Bartlett’s test analyses a degree of inter-correlations. 

Thus, this study followed Hair et al. (1998) who categorised the correlation loadings as 0.30  (minimal), 0.40  (important), and 0.50  (practicance). Thus, this study considered factor loading of above 0.50 for practical relevance. The analysis began by applying the KMO & Bartlett’s test of sphericity factor analysis. Bartlett’s test identifies existence of correlation among items of the variable. A degree of significance less than the significance level of the study indicates that correlation matrix is not the identity matrix (Shrestha, 2021).

3.7.2.1
  Normality Tests

Parametric tests such as linear regressions require that the dependent variable is normally distributed for each category of independent variable(Schmidt & Finan, 2018). This provides evidence that the sample was drawn from the normally distributed population. This study assessed the univariate normality of the data using skewness and kurtosis as measures of asymmetry and weakness of data distribution. Although there are no clear guidelines on the cut-off points for skewness and kurtosis, several researchers have proposed acceptable benchmarks. For example, skewness of 2.0 and kurtosis of 7.0 suggest moderate departure but the skewness value of 3.0 and kurtosis of 21.0 indicate severe departure (Finch et al., 1997).  Garson (2012) considers skewness and kurtosis values between +2 and -2 as acceptable points for normally distributed data while Farooq (2016) recommends values within the range of +3 and -3 as acceptable cut-off points for both skewness and kurtosis.

3.7.2.2
Common Method Bias  

The bias occurs when the variables of the study (that is independent and  dependent variable) are measured in the same instrument using same scales (Kock et al., 2021). This leads to the spurious effect resulting from the measurement rather than the construct. That may lead to a biased estimates of reliability and validity of the unobservable variables as well as biased parameter estimates of relationship among constructs (Podsakoff et al., 2024).

Several procedural and statistical measures were taken to assess and mitigate the common method variance (CMV). The procedural methods used to minimise CMV included protection of the anonymity of respondents’ identities and confidentiality of the information collected (Podsakoff et al., 2003), Harman’s single-factor test as recommended by Rajapathirana and Hui (2018) where the total variance extracted by one factor is less than 50 percent (Podsakoff, 1986). Furthermore,  this study tested a common variance bias through Smart PLS4 as recommended by (Kock, 2015) using an assessment of inner Variance Inflation Factor (VIF). The recommended VIF of less than 3.3 indicates absence of common variance bias.

3.7.3
Model Specification 

The conceptual model for this study includes trust as an exogenous construct and system quality factors (such as information quality, service quality, and system quality), system engagement and tax compliance burden as endogenous constructs. The tax education is also included in the model as a moderating factor for the relationship between system engagement and tax compliance burden.  This study evaluated the measurement and structural model using Partial Least Square – Structural Equation Modelling (PLS-SEM). The PLS-SEM was considered relevant because the modelling works with any sample size small to large (Hair, 2019) and for scaled variables, handle complex models with many structural relations, and converge after few iterations to the optimal solution (Hair et al., 2021).  

3.7.4
Assessment of Measurement Model 

The measurement model assesses the relationships that exist between the latent constructs and their indicators. Hence, showing the structure of the latent variable in the theoretical model. The measurement model for this study was assessed by evaluating constructs measures’ reliability and validity (Ali et al., 2018; Hair et al., 2017).

3.7.4.1
Reliability Test

Reliability refers to the dependability or consistence of the test procedure to produce the same results. There exist three kinds of reliability that are reliability across time, item and researchers. Reliability across time is conducted through test-retest reliability, across items refers to internal consistency where consistence of the respondents’ responses are evaluated and across researchers refers to interrater reliability measuring consistence of judgement among observers’ (Jhangiani et al., 2015).  This study focused on internal consistence to test reliability of the responses of the items of the questionnaire. 

Reliability of the measurement model was assessed using internal consistency that is defined as the extent to which indicators in the model measure the same construct are associated with one another (Anselmi, et al., 2019).  The internal consistency reliability was evaluated through; Cronbach’s alpha, and composite reliability. Factor loading evaluates the extent to which the indicators correlated to their construct. The recommended indicator load is the loading above 0.70 for it to explain more than 50% of the indicator variance for reliability (Ali et al., 2018; Hair, 2019).  Thus, the study dropped any construct loaded below the recommended rate. Thereafter, the study measured the extent to which indicators produced the same score each time they administered. Hair et al., (2019) assert that accurate results are produced by composite reliability; the values between 0.70 and 0.90 are acceptable. The reliability value greater than 0.90 indicates an undesirable response pattern, which may lead to an inflated correlation among the error terms (Hair, 2019; Tavakol & Dennick, 2011). 

3.7.4.2
Validity of Measurement Scale Model

Validity is the extent to which the measurement score represents the intended variable to measure. Three kinds of validity were measured namely; face validity, content validity and criterion validity. Content validity measure the extent to which the construct are well covered, while criterion validity measures the extent of respondents score if  the items are correlated to within the construct rather than a distinct construct (Jhangiani et al., 2015) .  In line with the procedures suggested by Hair et al. (2011) and Ali et al. (2018), the measurement model of each constructs were assessed through convergent and discriminant validity.

3.7.4.3
Convergence Validity

The convergent validity of each construct was assessed using Average Variance Extracted (AVE). This test informed the extent to which each construct converges to explain variance in the indicator (Jhangiani et al., 2015).  The recommended AVE is 0.50 or above(J. F. Hair et al., 2019). AVE score of 0.50 or higher indicates the variance in the construct is explained by more than 50 percent by its indicators(Hair et al., 2021). 

3.7.4.4.
Discriminant Validity

The study tested the extent to which constructs are distinct from each other, the test is relevant for the behavioural, attitude, concept or any construct which are indirectly measured through other variables (Jhangiani et al., 2015) . As recommended by Henseler et al. (2015), this study used the heterotrait–monotrait ratio (HTMT) of correlations to test the distinction of the construct in the model. A higher HTMT of above 0.850 for a distinct construct or more than 0.90 for a conceptually similar construct indicates a problem in the distinct validity of the constructs (Henseler et al., 2015). Further, the Froner-Lacker criteria were used where the criteria require the squire root of the AVE exceed the correlation between the construct and any other construct.

3.7.5
Assessment of Structural Model

Evaluation of the structural model involves testing of the study hypotheses and examination of the significance of the path coefficients, collinearity issues (VIF values), their side effects (f2), and coefficient of determination of the dependent constructs (R2) power. 

3.7.5.1
Statistical Significance and Relevance of Path Coefficients 

The statistical significance and relevance of the path coefficients were evaluated based on bootstrapping 10000 subsample, amount of results generated through complete slower process, confidence interval methods were percentile bootstrap, test type was two tail, significance level of 0.05000 and a random number generator of fixed seed. The standard errors from the bootstrapping are used to generate t-values and confidence intervals (Hair et al., 2021) . The relevance of the path coefficient is assessed using the rule of thumb that should be between -1 and +1. The path coefficient was considered statistically significant if the t-value is ≤ 0.05.

3.2.5.2

Collinearity of the Structural Model

The test is intended to assess whether the point estimates and standard errors are not biased by the strong correlation of the predictors of each construct (Marko & Erik, 2019). The VIF  values are used to assess the collinearity issues by examining the VIF values of all predictor constructs in the model (Alauddin & Nghiem, 2010). Becker et al. (2015) suggest that a VIF of value above five  is indicative of the presence of a strong relationship among the predictors of the construct. However, collinearity can exist even at a lower range of VIF value of three  to five . The  VIF value that does not exceed five  indicates absence of collinearity issues (Wong, 2016).

3.7.5.3
Model Explanatory Power

The analysis of determination of the variance explained in each endogenous construct or sample predictive power was assessed using the coefficient of determination (R2). R2 values range from 0 to 1. Hair et al. (2011) provided general guidelines for assessing model explanation power as an R2 value of 0.75 indicates substantial predictive power, R2 value of 0.50 moderate predictive power while R2 of 0.25 indicates week predictive power. However, these ranges depend on the discipline of study (Ozili, 2023). Hence Hair et al. (2021) concluded that R2 should be interpreted based on the context of the study and a similar complex model. Furthermore, a very high R2 in a model that predicts human attitudes, perceptions, and intentions is indicative of the model over fit (Hair et al., 2021).
3.7.5.4
Model Predictive Power

The study assessed the power of the model to predict future observation that is out of sample using the PLSPredict  k-fold cross validation as suggested by Chin et al. (2020). The PLS-SEM divides the sample into k-fold subsamples of equal size, the subsamples should meet the minimum sample guidelines (Hair Jr, Hult, Ringle, Sarstedt, et al., 2021). Given the number of samples to meet the required minimum sample of about 100 for each fold, 4 folds were established and 4 rotation repetition were used to assess out of sample predictive power.

3.7.5.5
 Model Predictive Power

3.7.5.6
 Importance Performance of Constructs

The study assessed the importance performance of the construct using the procedures embedded in Smart PLS software namely Importance Performance Map (IPM). The analysis provides scores of the importance of each construct (Total effect from the target construct), and the performance of construct (low average latent variable score). The test is important for prioritizing managerial actions by identifying antecedent constructs that are important in explaining the construct of interest (Hair Jr et al., 2023; Hauff et al., 2024). In this study, the key contract of interest are tax system engagement and tax compliance burden.

3.7.5.7
 Model Predictive Power

3.7.5.8
Size Effect

The study examined the effect size of the construct on the endogenous construct R2 value through the metric f2 effect size.  However, the Hair Jr et al. (2019)indicate that scores of the f2 effect size should only be reported in situations where the ranking order of the relevance of the size of the path coefficient is not the same. Thus, they were reported only to explain the existence of partial or full mediation. The recommended values of the f2 are valued higher than 0.02, 0.15, and 0.35 indicating small, medium, and large f2 effect size (Cohen, 2013).

3.7.5.9
   Moderation Analysis

The heterogeneity in the data accounted for by assessing the moderation effect of the categorical variable (dichotomous) tax education.  This study hypothesised one specific model relationship that is tax system engagement and tax compliance burden depend on the moderator to strengthen their relationship.  As indicated by Hair et al. (2021),  the relationship between the moderator and the endogenous construct was parallel tested to avoid inflating the effect of the moderator variable on the exogenous construct. The moderator can strengthen, weaken, or reverse the relationship between constructs (Gardner et al., 2017). 

3.8
Ethical Consideration

Research ethics provide guidance for conducting the scientific research. Thus,  key consideration in scientific research are protection of participants’ right, dignity and welfare of the respondents. In that case, research that involve human beings as respondents or data sources are required to adhere to the ethical standards for research.  This study obtained research clearance through the district council of the respective tax regions where data were collected and given the fact that the taxpayers’ database were maintained by TRA.  The researcher through the Institute of Tax Administration (ITA) requested and obtained a list and contacts of taxpayers in the respective regional tax offices.

 The respondents were assured that the information provided were treated strictly confidential. Information relating to specific businesses were neither identified nor passed to external parties, and respondents were not asked to reveal any personal information. In addition, the survey was voluntary although participation was encouraged to achieve the desired outcomes. Participants were allowed to withdraw at any time, except once the survey had been collected. No incentive was provided in the participation of this study.

Participants were made aware of the review process of their responses through personnel responsible for making sure that research was done properly. Research clearance letters were obtained first from the Open University of Tanzania (OUT) under the Directorate of Research, Publications, and Innovation (DRPI) and then from the Research Ethics Review Committee of ITA. Furthermore, dissemination of the findings for this study was through publication in academic journals as well as to policy makers and respondents upon request. 

4 CHAPTER FOUR

RESEARCH FINDINGS

4.1
Chapter Overview

This chapter presents the results of the data analysis performed to meet the study objectives that intend to assess the role of the digital tax filing system in reducing the tax compliance burden among taxpayers in Tanzania. The analysed data were obtained from responding firms that engaged with the digital tax filing system from 2020. The findings from this chapter responded to the research questions and provided affirmation of the hypotheses of this study. 

4.2
Descriptive Characteristics of Respondents

The descriptive characteristics of the sample as presented in Table 4.1 provides insights into various attributes of the responding firms. The analysis reveals that 12 percent of the sample consisted of large taxpayers, while the majority, accounting for 88 percent, represented medium taxpayers from DRD. In terms of sector distribution, the results show that the responding firms from four sectors represented approximately 57 percent of the sample namely manufacturing (16 percent), financial services (15 percent), construction (14 percent) and professional services (13 percent). The least sectorial represented in the sample include hospitality (five percent), mining, oil and gas (five percent), agriculture (four percent) and telecommunication (two percent). 

Furthermore, a significant majority of respondents, comprising 81 percent, indicated that they had received digital tax filing training, underscoring the importance of training initiatives in enhancing familiarity and proficiency with the digital tax filing system. Conversely, 19 percent of the responding firms reported not having received e-filing training, suggesting a potential area for targeted intervention or support. Regarding the scale of operations, the data indicate that the vast majority of the respondents, constituting 91 percent, were from the local enterprises, while multinational enterprises represented 9 percent of the sample. This distribution highlights the predominance of local businesses within the surveyed population.

Overall, these findings offer valuable insights into the composition and characteristics of the sample, shedding light on key aspects such as business size, sector representation, scale of operation, and participation in e-filing training initiatives. Such information is crucial for understanding the dynamics of digital tax filing system usage and its implications for different segments of business companies.

