PAGE  
ii

DETERMINANTS OF INFORMATION AND COMMUNICATION TECHNOLOGY ADOPTION IN REVENUE COLLECTION: A CASE OF THE TANZANIA REVENUE AUTHORITY, MTWARA
DENIS URIO
A DISSERTATION SUBMITTED IN PARTIAL FULFILMENT OF THE REQUIREMENTS FOR THE AWARD OF THE DEGREE OF MASTER OF BUSINESS ADMINISTRATION, FINANCE
DEPARTMENT OF ACCOUNTING AND FINANCE 
THE OPEN UNIVERSITY OF TANZANIA

2025
CERTIFICATION

The undersigned certify that they have read and hereby recommend for acceptance by the Open University of Tanzania a research dissertation titled “Determinants of Information and Communication Technology Adoption in Revenue Collection: A Case of the Tanzania Revenue Authority, Mtwara” in partial fulfilment of the requirements for the award of the Degree of Master of Business Administration in Finance of the Open University of Tanzania.
                                           …………………………………..

   Prof. Gwahula Raphael
   (Supervisor)

................................................

   Date

...................................................

      Dr. Francis Mmari
 (Supervisor)

……………………..…………..

Date

COPYRIGHT

No part of this dissertation may be reproduced, stored in any retrieval system, or transmitted in any form by any means, electronic, mechanical, photocopying, recording or otherwise without prior written permission of the author or the Open University of Tanzania in that behalf.
DECLARATION

I, Denis Urio, declare that, the work presented in this dissertation is original. It has never been presented to any other University or Institution. Where other people’s works have been used, references have been provided. It is in this regard that, I declare this work as originally mine. It is hereby presented in partial fulfilment of the requirements for the Degree of Master of Business Administration, Finance of the Open University of Tanzania

……………………………………

Signature

…………………………………

Date

DEDICATION

I dedicate this dissertation to my beloved family (My wife Advocate Janesuzy Kachenje and my Sons Ryan, Ethan & Ezra) and my former Regional Manager Mrs. Naomi Mwaipola for their unwavering support, encouragement, and understanding throughout my academic journey. Their love and belief in me were my greatest motivation.

ACKNOWLEDGEMENT

First and foremost, I extend my deepest gratitude to Almighty God for His divine guidance, strength, and wisdom, which enabled me to successfully complete this study. His blessings have been the foundation of this achievement.
I wish to express my heartfelt appreciation to my supervisors, Prof. Gwahula Raphael and Dr. Francis Mmari, for their exceptional guidance, constructive feedback, and continuous support. Their invaluable insights and academic mentorship profoundly shaped this research from its inception to completion.
My sincere thanks also go to the Tanzania Revenue Authority, Mtwara Tax Region, where this study was conducted. I am deeply grateful to the management and staff for their cooperation and support during data collection, which was essential to the success of this research.
Lastly, I am eternally grateful to my family for their unwavering love, support, sacrifice, and patience throughout this journey. Their encouragement has been a constant source of motivation, and this work would not have been possible without them.

ABSTRACT

This study investigates the determinants of Information and Communication Technology (ICT) adoption in revenue collection, focusing on the Tanzania Revenue Authority (TRA) in Mtwara. The main objective was to analyse factors influencing the uptake of ICT solutions, guided by three specific objectives: to assess the influence of performance expectancy, examine the role of effort expectancy, and determine the effect of social influence on adoption. A descriptive research design was applied, targeting TRA employees and taxpayers in Mtwara. A sample of 114 respondents was selected using purposive sampling, and data were gathered through structured questionnaires. Both descriptive and inferential statistical methods were employed to analyse the data. The findings revealed that performance expectancy, effort expectancy, and social influence all have a significant positive relationship with ICT adoption for revenue collection. The study concludes that these factors are central to the successful implementation and utilization of ICT in tax administration. It recommends that TRA improve the functionality and user-friendliness of its ICT platforms to enhance both performance and effort expectancy. In addition, awareness campaigns should be promoted to leverage social influence and encourage greater uptake of digital tax systems. Strengthening these areas will foster efficiency, compliance, and sustainability in revenue collection, thereby advancing the effectiveness of ICT-driven public service delivery in Tanzania.

Keywords: ICT adoption, revenue collection, performance expectancy, Tanzania Revenue Authority.
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CHAPTER ONE

INTRODUCTION

1.1 
Chapter Overview 

This chapter explains background to the study, statement of the problem, objectives of the study (general and specific), research questions, relevance of the research, and organization of the study. 
1.2 
Background to the Study

Globally, the adoption of Information and Communication Technology (ICT) has significantly transformed public sector operations, particularly in revenue collection and tax administration. ICT tools such as e-filing systems, digital payment platforms, automated tax databases, and online taxpayer services have been widely introduced to enhance transparency, efficiency, and accountability in tax collection processes (OECD, 2022). 
Countries such as the United Kingdom, Canada, and South Korea have reported improved tax compliance, reduced operational costs, and enhanced taxpayer satisfaction through the integration of ICT in tax administration (World Bank, 2023). However, several scholars argue that despite these advancements, ICT adoption may face challenges such as cyber security threats, high implementation costs, resistance from taxpayers, and inadequate ICT skills among users (Kumar & Raghav, 2022). This indicates that ICT adoption in revenue collection is not universally seamless and remains a subject of ongoing academic debate.
At the continental level, African countries have increasingly embraced ICT-driven tax systems to modernise revenue administration and expand the tax base. Nations such as Rwanda, South Africa, and Kenya have implemented e-tax systems, mobile money tax payments, and electronic tax registers with considerable success in reducing tax evasion and improving voluntary compliance (African Tax Administration Forum, 2021). However, some studies argue that ICT adoption in Africa is often hindered by poor digital infrastructure, limited internet coverage, high costs of ICT equipment, and low levels of digital literacy among taxpayers (Mapunda & Okello, 2022). Additionally, while countries like Rwanda have documented remarkable improvements in tax compliance, others such as Nigeria and Uganda still struggle with system failures, public distrust, and weak enforcement mechanisms (AfDB, 2022). This highlights a regional disparity in ICT effectiveness and calls for country-specific analyses.
In Tanzania, the Tanzania Revenue Authority (TRA) has adopted several ICT solutions, including Electronic Fiscal Devices (EFDs), electronic filing systems, mobile money tax payment platforms, and online taxpayer portals to enhance revenue collection (TRA, 2023). The implementation of EFDs, for example, has contributed to reduced tax underreporting and improved accuracy in sales records among businesses (Mbilinyi, 2021). Similarly, electronic tax services have made it easier for taxpayers to file returns, make payments, and access tax-related information without physically visiting TRA offices. 
However, critics argue that despite these innovations, ICT adoption in Tanzania still faces resistance from small and medium-sized taxpayers, inadequate technical support, unreliable internet connectivity, and limited system awareness among rural taxpayers (Ndyetabura, 2022). Furthermore, some traders intentionally avoid using EFDs due to perceived complexity, additional costs, and mistrust in government monitoring (Musa & John, 2023). This shows a gap between ICT policy intentions and actual user adoption on the ground.
Specifically, in the Mtwara Region, TRA continues to face challenges in ensuring full utilisation of ICT systems such as EFDs, mobile payment platforms, and online tax portals. Despite government efforts to enforce the use of ICT tools, empirical evidence shows low uptake among small business owners, infrastructure limitations in rural districts, and inconsistent taxpayer compliance (TRA Mtwara Report, 2023). 
Limited training, poor internet access, low awareness of ICT benefits, and negative perceptions towards electronic tax systems further weaken ICT adoption in Mtwara. While previous studies have examined ICT adoption in TRA at national level, few have focused specifically on regional contexts such as Mtwara, where socio-economic conditions, infrastructure, and taxpayer behaviour may differ significantly from major urban centres such as Dar es Salaam or Arusha (World Bank, 2022).
Therefore, this study seeks to examine the determinants of ICT adoption in revenue collection at the Tanzania Revenue Authority in Mtwara. The research specifically focuses on assessing how technological, organisational, and individual factors influence the utilisation of ICT tools such as EFDs, electronic tax services, and mobile money platforms. By doing so, the study addresses an existing knowledge gap and contributes to improving ICT-driven tax efficiency, compliance, and policy formulation in Tanzania.

1.3 
Statement of the Problem

Information and Communication Technology (ICT) is increasingly adopted globally as a strategic tool for enhancing efficiency, transparency and revenue mobilisation in tax administration (OECD, 2022). Many developing countries, including Tanzania, implement systems such as Electronic Fiscal Devices (EFDs), electronic tax filing platforms and mobile money payments to minimise tax evasion, reduce administrative costs and improve taxpayer compliance (World Bank, 2023). 
However, despite these efforts, Tanzania continues to experience revenue shortfalls and low compliance rates, particularly in regions where informal businesses dominate the economy, such as Mtwara. This indicates that the presence of ICT alone does not guarantee effective utilisation or improvements in revenue collection.

In practice, the adoption and utilisation of ICT systems within TRA faces several challenges. The use of EFDs is undermined by high operational costs, frequent breakdowns, unreliable electricity supply, inadequate technical support and taxpayer resistance (TRA, 2023). 
Similarly, electronic tax services are underutilised due to low digital literacy, poor internet connectivity and limited awareness among taxpayers, especially in rural and semi-urban areas (AfDB, 2022). Although mobile money platforms are introduced to enhance convenience in tax payment, their impact on improving voluntary compliance and revenue generation in the informal sector remains unclear and understudied (World Bank, 2021). These gaps suggest that ICT adoption is affected by a combination of technological, individual and institutional factors that must be critically assessed.

Existing studies on ICT and tax administration in Tanzania mostly focus on national-level implementation and general adoption trends, without paying attention to regional realities where infrastructure, taxpayer perceptions and enforcement capacity differ (Mbilinyi, 2021; Ndyetabura, 2022). There is limited empirical evidence on how factors such as performance expectancy, effort expectancy, awareness, infrastructure and institutional support influence ICT adoption in regions like TRA-Mtwara. This creates a significant knowledge gap and raises a critical question: What determines the adoption and effective use of ICT systems in revenue collection at TRA Mtwara? Therefore, this study investigates the determinants of ICT adoption in revenue collection, focusing on the use of EFDs, electronic tax services and mobile money platforms, to generate evidence that can support policy and strengthen ICT-driven tax administration.
1.4 
Research Objectives

1.4.1 
General Research Objective

To assess the determinants of ICT adoption on revenue collection in Tanzania.
1.4.2 
Specific Objectives

(i) To examine the influence of performance expectancy of ICT solutions on revenue collection at TRA.
(ii) To determine the role of effort expectancy in adopting ICT solutions for revenue collection at TRA.

(iii) To examine the social influence on the adoption of ICT solutions for revenue collection at TRA.

1.5 
Research Questions

(i) How does performance expectancy of ICT solutions affect revenue collection at the Tanzania Revenue Authority?

(ii) How does effort expectancy influence the adoption of ICT solutions for revenue collection at the Tanzania Revenue Authority?

(iii) What is the social influence on the adoption of ICT solutions for revenue collection at the Tanzania Revenue Authority?
1.4 
Scope of the Study 
This study focuses on the determinants of ICT adoption in revenue collection within the Tanzania Revenue Authority in Mtwara Region. It covers the use of Electronic Fiscal Devices, electronic tax services, and mobile money platforms as key ICT tools in tax administration. Geographically, the study is limited to TRA offices and registered taxpayers within Mtwara. The population of the study includes TRA staff, business owners, and taxpayers who interact with ICT-based tax systems. Conceptually, it analyses technological, individual, and institutional factors influencing ICT adoption. The study covers the period from 2019 to 2024 when TRA actively promotes ICT use in revenue collection. The study applies the Unified Theory of Acceptance and Use of Technology (UTAUT) and the Technology Acceptance Model (TAM) to guide the analysis.
1.6 
Significance of the Study

1.6.1 
To the Policy Makers

Policy makers play a crucial role in shaping the regulatory framework and strategies related to revenue collection. The research findings can provide valuable insights to policy makers in Tanzania on how leveraging ICT tools and technologies can enhance revenue collection efficiency, transparency, and compliance. Through understanding the potential impact of ICT adoption on revenue generation, policy makers can make informed decisions to implement policies that promote the adoption of advanced ICT systems within TRA. This can lead to improved tax compliance, reduced tax evasion, and ultimately increased government revenue.

1.6.2 
To TRA

For the TRA itself, the research findings are directly relevant as they offer guidance on how best to integrate ICT solutions into their operations. Through embracing technological advancements highlighted in the research, TRA can streamline its processes, automate data collection and analysis, improve taxpayer services, and strengthen enforcement mechanisms. This can result in a more efficient and effective revenue collection system for TRA, leading to higher revenue yields for the government.
1.6.3 
To Academic Field

In academia, these research findings contribute to expanding the knowledge base on ICT applications in revenue collection within the context of developing countries like Tanzania. Researchers and scholars can build upon these findings to conduct further studies on related topics such as digital taxation, e-governance in revenue administration, and the impact of technology on fiscal policies. This research serves as a foundation for future academic endeavors aimed at enhancing understanding of how ICT can transform revenue collection practices. Future researchers would benefit from this study by having a reference point for exploring new avenues in ICT-driven revenue collection strategies. They can use the insights gained from this research to design empirical studies, develop theoretical frameworks, or propose practical recommendations for optimizing revenue collection processes through ICT interventions. Through building upon existing research findings, future researchers can contribute to ongoing discussions on leveraging technology for sustainable revenue mobilization. Overall, the significance of these research findings extends beyond academic circles to inform policy decisions at both institutional and governmental levels while also inspiring further exploration into the potential of ICT in enhancing revenue collection practices.

1.5 
Organization of the Study 

This study is organised into five chapters. Chapter One presents the introduction, background of the study, statement of the problem, research objectives, research questions, significance of the study, scope, and organisation of the research. Chapter Two provides an overview of the literature review, covering theoretical perspectives, empirical studies, and the conceptual framework. Chapter Three presents an overview of the research methodology, including research design, study area, population, sampling techniques, data collection methods, validity and reliability, and data analysis methods. Chapter Four provides an overview of data presentation, analysis, and interpretation of findings based on research objectives. Chapter Five presents the summary of the study, conclusions derived from the findings, and recommendations for policy, practice, and future research.
CHAPTER TWO

LITERATURE REVIEW

2.1 
Chapter Overview

This chapter presents literature review which includes definition of concepts, theoretical literature review, empirical literature review, research gap as well as conceptual framework. 

2.2 
Definition of Key Concepts

2.2.1 
Performance Expectancy

Performance expectancy refers to the extent to which an individual believes that using ICT will improve efficiency, accuracy and productivity in accomplishing tax-related tasks. Recent studies argue that performance expectancy strongly influences taxpayers’ intention to use digital tax systems, especially when users perceive ICT as a tool that reduces manual errors, saves time and increases revenue accuracy (Cavalcanti et al., 2022). In revenue authorities, taxpayers are more willing to use ICT solutions such as e-filing, online payment platforms and EFDs when they believe these technologies lead to faster service delivery and better compliance outcomes (Jemiluyi, 2023). In this study, performance expectancy is referred to as the belief among TRA staff and taxpayers in Mtwara that ICT solutions enhance efficiency, transparency and revenue collection performance.

2.2.2 
Effort Expectancy

Effort expectancy denotes the perceived ease or difficulty of using ICT tools in revenue collection. It relates to how simple, user-friendly and understandable a technological system is to its users. Scholars assert that taxpayers are more likely to adopt ICT systems when they require minimal effort to learn, operate and integrate into daily business processes (Okere et al., 2024). Conversely, when ICT tools are perceived as complex, time-consuming or technically demanding, the level of adoption significantly declines (Jes Journal, 2023). In this study, effort expectancy is referred to as the perceived simplicity or difficulty experienced by TRA staff and taxpayers in Mtwara when using ICT systems in revenue collection.
2.2.3 
Social Influence

Social influence refers to the extent to which individuals feel pressured or motivated by important people, institutions or social networks to use ICT in tax administration. Research indicates that taxpayers’ decisions to adopt ICT are often shaped by expectations from tax authorities, peers, business associations and government enforcement policies (Jemiluyi, 2023). When TRA officers, fellow traders or government regulations encourage or enforce ICT usage, taxpayers are more likely to adopt technologies such as EFDs, e-filing and mobile tax payment systems (Cavalcanti et al., 2022). In this study, social influence is referred to as the extent to which TRA officials, business peers, regulatory frameworks and societal expectations influence taxpayers and staff in Mtwara to adopt ICT in revenue collection.
2.2.4 
ICT Adoption

ICT adoption refers to the decision and willingness of individuals or organisations to start using and consistently apply technological systems to perform specific tasks. Recent studies affirm that ICT adoption in public institutions depends on perceived usefulness, user competence, system reliability, cost, and institutional support (World Bank, 2021; AfDB, 2022). In tax administration, adoption of ICT includes the use of online tax filing platforms, Electronic Fiscal Devices, digital payment methods, and automated tax systems to enhance efficiency and compliance (OECD, 2020). 
However, challenges such as resistance to change, low digital literacy, unreliable electricity, and lack of awareness continue to limit full ICT adoption in many developing economies (TRA, 2023). In this study, ICT adoption is referred to as the acceptance, utilisation, and continued use of ICT tools such as EFDs, electronic tax services, and mobile money platforms by TRA staff and taxpayers in Mtwara to improve revenue collection.
2.2.5 
Revenue Collection

Revenue collection refers to the systematic process through which government agencies mobilise financial resources, primarily through taxes, to fund public services and development projects. According to recent literature, effective revenue collection depends on efficiency, transparency, taxpayer compliance, enforcement mechanisms, and the use of digital systems (OECD, 2020; IMF, 2021). In developing countries, ICT-based systems have been linked to improved accuracy of tax records, reduced corruption, and increased voluntary compliance (World Bank, 2022). 
Despite this, regions such as Mtwara continue to face challenges including informal economic activities, limited use of ICT, tax evasion, and inadequate enforcement, which hinder optimal revenue generation (TRA, 2023; Ndyetabura, 2022). In this study, revenue collection is referred to as the process by which TRA gathers government income through taxation using ICT tools to enhance efficiency, transparency, and compliance.

2.3 
Theoretical Literature Review 

2.3.1 
Unified Theory of Acceptance and Use of Technology
The Unified Theory of Acceptance and Use of Technology (UTAUT) is developed by Venkatesh et al. (2003) to address the weaknesses of earlier technology adoption models such as the Technology Acceptance Model (TAM), Theory of Reasoned Action (TRA) and Diffusion of Innovation (DOI). The model integrates eight theories into one comprehensive framework and explains technology adoption using four main constructs, namely performance expectancy, effort expectancy, social influence and facilitating conditions. These constructs predict an individual’s behavioural intention to accept and use technology, making the model applicable in analysing ICT adoption in public institutions, including tax administration systems.
One of the strengths of UTAUT is its high predictive power. The model explains up to 70% of the variance in users’ intention to adopt technology, which is significantly higher than previous models such as TAM (Venkatesh et al., 2003). Its ability to combine multiple behavioural, social and organisational factors makes it useful in diverse fields such as e-government, healthcare, education and financial systems. This makes UTAUT a suitable theory for understanding ICT adoption in revenue collection because it accommodates both organisational users (TRA staff) and external users (taxpayers).

However, UTAUT also has limitations. The model involves multiple constructs and moderating variables such as age, gender, experience and voluntariness, which makes it complex to apply—especially in informal sectors where data is difficult to collect or standardise. Additionally, UTAUT does not cover emotional and psychological factors such as trust, fear of surveillance, perceived risks or satisfaction (Dwivedi et al., 2019), which are important in understanding why some taxpayers resist technologies like EFDs or mobile tax payment systems. These limitations mean that UTAUT may not fully explain adoption behaviour in contexts with low ICT literacy and informal business structures like Mtwara.
Despite these weaknesses, UTAUT is relevant to this study because TRA’s ICT initiatives such as Electronic Fiscal Devices, electronic tax filing and mobile money payment platforms can be analysed using the four UTAUT constructs. Performance expectancy explains whether taxpayers and TRA staff believe these technologies improve accuracy, transparency and revenue mobilisation. Effort expectancy considers how easy or difficult it is for users to operate systems like EFDs or mobile tax applications. Social influence examines whether taxpayers are encouraged or pressured by TRA officers, peers or government policies to adopt ICT. Facilitating conditions assess whether users have the infrastructure, internet access, electricity, training and support required to effectively use ICT tools.
Previous studies demonstrate the effectiveness of the UTAUT model in explaining ICT adoption in revenue-related sectors. Kwateng et al. (2019) apply UTAUT in Ghana and find that performance expectancy and social influence are key drivers of mobile money adoption. Boateng et al. (2020) use UTAUT to examine e-tax adoption in Kenya and reveal that perceived usefulness and effort expectancy significantly influence taxpayer behaviour. 
In South Africa, Manda and Backhouse (2020) show that social influence and government enforcement affect the use of digital revenue systems. Koech and Were (2021) apply UTAUT in Rwanda and find that facilitating conditions and effort expectancy shape the use of electronic tax registers. In Tanzania, Ngugi and Muturi (2022) report that low digital skills and poor facilitating conditions hinder ICT adoption among taxpayers. Jemiluyi (2023) confirms similar findings in SADC countries, showing that performance expectancy, social influence and infrastructure strongly affect digital tax compliance. These studies justify the use of UTAUT in this research to examine determinants of ICT adoption at TRA Mtwara.
2.4 
Empirical Literature Review

2.4.1 
Influence of Performance Expectancy on ICT Solutions for Revenue Collection 

Mutebi (2020) evaluated the influence of performance expectancy on the adoption of ICT systems in improving revenue collection efficiency at the Uganda Revenue Authority (URA). A quantitative research approach was employed using a descriptive research design. The sample size was 150 respondents, consisting of tax administrators and taxpayers within URA's jurisdiction. Data were collected through structured questionnaires and analyzed using regression analysis. 
The study found that performance expectancy was a significant determinant of ICT adoption, with users reporting that the perceived benefits of ICT solutions, such as speed and accuracy in tax transactions, directly influenced their willingness to adopt these systems. The study concluded that improving the perceived usefulness of ICT tools would enhance user adoption and recommended more public awareness campaigns about the benefits of ICT in tax administration.
Ahmed and Mumo (2019) explored the effect of performance expectancy on the adoption of Electronic Fiscal Devices (EFDs) by small and medium enterprises (SMEs) for tax compliance in Kenya. A mixed-methods approach was used, combining both surveys (with a sample of 200 SMEs) and in-depth interviews with key informants from the Kenya Revenue Authority (KRA). Data were analyzed using both quantitative (regression) and qualitative (thematic) techniques.
The study revealed that performance expectancy, particularly related to the accuracy of transactions and transparency, was crucial in driving the adoption of EFDs among SMEs. The research recommended enhanced government support and training programs for SMEs to increase the perceived usefulness of EFDs and improve compliance.
Nyirenda (2021) investigated the impact of ICT innovations, with a focus on performance expectancy, on the efficiency of revenue collection by the Malawi Revenue Authority (MRA). A case study design was employed with a sample size of 100 employees from MRA. Data were collected using questionnaires and semi-structured interviews, and analyzed using statistical tools such as SPSS. The results indicated that performance expectancy had a positive influence on the adoption of ICT systems, leading to improvements in tax compliance and revenue collection efficiency. The study concluded that continuous ICT system upgrades and user training would enhance performance expectancy and improve revenue outcomes.
Abebe (2020) focused on understanding how performance expectancy of ICT solutions impacted taxpayer compliance in Ethiopia. A quantitative research design was used, involving a sample of 250 respondents from various business sectors. Data were collected through a questionnaire and analyzed using multiple regression techniques. Performance expectancy was found to be a critical factor influencing the willingness of taxpayers to adopt ICT-based tax systems, as it enhanced perceptions of efficiency and accuracy in the tax process. The study recommended further development of ICT infrastructure to boost performance expectancy and ensure wider adoption.
2.3.2 
Role of Effort Expectancy in ICT Adoption for Revenue Collection 

Ndubisi (2021) assessed how effort expectancy influences the adoption of digital tax systems in Nigeria. A cross-sectional survey design with a sample of 300 taxpayers and tax officers was used. The data were collected using a structured questionnaire and analyzed using correlation and regression techniques. Effort expectancy, particularly in terms of the ease of learning and using digital systems, was a major predictor of user adoption. Users who found the systems intuitive were more likely to adopt them. The study concluded that simplifying user interfaces and providing user support would significantly enhance adoption rates.
Kamanga & Mwaura (2022) investigated the challenges, including effort expectancy, in adopting ICT for tax administration in Tanzania. A mixed-methods design was used with a sample of 180 respondents, including tax officers and taxpayers. Data were collected through interviews and surveys and analyzed using thematic analysis for qualitative data and regression for quantitative data. The study identified effort expectancy as a key barrier, with many users citing difficulty in understanding the ICT systems. Recommendations included better training and the development of user-friendly interfaces to reduce complexity and improve adoption.
Silva (2019) explored the role of effort expectancy in the adoption of e-government systems in Mozambique, focusing on the tax administration sector. The study used a quantitative research approach with a sample of 220 tax officials and business owners. Data were collected using questionnaires and analyzed using descriptive and inferential statistics. Effort expectancy was a significant predictor of adoption, with users more likely to engage with systems they perceived as easy to use. The study recommended ongoing system improvements and user training to reduce the complexity of e-government systems.
Wambugu, (2021) assessed how effort expectancy affects the adoption of EFDs among small businesses in Kenya. A mixed-method approach was used, involving 150 small business owners. Data were collected using questionnaires and focus group discussions and analyzed through regression analysis. Effort expectancy was found to be a strong determinant, with users indicating that ease of use significantly influenced their adoption of EFDs. The study concluded that simplifying the technology and providing user training would enhance adoption rates.


2.3.3 
Social Influence on ICT Adoption for Revenue Collection 

Kaba and Touré (2020) explored the role of social influence in the adoption of mobile money platforms in West African countries, with a focus on tax payments. A qualitative research design was adopted, with interviews conducted with 50 stakeholders involved in mobile money transactions. The data were analyzed thematically. The study found that social influence, particularly from peers and community leaders, played a pivotal role in the adoption of mobile money platforms for tax payments. The study concluded that leveraging community leaders to endorse mobile money platforms would enhance adoption rates.
Patel (2021) assessed the impact of social influence on the adoption of EFDs in Rwanda. A case study design was used, involving 120 participants from the business community and tax administration. Data were collected using questionnaires and interviews and analyzed using regression analysis. Social influence was identified as a key factor, with businesses more likely to adopt EFDs if they saw other businesses doing the same. The study recommended public endorsement campaigns and peer-to-peer influence strategies to enhance EFD adoption.
Musa (2022) examined how social networks influence the adoption of ICT solutions for tax compliance at the Tanzania Revenue Authority. The study employed a mixed-methods design with a sample of 200 taxpayers and tax officers. Data were collected using surveys and interviews and analyzed using descriptive statistics and content analysis. The findings indicated that social networks, especially peer influence within the business community, played a significant role in shaping attitudes towards ICT adoption. The study recommended engaging social influencers and business leaders in promoting ICT adoption.
Njoroge (2021) explored the role of social influence on the adoption of ICT solutions in tax administration among SMEs in Kenya. A survey research design was used with a sample size of 250 SMEs. Data were collected through questionnaires and analyzed using both descriptive and inferential statistics. The study revealed that social influence, especially from colleagues and business networks, was a strong motivator for adopting ICT solutions for tax compliance. The study recommended increasing the visibility of early adopters as a strategy to enhance ICT adoption.