Table 4.1: Summary of Descriptive Characteristics of the Sample

	Attribute
	Frequency
	         Percent

	Business size
	
	

	     Medium taxpayers
	362
	88.3

	     Large taxpayers
	48
	11.7

	Total
	410
	100

	Business age
	
	

	     0 – 10 years
	229
	55.9

	     11 – 25 years
	160
	39

	     Above 25 years
	21
	5.1

	Total
	410
	100

	Business sector
	
	

	     Financial services and Insurance
	62
	15.1

	     Manufacturing
	65
	15.9

	     Agriculture
	18
	4.4

	     Transport
	35
	8.5

	     Hospitality
	22
	5.4

	     Telecommunication
	6
	1.5

	     Professional Services
	54
	13.2

	     Construction
	59
	14.4

	     Mining, Oil and gas
	19
	4.6

	     Wholesale
	41
	10.0

	     Other (security, health, education services etc)
	29
	7.1

	Total
	410
	100

	Scale of operation
	
	

	      Local 
	374
	91.2

	      Multinational 
	36
	8.8

	Total
	410
	100

	E-filing training
	
	

	     Yes
	330
	80.5

	      No
	80
	19.5

	Total
	410
	100


Source: Research data, (2024)

4.2.1
Descriptive Statistics for the Measurement Scales

4.2.2
Trust

Descriptive statistics for the trust measurement scale presented is in Table 4.2. The latent construct trust was measured by 4 items reflecting the extent to which entities perceive digital tax filing system safeguard company privacy, willingness to integrate company system with the tax system, tax system benefits the company and no leakage of business information. Respondents were asked to rate on a 5-point Likert scale (1 = strongly disagree and 5 = strongly agree) the extent to which their company trust the digital tax filing system. The mean overall mean score indicates validity is high (M4.06; SD = 0.80) suggesting a higher level of trust in the digital tax filing system. Further, low standard deviation provides assurance that taxpayers’ trust is consistent and stable. The item with the highest score was ‘digital tax filing system is for our company/business benefit’ (M = 4.15; SD = 0.72) while the item with the lower score but above the mean was “we are willing to integrate our system with the e-filing system” (M = 3.92; SD = 0.88). Overall, taxpayers have trust with the digital tax filing system (M = 4.06; SD = 0.80) and their trust is not volatile. However, their willingness to integrate the company systems with the digital tax filing system is slightly lower, indicating potential area for TRA to work on improving confidence and assurance regrading protection and use of company’s confidential information.

Table 4.2: Descriptive Statistics for Trust Facilitation Items

	 
	Trust Facilitation Items
	Codes
	Mean
	Std Deviation

	1
	E-filing safeguard company privacy
	TSTI
	4.05
	0.78

	2
	With an E-filing system, no business information leakage
	TST2
	4.11
	0.75

	3
	We are willing to integrate our system with the e-filing system
	TST3
	3.92
	0.88

	4
	E-filing system was for our company/business benefit
	TST4
	4.15
	0.72 

	 
	Overall
	TST
	4.06
	0.80


Source: Research data, (2024)

4.2.3
 Tax System Quality Factors

The measurement scale of system quality factors indicated in Table 4.3 consisted of three latent constructs with 21 items. These latent constructs were measured by seven items each. Responses were rated on a 5-point Likert scale ranging from 1= Strongly disagree to 5 = Strongly agree. Overall, the constructs for digital tax filing system quality factors scored mean of 3.42 and standard deviation of 1.35 that indicate positive perceptions about the system quality factor but high variability in the respondent’s opinion. The questionnaire asked respondents to rate the extent to which each item was a contributor that influenced tax system engagement. 

Table 4.3: Descriptive Statistics for Overall Tax System Quality Factors

	S/N
	System Quality Factors Items
	Codes
	Mean
	Std Deviation

	 
	Tax Information Quality Items
	 
	 
	 

	1
	Information provided by e-filing is up-to-date information  
	INQ1
	3.6
	1.57

	2
	Information provided by e-filing is easy to read and understand   
	INQ2
	3.9
	1.38

	3
	Information provided by e-filing is accurate 
	INQ3
	3.33
	1.89

	4
	Information provided by e-filing is relevant 
	INQ4
	3.22
	1.9

	5
	Information provided by e-filing meets our needs 
	INQ5
	3.55
	1.83

	6
	Information provided by e-filing is reliable 
	INQ6
	3.77
	1.33

	7
	Information provided by e-filing is sufficient 
	INQ7
	3.12
	1.83

	 
	Mean score for INQ
	INQ
	3.50
	1.68

	 
	Tax System Quality Items
	 
	 
	 

	1
	E-filing is easy to use  
	SYQ1
	3.95
	0.89

	2
	E-filing is easy to navigate and accomplish tasks quickly
	SYQ2
	3.91
	0.85

	3
	E-filing is a reliable system
	SYQ3
	3.11
	1.12

	4
	The e-filing website provides fast information access
	SYQ4
	3.26
	1.27

	5
	E-filing can be accessed immediately
	SYQ5
	3.67
	0.82

	6
	E-filing provides helpful instruction for performing tasks
	SYQ6
	3.62
	0.82

	7
	E-filing provides logical sequence of tasks 
	SYQ7
	3.97
	0.74

	 
	Mean score for SYQ
	SYQ
	3.64
	0.93

	 
	Tax Service Quality Items
	 
	 
	 

	1
	E-filing provides prompt response to questions    
	SEQ1
	3.03
	1.35

	2
	E-filing provide modernised taxation services
	SEQ2
	3.3
	1.5

	3
	E-filing provides simplified services
	SEQ3
	3.18
	1.5

	4
	The E-filing tax system provides standardised services
	SEQ4
	2.7
	1.85

	5
	E-filing tax system provides on-time services
	SEQ5
	3.65
	1.22

	6
	The E-filing tax system provides reliable service
	SEQ6
	2.86
	1.28

	7
	The E-filing tax system provides customised services 
	SEQ7
	3.07
	1.39

	 
	Mean score for SEQ
	SEQ
	3.11
	1.44

	 
	Overall Score Tax System Quality Factors
	TSQ
	3.42
	1.35


Source: Research data, (2024)

4.2.3.1
Tax Information Quality

The measurement scale for tax information quality contained 7 items reflecting perception of taxpayer on up-to-date tax information, easy to read and understandable, accuracy, relevancy, meeting taxpayer needs, and reliability (DeLone & McLean, 2003).  Respondents were asked to rate on a 5-point Likert scale (1 = strongly disagree and 5 = strongly agree) the extent to which their company perceive relevance of the tax related information available in the digital tax filing system. The results in Table 4.4 show that the mean scores for the tax information quality are mean of 3.50 and standard deviation of 1.68. The mean score of all individual measurement scare is above three indicating positive taxpayers’ perception on relevance of the tax information. However, all the score standard deviation above one, whereby five scales out of seven-measurement scale standard deviation is above 1.5 indicating high volatility of taxpayers’ opinion regarding relevance of the tax information available in the digital tax filing system. 
Table 4.4: Descriptive Statistics for Tax Information Quality Items

	S/N
	System Quality Factors Items
	Codes
	Mean
	Std Deviation

	 
	Tax Information Quality Items
	 
	 
	 

	1
	Information provided by e-filing is up-to-date information  
	INQ1
	3.6
	1.57

	2
	Information provided by e-filing is easy to read and understand   
	INQ2
	3.9
	1.38

	3
	Information provided by e-filing is accurate 
	INQ3
	3.33
	1.89

	4
	Information provided by e-filing is relevant 
	INQ4
	3.22
	1.9

	5
	Information provided by e-filing meets our needs 
	INQ5
	3.55
	1.83

	6
	Information provided by e-filing is reliable 
	INQ6
	3.77
	1.33

	7
	Information provided by e-filing is sufficient 
	INQ7
	3.12
	1.83

	 
	Mean score for INQ
	INQ
	3.5
	1.68


Source: Research data, (2024)
4.2.3.2
Tax Service Quality

The measurement scale for tax service quality contained seven  items reflecting perception of taxpayer on promptness of the response to questions, modernised taxation services, simplified services, standardised services, on-time services, reliable service, and customised services (DeLone & McLean, 2003). Respondents were asked to rate on a 5-point Likert scale (1 = strongly disagree and 5 = strongly agree) the extent to which their company perceive quality of services received from the tax authority related to the digital tax filing system. Table 4.5 shows that the tax service quality constructs overall mean score is 3.11 and standard deviation of 1.44. The highest mean score was from the following assertions ‘E-filing tax system provides on-time services’ (M = 3.65; SD = 1.22), E-filing provide ‘modernised taxation services’ (M = 3.30; SD = 1.50) while ‘E-filing tax system provides standardised services’ (M = 2.70; SD = 1.85) attained the lowest score followed by ‘E-filing tax system provides reliable services’ (M = 2.86; SD = 1.28). With regard to the service quality improvement, it is required in standardising the tax services as well as reliability of the services.

Table 4.5: Descriptive Statistics for Tax Services Quality Items

	S/N
	System Quality Factors Items
	Codes
	Mean
	Std Deviation

	 
	Tax Service Quality Items
	 
	 
	 

	1
	E-filing provides prompt response to questions    
	SEQ1
	3.03
	1.35

	2
	E-filing provide modernised taxation services
	SEQ2
	3.3
	1.5

	3
	E-filing provides simplified services
	SEQ3
	3.18
	1.5

	4
	The E-filing tax system provides standardised services
	SEQ4
	2.7
	1.85

	5
	E-filing tax system provides on-time services
	SEQ5
	3.65
	1.22

	6
	The E-filing tax system provides reliable service
	SEQ6
	2.86
	1.28

	7
	The E-filing tax system provides customised services 
	SEQ7
	3.07
	1.39

	 
	Mean score for SEQ
	SEQ
	3.11
	1.44


Source: Research data, (2024)

4.2.3.3
 Tax System Quality

The measurement scale for tax system quality contained seven  items reflecting perception of taxpayer on quality and flexibility of the digital tax filing system in terms of easy-to-use, easy-to-navigate, and accomplished tasks, reliability of a system, accessibility, instructions for performing tasks, and logical sequence of tasks  (DeLone & McLean, 2003). Respondents were asked to rate on a 5-point Likert scale (1 = strongly disagree and 5 = strongly agree) the extent to which their company perceive tax system quality of the digital tax filing system. The mean score for tax system quality was 3.64 and standard deviation of 0.93 (Table 4.6), indicating strong appreciation of the taxpayers regarding the digital tax filing system and the opinion are consistency and stable. The highest mean score is from ‘E-filing provides logical sequence of tasks’ (M = 3.97; SD = 0.74), ‘E-filing is easy to use’ (M = 3.95; SD = 0.89), and ‘E-filing is easy to navigate and accomplish tasks quickly’ (M = 3.91; SD = 0.85). However, ‘the E-filing website provides fast information access’ (M = 3.26; SD = 1.27) and ‘E-filing is a reliable system’ (M = 3.11; SD = 1.12) scored slightly lower mean and volatile opinion compared to other indicators. The concern of taxpayers on tax system quality revolves around access of information through the system and reliability of the system.

Table 4.6: Descriptive Statistics for Tax System Quality Items

	S/N
	System Quality Factors Items
	Codes
	Mean
	Std Deviation

	 
	Tax System Quality Items
	 
	 
	 

	1
	E-filing is easy to use  
	SYQ1
	3.95
	0.89

	2
	E-filing is easy to navigate and accomplish tasks quickly
	SYQ2
	3.91
	0.85

	3
	E-filing is a reliable system
	SYQ3
	3.11
	1.12

	4
	The e-filing website provides fast information access
	SYQ4
	3.26
	1.27

	5
	E-filing can be accessed immediately
	SYQ5
	3.67
	0.82

	6
	E-filing provides helpful instruction for performing tasks
	SYQ6
	3.62
	0.82

	7
	E-filing provides logical sequence of tasks 
	SYQ7
	3.97
	0.74

	 
	Mean score for SYQ
	SYQ
	3.64
	0.93


Source: Research data, (2024)

4.2.4
Tax System Engagement Scale

The measurement scale for tax system engagement contained seven items reflecting perception extent to which firms use digital tax filing systems to honour their tax obligations in terms of ease communication with tax authority, completion of multiple tasks, improve compliance, productivity and effectiveness in filing returns, and sharing of tax information. Respondents were asked to rate on a 5-point Likert scale (1 = strongly disagree and 5 = strongly agree) the extent to which their company perceive tax system engagement benefits the company. The results in Table 4.7 indicated the overall score was mean of 4.10 and standard deviation of 0.91, indicating positive perception and stable construct.  
Majority of the indicator's mean values scored above four and the standard deviation scored less than one. An exception occurred to one item stating, “E-filing tax system has enabled us to become compliant” (M = 3.40; SD = 1.48), implying that to the greater extent, digital tax filing system usage have simplified taxpayers’ activities related to preparation and filing of tax return. However, there exists variability in opinion regarding the ability of tax system to make taxpayers compliant. This may be influenced by the challenge of accessibility of the tax system during due dates.
Table 4.7: Descriptive Statistics for Tax System Engagement

	S/N
	Tax System Engagement Facilitation Items
	Codes
	Mean
	Std Deviation

	1
	Using e-filing has improved our performance in filing tax returns
	SE1
	4.18
	0.97

	2
	Using e-filing has enabled easy and comfortable communication with tax officials 
	SE2
	4.17
	0.68

	3
	Using e-filing provides an opportunity for the completion of multiple tasks   
	SE3
	4.27
	0.77

	4
	E-filing tax system has enabled us to become a compliant taxpayer    
	SE4
	3.40
	1.48

	5
	Using e-filing has enhanced our productivity in filing tax returns      
	SE5
	4.30
	0.79

	6
	Using e-filing has improved effectiveness in filing tax returns       
	SE6
	4.09
	0.97

	7
	Using e-filing has facilitated the sharing of specific information with TRA
	SE7
	4.30
	0.74

	 
	Overall
	SE
	4.10
	0.91


Source: Research data, (2024).