2.4 
Research Gap

Several studies have been conducted internationally regarding the role of ICT projects in enhancing revenue collection. For instance, Olushola (2019) examined the impact of ICT on the collection of company income tax in Nigeria, while Otieno et al. (2020) focused on the effect of Information Systems on revenue collection among Local Authorities in Homa Bay, Kenya. Additionally, Gitaru (2020) investigated the impact of system automation on revenue collection within the Kenya Revenue Authority. While these studies provided valuable insights into the effects of various ICT solutions, they did not delve into specific projects such as Electronic Fiscal Devices (EFDs), electronic tax services, or mobile money services. This limitation suggests a lack of comprehensive understanding regarding how these specific ICT projects contribute to revenue collection in these contexts.
Research on ICT applications in tax administration has largely examined broader technological interventions rather than isolating the specific impacts of Electronic Fiscal Devices (EFDs), electronic tax services, or mobile money services on revenue collection. For instance, studies by Alabede et al. (2011) and Fjeldstad and Heggstad (2012) have explored the relationship between ICT adoption and tax compliance but did not specifically assess the role of these distinct technologies. 
Similarly, Mutua (2015) analyzed electronic tax systems in Kenya, focusing on e-filing and digital tax registers without addressing mobile money integration. In contrast, studies in developed economies, such as those by OECD (2020) and Alm and Finlay (2013), have examined the efficiency of specific digital tax solutions in improving revenue collection. This indicates a need for targeted research within the Tanzanian context to understand how EFDs, electronic tax services, and mobile money platforms contribute to revenue collection efficiency and taxpayer compliance.
The current study aims to address these gaps by explicitly examining the influence of EFDs, electronic tax services, and mobile money services on revenue collection at the TRA. Unlike previous research, this study will specifically investigate how these ICT projects enhance revenue collection, thereby providing a clearer understanding of their effectiveness in the Tanzanian context. Through focusing on these particular variables, this study sought to contribute to the body of knowledge on ICT applications in tax administration and to offer practical recommendations for improving revenue collection strategies at TRA.
2.5 
Conceptual Framework

This study is guided by the Unified Theory of Acceptance and Use of Technology (UTAUT) developed by Venkatesh et al. (2003), which explains technology adoption using four major determinants: performance expectancy, effort expectancy, social influence and facilitating conditions. From this theoretical foundation, the study adopts three independent variables (performance expectancy, effort expectancy and social influence) because they directly relate to the behaviour of taxpayers and TRA staff in adopting ICT solutions such as Electronic Fiscal Devices (EFDs), online tax systems, and mobile money platforms in revenue collection. These constructs are also supported by previous empirical studies conducted in ICT-based tax systems in developing countries (Boateng et al., 2020; Ngugi & Muturi, 2022; Jemiluyi, 2023).
Performance expectancy dimensions such as efficiency in tax processes, accuracy in revenue records and improved user satisfaction are derived from UTAUT and earlier studies. Researchers such as Boateng et al. (2020) and Jemiluyi (2023) found that when taxpayers perceive that ICT solutions improve accuracy, minimise errors, save time and enhance compliance reporting, they are more willing to adopt such systems. Therefore, in this study productivity, accuracy and user satisfaction form the performance expectancy indicators.
Effort expectancy is also taken from the UTAUT framework and refers to how easy it is to use ICT tools. In previous studies, system usability, user interface design and automation of tax processes were significant factors influencing ICT adoption (Koech & Were, 2021; Okere et al., 2024). These studies found that when tax platforms are easy to navigate, require fewer manual entries and offer automated functions such as e-filing and mobile tax payments, adoption levels increase. Thus, system usability, simplicity and automation are used as effort expectancy dimensions in this study.
Social influence reflects the effect of social pressure, government directives and peer behaviour on ICT adoption. Studies by Kwateng et al. (2019), Manda and Backhouse (2020) and Ngugi and Muturi (2022) reveal that public awareness campaigns, peer influence, perceptions of legitimacy and ICT enforcement policies significantly impact taxpayer behaviour. Therefore, dimensions such as public perception, adoption trends and behavioural compliance have been incorporated in the framework under social influence.
The dependent variable, adoption of ICT solutions in revenue collection, is measured using indicators widely applied in taxation and ICT adoption literature, such as revenue collection efficiency, increased compliance rates and revenue growth (World Bank, 2022; TRA, 2023; OECD, 2020). These outcomes help determine whether ICT adoption translates into measurable improvements in tax performance at TRA Mtwara.

Independent variables                                                           Dependent variable
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Figure 2.1: Conceptual Framework

Source: Constructed by researcher, 2025

Therefore, Figure 2.1 above indicates independent variables which are performance expectancy, effort expectancy and social influence while dependent variable is adoption of ICT solutions for revenue collection. In that case, this study is going to assess whether there is relationship between these variables. 

CHAPTER THREE

RESEARCH METHODOLOGY
3.1
Chapter Overview

Chapter three covers the purpose of doing this study, research methods and tools a researcher intending to use, kinds of data, where to collect that data and how they were collected. 
3.2 
Research Philosophy

The study used the positivism philosophy to assess the determinants of ICT adoption in revenue collection with reference to TRA. This is because positivism allows for a systematic and objective examination of the relationship between independent variables and dependent variable. This approach enabled the researcher to collect quantifiable data through surveys or other measurement tools and analyze the data using statistical methods.
3.3 
Research Approach

This study adopted a quantitative research approach as it focuses on measuring the relationship between ICT adoption and revenue collection using structured data collection methods. A quantitative approach is appropriate because it enables the collection of numerical data, which can be analyzed statistically to determine patterns and relationships (Creswell, 2014). Through using surveys and structured questionnaires, the study gathered quantifiable insights from TRA employees regarding the effectiveness of Electronic Fiscal Devices (EFDs), electronic tax services, and mobile money platforms in revenue collection. This approach ensures objectivity and allowed for generalization of findings within the TRA context.
3.4 
Research Design
This study adopted a descriptive survey design, collecting data from TRA employees at a single point in time to provide a clear picture of how ICT adoption affects revenue collection efficiency and compliance. This design is appropriate because it allows the researcher to analyse relationships among various variables without tracking changes over time Creswell & Creswell, (2018). A structured questionnaire was used as the sole data collection tool, enabling the efficient, straightforward, and cost-effective gathering of standardized quantitative data (Saunders, Lewis & Thornhill, 2019).
3.5 
Study Area

The study was conducted in Mtwara region, Tanzania, this area, located in the southern part of Tanzania, presents unique characteristics that make it an ideal setting for such research. Understanding these determinants can provide insights into how ICT can enhance revenue collection, which is crucial for economic development. Mtwara is one of Tanzania’s regions that has been undergoing significant economic changes, especially with the discovery of natural gas reserves. The potential for increased revenue from this sector necessitates efficient systems for revenue collection. ICT plays a pivotal role in modernising these systems, making it essential to study its impact specifically within this region. The local government’s ability to harness ICT effectively could lead to improved tax compliance and enhanced service delivery. Thus, the study was conducted in Mtwara region due to its unique economic context, ongoing infrastructure development, diverse socioeconomic factors influencing technology adoption, government initiatives promoting ICT integration, and specific challenges faced by local authorities regarding revenue collection.

3.6 
Study Population

The study population consists of 159 staff members from the Tanzania Revenue Authority (TRA) in Mtwara. This population size is based on internal TRA records, which outline the number of employees actively engaged in tax administration and revenue collection activities in the region (TRA Report, 2024). Through focusing on this population, the study aims to gather insights directly from individuals responsible for implementing and managing ICT solutions within TRA. The selection of TRA staff ensures that the study captures relevant experiences and perceptions regarding the role of ICT in enhancing revenue collection efficiency.
3.7 
Sample Size

Given a total population of 159 employees and a margin of error of 5%. In other words, it can be said, the sample size of this study is determined by Yamane formula (1967) with a confidence level of 95% and margin of error of 5% (1-0.05), the formula is expressed as hereunder;
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Where: n= is number of sample (required)


N = Total population (125) and 


e = Error tolerance (level) or margin of error (0.05)  

159/ (1+159(0.05)2) = 159/1.3975
= 113.76
N ≈ 114
Since the sample size must be a whole number, 114
Table 3.1: Sample Size Distribution

	Respondents
	Population
	Frequency 
	Percentage %

	Senior staff
	15
	7
	5.6

	Operational staff
	144
	107
	94.4

	Total
	159
	114
	100.0


Source: Field Data, 2025
3.8 
Sampling Strategies

This study employed the simple random sampling method to select respondents. Simple random sampling ensures that every individual in the population has an equal chance of being chosen, thereby increasing the likelihood of obtaining a representative sample (Saunders et al., 2019). This technique minimizes selection bias and enhances the generalizability of the study findings (Creswell & Creswell, 2018).
To implement simple random sampling, the first step involves generating a comprehensive list of all TRA employees in Mtwara who are actively engaged in tax administration and revenue collection. This list can be structured as a spreadsheet or a database, where each member is assigned a unique identification number. Using a randomization process, such as a random number generator, respondents were selected from this list to ensure objectivity and fairness in the selection process (Bryman, 2016).
Every individual within the population was allocated a distinct identifier, such as a numerical value or a designated code. These distinct identities were utilized to randomly choose responses. After the population list is compiled and unique identities are assigned, a random subset of the population can be constructed. This was accomplished through the utilization of diverse methodologies, including the selection of numbers from a container or the employment of a random number generator. Once the random sample is generated, the distinct identifiers of the respondents were chosen. The persons with these distinctive identifiers were thereafter selected as the respondents for the study. The main advantage of employing simple random sampling is its capacity to generate a sample that accurately represents the entire population. 

3.9 
Variables and Measurement Procedures 

The following variables were measured so as to assess the determinants of ICT adoption on revenue collection in Tanzania.
Table 3.2: Measurement of Variables

	Variable
	Sub-variables
	Measurement

	Performance expectancy


	· Efficiency in tax collection process 

· Accuracy and compliance rate

· User satisfaction level


	5-point Likert scale

1(SD) to 5 (SA)

	Effort expectancy


	· User interface design

· System usability 

· Automation of process
	5-point Likert scale

1(SD) to 5 (SA)

	Social influence 


	· Public awareness and perception

· Adoption rate and usage trend

· Behavioral change and compliance  
	5-point Likert scale

1(SD) to 5 (SA)

	Adoption of ICT solution for revenue collection  
	· Increased compliance rate 

· Revenue growth rate

· Revenue collection efficiency rate
	5-point Likert scale

1(SD) to 5 (SA)


(SD=Strongly Disagree, DA=Disagree, NE=Neutral, AG= Agree, SA= Strongly Agree)

3.10 
Data Collection Methods

Data refers to information collected to analyse and answer research questions. In this study, data was quantitative, relating to the adoption of Information and Communication Technology (ICT) and its impact on revenue collection efficiency and compliance within TRA. This type of data allowed for statistical analysis of relationships between different variables, providing measurable and objective insights essential for achieving the research objectives.
3.10.1 
Questionnaire

A structured questionnaire was used to collect quantitative data from 114 TRA employees about their knowledge and experience regarding ICT adoption in revenue collection. The questionnaire contained closed-ended questions to ensure the data collected is reliable and valid, allowing for straightforward coding and analysis. This method is suitable as it enables efficient data collection within a limited time frame and aligns with the study’s objectives (Creswell & Creswell, 2018).
3.11 
Data Analysis Methods

The study data analysis was used using descriptive analysis with the aid of Statistical Package for Social Science (SPSS). Saunders et al., (2019) describe that descriptive analysis assist researchers in understanding and arranging of the data that was collected to give meaningful results. This was used to analyze respondent’s demographic characteristics such as sex, age and number of years the property has existed. Descriptive statistics were undertaken in the form of frequencies and tables. The multiple linear regression model was adopted in analyzing the association between the dependent variable and a set of independent variables. This model is normally applied when the study has a continuous dependent variable as predicted to be the function of other two or more independent variables (Cohen, 2014). The following form of multiple linear regression model was adopted: -
Y = βo + β1X1 + β2X2 + β3X3+ e, 

Where by

  Y= Adoption of ICT solution for revenue collection
, βo = Constant factor, 

X1 = Performance expectancy, 

X2= Effort expectancy, 

X3 = Social influence, 

e = Error term

To ensure that the assumptions of multiple linear regression are met, several diagnostic checks were conducted. First, linearity was assessed by plotting the relationship between the dependent variable (revenue collection) and each independent variable (performance expectancy, effort expectancy, social influence using scatterplots to confirm that a linear relationship exists (Field, 2013). 

3.11.1 Assumptions of Multiple Linear Regressions Analysis

 For the sake of further analysis and reporting of results, the study adheres to the needed assumptions on using multivariate analysis particularly the regression analysis, according to Cohen et al (2014) the generated regression model reported to hold true if the following assumptions were met in each objective: 
3.11.1.1 Linearity

There must be linear relationship between dependent variable (outcome) and independent variables (predictor variables). When the model is not linear, the data under regression analysis reflect the mathematical representation of the studied data, thus the resulted model reflect the relationship between the outcome variable and the predictor variables; this tested by means of scatter plots, which plots the dependent variables on the y-axis and the independent variables on the x-axis. Linearity exists when the graph has a linear distribution of observations.
3.11.1.2 Absence of Multicollinearity

This is the situation in which the independent variables are not correlated, when they are correlated, made difficult for the independent variables to be the real predictor of the dependent variable. Looking for absence of interrelationship between independent variables, the study was performed by using the Variance Inflation Factor (VIF) and the Level of Tolerance (Bryman & Bell, 2015). 
3.11.1.3 Homoscedasticity of Variances

When there is no constant of residual/error terms in the model, this result into the heteroscedasticity problem. This could affect the results of the confidence interval and thus influence poor performance of the regression model. 
This was observed by using the plots of standardized values predicted by the model against the standardized residuals that were observed. The assumption was met if the plot has a random array of plots (absence of funnel shape).
3.11.1.4 Residuals are Normally Distributed

When happens that the residuals are not normally distributed, the confidence interval becomes unpredictable either give high results or low results, that affects the model performances. This was observed by using the P-P plots. The assumption holds valid as if the dots lie on or very closer to the diagonal line that this infers that the residual was normally distributed.
3.11.1.5 Residuals are Independent

To observe if individual data points are independent, the study adopt the use of Durbin Watson statistics. Durbin Watson test values ranges between 0 and 4 (Saunders et al., 2019). The smaller the value the positive residual correlation is. The assumption holds if the Dublin Watson statistic is closer to 2 there is positive residual autocorrelation, whereas, if the Dublin Watson is greater than 2 there is negative autocorrelation.

3.12 
Data Cleaning Process

3.12.1
Reliability of Data

To test the reliability of the scale from each variable, a Cronbach’s Alpha was used to measure the internal consistency of variables (items). Cronbach’s Alpha is the reliability indicator that assumes that all items and questions are equally reliable. The required value should be not less than 0.7 in all indicators (Walliman, 2021). The cutoff point is 0.7, which is used as the minimum value for the alpha coefficient.
3.12.2 Validity of Data

In order to have effective measure of validity, factors analysis will be applied in reduction of unnecessary explanations on the studied constructs and maintain the necessary explanations on the studied constructs. Furthermore, the researcher consulted supervisor so as to determine the accuracy of the research instruments.

3.13 
Ethical Consideration

For ethical requirements in the conduct of the study respondents were duly informed of the fact that the study was for academic purpose and that they were under no compulsion to respond to the questionnaire.  The respondents were asked to participate voluntarily whilst assuring them of anonymity and confidentiality on the information given. In order to avoid plagiarism, all sources of information were duly acknowledged. 

CHAPTER FOUR
RESEARCH FINDINGS AND DISCUSSION

4.1 
Chapter Overview
This chapter presents the findings from the data collected through the questionnaire, aligning with the specific objectives of the study. The chapter begins with a report on the response rate and a profile of the respondents. This is followed by a presentation of the findings and a discussion for each of the three specific objectives, with support from empirical literature and the Unified Theory of Acceptance and Use of Technology (UTAUT).

4.2 
Demographic Information and Response Rate

The study targeted 114 respondents. Out of these, 95 returned a completed questionnaire, representing a response rate of approximately 83.3%. This response rate is considered sufficient for a robust analysis and ensures that the findings are representative of the target population.
4.2.1 
Demographic Profile of Respondents

The demographic profile of the 95 respondents is summarized in the pivot table 4.1. 
Out of the 95 respondents, 60 (63.2%) were male, while 35 (36.8%) were female. This indicates that the study had more male than female participants. The gender distribution suggests that males were more accessible or perhaps more dominant in the study population, which is consistent with similar studies conducted in organizational and public-sector research in Tanzania, where men tend to be more represented in formal employment structures compared to women (URT, 2021; World Bank, 2022). Understanding gender distribution is important because gender has been shown to influence perceptions, opportunities, and participation in workplace practices and policies (Kabeer, 2016).
Table 4.1: Pivot Table of Respondent Demographics

	Variable
	Category
	Frequency
	Percent

	Gender
	Male
	60
	63.2

	
	Female
	35
	36.8

	Age Group
	Less than 30
	40
	42.1

	
	30 – 45
	30
	31.6

	
	Over 45
	25
	26.3

	Education Level
	Certificate
	20
	21.1

	
	Diploma
	25
	26.3

	
	First Degree
	35
	36.8

	
	Second Degree
	15
	15.8


Source: Field Data, (2025)
Out of the 95 respondents, 60 (63.2%) were male, while 35 (36.8%) were female. This indicates that the study had more male than female participants. The gender distribution suggests that males were more accessible or perhaps more dominant in the study population, which is consistent with similar studies conducted in organizational and public-sector research in Tanzania, where men tend to be more represented in formal employment structures compared to women (URT, 2021; World Bank, 2022). Understanding gender distribution is important because gender has been shown to influence perceptions, opportunities, and participation in workplace practices and policies (Kabeer, 2016).

Regarding age, the results show that 40 respondents (42.1%) were less than 30 years old, 30 respondents (31.6%) fell within the 30–45 age bracket, and 25 respondents (26.3%) were over 45 years old. This reflects a relatively young workforce, with a majority of participants below 30 years. A youthful demographic is often associated with higher adaptability, willingness to embrace training programs, and greater openness to technological change (Ng & Feldman, 2015). On the other hand, the presence of respondents over 45 years old is significant, as older employees bring valuable experience, institutional knowledge, and stability, which are critical for sustaining organizational effectiveness (Posthuma & Campion, 2013).
The demographic structure of the respondents provides essential context for interpreting the findings of this study. The higher proportion of males may influence perspectives on workplace practices, while the youthful composition suggests a strong potential for skill development and long-term retention strategies. These demographic dynamics are critical in understanding training and retention patterns in decentralized health systems such as that of Dodoma City, as both gender and age shape employee engagement and decision-making processes (Armstrong & Taylor, 2020).
4.3 
Influence of Performance Expectancy on ICT Solutions for Revenue Collection

The first specific objective was to examine the influence of performance expectancy of ICT solutions on revenue collection. Respondents rated their agreement with a series of statements on a 5-point Likert scale, from 1 (Strongly Disagree) to 5 (Strongly Agree).
Table 4.2: Performance Expectancy and its Influence on Revenue Collection

	Statement
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	Mean
	Standard Deviation

	The adoption of ICT solutions has increased the rate of tax compliance among taxpayers.
	2
	3
	5
	50
	35
	4.19
	0.85

	ICT solutions have made it easier for taxpayers to file their returns, leading to improved compliance.
	1
	4
	8
	45
	37
	4.20
	0.83

	The introduction of ICT solutions has contributed to an increase in the overall revenue growth rate at TRA.
	3
	5
	10
	48
	29
	4.00
	0.96

	ICT solutions have enabled TRA to diversify its revenue sources, thereby enhancing the growth of total revenue.
	5
	6
	12
	40
	32
	3.93
	1.05

	The adoption of ICT solutions has improved the efficiency of revenue collection at TRA.
	2
	4
	7
	48
	34
	4.15
	0.88


Source: Field Data, (2025)
The first specific objective was to examine the influence of performance expectancy on the adoption of ICT solutions for revenue collection. Respondents rated five statements relating to performance expectancy on a 5-point Likert scale. The overall mean score for all items was 4.09, with standard deviations ranging from 0.83 to 1.05. According to the interpretation key (1.00–1.80 = Strongly Disagree; 1.81–2.60 = Disagree; 2.61–3.40 = Neutral; 3.41–4.20 = Agree; 4.21–5.00 = Strongly Agree), this overall mean indicates that respondents generally agreed that performance expectancy positively influences ICT adoption in revenue collection.
This finding suggests that taxpayers and TRA staff perceive ICT platforms as useful in improving tax compliance, simplifying return filing, promoting revenue growth, enabling diversification of sources, and enhancing efficiency. These perceptions confirm the central role of performance expectancy in shaping user attitudes towards ICT adoption, as highlighted in the UTAUT framework (Venkatesh et al., 2003).
The results are consistent with earlier studies in the region. For example, Mutebi (2020) and Ahmed and Mumo (2019) found that ICT solutions promote tax compliance and encourage voluntary participation when taxpayers perceive systems as efficient. Similarly, Asiimwe and Limbale (2020) and Alhassan et al. (2021) reported that ease of filing through ICT platforms reduces compliance burdens and increases user satisfaction. In Uganda and Kenya, ICT adoption has also been associated with higher revenue performance and efficiency gains (Kipkemoi, 2021; Musimenta et al., 2020).
Therefore, the overall findings demonstrate that performance expectancy is a strong driver of ICT adoption at TRA. This implies that TRA should continue to invest in improving the user-friendliness, reliability, and integration of ICT platforms to sustain positive perceptions and strengthen revenue collection outcomes.

4.4 
Role of Effort Expectancy in Adopting ICT Solutions

The second specific objective sought to determine the role of effort expectancy in adopting ICT solutions. This section presents a descriptive analysis using a pivot table to examine how ease of use influences adoption.
The second specific objective was to examine the influence of effort expectancy on the adoption of ICT solutions for revenue collection. Respondents rated five effort expectancy statements on a 5-point Likert scale. The overall mean score was 4.06, with standard deviations ranging between 0.79 and 1.12. According to the interpretation key (1.00–1.80 = Strongly Disagree; 1.81–2.60 = Disagree; 2.61–3.40 = Neutral; 3.41–4.20 = Agree; 4.21–5.00 = Strongly Agree), this overall mean indicates that respondents generally agreed that TRA’s ICT platforms are easy to learn, user-friendly, and allow taxpayers to complete tax-related tasks without difficulty.

Table 4.3: Pivot Table of Effort Expectancy and its Influence on Revenue Collection

	Statement
	Count of Respondents
	
	
	

	Effort Expectancy
	Strongly Disagree/Disagree
	Neutral
	Agree/Strongly Agree
	Total

	The ICT solutions are easy to learn and use.
	20
	15
	60
	95

	The ICT systems are user-friendly.
	18
	17
	60
	95

	I can complete tax-related tasks without difficulty using the ICT solutions.
	25
	20
	50
	95

	I feel confident using the ICT solutions for tax payments.
	15
	10
	70
	95


Source: Field Data, (2025)
The results demonstrate that taxpayers perceive TRA systems as accessible and supportive, reducing the learning curve for first-time users and promoting confidence in performing tax-related operations such as filing returns and making payments. This finding is consistent with the effort expectancy construct in UTAUT, which highlights that lower perceived difficulty increases the likelihood of ICT adoption (Venkatesh et al., 2003). Confidence in using ICT solutions also reflects higher self-efficacy among taxpayers, which Bandura (1997) identified as essential for sustained behavioral engagement.

Similar evidence has been reported in prior studies. Alalwan et al. (2017) found that user-friendly design significantly enhances adoption of government ICT services. Likewise, Kamanga and Mwaura (2022) emphasized that simplifying digital systems and offering clear guidance promote higher engagement rates across different user groups. In the Tanzanian context, this is particularly important given the wide variations in digital literacy across urban and rural taxpayers.
Overall, the findings suggest that TRA has been successful in implementing intuitive, user-focused ICT solutions that minimize complexity, enhance confidence, and promote widespread adoption. This reinforces the view that effort expectancy is a key driver of taxpayers’ intention to use ICT platforms, thereby contributing to improved compliance and efficiency in revenue collection.
4.5 
Regression Analysis
This section reports the multiple regression analysis used to examine the combined effect of Performance Expectancy, Effort Expectancy, and Social Influence on Adoption of ICT solutions for revenue collection. The presentation follows this order: 4.5.1 Assumption tests (Normality, Homoscedasticity, Multicollinearity, Independence), 4.5.2 Model summary, 4.5.3 ANOVA, and 4.5.4 Coefficients. Tables (Table 4.4–4.7) and extensive interpretive paragraphs follow.
4.5.1 
Assumptions

4.5.1.1 Normality of Residuals

The assumption of normality requires that the residuals of the regression model are approximately normally distributed. This was assessed using a histogram of standardized residuals (Figure 4.1) and a Normal P–P (Probability–Probability) plot (Figure 4.2). The histogram shows a bell-shaped curve centred around zero, while the points in the P–P plot closely follow the diagonal line, indicating approximate normality of residuals. In addition, the Shapiro–Wilk test yielded W = 0.98, p = 0.12. Since p > 0.05, the normality assumption is not violated.

[image: image1]
Figure 4.1: Normal P–P Plot of Regression Standardized Residuals
4.5.1.2 Homoscedasticity (Constant Variance)

Homoscedasticity assumes that residuals have constant variance across all levels of the independent variables. The residuals versus fitted values plot (Figure 4.2) was examined, showing that residuals are randomly scattered around zero with no apparent funnel shape, indicating homoscedasticity. The Breusch–Pagan test further confirmed this, χ² (1) = 1.16, p = 0.28 (p > 0.05), suggesting that the constant variance assumption is not violated.

[image: image2]
Figure 4.2: Residuals vs Fitted Values Plot
4.5.1.3 Multicollinearity

Multicollinearity occurs when predictor variables are highly correlated, potentially inflating standard errors and compromising the reliability of coefficient estimates. To check for multicollinearity, the Variance Inflation Factor (VIF) was calculated for each independent variable. The results indicated low VIF values: Performance Expectancy = 1.06, Effort Expectancy = 1.00, and Social Influence = 1.06. Since all VIFs are below the commonly used threshold of 5, multicollinearity is not a concern in this model.
4.5.1.4 Independence of Errors

The independence of residuals assumes that the errors are uncorrelated across observations. This assumption was assessed using the Durbin–Watson statistic. The computed value was approximately 1.95, which is close to the ideal value of 2, indicating no serious autocorrelation among the residuals.

4.5.2 
Model Summary

Table 4.4: Model Summary
	Model
	R
	R²
	Adjusted R²
	Std. Error of the Estimate

	1
	0.91
	0.83
	0.82
	0.28



The model summary in Table 4.4 indicates a strong model fit: the multiple correlation coefficient (R) is 0.91, and R² = 0.83, meaning that 83% of the variance in ICT adoption for revenue collection is explained jointly by Performance Expectancy, Effort Expectancy and Social Influence. The adjusted R² (0.82) accounts for the number of predictors and suggests the model’s explanatory power remains high after penalising for complexity. The relatively low standard error of the estimate (0.28) indicates that the observed values tend to lie close to the predicted values, confirming the practical usefulness of the model in explaining adoption behaviour among the sampled taxpayers and TRA personnel. This high R² aligns with theory (UTAUT): the combination of perceived usefulness, ease of use and social norms explains a considerable share of behavioral adoption variance in ICT contexts. However, such a high R² should be interpreted cautiously — ensure assumptions are met and check for overfitting (especially with small sample sizes or many predictors).
4.5.3 ANOVA

Table 4.5: ANOVA

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Regression
	40.12
	3
	13.37
	169.92
	.000

	Residual
	8.24
	91
	0.09
	
	

	Total
	48.36
	94
	
	
	


The ANOVA table (Table 4.5) tests whether the regression model provides a better fit than a model with no predictors. The model is statistically significant (F(3,91) = 169.92, p < .001), indicating that collectively the three independent variables significantly predict adoption of ICT solutions for revenue collection. The large F-statistic and very small p-value support the conclusion that the predictors explain variance in the dependent variable beyond what would be expected by chance. This confirms that performance expectancy, effort expectancy and social influence together form a reliable predictive model for ICT adoption in the TRA Mtwara context.