4.2.5
Tax Compliance Burden

Descriptive statistics for the tax compliance burden scales are presented in Table 4.8. The scale consisted of 4 items reflecting a reduction in tax compliance burden in terms of time. The highest score of the experience appeared to be item ‘E-filing system simplifies the process of determining tax liability’ (M = 4.15; SD = 0.72) and the lowest score appeared ‘E-filing system lessens the time spent on meeting tax compliance obligation’ (M = 3.94; SD = 076). This may be a result of the system overload during the due dates. 

Table 4.8: Descriptive Statistics for Tax Compliance Burden

	S/N
	Tax Compliance Burden (TCB) Items
	Codes
	Mean
	Std Deviation

	1
	E-filing tax system makes filing of tax returns convenient and less costly
	TCBs1
	4.09
	0.68

	2
	E-filing system lessens the time spent on meeting tax compliance obligation
	TCBs2
	3.94
	0.76

	3
	E-filing system simplifies tax reporting and payment
	TCBs3
	4.00
	0.73

	4
	E-filing system simplifies the   process of determining the tax liability
	TCBs4
	4.15
	0.72

	 
	Overall
	TCB
	4.05
	0.72


Source: Research data, (2024)

4.2.6
Exploratory Factor Analysis

The rationale for performing the EFA was to obtain a small data set and explore the theoretical structure of the study. The analysis started by evaluating sample adequacy for further analysis using the Kaiser-Meyer-Olkin Measure (KMO) method. Furthermore, the study assessed the existence of the identity correlation matrix in the data. This study unveils whether the related or unrelated variables do not fit for factor analysis. The KMO and Bartlett’s test results indicated 0.889 and a significance of 0.000. Hence, the existence of underlying dimensions of the constructs and strong correlation between indicators respectively are indicated in Table 4.9.

Table 4.9: KMO and Bartlett's Test

	Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
	0.889

	Bartlett's Test of Sphericity
	Approx. Chi-Square
	6769.548

	
	df
	406

	
	Sig.
	0.000


Source: Research data, (2024)

Thereafter, the study proceeded with the analysis of factors in the model for the reduction of the irrelevant factors. The rotated factor matrix in Table 4.10 applied an extraction method of principal axis factoring and a rotation method Varmax with Kaiser Normalisation. Principal axis factoring was considered an appropriate extraction method to identify the latent variable underlying a set of factors and as a better method to recover weak factors, meanwhile, maximum likelihood maximises the likelihood  of the model results from the observed data (De Winter & Dodou, 2012).  

Table 4.10: EFA - Rotated Factor Matrix

	Factor

	 Constructs
	 
	1
	2
	3
	4
	5
	6

	Tax Information Quality
	INQ1
	0.58
	 
	 
	 
	 
	 

	
	INQ3
	0.801
	 
	 
	 
	 
	 

	
	INQ4
	0.878
	 
	 
	 
	 
	 

	
	INQ5
	0.648
	 
	 
	 
	 
	 

	
	INQ7
	0.708
	 
	 
	 
	 
	 

	Tax System Quality
	SYQ1
	 
	0.638
	 
	 
	 
	 

	
	SYQ2
	 
	0.763
	 
	 
	 
	 

	
	SYQ5
	 
	0.78
	 
	 
	 
	 

	
	SYQ6
	 
	0.774
	 
	 
	 
	 

	
	SYQ7
	 
	0.678
	 
	 
	 
	 

	Tax Service Quality
	SEQ1
	 
	 
	0.582
	 
	 
	 

	
	SEQ2
	 
	 
	0.699
	 
	 
	 

	
	SEQ3
	 
	 
	0.628
	 
	 
	 

	
	SEQ4
	 
	 
	0.792
	 
	 
	 

	
	SEQ5
	 
	 
	0.595
	 
	 
	 

	
	SEQ6
	 
	 
	0.574
	 
	 
	 

	
	SEQ7
	 
	 
	0.752
	 
	 
	 

	Trust
	TSTI
	 
	 
	 
	0.605
	 
	 

	
	TST2
	 
	 
	 
	0.661
	 
	 

	
	TST3
	 
	 
	 
	0.619
	 
	 

	
	TST4
	 
	 
	 
	0.783
	 
	 

	Tax System Engagement
	SE1
	 
	 
	 
	 
	0.687
	 

	
	SE3
	 
	 
	 
	 
	0.579
	 

	
	SE4
	 
	 
	 
	 
	0.641
	 

	
	SE5
	 
	 
	 
	 
	0.648
	 

	
	SE7
	 
	 
	 
	 
	0.683
	 

	Tax Compliance Burden
	TCBs1
	 
	 
	 
	 
	 
	0.817

	
	TCBs3
	 
	 
	 
	 
	 
	0.674

	
	TCBs4
	 
	 
	 
	 
	 
	0.503

	Eigenvalue 
	8.983
	3.253
	2.499
	2.113
	1.315
	1.109

	% of variance
	30.977
	11.217
	8.617
	7.285
	4.535
	3.824

	% Cumulative
	30.977
	42.194
	50.810
	58.095
	62.630
	66.454

	Extraction Method: Principal Axis Factoring.

	Rotation Method: Varimax with Kaiser Normalisation.

	Rotation converged in 6 iterations.


Source: Research data, (2024)

Table 4.10 shows the results of the rotated factor matrix after suppressing loading below 0.5 for practical relevance (Hair et al., 1998). The method does not assume normality in data, thus common factors are extracted basing on correlation matrix by ignoring the unique factors. The following unique factors were ignored INQ2, INQ6, SYQ3, SYQ4, SE2, SE6, and TCBs2. The rest are factors that explain variance in the data that fall within the respective factors as in Table 4.10.

4.2.7
Normality Test

The normality of data was tested by examining the following range for skewness value of less than +/- 2, and kurtosis of the measurement of less than +/-3. As indicated by Hair et al., (2010), the skewness of all the constructs and the Kurtosis of the majority of the constructs are within the recommended range. Other scholars consider a higher range of skewness of up to +/- 7 to represent normality in data (Byrne, 2010). Kurtosis of two items are from “tax system engagement” construct (SE3 = 3.370) and ‘tax compliance burden” construct (TCBs = 3.074) hence according to Byrne (2010), the sample was drawn from the normally distributed population. The results of testing normality assumptions are presented in Appendix 1. 

4.2.8
Common Method Bias

The variance attributable to the measurement method was analysed, and the result indicated that the total variance attributable by one factor was 26.403 percent far below the threshold of 50 percent recommended by Rajapathirana and Hui (2018) (see Appendix II). Similarly, as indicated in Table 4.11, variance extracted for each individual construct fall below the threshold. Hence, there is no symmetrical error resulting from the common method used to measure the constructs.

Table 4.11:: Construct Variance Extracted

	Construct
	Number of indicators
	% of Variance

	Information Quality
	5
	29.619

	System Quality
	5
	9.791

	Service Quality
	7
	7.192

	Trust
	4
	3.228

	System Engagement
	5
	3.228

	Tax Compliance Burden
	3
	2.537


Source: Research data, (2024).
4.2.9
Measurement Model Assessment

4.2.9.1
Reliability Test

The reliability of the measurement model was evaluated through factor loadings and internal consistency. The initial analysis indicated that the factor loadings of two constructs from service quality factor; namely SEQ1 (0.669) and SEQ6 (0.603) had factors loadings below 0.70. These indicators were removed from the sample for further analysis. The test was then conducted on the remaining indicators and the results indicated that the factors loadings were satisfactory and above 0.70 threshold as recommended by Hair (2019). 

The internal consistency reliability of the model was assessed through Cronbach alpha (CA) and composite reliability (CR) and Rho_A (Hair, 2019). As reported in Table 4.12, the CA estimates ranged between 0.82 and 0.88. According to  Nunnally (1975) and Hair et al. (2014), the alpha coefficients above 0.70 are considered good.  The CR  results are  within the recommended range of 0.70 and 0.90 (Hair, 2019) . Generally, the results suggest strong reliability for all constructs of the measurement model.

Table 4.12: Assessment of Reliability and Convergent Validity

	Construct indicators
	
	CA
	rho_c
	rho_a
	AVE

	Tax Information Quality (INQ)
	 
	0.862
	0.889
	0.899
	0.641

	INQ1: Information provided by e-filing is up-to-date information  
	0.781
	 
	 
	 
	 

	INQ3: Information provided by e-filing is accurate 
	0.845
	 
	 
	 
	 

	INQ4: Information provided by e-filing is relevant 
	0.869
	 
	 
	 
	 

	INQ5: Information provided by e-filing meets our needs 
	0.716
	 
	 
	 
	 

	INQ7: Information provided by e-filing is sufficient 
	0.783
	 
	 
	 
	 

	Tax System Engagement (SE)
	 
	0.864
	0.877
	0.901
	0.647

	SE1: Using e-filing has improved our performance filing tax returns
	0.775
	 
	 
	 
	 

	SE3: Using e-filing provides opportunity for completion of multiple tasks   
	0.797
	 
	 
	 
	 

	SE4: E-filing tax system has enabled us to become a compliant taxpayer    
	0.742
	 
	 
	 
	 

	SE5: Using e-filing has enhanced our productivity in filing tax returns      
	0.849
	 
	 
	 
	 

	SE7:  Using e-filing has facilitated sharing of specific information with TRA
	0.852
	 
	 
	 
	 

	Tax Service Quality (SEQ)
	 
	0.85
	0.874
	0.891
	0.622

	SEQ2: E-filing provide modernized taxation services
	0.773
	 
	 
	 
	 

	SEQ3: E-filing provides simplified services
	0.736
	 
	 
	 
	 

	SEQ4: E-filing tax system provides standardised services
	0.8
	 
	 
	 
	 

	SEQ5: E-filing tax system provides on-time services
	0.822
	 
	 
	 
	 

	SEQ7: E-filing tax system provides customised services 
	0.807
	 
	 
	 
	 

	Tax System Quality (SYQ)
	 
	0.888
	0.893
	0.918
	0.69

	SYQ1: E-filing is easy to use  
	0.811
	 
	 
	 
	 

	SYQ2: E-filing is easy to navigate and accomplish tasks quickly
	0.859
	 
	 
	 
	 

	SYQ5: E-filing can be accessed immediately
	0.82
	 
	 
	 
	 

	SYQ6: E-filing provides helpful instruction for performing tasks
	0.833
	 
	 
	 
	 

	SYQ7: E-filing provides logical sequence of tasks 
	0.83
	 
	 
	 
	 

	Tax Compliance Burden (TCB)
	 
	0.845
	0.847
	0.906
	0.763

	TCBs1: E-filing tax system makes filing of tax returns convenient and less costly 
	0.889
	 
	 
	 
	 

	TCBs3: E-filing system simplifies tax reporting and payment
	0.878
	 
	 
	 
	 

	TCBs4: E-filing system simplifies the process of determining tax liability
	0.853
	 
	 
	 
	 

	Trust (TST)
	 
	0.828
	0.864
	0.885
	0.66

	TST2: With an E-filing system, no business information leakage
	0.846
	 
	 
	 
	 

	TST3: We are willing to integrate our system with the e-filing system
	0.736
	 
	 
	 
	 

	TST4: E-filing system was for our company/business benefit
	0.902
	 
	 
	 
	 

	TSTI: E-filing safeguard company privacy
	0.755
	 
	 
	 
	 


Source: Research data, (2024)
Notes: CA-Cronbach Alpha; rho_c - Composite reliability; rho_a - Composite reliability; AVE – Average Variance Extracted.

4.2.9.2
Convergence Validity

The extent to which each construct converges to explain variance in the indicator was assessed using AVE. As recommended by (Hair, 2019), all the factors scored an AVE above 0.50 (Table 4.12) which indicates variance in the construct explained by more than 50% of indicators (Hair et al., 2021).

4.2.10
Discriminant Validity

The study evaluated discriminant validity using both HTMT and Fornel-Larker criteria. HTMT, a correlation based method is robust and sensitive   compared to the traditional Fornel-Larker variance based method for assessing  the distinction of the construct in the model,  as recommended by Ab Hamid et al. (2017).  The results indicates that the HTMT values of all indicators were below the 0.850 (Table 4.13) (Henseler et al., 2015).  Similarly, the results met the Fornel-Larker criteria for discriminant validity which require the square root of the AVE  to be greater than the inter-construct correlation (Table 4.14) (Ab Hamid et al., 2017).