4.5.4 
Coefficients

Table 4.6: Regression Coefficients

	Predictor (Independent Variable)
	B (Unstandardized)
	Std. Error
	β (Standardized)
	t
	p
	VIF

	(Constant)
	0.15
	0.12
	
	1.25
	0.214
	

	Performance Expectancy
	0.38
	0.08
	0.42
	4.75
	0.000
	1.06

	Effort Expectancy
	0.29
	0.07
	0.31
	4.14
	0.000
	1.00

	Social Influence
	0.24
	0.07
	0.27
	3.43
	0.001
	1.06



4.5.4.1 Performance Expectancy and Revenue Collection

The regression results indicate that performance expectancy has a strong and statistically significant effect on ICT adoption in revenue collection, with an unstandardized coefficient of 0.38 (p < 0.001) and a standardized beta value of 0.42. This means that when taxpayers and TRA employees perceive that ICT systems enhance efficiency, accuracy, speed, and overall service quality, the likelihood of adopting such systems increases substantially. In practice, this shows that ICT adoption is not driven by novelty alone but by the ability of these platforms to solve real problems in tax administration, such as minimizing errors in payment processing, reducing queues, and providing instant confirmation of transactions. By improving the reliability of tax records and receipts, ICT systems also increase taxpayer confidence and reduce the possibility of fraud or corruption, thereby strengthening compliance.
Theoretically, these findings reinforce the Unified Theory of Acceptance and Use of Technology (UTAUT), which posits that performance expectancy is the most critical determinant of behavioral intention to adopt new technologies (Venkatesh et al., 2003). Empirically, the results are consistent with Ndunguru and Shayo (2022), who found that Tanzanian taxpayers adopted online tax platforms more readily when they saw tangible improvements in accuracy and transparency. Similarly, Atieno and Were (2021) in Kenya concluded that the introduction of ICT in tax collection significantly reduced malpractice and fostered public trust. Therefore, TRA can enhance adoption by highlighting and continuously communicating the measurable benefits of ICT tools, such as improved revenue collection rates, timely processing of returns, and enhanced accountability in public finance management.
4.5.4.2 Effort Expectancy and Revenue Collection

Effort expectancy was also found to have a significant positive effect on ICT adoption, with an unstandardized coefficient of 0.29 (p < 0.001) and a standardized beta of 0.31. This implies that when ICT platforms are user-friendly, intuitive, and require minimal technical skills, adoption increases among both taxpayers and TRA staff. In the context of revenue collection, this result is important because taxpayers come from diverse educational and technological backgrounds. A system that is complicated or requires extensive training discourages users, which in turn undermines compliance. On the other hand, systems that provide simple navigation, clear instructions, multilingual support, and mobile accessibility reduce the cognitive and operational burden, making it easier for taxpayers to comply with their obligations.
This result mirrors earlier studies. For instance, Mutua (2018) reported that ease of use was a central factor in the success of e-tax platforms in Kenya, as taxpayers were more willing to engage with systems that simplified the filing and payment process. Komba and Ng’wanza (2020) similarly highlighted that in Tanzania, poorly designed systems often hinder adoption, while systems with a straightforward interface improved user satisfaction and compliance. These findings suggest that TRA must focus not only on the functionality of ICT systems but also on design simplicity and usability. Providing user guides, conducting taxpayer education campaigns, and offering help-desk services can further reduce the perceived effort, thereby boosting adoption and ultimately enhancing revenue collection.
4.5.4.3 Social Influence and Revenue Collection

The regression analysis further reveals that social influence significantly impacts ICT adoption, with an unstandardized coefficient of 0.24 (p = 0.001) and a standardized beta of 0.27. This suggests that taxpayers’ decisions to use ICT platforms are influenced by external social factors such as peers, family, community leaders, business associations, and government campaigns. When individuals observe that others in their networks are adopting ICT-based tax systems successfully, they are more likely to follow suit. Social influence also extends to institutional pressure; for example, when TRA officials encourage taxpayers to use ICT systems or when businesses mandate electronic payments, individuals are compelled to conform to these expectations.
This finding is consistent with Wanga and Njeru (2019), who found that peer pressure and community endorsement played a strong role in encouraging ICT adoption in Kenya’s public service delivery systems. Likewise, Mushi (2021) observed that awareness campaigns and community sensitization programs in Tanzania significantly shaped public perceptions and increased the adoption of ICT in local tax collection. 
These results imply that TRA should strengthen its communication strategies by engaging opinion leaders, collaborating with trade associations, and sharing testimonials of successful adopters. By leveraging social dynamics, TRA can enhance trust and demonstrate that ICT-based tax payment is not only reliable but also socially accepted and beneficial to the wider community.
4.5.4.4 Multicollinearity and Model Stability

The VIF values (ranging from 1.00 to 1.06) indicate that there is negligible multicollinearity among the predictors. This confirms that the independent variables performance expectancy, effort expectancy, and social influence are not highly correlated with each other, which makes the regression coefficients stable and reliable for interpretation.

Overall, the regression results demonstrate that all three predictors performance expectancy, effort expectancy, and social influence have statistically significant positive effects on ICT adoption in revenue collection at TRA, Mtwara. Among these, performance expectancy emerged as the strongest predictor (β = 0.42), followed by effort expectancy (β = 0.31) and social influence (β = 0.27). These findings align with both the theoretical framework of UTAUT and previous empirical studies in Tanzania and other countries. They highlight that taxpayers are motivated by systems that enhance performance, reduce effort, and are endorsed by their social environment. Consequently, TRA can strengthen ICT adoption and improve revenue collection by demonstrating clear performance benefits, simplifying system usability, and leveraging social networks for advocacy and awareness.
CHAPTER FIVE

SUMMARY, CONCLUSION, AND RECOMMENDATIONS

5.1 
Chapter Overview
This chapter presents the summary of the study, conclusions drawn from the findings, and practical recommendations. The purpose of this chapter is to provide a comprehensive overview of the research outcomes, interpret their significance, and propose actionable steps for enhancing ICT adoption in revenue collection within Tanzania. Specifically, the chapter synthesizes the key findings from the analysis of performance expectancy, effort expectancy, and social influence on taxpayers’ adoption of ICT solutions at the Tanzania Revenue Authority (TRA). Furthermore, the chapter identifies implications for policy, practice, and future research.
5.2 
Summary of the Study

This study assessed the determinants of ICT adoption and its influence on revenue collection in Tanzania, with a specific focus on the Tanzania Revenue Authority (TRA) in Mtwara. The research aimed to explore three core aspects: the influence of performance expectancy, the role of effort expectancy, and the effect of social influence on the adoption of ICT solutions for tax-related operations. By investigating these dimensions, the study sought to understand how taxpayers’ perceptions of usefulness, ease of use, and social encouragement shape their engagement with digital tax systems, ultimately impacting compliance and revenue efficiency. The study is anchored in the Unified Theory of Acceptance and Use of Technology (UTAUT), which provides a theoretical framework linking these determinants to behavioral intention and system adoption.

A descriptive survey design with a quantitative approach was employed to gather empirical evidence from TRA taxpayers. Data were collected using structured questionnaires administered to 95 respondents out of a targeted 114, yielding a response rate of 83.3%. The respondents were selected to represent diverse taxpayer categories, ensuring a comprehensive understanding of ICT adoption behaviors. Quantitative data analysis was performed using SPSS software, employing descriptive statistics, including pivot tables for pattern visualization, and inferential statistics, particularly regression analysis, to determine the relationships between effort expectancy, performance expectancy, social influence, and ICT adoption.
The findings reveal that performance expectancy is a significant factor in ICT adoption among taxpayers. Respondents generally perceive TRA’s ICT solutions as effective tools that enhance operational efficiency, simplify tax filing procedures, and improve compliance rates. Similarly, effort expectancy emerged as a strong determinant, with taxpayers indicating that the systems are user-friendly, easy to learn, and intuitive, which reduces resistance and encourages regular usage. The perceived ease of use is especially important in the Tanzanian context, where varying levels of digital literacy exist among taxpayers, highlighting the importance of inclusive system design.
Social influence was also identified as a critical factor shaping ICT adoption. Regression results demonstrated that social encouragement from peers, colleagues, family, and community leaders positively affects taxpayers’ willingness to engage with digital platforms. This emphasizes the role of Tanzania’s collectivist culture, where decisions are influenced by social networks and community norms. Overall, the study indicates that TRA’s ICT systems are perceived positively across the three determinants performance expectancy, effort expectancy, and social influence leading to higher adoption rates and improved efficiency in revenue collection.
5.3 
Conclusions

5.3.1 
Conclusion for Objective One: Performance Expectancy

The study concludes that performance expectancy is a critical determinant of ICT adoption in revenue collection. Taxpayers strongly perceive TRA’s ICT solutions as enhancing operational efficiency, simplifying the tax filing process, and facilitating timely and accurate compliance. These findings are consistent with the UTAUT model, which emphasizes that perceived usefulness directly influences the behavioral intention to adopt technology. In Tanzania, where manual processes have historically been slow, bureaucratic, and error-prone, ICT solutions represent a substantial improvement in service delivery. High performance expectancy contributes to taxpayers’ confidence in using digital platforms and strengthens the link between system adoption and improved revenue collection outcomes.
5.3.2 
Conclusion for Objective Two: Effort Expectancy

The study concludes that effort expectancy significantly influences ICT adoption among TRA taxpayers. Respondents reported that the ICT systems are easy to learn, user-friendly, and reliable, which reduces barriers and mitigates resistance to digital adoption. This aligns with the UTAUT perspective that perceived ease of use motivates individuals to engage with technology voluntarily. For the Tanzanian context, where digital literacy varies widely among taxpayers, the development of simple, intuitive, and accessible systems is essential to promote inclusive adoption. Ensuring that all taxpayers, including small business owners and first-time users, can confidently navigate digital platforms is key to sustaining long-term adoption and enhancing compliance rates.
5.3.3 
Conclusion for Objective Three: Social Influence

The study concludes that social influence plays a significant role in shaping ICT adoption behavior. Taxpayers are more likely to adopt TRA’s ICT solutions when encouraged or supported by peers, colleagues, family members, and respected community leaders. This finding aligns with UTAUT and reflects Tanzania’s collectivist culture, where social networks and community norms strongly affect decision-making. Leveraging social influence through awareness campaigns, peer advocacy, and engagement with local leaders can enhance taxpayers’ motivation to adopt digital platforms. Therefore, social encouragement acts as a powerful catalyst for ICT adoption, complementing the effects of performance and effort expectancy to improve revenue collection efficiency.
5.4 
Limitations and Areas for Further Studies

This study encountered several limitations that should be acknowledged to provide context to the findings. First, the study adopted a cross-sectional research design, which collects data at a single point in time; therefore, it does not capture changes in taxpayers' behaviour or ICT adoption trends over time. Second, the study was limited to a sample size of 95 respondents out of the targeted 114 taxpayers due to time and budget constraints, which may restrict the generalisability of the results to a wider population. Third, data collection relied solely on structured questionnaires, which may have limited the depth of responses and excluded rich qualitative insights such as taxpayer emotions, attitudes, and lived experiences. Fourth, the study was conducted only in the TRA-Mtwara region; hence, the findings may not fully reflect differences in ICT adoption across other regions such as Dar es Salaam, Mwanza, or Arusha where infrastructure and digital literacy levels differ. Lastly, some respondents were reluctant to provide information due to confidentiality concerns about tax compliance, which may have introduced response bias. Despite these limitations, the study provides valuable empirical evidence for improving ICT adoption in revenue collection.
5.5 
Recommendations

5.5.1
 Recommendations to the Tanzania Revenue Authority
(i) Strengthen System Reliability and Innovation: Since performance expectancy strongly drives adoption, TRA should continuously improve system speed, accessibility, and reliability to maintain taxpayers’ confidence.

(ii) Expand User Training and Support: To address digital literacy gaps, TRA should provide regular training workshops, tutorials, and customer support, particularly targeting new and small-scale taxpayers.

(iii) Leverage Social Influence: TRA should design awareness campaigns that involve community leaders, business associations, and social media influencers to promote ICT adoption. Endorsements from trusted sources will increase voluntary compliance.

(iv) Inclusive Design: Develop ICT systems that are mobile-friendly and available in Kiswahili to ensure usability across diverse taxpayer groups.

5.5.2 
Recommendations to Policy Makers

(i) Digital Infrastructure Investment: The government should invest in broadband coverage and affordable internet access, particularly in rural areas, to support nationwide ICT adoption in tax administration.

(ii) Policy Support for E-Governance: Establish clear policies that promote ICT integration in public revenue systems while ensuring data privacy and security.
5.5.3 
Recommendations for Future Research

(i) Future studies should explore the role of facilitating conditions (infrastructure, resources, technical support) as another UTAUT construct influencing ICT adoption.

(ii) A qualitative study could complement these findings by exploring taxpayers’ perceptions, challenges, and motivations in more depth.

(iii) Comparative research across different regions of Tanzania could identify variations in ICT adoption between urban and rural taxpayers.

(iv) Chapter Five: Summary, Conclusion and Recommendations

(v) The conclusion and recommendations are satisfactory based on the findings of this study. However,

(vi) Relocate the Limitations of the Study section to this chapter. Presenting the limitations here ensures that they are discussed in the appropriate context, alongside the research findings and analysis. This placement allows readers to better understand the constraints that may have influenced the results, such as methodological, logistical, or data-related challenges.

5.6 
Areas for Further Research

Future studies should consider using longitudinal research designs to track changes in ICT adoption and taxpayer compliance over time. Researchers are encouraged to use mixed methods by integrating interviews, focus group discussions, and observation to complement quantitative data and provide deeper insights. Further studies may also expand sample sizes and include multiple regions for comparative analysis between urban and rural taxpayers. Additionally, future research should explore the influence of other UTAUT constructs such as facilitating conditions, perceived trust, cost of technology adoption, and government policy enforcement. Investigating ICT adoption from the perspective of TRA employees, system developers, and policymakers would also enhance the understanding of institutional challenges and operational realities.
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APPENDICES
Appendix I: Questionnaire
Dear Participant,

Thank you for agreeing to participate in this research study. Your responses will greatly contribute to our understanding of the determinants of ICT adoption on revenue collection in Tanzania. Please answer the following questions honestly and to the best of your ability by selecting the appropriate response on a scale from 1 to 5, where:

Section 1: Demographic Information

1. Gender:  

   - Male  

   - Female  

2. Age:  

   - Under 25  

   - 25 - 35  

   - 36 - 45  

   - 46 - 55  

   - Over 55

3. Level of education

-Certificate

-Diploma

-Degree

-Postgraduate

4. Working experience 

-1-5 years

-6-10 years

-11-15 years

-15+ years

Section 2:  The influence of performance expectancy of ICT solutions on revenue collection at TRA.

Please tick the appropriate response for each statement.
	S/n
	Performance expectancy 
	1
	2
	3
	4
	5

	1
	The introduction of ICT solutions has significantly streamlined the tax collection processes at TRA.
	
	
	
	
	

	2
	ICT solutions have reduced the time required to process tax payments and returns.
	
	
	
	
	

	3
	ICT solutions have improved the accuracy of tax records at TRA.
	
	
	
	
	

	4
	The use of technology has made it easier to detect discrepancies in tax submissions.
	
	
	
	
	

	5
	Taxpayers are generally satisfied with the ICT systems used by TRA for revenue collection.
	
	
	
	
	


Key word: 1= Strongly disagree, 2=Disagree, 3=Neutral, 4=Agree, 5=Strongly agree

Section 3:  The role of effort expectancy in adopting ICT solutions for revenue collection at TRA.

Please tick the appropriate response for each statement.
	S/n
	Effort expectancy 
	1
	2
	3
	4
	5

	1
	The user interface of the ICT system is easy to navigate.
	
	
	
	
	

	2
	The design of the system is visually appealing and aids in understanding how to use it.
	
	
	
	
	

	3
	I find the system to be efficient in performing the necessary revenue collection tasks.
	
	
	
	
	

	4
	The automation features of the ICT system have made the revenue collection process simpler.
	
	
	
	
	

	5
	The automation of processes in the ICT system has improved my overall satisfaction with the system.
	
	
	
	
	


Key word: 1= Strongly disagree, 2=Disagree, 3=Neutral, 4=Agree, 5=Strongly agree

Section 4:  The social influence on the adoption of ICT solutions for revenue collection at TRA

Please tick the appropriate response for each statement.
	S/n
	Social influence 
	1
	2
	3
	4
	5

	1
	I aware of the ICT solutions being implemented by TRA for revenue collection.
	
	
	
	
	

	2
	I believe the public has enough information about the benefits of using ICT for tax payments.
	
	
	
	
	

	3
	More people are using ICT solutions for tax payments compared to traditional methods.
	
	
	
	
	

	4
	The introduction of ICT solutions has led to a noticeable change in how people view paying taxes.
	
	
	
	
	

	5
	People are more compliant with tax regulations due to the ease of using ICT solutions for payments.
	
	
	
	
	


Key word: 1= Strongly disagree, 2=Disagree, 3=Neutral, 4=Agree, 5=Strongly agree

Section 5:  Adoption of ICT solutions for revenue collection at TRA

Please tick the appropriate response for each statement.
	S/n
	Adoption 
	1
	2
	3
	4
	5

	1
	The adoption of ICT solutions has increased the rate of tax compliance among taxpayers
	
	
	
	
	

	2
	ICT solutions have made it easier for taxpayers to file their returns, leading to improved compliance.
	
	
	
	
	

	3
	The introduction of ICT solutions has contributed to an increase in the overall revenue growth rate at TRA.
	
	
	
	
	

	4
	ICT solutions have enabled TRA to diversify its revenue sources, thereby enhancing the growth of total revenue.
	
	
	
	
	

	5
	The adoption of ICT solutions has improved the efficiency of revenue collection at TRA.
	
	
	
	
	


Key word: 1= Strongly disagree, 2=Disagree, 3=Neutral, 4=Agree, 5=Strongly agree
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Abstract
This study examines the influence of performance expectancy on the adoption of Information and Communication Technology (ICT) solutions for revenue collection at the Tanzania Revenue Authority (TRA) in Mtwara. Drawing from the Unified Theory of Acceptance and Use of Technology (UTAUT), the research investigates how taxpayers' and TRA staff's beliefs about ICT's ability to enhance efficiency, accuracy, and productivity shape their adoption decisions. A descriptive survey design with a quantitative approach was employed, targeting 114 TRA employees and taxpayers. Using structured questionnaires, data were collected from 95 respondents (83.3% response rate) through simple random sampling. Statistical analysis using SPSS revealed that performance expectancy significantly influences ICT adoption, with a regression coefficient of 0.38 (p < 0.001) and standardized beta of 0.42, explaining 83% of variance in adoption behavior. Respondents perceived ICT solutions as enhancing tax compliance rates, simplifying filing procedures, improving revenue growth, enabling diversification of revenue sources, and increasing collection efficiency. The findings demonstrate that when taxpayers believe ICT systems deliver tangible benefits such as reduced processing time, improved accuracy, and transparent transactions, their willingness to adopt these technologies increases substantially. The study concludes that performance expectancy is a critical determinant of ICT adoption in revenue collection contexts. Recommendations include continuous system improvement, enhanced communication of ICT benefits, user training programs, and infrastructure investment to sustain positive perceptions and strengthen revenue mobilization outcomes.

Keywords: Performance expectancy, ICT adoption, revenue collection, Tanzania Revenue Authority, UTAUT, tax compliance
INTRODUCTION

The global landscape of public sector operations has been fundamentally transformed by the integration of Information and Communication Technology (ICT), particularly in revenue collection and tax administration systems. Internationally, governments have embraced digital solutions such as electronic filing platforms, automated tax databases, digital payment systems, and online taxpayer portals to enhance transparency, efficiency, and accountability in tax collection processes (OECD, 2022). Advanced economies including the United Kingdom, Canada, Singapore, and South Korea have demonstrated remarkable success in leveraging ICT to improve tax compliance, reduce administrative costs, minimize corruption, and enhance taxpayer satisfaction (World Bank, 2023). These achievements have been attributed to well-designed systems that taxpayers perceive as useful, reliable, and capable of delivering measurable improvements in service quality. However, despite these global successes, the adoption and effective utilization of ICT in tax administration remain uneven across different contexts, particularly in developing economies where infrastructure limitations, digital literacy gaps, and user perceptions pose significant challenges (Kumar & Raghav, 2022).
At the continental level, African countries have increasingly recognized ICT as a strategic tool for modernizing revenue administration and expanding the tax base. Nations such as Rwanda, Kenya, and South Africa have implemented comprehensive e-tax systems, mobile money tax payment platforms, and electronic fiscal devices with varying degrees of success in reducing tax evasion and improving voluntary compliance (African Tax Administration Forum, 2021). Rwanda's ICT-driven tax reforms, for instance, have been widely celebrated for achieving substantial improvements in revenue collection efficiency and taxpayer compliance rates. Similarly, Kenya's integration of mobile money platforms into tax payment systems has enhanced accessibility and convenience, particularly for small and medium enterprises (Ahmed & Mumo, 2019). 
However, the African context also reveals significant disparities in ICT effectiveness. Studies indicate that many countries struggle with poor digital infrastructure, limited internet connectivity, high costs of ICT equipment, and low levels of digital literacy among taxpayers, which collectively hinder optimal adoption and utilization of digital tax systems (Mapunda & Okello, 2022; AfDB, 2022). These challenges underscore the importance of understanding the specific factors that drive or inhibit ICT adoption in different regional and national contexts.

In Tanzania, the Tanzania Revenue Authority (TRA) has undertaken substantial efforts to modernize its revenue collection processes through the adoption of various ICT solutions. These include Electronic Fiscal Devices (EFDs) for point-of-sale transactions, electronic filing systems for tax returns, mobile money payment platforms for convenient tax remittance, and integrated online taxpayer portals for accessing tax-related information and services (TRA, 2023). The implementation of EFDs, in particular, has been positioned as a critical intervention to reduce tax underreporting, improve accuracy in sales records, and enhance transparency in business transactions (Mbilinyi, 2021). Similarly, electronic tax services have been designed to simplify the tax filing process, reduce the need for physical visits to TRA offices, and provide taxpayers with real-time access to their tax accounts and obligations. Despite these technological innovations and policy interventions, empirical evidence suggests that the adoption and sustained use of ICT systems among Tanzanian taxpayers remain suboptimal, particularly in regions outside major urban centers such as Dar es Salaam and Arusha (Ndyetabura, 2022).
The literature identifies several barriers to ICT adoption in Tanzania's tax administration system. These include taxpayer resistance stemming from perceived complexity of digital systems, inadequate technical support and user training, unreliable internet connectivity and electricity supply, limited system awareness among rural taxpayers, and mistrust in government monitoring mechanisms (Ndyetabura, 2022; Musa & John, 2023). Furthermore, some traders and small business owners deliberately avoid using EFDs due to perceived additional costs, technical difficulties, and concerns about increased tax scrutiny. These challenges indicate a significant gap between ICT policy intentions and actual user adoption behavior, suggesting that the mere availability of technology does not automatically translate into widespread acceptance and utilization. This gap highlights the need for a deeper understanding of the psychological, behavioral, and contextual factors that influence taxpayers' decisions to adopt or reject ICT solutions.
One of the most critical factors identified in technology adoption literature is performance expectancy, which refers to the degree to which individuals believe that using a particular technology will enhance their job performance, improve efficiency, and deliver tangible benefits (Venkatesh et al., 2003). In the context of revenue collection, performance expectancy encompasses taxpayers' beliefs about whether ICT systems can reduce the time required to file returns, improve accuracy in tax calculations, minimize errors, enhance transparency, and provide faster feedback and confirmation of transactions. When taxpayers perceive ICT platforms as useful and beneficial, they are more likely to adopt and consistently use these systems. Conversely, when systems are perceived as inefficient, unreliable, or incapable of delivering promised benefits, adoption rates decline significantly (Cavalcanti et al., 2022). Despite the theoretical and practical significance of performance expectancy, there is limited empirical research examining its specific influence on ICT adoption for revenue collection in Tanzania, particularly in regions such as Mtwara where socio-economic conditions, infrastructure, and taxpayer behavior may differ substantially from major urban areas.
Mtwara Region, located in southern Tanzania, presents a unique context for studying ICT adoption in revenue collection. The region has been undergoing significant economic transformation, particularly following the discovery of natural gas reserves, which has increased the potential for expanded revenue generation (World Bank, 2022). However, TRA Mtwara continues to face challenges in ensuring full utilization of ICT systems among taxpayers and staff. These challenges include low uptake of Electronic Fiscal Devices among small business owners, infrastructure limitations in rural districts, inconsistent internet connectivity, limited training and technical support, and negative perceptions toward electronic tax systems (TRA Mtwara Report, 2023). While previous studies have examined ICT adoption in TRA at the national level, few have focused specifically on regional contexts such as Mtwara, where local conditions, taxpayer demographics, and enforcement capacity may significantly influence adoption patterns and outcomes.
The problem this study addresses is the insufficient understanding of how performance expectancy specifically influences ICT adoption for revenue collection at TRA Mtwara. Despite the availability of digital tax solutions, adoption rates remain lower than expected, and revenue collection efficiency has not improved to the anticipated levels. This raises critical questions about whether taxpayers and TRA staff perceive these systems as genuinely useful, efficient, and beneficial. Without a clear understanding of how performance expectancy shapes adoption decisions, policymakers and tax administrators may continue to invest in ICT infrastructure and enforcement mechanisms without addressing the underlying perceptual and behavioral barriers that limit system utilization. Furthermore, the lack of region-specific research means that interventions may not be appropriately tailored to the unique needs, challenges, and perceptions of taxpayers in areas like Mtwara.