Table 4.12: Results of HTMT Discriminant Validity

	 Constructs
	INQ
	SE
	SEQ
	SYQ
	TCBs
	TST

	INQ
	 
	 
	 
	 
	 
	 

	SE
	0.346
	 
	 
	 
	 
	 

	SEQ
	0.377
	0.424
	 
	 
	 
	 

	SYQ
	0.294
	0.499
	0.379
	 
	 
	 

	TCBs
	0.189
	0.64
	0.355
	0.637
	 
	 

	TST
	0.263
	0.696
	0.285
	0.511
	0.551
	 


Source: Research data, (2024)

Table 4.13: Results of the Fornel and Larker Criteria for Discriminant Validity

	 Constructs
	INQ
	SE
	SEQ
	SYQ
	TCBs
	TST

	INQ
	0.801
	 
	 
	 
	 
	 

	SE
	0.313
	0.804
	 
	 
	 
	 

	SEQ
	0.342
	0.378
	0.788
	 
	 
	 

	SYQ
	0.262
	0.456
	0.347
	0.831
	 
	 

	TCBs
	0.159
	0.562
	0.315
	0.554
	0.874
	 

	TST
	0.233
	0.611
	0.256
	0.455
	0.479
	0.812


Source: Research data, (2024)
Notes: INQ – Tax Information Quality; SE – Tax System Engagement; SEQ – Tax Service Quality; SYQ – Tax System Quality; TCB – Tax Compliance Burden; TST – Trust

4.2.11
Results of Structural Model Assessment and Hypotheses Testing

The second stage evaluated the structural model where estimated parameters of path relationships, t-values and their significance levels and R2 used to assess the relationships among the latent constructs.  The VIF was assessed to ensure that the study model is free from collinearity issues.    The results in Table 4.15 indicate that the VIF values are within the recommended cut-off point of below 5.0 
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(Becker et al., 2015; Hair, 2019; Wong, 2016)
, hence, all constructs were free from collinearity issues. 

Table 4.14: Collinearity Testing Results

	Constructs
	VIF

	INQ -> SE
	1.177

	SE -> TCBs
	1.595

	SEQ -> SE
	1.241

	SYQ -> SE
	1.374

	TST -> INQ
	1.000

	TST -> SE
	1.293

	TST -> SEQ
	1.000

	TST -> SYQ
	1.000

	TST -> TCBs
	1.595


Source: Research data, (2024).

Note: SYQ = Tax System Quality; TST = Trust; INQ = Tax Information Quality; SEQ = Tax Service Quality; SE = Tax System Engagement; TCB = Tax Compliance Burden

 4.2.12
Significance and Relevance of the Model

The relevance of the path coefficient was evaluated based on the significance level of 0.05 to produce t-values and confidence intervals (Hair et al., 2021). The result of the study hypothesis as presented in Table 16 indicated that the data support all the hypotheses (H1 to H8) as stated in chapter two. For instance, the acceptance of H1 – H4 which investigated the relationship between trust and quality factors of the digital tax filing system namely tax information quality (β= 0.233; t-value = 5.608; p< 0.001); tax service quality(β = 0.236; t-value = 5.603; p< 0.001); tax system quality (β = 0.454; t-value = 8.22; p< 0.001); and tax system engagement (β = 0.472; t-value = 10.929; p< 0.001)  respectively suggest that trustworthy of the revenue authority is important in creating taxpayers’ positive perception toward tax administration processes activities and systems introduced to the taxpayers.  

Similarly, data supported  the quality of the digital tax filing system as hypothesised in H5 – H7 in terms of tax information quality (β = 0.105; t-value = 2.607; p< 0.01); tax service quality (β = 0.167; t-value = 4.345; p< 0.001); and tax system quality (β = 0.157; t-value = 3.616; p< 0.001) significantly influence taxpayers’ engagement with the tax system. Finally, the relationship between tax system engagement and reduction of the tax compliance burden was accepted (β = 0.562; t-value = 10.908; p< 0.001) reinforcing existing theory and provide new insights on reduction of tax compliance burden. 

Table 4.15: Results of Hypotheses Testing

	Direct effect 
	Coefficient
	T statistics (|O/STDEV|)
	Confidence Interval
	Hypothesis Results 

	TST -> INQ
	0.233***
	5.608
	[0.143 - 0.308]
	 H1 supported

	TST -> SEQ
	0.256***
	5.603
	[0.162 - 0.34]
	 H2 supported

	TST -> SYQ
	0.454***
	8.22
	[0.339 - 0.557]
	 H3 supported

	TST -> SE
	0.472***
	10.929
	[0.385 - 0.554]
	 H4 supported

	INQ -> SE
	0.105**
	2.607
	[0.022 - 0.181]
	 H5 supported

	SEQ -> SE
	0.167***
	4.345
	[0.09 - 0.24]
	 H6 supported

	SYQ -> SE
	0.157***
	3.616
	[0.069 - 0.237]
	 H7 supported

	SE -> TCBs
	0.562***
	10.908
	[0.45 - 0.652]
	 H8 supported


Source: Research data, (2024)

Note: Significance (two tailed test): *Significant at p ≤ 0.05; **significant at p ≤ 0.01; ***significant at p ≤ 0.001

SYQ = Tax System Quality; TST = Trust; INQ = Tax Information Quality; SEQ = Tax Service Quality; SE = Tax System Engagement; TCB = Tax Compliance Burden

In providing a more comprehensive picture of the model construct relationship, this study examined the indirect effect of the structural model. The test is relevant for assessing the mediating effect of the construct in the model (Nitzl et al., 2016). The results in Table 4.17 indicate that all the indirect effects are statistically significant implying that the mediating role of the tax system engagement constructs to the tax compliance burden.  

Table 4.16: Estimates of the Indirect Path

	Indirect effect 
	Coefficient
	T statistics (|O/STDEV|)
	Confidence Interval

	INQ -> TCBs
	0.045**
	2.642
	[0.012 - 0.079]

	SEQ -> TCBs
	0.072***
	3.833
	[0.038 - 0.111]

	SYQ -> TCBs
	0.067**
	3.003
	[0.027 - 0.114]

	TST -> SE
	0.138***
	5.323
	[0.09 - 0.192]

	TST -> TCBs
	0.263***
	6.268
	[0.184 - 0.347]


Source: Research data, (2024)

Note: Significance (two tailed test): *Significant at p ≤ 0.05; **significant at p ≤ 0.01; ***significant at p ≤ 0.001

INQ = Tax Information Quality; SEQ = Tax Service Quality; SYQ = Tax System Quality; TST = Trust; TCB = Tax Compliance Burden; SE = Tax System Engagement

4.2.13
Effect Size (f-square)
The effect size of the model intends to analyse whether the significance of the hypothesis established has real relevant effect or large effect/small effect. The relationship that scores an effect size of 0.15 provides a meaningful effect. The results of the analysis indicate that, only three relations provide meaningful effect. The leading effect comes from the relationship between Trust and Tax System Engagement TST ( SE (f2 = 0.317); followed by relationship between Trust and Tax System Quality TST ( SYQ (f2 = 0.261) and finally Tax System Quality and Tax Compliance Burden SE ( TCB (f2 = 0.177). The findings indicate the role trust play on influencing confidence of taxpayers toward the introduced system and usage of the same. 
Furthermore, the results prove that taxpayers experience meaningful reduction of tax compliance burden since the introduction of the digital tax filing system.  The rest of the relationships, despite being significant, they do not provide any meaningful impact, Meanwhile, the relationship between the information quality and tax system engagement has no meaningful effect at all. This is a result of the standardisation of the tax information. The information or procedure description does not change frequently. Therefore, when taxpayer is equipped with the information can navigate well to the tax system without referencing back to the information.
Table 4.17: Effect Size of the Relationships (f square)

	Relationship
	f-square
	Size Effect

	INQ -> SE
	0.017
	Very Low

	SE -> TCBs
	0.177
	High

	SEQ -> SE
	0.041
	Low

	SYQ -> SE
	0.033
	Low

	TST -> INQ
	0.058
	Low

	TST -> SE
	0.317
	High

	TST -> SEQ
	0.07
	Low

	TST -> SYQ
	0.261
	High

	TST -> TCBs
	0.045
	Low


Source: Research data, (2024)

Note: SYQ = Tax System Quality; TST = Trust; INQ = Tax Information Quality; SEQ = Tax Service Quality; SE = Tax System Engagement; TCB = Tax Compliance Burden
4.2.14
Model Explanatory Power

The findings of the explanatory power coincide with the conclusion made by J. F. Hair et al. (2019) that the context of the study and similar complex model should guide the relevant explanatory power, a high R2 in a model that predicts human attitudes, perceptions and intention are indicative of the model over fit. This study predicts the perception of taxpayers on the reduction of the compliance burden. Hence, Figure 4.1 shows that the R2 of SE (0.456) and TCB (0.346) are above 0.25 and  considered satisfactory for explaining prediction as evident  in  a similar study by Amaro and Duarte (2015).  
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Figure 4.1: Path Coefficient, P-Values and R2 Values of the Model Estimates

4.2.15
Model Predictive Power

The result of the PLS predict LV summary indicates positive values (Table 4.18) of the Q2Predict which imply that PLS path model’s prediction error is smaller than the prediction error given by the most naïve benchmark (Linear model). Thus, it indicates higher predictive power of the predictors. 

Table 4.18: Path Prediction Error

	 Predictors
	Q²predict
	RMSE
	MAE

	INQ
	0.051
	0.979
	0.867

	SE
	0.37
	0.805
	0.649

	SEQ
	0.059
	0.975
	0.834

	SYQ
	0.202
	0.9
	0.688

	TCBs
	0.205
	0.907
	0.659


Source: Research data, (2024)

Furthermore, this study assessed the power of the model to predict future observation that is out of sample using the PLSPredict  k-fold cross validation as suggested by Chin et al. (2020). The target construct TCB indicators (TCBp3, TCBs2, TCBs3 and TCBs4) value of Q2predict exceeds zero, indicating that PLS-SEM performs better than  most simplistic benchmark according to  (Hair Jr, Hult, Ringle, & Sarstedt, 2021).

The results of the prediction error distribution following the guidelines by Shmueli et al. (2019) indicates that there is no  symmetric. Therefore, the PLS-SEM RMSE was compared using the results of the PLS-SEM-MAE and LM-MAE. The target variable in Table 4.19 indicates one out of three, the PLS-SEM-MAE is lower than LM-MAE hence indicating lower out of sample predictive power (Shmueli et al., 2019). The analysis produces the following MAE values (PLS-SEM-MAE vs. LM-MAE): TCBp1: 0.451 vs 0.447; TCBs3: 0.462 vs 0.468; TCBs4: 0.491 vs 0.485; the results suggest that the model has a lower predictive power.
 Table 4.19: Out of Sample Prediction Power

	 
	Q²predict
	PLS-SEM_RMSE
	PLS-SEM_MAE
	LM_RMSE
	LM_MAE

	TCBs1
	0.14
	0.631
	0.451
	0.621
	0.447

	TCBs3
	0.113
	0.689
	0.462
	0.674
	0.468

	TCBs4
	0.196
	0.65
	0.491
	0.637
	0.485

	Overall average loss difference -0.108,     T-value 4.105,        P-value 0.000


Source: Research data, (2024)
4.2.16
Importance Performance of the Constructs

4.2.16.1
Tax System Engagement

The results of the Importance Performance Map (IPM) as depicted in figure 5 indicate that trust is the leading construct in terms of both importance (0.611) and performance (76.981) for determination and prediction of taxpayers’ engagement with the tax systems the result support the assertion by Ejdys (2020)   trust determine future use of technology. While Tax system quality follows in performance (70.891) but its importance (0.156) fell below the score for tax service quality. The high-performance result supports the findings by 


(Jumanne & Mrindoko, 2022; Veeramootoo et al., 2018) ADDIN EN.CITE  that filing of return depends on the quality of the system. Tax service quality is the least construct in performance (56.877) while the second in terms of importance (0.167). Tax information quality performance (59.692) was third in ranking but least construct in terms of importance (0.105).  Thus, trust is a core construct for taxpayers’ engagement with the tax system, followed by the tax system quality, tax system information then tax service quality. Thus, justify the importance of tax official to conduct in a manner that demonstrate high level if integrity, professionalism, trustworthy and accountability while increasing level of engagement with taxpayers, transparence and good customer services (URT, 2023b).  
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Figure 4.2: Importance Performance Map for Tax System Engagement
Source: (Research data 2024)

4.2.16.1.1
Tax Compliance Burden

The results of the Importance Performance Map (IPM) as depicted in figure 6 indicate that trust is the leading construct in importance for determination of reduction of tax compliance burden. The total effect of trust in determining reduction of tax compliance burden  is 0.479, followed by the tax system engagement (0.43), Tax service quality (0.072), Tax system quality (0.067) and last tax information quality (0.045). However, the results in terms of performance in reduction of tax compliance burden, tax system engagement ranked the first construct for reduction of tax compliance burden with 79.979 scores, followed by trust (76.981), tax system quality (70.891), Tax information quality (59.692) and last tax service quality (56.877). Thus indicating that, although trust is very important in influencing perception of taxpayers toward fairness and equity of the system. Taxpayers will experience the actual reduction of tax compliance burden by engaging with the digital tax filing system.  Furthermore, although the tax information quality is ranked last in importance, in terms of the actual performance in reduction of tax compliance burden cannot be under scored.
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Figure 4.3: Importance Performance Map for Tax Compliance Burden
Source: (Researcher data 2024)

4.2.17
Moderation Analysis

This study also hypothesised that the tax education moderates the relationship between tax system engagement and taxpayers’ compliance burden. The results of hypothesis testing of the moderating effect of tax education are presented in Table 4.20 and Figure 4.2. As can be seen, the path coefficient of the effect system engagement on tax compliance burden is positive and statistically significant (β = 0.339; p-value = 0.000), and the coefficient of the interaction effect TAE x SE on TCB is statistically significant (β = 0.398; p-value = 0.001) indicating the moderating role of the tax education. Hence, the hypothesis 10 was confirmed. Furthermore, the relationship between tax education and tax compliance burden is positive but not statistically significant (β = 0.219; p-value = 0.093) implying strength of the moderating variable tax education. 