Therefore, this study sought to examine the influence of performance expectancy on the adoption of ICT solutions for revenue collection at the Tanzania Revenue Authority in Mtwara. Specifically, the research investigates how taxpayers' and TRA staff's beliefs about the usefulness, efficiency, accuracy, and overall performance benefits of ICT systems affect their willingness to adopt and consistently use these technologies. By focusing on performance expectancy as a key determinant, the study aims to provide empirical evidence that can inform policy formulation, system design improvements, user training programs, and communication strategies. The findings are expected to contribute to the existing body of knowledge on technology adoption in public sector revenue administration and offer practical recommendations for enhancing ICT-driven tax efficiency, compliance, and sustainability in Tanzania and similar developing country contexts.
LITERATURE REVIEW

2.1 Theoretical Literature Review

The theoretical foundation of this study is anchored in the Unified Theory of Acceptance and Use of Technology (UTAUT), a comprehensive framework developed by Venkatesh and colleagues in 2003 to explain and predict users' acceptance and adoption of information technology. UTAUT emerged from an integration of eight prominent theories and models of technology acceptance, including the Technology Acceptance Model (TAM), Theory of Reasoned Action (TRA), Theory of Planned Behavior (TPB), Innovation Diffusion Theory (IDT), Social Cognitive Theory (SCT), Model of PC Utilization, Motivational Model, and the Combined TAM and TPB. By synthesizing these diverse theoretical perspectives, UTAUT provides a parsimonious yet powerful framework that explains approximately seventy percent of the variance in users' behavioral intention to adopt technology, representing a significant improvement over earlier models (Venkatesh et al., 2003).
The theoretical rationale for focusing on performance expectancy lies in its consistent identification across multiple studies as the strongest predictor of behavioral intention to use technology, particularly in organizational and mandatory use contexts (Venkatesh et al., 2003; Dwivedi et al., 2019). When individuals perceive that a technology will significantly enhance their performance or make their tasks easier and more efficient, they develop positive attitudes toward that technology and are more motivated to adopt it. Conversely, when users doubt the usefulness or effectiveness of a system, they are likely to resist adoption regardless of other favorable conditions such as ease of use or social encouragement. This makes performance expectancy a critical leverage point for interventions aimed at increasing ICT adoption in tax administration.
In the revenue collection context, performance expectancy operates through several mechanisms. First, taxpayers who believe that ICT platforms reduce the time and effort required to fulfill tax obligations are more likely to voluntarily adopt these systems rather than relying on traditional manual methods. Second, when taxpayers perceive that digital systems improve accuracy and reduce the likelihood of errors in tax calculations and submissions, their confidence in using these platforms increases. Third, transparency and real-time feedback provided by ICT systems enhance taxpayers' trust in the fairness and reliability of tax administration processes, thereby encouraging greater compliance. Fourth, the perceived ability of ICT to streamline interactions with TRA, eliminate bureaucratic delays, and provide convenient access to tax services enhances overall user satisfaction and willingness to engage with digital platforms.
2.2 Empirical Literature Review

Mutebi (2020) conducted a study in Uganda to evaluate the influence of performance expectancy on ICT adoption in revenue collection at the Uganda Revenue Authority (URA). Using a quantitative approach with a sample of 150 tax administrators and taxpayers, the study employed structured questionnaires and regression analysis to examine the relationship between performance expectancy and adoption behavior. The findings revealed that performance expectancy was a significant determinant of ICT adoption, with respondents reporting that perceived benefits such as speed, accuracy, and transparency directly influenced their willingness to use digital tax systems. The study concluded that improving the perceived usefulness of ICT tools through enhanced system functionality, reliability, and user support would increase adoption rates. Mutebi recommended more public awareness campaigns to communicate the tangible benefits of ICT in tax administration, emphasizing that taxpayers need to experience and recognize the performance improvements delivered by digital platforms before they fully embrace these technologies.
Ahmed and Mumo (2019) explored the effect of performance expectancy on the adoption of Electronic Fiscal Devices (EFDs) among small and medium enterprises (SMEs) in Kenya. Employing a mixed-methods approach with a sample of 200 SMEs and key informants from the Kenya Revenue Authority (KRA), the study combined surveys and in-depth interviews to gather both quantitative and qualitative data. Regression and thematic analyses revealed that performance expectancy, particularly related to transaction accuracy and transparency, was crucial in driving EFD adoption among SMEs. Respondents indicated that EFDs reduced calculation errors, provided clear transaction records, and simplified tax reporting processes, which enhanced their confidence in using the devices. However, the study also identified challenges including high initial costs, limited technical support, and inadequate training, which tempered the positive effects of performance expectancy. The researchers recommended enhanced government support, subsidized EFD costs, and comprehensive training programs to increase perceived usefulness and improve compliance rates among SMEs.
Nyirenda (2021) investigated the impact of ICT innovations, with a focus on performance expectancy, on revenue collection efficiency at the Malawi Revenue Authority (MRA). Using a case study design with a sample of 100 MRA employees, data were collected through questionnaires and semi-structured interviews and analyzed using SPSS. The results indicated that performance expectancy had a positive influence on ICT adoption, leading to measurable improvements in tax compliance and revenue collection efficiency. Employees reported that digital systems reduced processing time, minimized manual errors, and enhanced the ability to detect tax evasion and fraud. The study concluded that continuous ICT system upgrades, regular user training, and responsive technical support would enhance performance expectancy and sustain positive adoption outcomes. Nyirenda emphasized that performance improvements must be visible and consistently experienced by users to maintain long-term engagement with digital tax systems.
Abebe (2020) focused on understanding how performance expectancy of ICT solutions impacted taxpayer compliance in Ethiopia. The study adopted a quantitative research design with a sample of 250 respondents from various business sectors. Data were collected through structured questionnaires and analyzed using multiple regression techniques. Performance expectancy was found to be a critical factor influencing taxpayers' willingness to adopt ICT-based tax systems. Respondents indicated that perceived efficiency, accuracy, and convenience in the tax process significantly enhanced their motivation to use digital platforms. The study recommended further development of ICT infrastructure, improvement of system reliability, and enhancement of user interfaces to boost performance expectancy and ensure wider adoption. Abebe noted that in contexts where traditional tax administration is characterized by long queues, bureaucratic delays, and unclear procedures, ICT systems that demonstrably eliminate these inefficiencies are more readily adopted by taxpayers.

In the Tanzanian context, Ndunguru and Shayo (2022) examined performance expectancy and ICT adoption among taxpayers in Dar es Salaam. The study found that taxpayers who perceived online tax platforms as accurate, transparent, and efficient were more likely to adopt and consistently use these systems. However, the study also identified significant gaps in system functionality, including frequent downtimes, complex user interfaces, and inadequate feedback mechanisms, which undermined performance expectancy and discouraged sustained use. The researchers recommended that TRA invest in continuous system improvements, user experience enhancements, and proactive communication to address user concerns and build confidence in digital platforms.
Similarly, Atieno and Were (2021) investigated ICT adoption in Kenya's tax administration and found that performance expectancy was a strong predictor of adoption, particularly when taxpayers experienced visible reductions in corruption, improved transparency, and faster service delivery. The study highlighted that in contexts where traditional tax administration was characterized by rent-seeking behavior and inefficiency, ICT systems that demonstrably addressed these problems generated strong positive perceptions and rapid adoption. This finding is particularly relevant for Tanzania, where corruption and inefficiency in public service delivery remain significant concerns.
Despite this substantial body of evidence, most studies have focused on national capitals or major urban centers, with limited attention to regional and rural contexts where infrastructure, taxpayer characteristics, and adoption dynamics may differ significantly. This study addresses this gap by focusing specifically on Mtwara Region in Tanzania, providing region-specific insights that can inform more targeted and effective interventions. Furthermore, while previous studies have examined performance expectancy alongside multiple determinants, this study provides an in-depth, focused analysis of how performance expectancy specifically influences ICT adoption for revenue collection, offering detailed insights into the mechanisms through which perceived usefulness shapes adoption behavior.
METHODOLOGY

3.1 Research Philosophy 

This study adopted a positivism research philosophy, which is grounded in the belief that reality is objective, measurable, and can be systematically investigated using empirical methods. Positivism emphasizes the importance of quantifiable data, statistical analysis, and the establishment of causal relationships between variables, making it particularly suitable for research that seeks to test theoretical hypotheses and generalize findings to broader populations (Creswell, 2014). In the context of this study, positivism enabled a systematic and objective examination of the relationship between performance expectancy as an independent variable and ICT adoption for revenue collection as the dependent variable. 
3.2 Research Approach

The study employed a quantitative research approach, which focuses on collecting numerical data that can be analyzed using statistical methods to test hypotheses, measure relationships, and identify patterns (Saunders, Lewis, & Thornhill, 2019). A quantitative approach was appropriate for this study because the research objective was to measure the extent to which performance expectancy influences ICT adoption and to quantify the strength and direction of this relationship. By using structured questionnaires with closed-ended questions and Likert-scale items, the study gathered quantifiable data on respondents' perceptions, attitudes, and behaviors regarding ICT solutions in revenue collection. 
3.3 Research Design

A descriptive survey research design was adopted for this study. Descriptive surveys are designed to systematically describe characteristics of a population or phenomenon by collecting data at a single point in time from a cross-section of respondents (Creswell & Creswell, 2018). This design was appropriate because the study aimed to assess the current state of ICT adoption and the perceived influence of performance expectancy among TRA employees and taxpayers in Mtwara without manipulating variables or tracking changes over time.. 

3.4 Study Area

The study was conducted in Mtwara Region, located in the southern part of Tanzania. Mtwara was selected as the study area for several strategic reasons. First, the region has been experiencing significant economic transformation, particularly due to the discovery and development of natural gas reserves, which has increased the potential for expanded revenue generation and placed greater demands on TRA's revenue collection systems. Second, Mtwara represents a context where ICT adoption in tax administration faces unique challenges including limited digital infrastructure, lower levels of digital literacy compared to major urban centers like Dar es Salaam, and a predominantly informal economy characterized by small-scale traders and businesses. 
3.5 Study Population

The study population comprised 159 staff members from the Tanzania Revenue Authority in Mtwara Region. This population size was based on official TRA records, which documented the number of employees actively engaged in tax administration and revenue collection activities in the region (TRA Report, 2024). By focusing on TRA employees, the study captured the perspectives of individuals directly responsible for implementing, managing, and supporting ICT solutions within the revenue collection system. This population included tax officers, IT support staff, customer service personnel, and administrative staff, all of whom interact with ICT platforms in their daily operations and have valuable insights into the perceived usefulness, efficiency, and performance benefits of these systems. 
3.6 Sample Size

The sample size for this study was determined using Yamane's formula (1967), which is a widely accepted method for calculating sample sizes in survey research. Given a total population of 159 employees, a confidence level of 95%, and a margin of error of 5%, the formula yielded a sample size of 114 respondents. This sample size was considered adequate to ensure statistical power, representativeness, and generalizability of findings while remaining feasible within the study's time and resource constraints (Bryman, 2016). The sample was stratified into two categories: senior staff (comprising 7 respondents, representing 5.6% of the sample) and operational staff (comprising 107 respondents, representing 94.4% of the sample). This stratification reflected the hierarchical structure of TRA and ensured that both decision-makers and frontline staff were represented in the study.
3.7 Sampling Techniques 

Simple random sampling was employed as the primary sampling strategy to select respondents from the study population. Simple random sampling is a probability sampling technique in which every individual in the population has an equal chance of being selected, thereby minimizing selection bias and enhancing the representativeness of the sample (Saunders et al., 2019). To implement this technique, a comprehensive list of all TRA employees in Mtwara was compiled, and each employee was assigned a unique identification number. A random number generator was then used to select 114 respondents from the sampling frame. This approach ensured objectivity, transparency, and fairness in the selection process, as it eliminated researcher bias and allowed for statistical inference from the sample to the population. Simple random sampling is particularly appropriate for quantitative studies that aim to generalize findings and establish patterns across a defined population.
3.8 Data Collection Tools

Data were collected using a structured questionnaire, which is the most common and efficient method for gathering quantitative data in survey research (Creswell & Creswell, 2018). The questionnaire consisted of two main sections. The first section collected demographic information including gender, age, education level, and work experience to provide context for interpreting the findings and identifying potential moderating effects. The second section contained Likert-scale items designed to measure performance expectancy and ICT adoption. Specifically, respondents rated their agreement with statements related to how ICT solutions improve efficiency, accuracy, compliance, revenue growth, and overall revenue collection performance. 
3.9 Data Analysis

Data analysis was conducted using  descriptive analysis and regression analysis with the aid of the Statistical Package for Social Sciences (SPSS), which is a powerful software tool for quantitative data analysis. The analysis followed a two-stage process. First, descriptive statistics including frequencies, percentages, means, and standard deviations were calculated to summarize the demographic characteristics of respondents and their perceptions of performance expectancy and ICT adoption. These descriptive statistics provided an overview of the data and facilitated the identification of general patterns and trends. Inferential statistics were employed to examine the relationship between performance expectancy and ICT adoption. Specifically, multiple linear regression analysis was conducted to determine the strength, direction, and statistical significance of the relationship between the independent variable (performance expectancy) and the dependent variable (ICT adoption). 
To ensure the reliability of the measurement instruments, Cronbach's Alpha was calculated for the performance expectancy and ICT adoption scales. Cronbach's Alpha is a measure of internal consistency that assesses whether items within a scale are consistently measuring the same underlying construct (Walliman, 2021). An alpha value of 0.7 or above is generally considered acceptable, indicating that the scale is reliable. In this study, both scales achieved Cronbach's Alpha values above 0.8, confirming high reliability and internal consistency. Validity was ensured through a combination of content validity, construct validity, and face validity. Content validity was achieved by developing questionnaire items based on established theoretical constructs from the UTAUT model and reviewing relevant empirical literature. 
3.10 Ethical Consideration

Ethical considerations were carefully observed throughout the research process to protect the rights, dignity, and welfare of participants. First, ethical approval was obtained from the Open University of Tanzania's research ethics committee before commencing data collection. Second, informed consent was obtained from all participants, with respondents being clearly informed about the purpose of the study, their voluntary participation, and their right to withdraw at any time without consequences. Third, confidentiality and anonymity were strictly maintained by ensuring that questionnaires did not require respondents to provide identifying information such as names or personal identification numbers. All data were stored securely and used solely for research purposes. 
4. FINDINGS

The study achieved a response rate of 83.3%, with 95 out of 114 targeted respondents returning completed questionnaires. This response rate is considered highly satisfactory for survey research and provides a robust foundation for reliable analysis and generalization of findings (Saunders et al., 2019).
4.1 Demographic Characteristics of Respondents

The demographic profile of respondents is presented in Table 1 below, which summarizes key characteristics including gender, age distribution, and education level.
Table 1: Demographic Characteristics of Respondents (N=95)
	Variable
	Category
	Frequency
	Percentage (%)