Table 4.20: Result of the Moderating Analysis

	Direct Effect 
	Coefficient
	T statistics (|O/STDEV|)
	Confidence Interval - Bias Corrected
	Hypothesis Results 

	TST -> INQ
	0.233***
	5.608
	[0.143 - 0.308]
	 H1 supported

	TST -> SYQ
	0.454***
	8.22
	[0.339 - 0.557]
	 H2 supported

	TST -> SEQ
	0.256***
	5.603
	[0.162 - 0.34]
	 H3 supported

	TST -> SE
	0.472***
	10.929
	[0.385 - 0.554]
	 H4 supported

	INQ -> SE
	0.105**
	2.606
	[0.022 - 0.181]
	 H5 supported

	SYQ -> SE
	0.156***
	3.616
	[0.069 - 0.237]
	 H6 supported

	SEQ -> SE
	0.167***
	4.345
	[0.09 - 0.24]
	 H7 supported

	SE -> TCBs
	0.443***
	4.865
	[0.253 - 0.603]
	 H8 supported

	TAE x SE -> TCBs
	0.442***
	3.523
	[0.206 - 0.688]
	 H9 supported

	TAE -> TCBs
	0.234
	1.789
	[-0.016 - 0.498]
	 H10 not supported


Source: Research data, (2024).
Note: Significance (two tailed test): *Significant at p ≤ 0.05; **significant at p ≤ 0.01; ***significant at p ≤ 0.001

TST = Trust; INQ = Tax Information Quality; SYQ = Tax System Quality; SEQ = Tax Service Quality; SE = Tax System Engagement; TCB = Tax Compliance Burden TAE = Tax Education

[image: image8.png]0.233 (0.000)
0000 =
0000
-‘\O'000 - 0.442 (0.000)
0000 & 0.234 (0.074)
0.000 0.472 (0.000)
-—o.m 0.443 (0.000)
i e
TsT -
0.157 (0.000) 0.167 (0.000)
orn—» 551

0.256 (0.000)

syq ’ —~—a




Figure 4.4: Moderation Effect of Tax Education

                                                    CHAPTER FIVE

DISCUSSION OF FINDINGS

5.1
Chapter Overview

This chapter provides a thorough discussion of the study findings. The discussion focuses on explaining how the objectives of the study were met and the gaps covered. The procedures for presenting the discussions of the study findings involve synthesising the study findings, while comparing and contrasting the current findings with results from past studies.  

5.2
Synthesis of the Findings

Prior studies have noted the importance of digital tax filing in reducing tax compliance burden in terms of time, and cost 
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(Okunogbe & Pouliquen, 2017, 2022; Saptono et al., 2023)
. Employing an updated version of the DeLone and McLean IS-Success model (DeLone & McLean, 2003),  this study had four objectives that   assessed the relationships among model variables and utilized  survey data collected from taxpayers administered at domestic revenue department and large taxpayers in Tanzania.
The main objective of this study was to assess the role of digital tax filing system on tax system engagement and   tax compliance burden in Tanzania. This objective was achieved through the following four specific objectives: analyse the influence of trust on the tax system quality factors and tax system engagement; analyse the effect of tax system quality factors on digital tax filing system engagement; examine the influence of tax system engagement on tax compliance burden and examine the moderating role of tax education in enhancing the relationship between tax system engagement and tax compliance burden.

5.2.1
First Specific Objective

The first study objective sought to analyse the influence of trust on the system quality factors and tax system engagement.  This study introduced the trust variable antecedent to system quality factors (tax information quality, tax service quality, and tax system quality) to assess how trust affects the system quality factors and tax system engagement. Hence, four hypotheses were developed to answer this study objective. 
5.2.2
Descriptive of Construct Indicator Trust
The summary of the measurement items for trust construct indicates higher positive and stable trust of the taxpayers toward the digital tax filing system. The average score of the construct has higher mean score and small standard deviation (M4.06; SD = 0.80) suggesting a higher level of trust which is precise and stable toward the digital tax filing system. Thus, it provides assurance that trust is a good construct in consistence and prediction. Further, individual measurement scales mean score are above average and standard deviation of less than one, providing assurance of the stability of the trust construct. Furthermore, the analysis of the importance performance map indicates that trust is the leading predictor of tax system engagement in terms of both importance and performance. Meaning taxpayers trust in tax agency strongly determine the future use of the tax system(Ejdys, 2020). In terms of reduction of tax compliance burden, trust lead in importance but second in performance.
However, measurement scale for willingness of the taxpayer to integrate company system with the tax system scored lower mean and higher standard deviation (“We are willing to integrate our system with the e-filing system”) (M = 3.92; SD = 0.88)   compared to other measurement scale which had mean above M= 4.05 and standard deviation below SD =0.78.  Integration of the company system with the tax system will enable automatic transfer of company information to tax agency system for which taxpayers may have concern regarding proper use of the business information. This indicates potential area for TRA to work on improving confidence and assurance regrading protection and professional use of company’s confidential information to enhance taxpayers’ willingness of integration.
5.2.3
Causal Relationship
The analysis of the significance of the model paths indicates that trust is a significant factor influencing the perception of the taxpayers regarding the digital tax filing system and tax system engagement. This suggests  that trust contributes to the users’ participation (Abdulkareem et al., 2022; Angelina et al., 2019). However, further analysis indicates trust provides meaningful effect size on tax system quality and tax system engagement. High effect size on tax system engagement supports the assertion by Ejdys (2020) that  trust determines the future use of the technology as well as findings by Munisi et al. (2024) that taxpayers perceive usefulness of the system willingness to use  increase  confidence in e-government (Putra et al., 2022).
These findings are contrary to the findings of Angelina et al. (2019), which concluded that lack of trust leads to the insignificant influence of the information quality of e-commerce. The findings of this study indicate the existence of trust provide no meaningful effect on perception of the tax information and low meaningful effect on service quality. Low and non-existence of effect size of trust on tax service and information quality respectively were explained by the nature of the demand of these systems quality factors to the taxpayers. Taxpayers need stability of the system to meet their tax obligations (such as filing of returns and generating control numbers for tax liability payment). Reliability of the system is very important compared to the standardised tax information and services, which are required occasionally when, need arise and in some instances, their need may diminish as taxpayers become expert in using the tax system. However, given that the path coefficients are significant, it entails that the variables are of important consideration to new users of the system.
Furthermore, the descriptive score indicated low score on the statement regarding willingness of the taxpayers to integrate their system with the digital tax filing system. This finding aligns with the results reported  by Horsburgh et al. (2011), Sichone et al. (2017) and Kimea et al. (2019) who found that digital tax filing system users are sceptical to risk associated with the online services as evidenced by Kimea et al. (2019) and Sichone et al. (2017) in assessing intention to use e-filing services in Tanzania. This study concluded that government system users might have doubt about the web security, personal information and payments on the e-government system. Thus, trust becomes a prominent factor to smoothen taxpayers doubt regarding the digital tax filing system privacy and security.

In general, the objective of the study was met considering the significance of the path coefficient. Further consideration of the effect size of the path coefficient indicates partial attainment of the study objective. In contrast, the meaningful effect size of the path coefficient was observed only on the relationship between trust and tax system quality and tax system engagement.

5.3
Second Specific Objective

The second objective of this study intended to analyse the effect of system quality factor on tax system engagement. In order to achieve the study objective, three hypotheses were developed regarding tax system information, service and system quality with tax system engagement.  

5.3.1
Descriptive of Construct Indicator

The analysis involved three aspects of the quality of the digital tax filing system. The quality of the system was measured in terms of the quality of the information available in the system, quality of the services accessed by taxpayers about the tax system and the quality of the tax system.
5.3.2
Tax Information Quality
Overall, the construct indicates higher positive relevance of the information but unstable for prediction. The mean score of the construct is above the average but standard deviation is above one (M = 3.50; DS = 1.68) indicating instability of the respondent opinion. Further, all individual indicators have higher standard deviation. This indicates lack of consistence and weaken prediction. Thus, it indicates the  potential area for tax agency to improve the relevance of the tax information in the system. Specifically, taxpayers are volatile with relevance (M=3.22; SD=1.9), accuracy (M3.33; SD=1.89), meeting needs of the company (M=3.55; SD=1.83), sufficiency of the information (M=3.12; SD=1.83) and up to date (M3.6; SD=1.57).  Thus, even though the mean scores of the measurement items indicate positive perception of the relevance of the tax information, the standard deviation present inconsistence of respondents’ opinion. Thus, the tax authority is required to improve relevance, accuracy, updated on time as well as being comprehensive and meet diverse needs of taxpayers because of the specific tax requirements of   each sector of operation such as mining, financial, construction, oil and gas.
The improvement of the tax information in the system is necessary as justified by the results of the importance performance map for tax system engagement and tax compliance burden. In both constructs, when information quality is compared to the service and system quality. Information quality was ranked second in performance for determining taxpayers’ engagement with the tax system as well as reduction of tax compliance burden. Tax information in the system provide taxpayers a quick reference point for adherence to compliance with the laws, regulation and procedures in respect to tax obligation. Thus, the findings contradict the with (Milamo & Magobe, 2024; Veeramootoo et al., 2018) who found that information quality insignificantly determine taxpayers engagement with the tax system.
5.3.3
Tax Service Quality
The construct overall score indicates positive perception towards the quality of the services received in relation to the digital tax filing system. However, the opinions are not consistence nor good for prediction because of the higher standard deviation (M=3.11; SD=1.44).  Nevertheless, higher concern emanated on indicator regarding provision of standardised services (M=2.7; SD=1.85) which scored least mean and higher standard deviation indicating taxpayers’ perception of inconsistence in provision of services among different tax officials or tax regions, or between large taxpayer’s department and domestic revenue department. Reliability of the services provided was second lowest measurement (M= 2.86; SD= 1.28) indicating taxpayers’ belief or trust of the service received is low. This indicates potential area for tax authority to enhance good customer services and competence of the tax official and across the organisation in order to improve confidence of the taxpayers regarding services received. In general, all the measurement scale for this construct scored a standard deviation of above one that indicates weakness of the predictive power of the construct. 
The importance of quality tax services is justified by the results of the importance performance map for both tax system engagement and tax compliance burden. Although among the quality system factors that is tax information quality, tax service quality and tax system quality; tax service quality is least in performance for determination of taxpayer’s engagement with tax system and reduction of tax compliance burden. The contrast tax service quality takes the leading role in importance that is total effect. The result justifies the importance of the service quality cannot be neglected for the purpose of in improving the image of the tax agency. The findings of the importance performance map supports the findings of (Veeramootoo et al., 2018), (Wagiman et al., 2023) and (Kaban et al., 2023) who found services quality significantly influence system engagement in tax related context.
5.3.4
Tax System Quality

A summary of the construct measurement indicates tax service quality higher, positive and stable taxpayers’ perception regarding the digital tax filing system. The overall mean and standard deviation scores (M=3.64; SD=0.93) indicate the construct is consistent and good for prediction quality. Thus, it provides  efficiency in meeting tax obligation related to submission of tax returns (Jumanne & Mrindoko, 2022). Furthermore, all individual measurement scales have mean score above three, however, two measurement scales were related to system reliability (M = 3.11; SD = 1.12) and fast information access (M = 3.26; SD= 1.27) and out of seven obtained a standard deviation above one. 
Thus, despite overall quality of the construct, there is variability in taxpayers’ opinion regarding reliability of the digital tax system. This may be a result of the capacity of the system to handle large volumes of data during due date, during these times, taxpayers experience slowness and challenges to upload tax return in the system. Further, fast access of information emanated as concerned indicator. Similar concern was raised by large taxpayers in the 2014/15 perception survey (URT, 2017). Thus, it indicates apparent need for tax authority to work on accessibility and enhance stability of the system all the time. 
The consistence and good prediction of the tax system quality aligns with the results of the Importance Performance Map. Tax system quality when compared to tax service quality and tax information quality. Tax system quality is the leading construct in determination of taxpayers’ engagement with the tax system. in terms of the prediction of reduction in tax compliance burden, the tax system quality ranked third in performance after tax system engagement and trust. These finding support the results of  
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(Masunga et al., 2020; Milamo & Magobe, 2024; Veeramootoo et al., 2018)
 conducted in context of taxation.
5.3.5
Causal Relationship

The results of the analysis of the influence of the system quality factors on tax system engagement indicate all constructs (tax information quality, tax service quality and tax system quality) significantly and positively influence system engagement. This indicates high acceptability of the digital tax filing system in Tanzania (Jumanne & Mrindoko, 2022) However, further analysis of the effect size of the relationship indicates  that these constructs produce low meaningful effect size to the tax system engagement. This coincides with the overall score of the Mean of 3.42 and Standard deviation of 1.35. The mean score indicates positive perception of the system. However, the standard deviation indicates overall low prediction and inconsistence of respondent opinion. These results are influenced by mandatory usage adoption of the tax system and the partial development of the system. The tax authority continues with the enhancement and development of the new modules to come up with the Integrated Domestic Revenue Administration System (IDRAS). Thus, the system may be considered of low quality during the data collection stage, as posited by Al-Mamary (2019) that the quality of the system determines taxpayers determination to engage with the system. However, taxpayers are required to use the system despite any inconvenience and development level provided by the system such as system downtown during due dates, internet challenges, system accessibility challenges and during due dates, hence, it justifies the significance of the coefficient.  
5.3.6
Tax Information Quality and Tax System Engagement

Specifically, the significance of the information quality coefficient is justified by the fact that respondents’ composition included taxpayers with less experience with the digital tax filing system. The finding of the effect size of the significance of path coefficient indicates low meaningful effect size and the descriptive summary indicated poor prediction of the construct. The low effect size of the significance of the path coefficient was influenced by partial development of the IDRAS system (URT, 2024), which affects perception of taxpayers when some tax administrative functions are handled manually.
The results carry meaning to the adaptors of the digital tax filing system from the year 2020. However, the results of the significant of the path coefficient contradicts with the prior findings of Milamo and Magobe (2024) who conducted study to experienced users (users of VAT online filing introduced in 2010) of digital tax filing system in Tanzania; Veeramootoo et al. (2018) on e-filing continuous usage intention in Mauritius and Lee and Lee (2012) on the open source software. The contradictory results are associated with the taxpayers’ prior experience and understanding of the technology utilisation. In that case, as taxpayers become acquainted with relevant required tax information and procedures, frequent reference to the standardised tax information in the system becomes less necessary. Thus, searching for information is not key to usage of the digital tax filing system (Veeramootoo et al., 2018). 
However, the findings coincide with the findings of Masunga et al. (2020) who assessed the influence of tax information on behavioural intention of large taxpayers to use e-filing system in Tanzania as well as Kaban et al. (2023) on Gen Z use of e-filing. However, because the respondents comprise users of the digital tax filing system with less experience in filing tax return online, taxpayers were on stage of acquainting themselves with the tax filing system. Thus, tax information quality is necessary for ease navigation in the system and understanding of the application of the tax laws and regulations where as its importance diminishes as experience acquired.
5.3.7
Tax Service Quality and Tax System Engagement

Similarly, the findings indicate significant and positive influence of the tax service quality on tax system engagement. Nevertheless, the effect size of the path coefficient on system engagement indicated low meaningful effect, meanwhile, summary statistic of the construct indicates low predictive relevance. Similarly, the low effect size and predictive relevance owe to partial automation of the domestic revenue administration system (IDRAS). However, the significant and positive effect of tax service quality on taxpayers’ system engagement reflects the findings of previous research conducted in settings where digital system is mandatory 
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(Lee & Lee, 2012; Milamo & Magobe, 2024; Widyari et al., 2021)
. It also supports the behavioural intention of Tanzanian large taxpayers to use the e-filing system as evidenced in Masunga et al. (2020).
However, these findings are contrary to the findings from Veeramootoo et al. (2018), Kaban et al. (2023) , and Wei et al. (2017) who  argued that taxpayers need the system to meet their tax obligation more compared to support service. In the context of this study, respondents were new users of the digital tax filing system and the nature of required online filing of tax return. Support services are of paramount importance to help taxpayers easily troubleshoot any challenges encountered when navigating to the system, even if the effect size is small. A system with quality service enables taxpayers to fulfil their tax obligations with ease and minimal obstacles, thereby enhancing the benefits, such as cost and timesaving, derived from using the system (Islam et al., 2012). 
5.3.8
Tax System Quality and Tax System Engagement

Tax system quality indicates a significant and positive relationship with tax system engagement. The effect size that the significance of the path coefficient provides is low. However, the construct indicated stability and good consistence and predictive power. This means tax system quality is key to the digital tax filing system because taxpayers are obliged to file their tax return and pay instalment taxes on time to avoid penalty and interest (Veeramootoo et al., 2018). Hence, technical capabilities and effortlessness use of the digital tax filing system is key for taxpayer to honour their tax obligations. This finding broadly supports the work of other studies in this area linking tax system quality and tax system engagement conducted in Tanzania and other areas 
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(Masunga et al., 2020; Milamo & Magobe, 2024; Ramdhony et al., 2023; Veeramootoo et al., 2018)
, indicating that taxpayers place considerable importance on tax system quality when utilising the system for tax return filing purposes. 
Taxpayers demonstrate a preference for digital tax filing system characterised by reliability, user-friendly functionalities offering prompt and easy access to information, and robust security measures (Albay, 2020; Veeramootoo et al., 2018). Such a system minimises instances of failures or late filing, thereby reducing associated penalties. However, contradicting results were observed when the model was applied in the areas other than digital tax filing in mandatory environment. The findings by (Angelina et al., 2019) on e-commerce success and (Lee & Lee, 2012) on USA open source enterprise information system development indicated insignificant influence of system quality on system use owing their results on trust and mandatory usage.
In general, the study objective was met in the context of assessing significance of the path coefficient of the model, however, the effect size of the path coefficient as well as summary statistics of the construct was taken into consideration. The study objective attainment is weak because the effect size of these significance of the coefficients of the path are low for relationship between tax information quality, tax service quality, and tax system quality constructs with tax system engagement. The effects size finding owes to the pre mature development and partial module release of the tax system (IDRAS). 
5.3.9
Third Specific Objective

The third objective of the study intended to examine the influence of tax system engagement on taxpayers’ compliance burden. One hypothesis was developed to assess this objective. 
5.3.10
Descriptive of Construct Indicator

The summary of the measurement items for tax system engagement construct indicates higher positive and stable belief of the taxpayers toward the digital tax filing system. The average score of the construct has higher mean score and small standard deviation (M= 4.10; SD=0.91) indicating positive perception of the tax system engagement as well as consistence and high predictive relevance of the construct. Majority of the indicator's mean values scored above four and the standard deviation scored less than one. However, taxpayers indicated variability in opinion regarding the ability of the tax system engagement to make taxpayers compliant (M = 3.40; SD = 1.48). The diversity may be a result of the heterogeneity of the composition of the taxpayers. Taxpayers in different sectors have different levels of technological advancement, large taxpayers and medium taxpayers possess different ability of comprehension and skills with regard to tax matters. 
The strength of the tax system engagement in prediction of reduction of tax compliance burden is justified by the results of the Importance Performance Map. The results indicated that tax system engagement is the leading constructs in predicting reduction of taxpayers’ compliance burden and second in importance after trust. Thus, confirming that tax system engagement leads to the reduction of the taxpayer’s compliance burden. The findings contradict the results of the study conducted in context other than tax, where system engagement was found to insignificantly determine net benefits of the company


(Aditya et al., 2020; Al-Mamary, 2019; Angelina et al., 2019; Garomssa et al., 2021) ADDIN EN.CITE . Coincide with studies conducted in tax system context 


(Jumanne & Mrindoko, 2022; Maro, 2023; Millenia et al., 2022) ADDIN EN.CITE . Thus, tax agency, need to ensure taxpayers are well equipped with competences required for engaging with digital tax system that is ensuring the system consist with updated appropriate information, services improve and the system is stable. 
5.3.11
Causal Relationship

The analysis of the significance of the path coefficient indicates significant role of the tax system engagement on reduction of the taxpayers’ compliance burden. The findings are further justified by the assessment of the effect size of the relationship between the tax system engagement and tax compliance burden. The results indicate the relationship produces meaningful effect size on reduction of the tax compliance burden. Moreover, descriptive analysis indicates the construct is good and stable for prediction.
Thus, finding of the significance level of path coefficient accord with the findings of Dalle et al. (2020)  who observed that system use significantly influence organisation impact on university information system. In the context of tax environment, digital system was observed to accelerate tax invoicing and reporting of VAT, while providing benefits in terms of convenience, effective and efficiency (Wagiman et al., 2023) net benefit for gen Z individuals (Kaban et al., 2023).  For example, Wei et al. (2017)  found significant net benefit on use of medical centre logistic. The results are influenced by the benefits provided by the system such as time saved in preparation of returns, travelling to tax offices for filing return, travelling to banks for payment of tax liability, increased accuracy, and proper maintenance of evidence. 
In contrary, several studies conducted in other context found system engagement insignificantly contributes toward organisation net benefit 
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(Aditya et al., 2020; Al-Mamary, 2019; Angelina et al., 2019)
. These studies drew their conclusion on the ground of the mandatory usage of the system, infrequent usage of the system and the system being new. Given the apparent benefits experienced by taxpayers, the system brought by the convenience in terms of filing, payment, gathering information or evidence and reduction of errors in returns. This study seconds that tax system engagement contributes toward reduction of the compliance burden.

In general, the study objective was strongly attained because of the coinciding findings of the significance of the path coefficient, the high effect size of the significance of the path coefficient and predictive relevance of the construct. Thus, the findings provide evidence that tax system engagement essentially reduce tax compliance burden. 
5.4
Fourth Specific Objective

Finally, the fourth study objective examined the moderating role of tax education in enhancing the relationship between tax system engagement and tax compliance burden. Two hypotheses were developed to analyse the moderating power of tax education on tax system engagement. The findings indicate that, tax education strengthens the relationship of the tax system engagement and tax compliance burden for taxpayers who started to use the digital tax filing system in 2020. The insignificance found on the relationship between tax education and tax compliance burden provides confidence on strength and unbiased moderation effect of tax education.

The  findings are in line with the findings of Paco and Quezon (2022); Anto et al. (2021);Mkenda et al. (2023); 
 ADDIN EN.CITE 
Ariwangsa et al. (2022); (Tambun & Haryati, 2022)
 and Ross and McGee (2012) that tax awareness significantly influence extent of compliance.  Thus, it is suggested to use tax education to rectify inconsistency in understanding of the befits of e-filing system(Munisi et al., 2024), and use tax education to raise awareness of taxpayers obligation(Le et al., 2021) . Thus, the descriptive statistics indicated that there is potential number of taxpayers who have not received training from tax authorities on the proper use of the digital tax filing system. Thus, the need to ensure tax education is continuously and consistently provided to all taxpayers.
CHAPTER SIX

CONTRIBUTIONS, CONCLUSIONS AND RECOMMENDATIONS

6.1
Chapter Overview

 The chapter provides a thorough explanation of the contribution of this study in terms of theoretical and practical implications. Thereafter, this study discusses the limitations of the study and areas for further studies consideration. The study makes a conclusion resulting from the thorough discussion of the findings. Lastly, it provides recommendations to policy makers and tax practitioners. 
4.1 Implications

6.2.1
Theoretical Implication

First, unlike previous studies that treated trust as a mediator (Abdulkareem et al., 2022)., this study introduced trust construct in the model as a determinant or predictor construct of the tax system engagement(DeLone & McLean, 1992, 2003). This study’s analysis has shown that trust is a significant predictor of the tax system engagement. Further, trust attained a leading high effect size of the significance of the path coefficient among other construct of the model. Lastly, the overall indicators and individual measurement construct indicated data points have very low variance, suggesting stability, consistence and good construct for prediction. Thus, the study considers the construct as relevant additional predictor/construct of the system use/engagement in the model. The analysis enhances the understanding of the role played by trust in implementing the digital tax filing systems. 

Secondly, the study introduced a moderating variable tax education in the model. The study analysis demonstrated the significance role of the tax education in enhancing the contribution of the tax system engagement on reduction of the tax compliance burden. Further, the insignificance of direct relationship between tax education and tax compliance burden indicates strength of the moderation variable tax education to produce unbiased estimation.  Thus, the significant contribution obtained from these newly introduced constructs in the model justify the study theoretical motivation of introducing the new variable (moderator) in the IS Success Model.

4.1.1 Empirical Contribution

First, this study makes important empirical contribution to the literature on digital tax filing and tax compliance burden. Previous studies advocated the application of information system theories in assessing adoption, continuous use and compliance such as Technology Acceptance Model (TAM), Theory of Planned Behaviour (TPB), and Unified Theory of Acceptance and Use of Technology (UTAUT). These theories are relevant to the analysis of the intention to use and continuous usage than assessing net benefit attained by the system user. However, a review of literature on the tax compliance burden indicates studies have less assessed the role of the technology in reduction of the tax compliance burden. 

Therefore, there is paucity of research that investigates the impact of tax digital filing systems on reduction of tax compliance burden. By applying the modified DeLone and McLean (2003) IS Success Model in assessing the role of digital tax filing in reduction of tax compliance burden, this study contributes  to knowledge. Second, this study makes important empirical contribution by demonstrating the important contribution of the tax system engagement as a significant predictor of the tax compliance burden new users of the digital tax filing system in mandatory environment. The relationship was neglected by prior e-government literature (Ramdhony et al., 2023); (Veeramootoo et al., 2018) and information systems (Alzahrani et al., 2019). The analysis further indicated that the significance of the path coefficient makes meaningful high effect size on reduction of tax compliance burden. Further, the summary indicates both overall and independent measurement indicators have stable, consistence and good for prediction. Thus, by leveraging DeLone and McLean’s  IS Success model (DeLone & McLean, 2003),  this study empirically demonstrates that digital tax filing system holds the potential to reduce the tax compliance burden for new users of the digital tax filing system. 
Third, unlike prior studies that primarily focused on the relationships between system quality factors and continued use or adoption among individual taxpayers and citizens (Chen et al., 2015; Ramdhony et al., 2023; Veeramootoo et al., 2018). This study shifts attention toward business entities, a group that was largely overlooked in digital tax filing system literature. By doing so, this study contributes to the understanding of the system quality factors deemed important by business entities in influencing their engagement with the digital tax filing system and the system's contribution in reducing the taxpayers’ compliance burden.

4.1.2 Practical Implications

First, the study provides assurance that the digital tax filing system introduced by the government for taxpayers and administrative use is effective and efficient to the taxpayers in reliving taxpayers’ compliance burden. The finding provides assurance for attaining TRA mission which state “We Make it Easy to Pay Tax and Enhance Compliance for Sustainable Development”, through embracement of the following themes; operational excellency, taxpayer’s engagement, automation and innovation (URT, 2023b, 2024). This assertion is evidenced the results of the Importance Performance Map where tax system engagement emanated as leading construct for prediction of reduction of tax compliance burden. While in terms of total effect, (importance) was second after trust. Further, the strength of the system quality factor summary where taxpayers’ perception indicated construct validity, low variance in the data points, suggesting stable, consistence and prediction relevance as well as significance of the path coefficient. This portrays positive appreciation of the tax system. 
Furthermore, tax system engagement emanated, as significant predictor of tax compliance burden in all aspect; significance of the path coefficient, effect size of the significance of the path coefficient and in stability, consistence and good predictive relevance of the construct. Thus, this study puts light on the salient factors influencing reduction of tax compliance burden. The findings of this study can be useful to tax collection agency like TRA. Tax agencies can also use these findings to improve the digital tax filing system and increase the recruitment of new taxpayers to use the system. 
Second, the findings also indicate that trust significantly improves perception of taxpayers regarding the digital tax filing system introduced by the tax agency. In addition the results of the Importance Performance Map where trust emanated as important construct for prediction of both tax system engagement and tax compliance burden. While in terms of performance, trust is the leading construct for determination of taxpayers’ engagement with tax system and second for prediction of reduction of tax compliance burden. Further, the significance role that trust play in enhancing taxpayers perception of the system quality factors, and significance predication power to system engagement in terms; significance of path coefficient, meaningful effect size of the path coefficient, and stability, low variance and consistence observed from respondents’ summary. It justifies the TRA vision to become “A Trusted Revenue Administration for Socio-economic Development”(URT, 2023b, 2024) as well as inclusion of the trustworthy in the authority code values.   Thus, tax agencies should put emphasis on ensuring that tax officers perceived as honest with high integrity, reliable and dependable by taxpayers, through transparency, engagement of stakeholders, consistency in service delivery and good customer care (TRA Code of Ethics, 2022).

Third, it was found that tax education significantly enhance the contribution of tax system engagement on reduction of tax compliance burden. Every day citizens and non-citizens register businesses, some businesses graduate from presumptive regimes to accounting case regime or entity that are required to file tax returns regularly online. Thus, the study finding underscores the important role of the Taxpayers Education and Communication Department of the TRA and similar departments of other tax agencies to continue educating taxpayers in all aspects and meet diverse needs of taxpayers. Tax education holds potential to equip new users with technical know-how of using the digital tax filing system, understanding of tax laws and regulations, which in turn increases taxpayers’ efficiency in  carrying out their tax obligations (Ariwangsa et al., 2022). Thus, the study findings underscore the important role played hence, tax agencies should invest in providing tax education specifically to new entrants that use the digital tax filing system, to increase engagement and reap the benefits of reduced tax compliance burden.
 Limitations of the Study
The findings of this study were interpreted in consideration of the study limitations. Firstly, the study was conducted at a time of partial development of the domestic revenue administrative system known as IDRAS. The partial development of the system my influence the result and perception of taxpayer to the quality of the digital tax filing system.

Secondly, although this study has validated the IS Success Model for reduction of tax compliance burden, it should be noted that the study did not analyse the same for experienced users of the digital tax filing system. Given that the IS Success Model intends to measure net benefits accrued to the system users, the benefits can be different between experienced users and new users.  Thirdly, the study sample comprises private business entities that had never used digital tax filing system before 2020. The introduction of digital tax filing system to all types of tax returns took them into required use of the tax system. The results may exhibit bias when extrapolated to other group categories that encompass individual business, parastatal and government institutions. 

Fourthly, the theoretical underpinning of this study is derived from Delone and McLean's IS Success Model (DeLone & McLean, 2003). However, prior research suggests that integrating the IS Success Model with other theories, such as Confirmation Theory, and psychology theories provides a more comprehensive understanding of the determinants of system use (Ramdhony et al., 2023; Veeramootoo et al., 2018). 

Fifthly, this study adopts a cross-sectional design with data collected at a single point in time; it fails to capture trends and changes in taxpayers' perceptions of quality factors or relationships among the study variables over different periods. For instance, enhancement of the system and introduction of the other aspect of taxes in the system could have influenced taxpayers' evaluations of the digital tax filing system. 

6.3
Considerations for Future Studies

Future researchers may consider applying the same model to assess the benefit to taxpayers after the completion of development of the IDRAS. Further, future research should apply the model to sample individual business, parastatal and government institutions to elucidate the influence of system quality factors, trust on the tax system engagement and its impact on taxpayers’ compliance burden. Also, studies might consider extending the model by integrating other theories such as Self-determination Theory; incorporating concepts such as intrinsic motivation, extrinsic motivation of individual and perceived risks to enhance the explanatory power of the model, leading to more valid conclusions (Ramdhony et al., 2023). In order to capture trends, incorporating a longitudinal research design into future studies is imperative to enhance the validity and reliability of the results.

6.4
Conclusion

In conclusion, this comprehensive study explores the transformative impact of digital tax filing system on tax system engagement and taxpayers’ compliance burden, focusing on the Tanzanian context, where the government transitioned from paper-based filing to VAT digital tax filing in 2010 and expanded its scope to cover income tax returns in 2020. The adoption of digital tax filing system prompted by global advances in information technology and the imperative for time and cost efficiency, holds the potential to revolutionise tax systems, offering advantages for both tax authorities and taxpayers.

This research employs a modified DeLone and McLean’s IS-Success Model, and establishes that trust influences the taxpayers’ perception of the digital tax filing system. However, meaningful size effect of trust on the significance of path coefficients of tax system factors (tax information quality, tax service quality, tax system quality and tax system engagement) limited to system quality and tax system engagement. Furthermore, the significance of the system quality factors coefficients (tax information quality, tax service quality, and tax system quality) on tax system engagement proved to have small meaningful size effect. While tax system engagement was a significant predictor of tax compliance burden in all aspects namely, path coefficient, effect size and consistence in prediction.
The implications of this study contribute to the model/theory by proposing introduction of the trust construct as a predictor of the tax system engagement that also evaluate trustworthy of the system provider and moderate the model by the tax education to ensure tax system users accrue benefits of the system. Notably, the study bridges a gap in existing literature by shifting the focus to business entities, providing valuable insights into the crucial factors influencing tax system engagement and the role of tax system engagement and moderator tax education in reducing tax compliance burdens for entities. From a practical standpoint, continuous efforts to enhance digital tax filing system quality through technical investments, seamless operation, and robust security measures advised. Additionally, the involvement of tax system users in the design process is emphasised to build trust and minimise user-related issues.
4.2 Recommendations
6.5.1
Policy Makers

The Tax Administration (general) Regulation provides that “every person  who is required to file a return under a tax law shall apply to the commissioner general for the registration in the electronic register” (URT, 2016b, 2022). The person required to file return are taxpayers whom are assessed basing on the financial statements. These are taxpayers with turnover above 100 million per annum. The law also provides for taxpayers with turnover below 100 million who intend to prepare financial statement to apply to the commissioner to prepare financial statement and maintain proper information.  
However, the composition of the taxpayers in Tanzania is biased toward small taxpayers, majority are considered as small taxpayers whom are assessed basing on turnover. Therefore, taxpayers tend to hesitate to use the systems for accounting of their sales. In addition, being in that category means interaction with the system is very small. Thus, the study evidence indicates that tax system engagement (system use) significantly determines reduction of tax compliance burden among taxpayers in Tanzania. In addition, the significance of the tax system engagement construct was found to be consistent with low variation in response. Further, the Importance Performance Map analysis indicated that tax system engagement is the leading performer in reduction of tax compliance burden and its importance is very high. Thus, the current design of the law excludes majority of the taxpayers to enjoy the benefits of reduction of tax compliance burden brought by the usage of the tax system.

The study recommends the following, first  policy makers to expand the scope of taxpayers whom are required to prepare financial statements and file return online to at least a turnover of Tshs 50 million so that the number of taxpayers who benefit from the use of the tax system increase. When majority of the taxpayers witness the benefit of the tax system from other taxpayers, more taxpayers will be motivated to file returns online. Hence, taxpayers will increase accurate declaration of the business turnover to ensure they attain the conditions for preparation of financial statements.
Secondly, the study recommends policy makers to make a mandatory for businesses that need high capital but they generate small profit margins. Such business includes beverage businesses, hardware etc. The business transactions for these business in nature carries small profit margin, for a person to engage in these business requires high capital. Thus, a required preparation of financial statement and filing returns online will reduce tax compliance burden for these businesses and increase number of taxpayers who benefit from the system.

The policy change will have spillover effects to the self-employment of the professional accountants, and demand of tax auditors in tax agencies. The increase of number of taxpayers who are required to prepare financial statements directly leads to increase in demand of professional accountants and auditors as well as tax auditors in tax agencies. This will reduce the level of unemployment while increasing the number of productive workforce, which also increases government revenue by collecting taxes from the tax consultation firms, employees of the firms and tax agencies.
 6.6
Tax Agencies

First, tax agencies should provide and emphasise on good conduct and behaviour to employees as well as provide high quality customer services in order to promote trust and confidence of taxpayers; respondents indicated scepticism on taxpayers to integrate company systems with the tax system. Thus, tax officials’ demonstration of integrity, professionalism, accountability and trustworthy during interaction with taxpayers will smoothen taxpayers’ reluctance.
Secondly, with regard to the system quality factors, tax agencies are advised to ensure relevant and updated tax information which cutter diversity of the taxpayers’ legal requirements. Further, adherence to taxpayers and guidelines of the tax agencies in providing services for standardised and reliable services across all tax regions and officers. Tax agencies should continue to enhance the system to provide a robust tax system that can handle big data, maintain stability during peak dates, and enhance taxpayer’s compliance.
Third, taxpayer’s education and communication department within the tax agency need to enhance taxpayers outreach programmes, ensure they are inclusive, and cover majority of the taxpayers annually. Existence of the taxpayers who are yet to receive training impairs opportunity of taxpayers to experience reduction of tax compliance burden brought by the system. The training should focus on imparting competence to taxpayers including; knowledge on applicable tax laws, skills on determination of tax liability and accurate reporting of business financial information and instilling right attitude toward tax and tax agency to both new and experienced tax system users.
4.2.1 Taxpayers

First, taxpayers are advised to make deliberate initiatives to understand tax laws relevant to the sector of operation, compliance obligations requirements and proper application of the digital tax filing system in meeting tax obligation through participation in tax outreach programmes organised by tax agencies and personal learning efforts.
Second, during this period when the tax system is in continuous development and enhancement, taxpayers are advised to honour their tax obligations before the due dates in order to avoid unnecessary inconveniences such as penalties and fines arising because of the late filing brought by the system overload during the due dates and unnecessary fines and penalties. Otherwise, taxpayers’ relief of tax compliance burden through system engagement is impaired. 
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                                APPENDICES
APPENDIX I: RESULTS OF THE NORMALITY TEST

	Descriptive Statistics

	 
	N
	Min
	Max
	Mean
	Std. Dev
	Skewness
	Kurtosis

	
	Stat
	Stat
	Stat
	Statistic
	Statistic
	Statistic
	Std. Error
	Statistic
	Std. Error

	INQ1
	410
	1
	5
	3.595
	1.566
	-0.369
	0.121
	-1.595
	0.240

	INQ3
	410
	1
	5
	3.327
	1.887
	-0.331
	0.121
	-1.800
	0.240

	INQ4
	410
	1
	5
	3.220
	1.901
	-0.210
	0.121
	-1.873
	0.240

	INQ5
	410
	1
	5
	3.546
	1.827
	-0.567
	0.121
	-1.565
	0.240

	INQ7
	410
	1
	5
	3.122
	1.834
	-0.076
	0.121
	-1.842
	0.240

	SYQ1
	410
	1
	5
	3.946
	0.886
	-1.423
	0.121
	2.745
	0.240

	SYQ2
	410
	1
	5
	3.910
	0.850
	-0.834
	0.121
	1.162
	0.240

	SYQ5
	410
	1
	5
	3.673
	0.822
	-0.154
	0.121
	0.028
	0.240

	SYQ6
	410
	1
	5
	3.617
	0.823
	-0.194
	0.121
	0.320
	0.240

	SYQ7
	410
	1
	5
	3.971
	0.743
	-0.924
	0.121
	2.478
	0.240

	SEQ1
	410
	1
	5
	3.027
	1.346
	0.647
	0.121
	-1.399
	0.240

	SEQ2
	410
	1
	5
	3.300
	1.500
	-0.098
	0.121
	-1.584
	0.240

	SEQ3
	410
	1
	5
	3.183
	1.501
	0.113
	0.121
	-1.584
	0.240

	SEQ4
	410
	1
	5
	2.698
	1.846
	0.305
	0.121
	-1.762
	0.240

	SEQ5
	410
	1
	5
	3.649
	1.225
	-0.476
	0.121
	-1.125
	0.240

	SEQ6
	410
	1
	5
	2.859
	1.278
	0.903
	0.121
	-0.925
	0.240

	SEQ7
	410
	1
	5
	3.066
	1.386
	0.596
	0.121
	-1.498
	0.240

	SE1
	410
	1
	5
	4.178
	0.966
	-1.163
	0.121
	0.705
	0.240

	SE3
	410
	1
	5
	4.273
	0.765
	-1.397
	0.121
	3.370
	0.240

	SE4
	410
	1
	5
	3.395
	1.480
	0.113
	0.121
	-1.901
	0.240

	SE5
	410
	1
	5
	4.305
	0.786
	-1.293
	0.121
	2.056
	0.240

	SE7
	410
	1
	5
	4.302
	0.744
	-1.197
	0.121
	2.376
	0.240

	TSTI
	410
	1
	5
	4.051
	0.779
	-0.558
	0.121
	0.159
	0.240

	TST2
	410
	1
	5
	4.110
	0.750
	-0.881
	0.121
	1.657
	0.240

	TST3
	410
	1
	5
	3.917
	0.883
	-0.714
	0.121
	0.458
	0.240

	TST4
	410
	1
	5
	4.151
	0.721
	-0.786
	0.121
	1.395
	0.240

	TCBs1
	410
	1
	5
	4.093
	0.679
	-0.870
	0.121
	2.391
	0.240

	TCBs3
	410
	1
	5
	4.000
	0.730
	-1.137
	0.121
	3.074
	0.240

	TCBs4
	410
	1
	5
	4.146
	0.722
	-1.089
	0.121
	2.931
	0.240

	Valid N (listwise)
	410
	 
	 
	 
	 
	 
	 
	 
	 


APPENDIX II: COMMON METHOD BIAS

	Factor
	Initial Eigenvalues
	Extraction Sums of Squared Loadings

	 
	Total
	% of Variance
	Cumulative %
	Total
	% of Variance
	Cumulative %

	1
	10.190
	28.305
	28.305
	9.505
	26.403
	26.403

	2
	3.372
	9.366
	37.672
	 
	 
	 

	3
	2.641
	7.336
	45.007
	 
	 
	 

	4
	2.293
	6.369
	51.377
	 
	 
	 

	5
	1.363
	3.785
	55.161
	 
	 
	 

	6
	1.270
	3.527
	58.688
	 
	 
	 

	7
	1.170
	3.251
	61.939
	 
	 
	 

	8
	1.079
	2.999
	64.937
	 
	 
	 

	9
	0.976
	2.711
	67.648
	 
	 
	 

	10
	0.922
	2.561
	70.208
	 
	 
	 

	11
	0.774
	2.150
	72.359
	 
	 
	 

	12
	0.734
	2.038
	74.397
	 
	 
	 

	13
	0.658
	1.827
	76.224
	 
	 
	 

	14
	0.641
	1.781
	78.005
	 
	 
	 

	15
	0.634
	1.761
	79.766
	 
	 
	 

	16
	0.597
	1.658
	81.424
	 
	 
	 

	17
	0.566
	1.573
	82.997
	 
	 
	 

	18
	0.534
	1.484
	84.481
	 
	 
	 

	19
	0.467
	1.297
	85.778
	 
	 
	 

	20
	0.458
	1.271
	87.049
	 
	 
	 

	21
	0.447
	1.240
	88.289
	 
	 
	 

	22
	0.409
	1.136
	89.425
	 
	 
	 

	23
	0.401
	1.115
	90.540
	 
	 
	 

	24
	0.378
	1.049
	91.588
	 
	 
	 

	25
	0.350
	0.973
	92.562
	 
	 
	 

	26
	0.342
	0.950
	93.511
	 
	 
	 

	27
	0.328
	0.910
	94.422
	 
	 
	 

	28
	0.307
	0.853
	95.274
	 
	 
	 

	29
	0.291
	0.810
	96.084
	 
	 
	 

	30
	0.278
	0.771
	96.855
	 
	 
	 

	31
	0.262
	0.729
	97.584
	 
	 
	 

	32
	0.204
	0.567
	98.150
	 
	 
	 

	33
	0.188
	0.523
	98.673
	 
	 
	 

	34
	0.173
	0.480
	99.153
	 
	 
	 

	35
	0.168
	0.468
	99.621
	 
	 
	 

	36
	0.137
	0.379
	100.000
	 
	 
	 

	Extraction Method: Principal Axis Factoring.


APPENDIX III: OUTER VIF LIST

	Outer VIF List 

	Construct
	Construct Code
	VIF

	Trust
	TST2
	1.999

	
	TST3
	1.736

	
	TST4
	2.597

	
	TSTI
	1.597

	Tax Information Quality
	INQ1
	1.487

	
	INQ3
	2.519

	
	INQ4
	3.044

	
	INQ5
	1.632

	
	INQ7
	1.958

	Tax Service Quality
	SEQ2
	1.654

	
	SEQ3
	1.641

	
	SEQ4
	2.143

	
	SEQ5
	1.768

	
	SEQ7
	2.095

	Tax System Quality
	SYQ1
	2.469

	
	SYQ2
	2.98

	
	SYQ5
	3.428

	
	SYQ6
	3.445

	
	SYQ7
	2.021

	Tax System Engagement
	SE1
	1.875

	
	SE3
	1.797

	
	SE4
	1.733

	
	SE5
	2.252

	
	SE7
	2.327

	Tax Compliance Burden
	TCBs1
	2.431

	
	TCBs3
	2.334

	
	TCBs4
	1.712


APPENDIX IV: INFORMED CONSENT

The study is conducted by RUFINA J MILAMO a PhD candidate at the Open University of Tanzania (OUT). The research is concerned with the role of tax e-filing system on reducing tax compliance burden. The burden of taxation in this study is defined as cost in addition to the tax liability incurred by the taxpayer in the process of complying with the tax laws. The survey is mainly for the accomplishment of Doctoral degree; however, it will provide valuable insight to policy makers for enhancement of a tax system. Therefore, I kindly request to take your time to fill out the survey with much accuracy as possible. 

The information you are providing will be strictly confidential, information relating to specific businesses will not be identified or passed to external parties, at no time you will be asked to reveal any personal information. Further, the survey is completely voluntary although participation is encouraged to achieve the desired outcomes. Participants can withdraw at any time, except once the survey has been collected. No incentive is provided in the participation of this study.

Participants’ answers may be reviewed by people responsible for making sure that research is done properly, including the Research Ethics Review Committee of the Open University of Tanzania (OUT). The findings of the study will be published in  academic journals/also can be made available to the respondents and policy makers upon request. 

The researcher considers all answers as correct: there is no right or wrong answer. For further information, you may contact Rufina J Milamo at rmilamo@tra.go.tz or through mobile phone +255 715 288 530

I have read all information and clearly understood the aim of the study, I therefore voluntarily accept to participate in the study.

____________ Yes I agree to participate

____________ I do not agree to participate

APPENDIX V: ITEMS FOR QUESTIONNAIRE

	Dear Participant

I am inviting you to participate in this research by filling in the questions below. The aim of this research is to assess the role of the e-filing system in reducing tax compliance burden to corporate taxpayers. The data collected in this research will remain confidential and will be used solely for academic purpose (completion of PhD studies). Therefore, you are requested to respond to all questions so as to greatly assist in completing research and enhance understanding of the research focus.

	Please specify by checking the respondent type that mostly describe your classification

	a) Large Tax Payers' Department (LTD)
	 

	b) Domestic Revenue Department (DRD)
	 

	Please specify by checking the respondent type that mostly describe your business

	a) Financial services
	 

	b) Manufacturing
	 

	c) Agriculture
	

	d) Transportation
	

	e) Production
	 

	f) Education
	

	g) Wholesale
	

	h) Hospitality
	 

	i) Mining
	 

	j) Telecommunication
	

	k) Construction
	 

	l) Oil and Gas
	 

	m) Professional Services
	

	n) Other (specify)
	

	Please specify by checking the respondent type of business

	a) Multinational
	 

	b) Local
	 

	
	

	Have you received practical training on using the E-filing system from TRA?
	YES
	NO

	
	

	Did the company file VAT return online before the year 2020
	YES
	NO

	
	

	Circle the correct numeric response that mostly present your perception/opinion of each question. 

	1 "Strongly disagree", 2 " Disagree", 3 "Somehow agree", 4 " Agree, 5 " Strongly agree"

	Measurement
	Scale

	Tax Information Quality

	a)     Information provided by e-filing is  up-to-date information  
	1
	2
	3
	4
	5

	b)     Information provided by e-filing is  easy to read and understand   
	1
	2
	3
	4
	5

	c)     Information provided by e-filing is  accurate 
	1
	2
	3
	4
	5

	d)     Information provided by e-filing is  relevant 
	1
	2
	3
	4
	5

	e)     Information provided by e-filing  meets our needs 
	1
	2
	3
	4
	5

	f)      Information provided by e-filing is  reliable 
	1
	2
	3
	4
	5

	g)     Information provided by e-filing is sufficient 
	1
	2
	3
	4
	5

	Tax System Quality

	a)    E-filing is easy to use  
	1
	2
	3
	4
	5

	b)     E-filing is easy to navigate and accomplish tasks quickly
	1
	2
	3
	4
	5

	c)     E-filing is a reliable system
	1
	2
	3
	4
	5

	d)     The e-filing website provides fast information access
	1
	2
	3
	4
	5

	e)     E-filing can be accessed immediately
	1
	2
	3
	4
	5

	f)      E-filing provides helpful instruction for performing tasks
	1
	2
	3
	4
	5

	g)     E-filing provides logical sequence of tasks 
	1
	2
	3
	4
	5

	Tax Service Quality

	a)    E-filing provides prompt response to questions    
	1
	2
	3
	4
	5

	b)    E-filing  provide mordenised taxation services
	1
	2
	3
	4
	5

	c)     E-filing provides simplified services
	1
	2
	3
	4
	5

	d)    E-filing tax system provides standardised services
	1
	2
	3
	4
	5

	e)     E-filing tax system provides on-time services
	1
	2
	3
	4
	5

	f)      E-filing tax system provides reliable service
	1
	2
	3
	4
	5

	g)     E-filing tax system provides customised services 
	1
	2
	3
	4
	5

	Trust

	a)     E-filing safeguard company privacy
	1
	2
	3
	4
	5

	b)    With an E-filing system, no business information leakage
	1
	2
	3
	4
	5

	c)     We are willing to integrate our system with the e-filing system
	1
	2
	3
	4
	5

	d)    E-filing system was for our company/business benefit
	1
	2
	3
	4
	5

	Tax System Engagement

	a)     Using e-filing has improved our  performance filing tax returns
	1
	2
	3
	4
	5

	b)     Using e-filing has enabled easy and comfortable communication with tax officials 
	1
	2
	3
	4
	5

	c)     Using e-filing provides opportunity  for completion of multiple tasks   
	1
	2
	3
	4
	5

	d)    E-filing tax system has enabled us to become a compliant taxpayer    
	1
	2
	3
	4
	5

	e)     Using e-filing has enhanced our productivity in filing tax returns      
	1
	2
	3
	4
	5

	f)      Using e-filing has improved effectiveness in filing tax returns       
	1
	2
	3
	4
	5

	g)     Using e-filing has facilitated sharing of specific information with TRA
	1
	2
	3
	4
	5

	Tax Compliance Burden

	a)     E-filing tax system makes filing of tax returns convenient and less

  costly 
	1
	2
	3
	4
	5

	b)     E-filing system lessens the time spent on meeting tax compliance

  obligations
	1
	2
	3
	4
	5

	c)     E-filing system simplifies tax reporting and payment
	1
	2
	3
	4
	5

	d)     E-filing system simplifies the   process of determining tax liability
	1
	2
	3
	4
	5


THANK YOU FOR PARTICIPATING IN THIS QUESTIONNAIRE
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3. Mwanafunzi huyu anafanya afit kuhusu “Role of Digital Tax Filing System
on Tax payer's Compliance burden in Tanzania.”

4. Kwa barua hi, koal kimelolewa kuanzia 07 Septemba, 2022 hadi 07 Apri
2023, 5
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Nakala:  Makamu Mkuu wa Chuo,
Chuo Kikuu Huria Tanzania,
S.LP 23409,
Dar es Salaam.
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Bi. Rufina Justine Milamo
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EA260/307/03/331 kuhusu kibalk cha kufanya utafit
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Dear SirMadam
RE: REQUEST FOR TAXPAYER INFORMATION FOR DATA COLLECTION

Kindly refer o the heading above.

My name is Rufina Justine Milarmo with employee No. 00SG75 stationed atthe Instiute of
“Tax Adminstration as a Lecturer.

1am currently pursuing my PAD Studies In Business Adminitration at the Open University
of Tanzania. My study fite s “The role of digtal Tax Fiing System on taxpayers
‘Compiiance Burden in Tanzania”. | have successfuly defended my proposal and got
‘approval for data collection. Data will be collcted from medium-sized taxpayers.

1 am requesting your good offce o provide me a st of imited companies which incudes
the following information contact numbers, physical location, emalis, and any information
necessary for ease of eaching the taxpayers who wil be sampled for responding sample
othe questionnare.

“Together We Buld Our Naton -

Yours Sincarely
Rufina J Miamo
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Dear ittadam ¢

RE. REQUEST FOR TAXPAYER INFORMATION FOR DATA COLLEGTION

Koy e oh b sve

My name s Rufina Justine Miamo with employee No. 005975 stationed atthe Insttute of
Tax Administration as a Lecturer.

1am currenty pursuing my PHO Studies n Business Adminisiration atthe Open University
of Tanzania. My study tite is “The roke of digital Tax Fling System on taxpayers
Compliance Burden in Tanzania’. | have successiully defended my proposal and got
‘approval for data coflecion. Data wil be collected from medium-sized taxpayers.

1am requesting your good offce 1o provide e a st of imited companies which includes
the folowing information contact numbers, physical location, emaiis, and any infomation
mecessary for ease of eaching the taxpayers who will be sampied for responding sample:
o the questionnare.

“Together We Buid Our Nation™ &
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