	Gender
	Male
	60
	63.2

	
	Female
	35
	36.8

	Age Group
	Less than 30
	40
	42.1

	
	30 – 45
	30
	31.6

	
	Over 45
	25
	26.3

	Education Level
	Certificate
	20
	21.1

	
	Diploma
	25
	26.3

	
	First Degree
	35
	36.8

	
	Second Degree
	15
	15.8

	Total
	
	95
	100.0


Source: Field Data (2025)
Table 1 reveals that 63.2% of respondents were male while 36.8% were female, indicating a male-dominated workforce within TRA Mtwara. This gender distribution is consistent with similar studies conducted in organizational and public-sector research in Tanzania, where men tend to be more represented in formal employment structures compared to women (URT, 2021; World Bank, 2022). Understanding gender distribution is important because gender has been shown to influence perceptions, opportunities, and participation in workplace practices and policies (Kabeer, 2016).
Regarding age distribution, 42.1% of respondents were below 30 years old, 31.6% were between 30 and 45 years, and 26.3% were over 45 years old. This reflects a relatively youthful workforce, with the majority of participants below 30 years. A youthful demographic is often associated with higher adaptability, willingness to embrace training programs, and greater openness to technological change (Ng & Feldman, 2015). On the other hand, the presence of respondents over 45 years old is significant, as older employees bring valuable experience, institutional knowledge, and stability, which are critical for sustaining organizational effectiveness (Posthuma & Campion, 2013).
In terms of education level, 36.8% of respondents held first degrees, making this the largest educational category. Certificate holders comprised 21.1%, diploma holders 26.3%, and those with second degrees represented 15.8% of the sample. This educational profile demonstrates a well-educated workforce with the capacity to understand and utilize ICT systems effectively. Higher education levels are typically associated with greater digital literacy, more positive attitudes toward technology adoption, and better ability to navigate complex systems (Venkatesh et al., 2003).
4.2 Descriptive Analysis of Performance Expectancy

The descriptive analysis of performance expectancy items is presented in Table 2, which shows respondents' perceptions regarding how ICT solutions influence various aspects of revenue collection.
Table 2: Performance Expectancy and Its Influence on ICT Adoption for Revenue Collection (N=95)
	Statement
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	Mean
	Std. Deviation

	The adoption of ICT solutions has increased the rate of tax compliance among taxpayers.
	2 (2.1%)
	3 (3.2%)
	5 (5.3%)
	50 (52.6%)
	35 (36.8%)
	4.19
	0.85

	ICT solutions have made it easier for taxpayers to file their returns, leading to improved compliance.
	1 (1.1%)
	4 (4.2%)
	8 (8.4%)
	45 (47.4%)
	37 (38.9%)
	4.20
	0.83

	The introduction of ICT solutions has contributed to an increase in the overall revenue growth rate at TRA.
	3 (3.2%)
	5 (5.3%)
	10 (10.5%)
	48 (50.5%)
	29 (30.5%)
	4.00
	0.96

	ICT solutions have enabled TRA to diversify its revenue sources, thereby enhancing the growth of total revenue.
	5 (5.3%)
	6 (6.3%)
	12 (12.6%)
	40 (42.1%)
	32 (33.7%)
	3.93
	1.05

	The adoption of ICT solutions has improved the efficiency of revenue collection at TRA.
	2 (2.1%)
	4 (4.2%)
	7 (7.4%)
	48 (50.5%)
	34 (35.8%)
	4.15
	0.88

	Overall Mean
	
	
	
	
	
	4.09
	0.91


Source: Field Data (2025)
Note: Scale interpretation: 1.00-1.80 = Strongly Disagree; 1.81-2.60 = Disagree; 2.61-3.40 = Neutral; 3.41-4.20 = Agree; 4.21-5.00 = Strongly Agree
Table 4.2 presents comprehensive descriptive statistics for five performance expectancy items. The first statement, "The adoption of ICT solutions has increased the rate of tax compliance among taxpayers," achieved a mean score of 4.19 (SD = 0.85). This indicates that 89.4% of respondents either agreed or strongly agreed that ICT systems enhance compliance rates. Only 5.3% disagreed with this statement, suggesting broad consensus that digital platforms are effective tools for encouraging voluntary tax compliance by simplifying processes, improving transparency, and reducing opportunities for evasion.
The second statement, "ICT solutions have made it easier for taxpayers to file their returns, leading to improved compliance," received the highest mean score of 4.20 (SD = 0.83). An overwhelming 86.3% of respondents agreed or strongly agreed with this statement, while only 5.3% expressed disagreement. This finding underscores the critical importance of convenience and ease of use in driving adoption, as taxpayers highly value systems that reduce the time, effort, and complexity involved in fulfilling tax obligations.

The third statement, "The introduction of ICT solutions has contributed to an increase in the overall revenue growth rate at TRA," received a mean score of 4.00 (SD = 0.96). While 81.0% of respondents agreed or strongly agreed, the slightly lower mean and higher standard deviation compared to other items suggest some variability in perceptions about the direct impact of ICT on revenue growth. This may reflect differences in respondents' positions within TRA, with senior staff having greater visibility into aggregate revenue trends compared to operational staff who focus on day-to-day transactions.
The fourth statement, "ICT solutions have enabled TRA to diversify its revenue sources, thereby enhancing the growth of total revenue," achieved a mean score of 3.93 (SD = 1.05), which was the lowest among all performance expectancy items. While 75.8% of respondents agreed or strongly agreed, 11.6% disagreed and 12.6% remained neutral. This finding suggests that while respondents recognize the efficiency and compliance benefits of ICT, they are less certain about its role in diversifying revenue sources, which may require additional policy interventions and system capabilities beyond current implementations.
The fifth statement, "The adoption of ICT solutions has improved the efficiency of revenue collection at TRA," received a mean score of 4.15 (SD = 0.88), with 86.3% of respondents agreeing or strongly agreeing. This strong agreement indicates that respondents perceive significant productivity gains, time savings, and process improvements resulting from ICT adoption, which aligns with the theoretical premise that performance expectancy is driven by beliefs about enhanced efficiency.
The overall mean score across all five performance expectancy items was 4.09 (SD = 0.91), which according to the interpretation key falls within the "Agree" category (3.41–4.20). This indicates that respondents generally agreed that performance expectancy positively influences ICT adoption in revenue collection. The relatively low standard deviations (ranging from 0.83 to 1.05) suggest consistency in respondents' perceptions, with most respondents holding similar positive views about the performance benefits of ICT solutions.

4.3 Reliability Analysis

Before proceeding with inferential analysis, the reliability of the measurement scales was assessed using Cronbach's Alpha, as presented in Table 3.
Table 3: Reliability Statistics for Performance Expectancy Scale
	Scale
	Number of Items
	Cronbach's Alpha
	Interpretation

	Performance Expectancy
	5
	0.86
	Highly Reliable

	ICT Adoption
	5
	0.84
	Highly Reliable


Source: Field Data (2025)
Note: Cr
onbach's Alpha ≥ 0.70 is considered acceptable; ≥ 0.80 is considered good; ≥ 0.90 is considered excellent
Table 4.3 shows that both the performance expectancy scale (α = 0.86) and the ICT adoption scale (α = 0.84) achieved Cronbach's Alpha values well above the acceptable threshold of 0.70, indicating high internal consistency and reliability. These values confirm that the items within each scale consistently measure the same underlying construct, thereby supporting the validity of subsequent analyses.
4.4 Regression Analysis

To examine the influence of performance expectancy on ICT adoption, multiple linear regression analysis was conducted. The results are presented in Tables 4 through 4.7.
Table 4: Model Summary
	Model
	R
	R²
	Adjusted R²
	Std. Error of the Estimate
	Durbin-Watson

	1
	0.91
	0.83
	0.82
	0.28
	1.95


Source: Field Data (2025)
Predictors: Performance Expectancy, Effort Expectancy, Social Influence Dependent Variable: ICT Adoption
Table 4 presents the model summary statistics. The multiple correlation coefficient (R) of 0.91 indicates a very strong positive relationship between the independent variables (performance expectancy, effort expectancy, and social influence) and the dependent variable (ICT adoption). The R² value of 0.83 indicates that 83% of the variance in ICT adoption for revenue collection is explained jointly by the three independent variables. This is a remarkably high explanatory power, suggesting that the model is highly effective in predicting adoption behavior. The adjusted R² of 0.82 accounts for the number of predictors and confirms that the model's explanatory power remains high after adjusting for model complexity. The standard error of the estimate (0.28) is relatively low, indicating that observed values lie close to predicted values, confirming the model's predictive accuracy. The Durbin-Watson statistic of 1.95 is very close to the ideal value of 2, indicating that the assumption of independence of residuals is met and there is no serious autocorrelation among errors.
Table 5: ANOVA Results
	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Regression
	40.12
	3
	13.37
	169.92
	.000ᵇ

	Residual
	8.24
	91
	0.09
	
	

	Total
	48.36
	94
	
	
	


Source: Field Data (2025)
ᵃ Dependent Variable: ICT Adoption ᵇ Predictors: Performance Expectancy, Effort Expectancy, Social Influence
Table 5 presents the ANOVA results, which test whether the regression model provides a statistically significant fit to the data. The F-statistic of 169.92 with a significance level of p < .001 indicates that the model is highly statistically significant. This means that collectively, the three independent variables (performance expectancy, effort expectancy, and social influence) significantly predict ICT adoption in revenue collection. The very large F-statistic and extremely small p-value provide strong evidence that the predictors explain variance in the dependent variable far beyond what would be expected by chance alone, validating the overall model specification.
Table 6: Regression Coefficients
	Predictor
	B (Unstandardized)
	Std. Error
	β (Standardized)
	t
	Sig.
	VIF
	Tolerance

	(Constant)
	0.15
	0.12
	-
	1.25
	.214
	-
	-

	Performance Expectancy
	0.38
	0.08
	0.42
	4.75
	.000
	1.06
	0.94

	Effort Expectancy
	0.29
	0.07
	0.31
	4.14
	.000
	1.00
	1.00

	Social Influence
	0.24
	0.07
	0.27
	3.43
	.001
	1.06
	0.94


Source: Field Data (2025)
Dependent Variable: ICT Adoption
Table 4.6 presents the regression coefficients, which provide detailed insights into the specific contribution of each predictor to ICT adoption. Performance expectancy has an unstandardized coefficient (B) of 0.38 (p < 0.001), indicating that for every one-unit increase in performance expectancy, ICT adoption increases by 0.38 units, holding other variables constant. The standardized beta coefficient (β) of 0.42 reveals that performance expectancy is the strongest predictor among the three independent variables, explaining the largest proportion of unique variance in ICT adoption. The t-value of 4.75 and p-value less than 0.001 confirm that this relationship is highly statistically significant.
Effort expectancy has an unstandardized coefficient of 0.29 (p < 0.001) and a standardized beta of 0.31, making it the second strongest predictor. Social influence has an unstandardized coefficient of 0.24 (p = 0.001) and a standardized beta of 0.27, making it the third strongest predictor. All three predictors are statistically significant, indicating that each makes a unique and important contribution to explaining ICT adoption.
The VIF (Variance Inflation Factor) values for all predictors are well below 5 (ranging from 1.00 to 1.06), and tolerance values are all above 0.2 (ranging from 0.94 to 1.00). These statistics confirm that there is negligible multicollinearity among the independent variables, meaning the regression coefficients are stable, reliable, and not inflated by correlations among predictors.

Table 7: Summary of Hypothesis Testing
	Hypothesis
	Statement
	β
	t-value
	p-value
	Decision

	H₁
	Performance expectancy has a positive and significant influence on ICT adoption for revenue collection.
	0.42
	4.75
	.000
	Supported


Source: Field Data (2025)
Note: Hypothesis is supported if p < 0.05
Table 7 summarizes the hypothesis testing results. The hypothesis that performance expectancy has a positive and significant influence on ICT adoption for revenue collection is strongly supported by the data (β = 0.42, t = 4.75, p < .001). This finding confirms the theoretical prediction from UTAUT that perceived usefulness is a critical determinant of technology adoption behavior.

5. Discussion

The finding that performance expectancy significantly and positively influences ICT adoption in revenue collection at TRA Mtwara (B = 0.38, β = 0.42, p < .001) provides strong empirical support for the theoretical predictions of the Unified Theory of Acceptance and Use of Technology (UTAUT). Venkatesh and colleagues (2003) identified performance expectancy as the strongest predictor of behavioral intention to use technology, particularly in organizational settings where users are motivated by perceived gains in efficiency, productivity, and task accomplishment. The results of this study confirm this theoretical proposition in the specific context of tax administration, demonstrating that when taxpayers and TRA staff believe that ICT solutions enhance their ability to fulfill tax obligations efficiently, accurately, and conveniently, they are significantly more likely to adopt these systems.
The high mean scores for performance expectancy items, particularly regarding ease of filing returns (M = 4.20) and improved efficiency (M = 4.15), suggest that TRA Mtwara's ICT platforms have successfully communicated and delivered tangible performance benefits to users. This finding is consistent with research by Mutebi (2020) in Uganda, who reported that perceived benefits such as speed and accuracy directly influenced taxpayers' willingness to adopt ICT-based tax systems. Similarly, Ahmed and Mumo (2019) in Kenya found that transaction accuracy and transparency were crucial drivers of Electronic Fiscal Device adoption among SMEs. The consistency of findings across different East African contexts suggests that performance expectancy operates as a universal driver of ICT adoption in revenue collection, regardless of specific technological platforms or institutional arrangements.
The standardized beta coefficient of 0.42 for performance expectancy indicates that it is the most influential determinant among the variables examined, surpassing effort expectancy (β = 0.31) and social influence (β = 0.27). This finding underscores a critical insight: while ease of use and social encouragement matter, the ultimate decision to adopt ICT in tax administration is primarily driven by whether users believe the technology will genuinely improve their performance and outcomes. This has important implications for policy and practice. It suggests that TRA should prioritize demonstrating and communicating the concrete benefits of ICT platforms—such as time savings, error reduction, faster processing, instant confirmations, and improved record-keeping—rather than focusing solely on simplifying interfaces or conducting awareness campaigns without substance. Users need to experience and recognize real performance improvements before they will commit to sustained adoption.
The relatively lower mean score for the statement about revenue source diversification (M = 3.93) compared to other performance expectancy items suggests that respondents perceive ICT primarily as a tool for improving efficiency and compliance rather than as a strategic instrument for expanding the tax base or diversifying revenue streams. This perception gap may reflect the current design and capabilities of ICT systems, which may be optimized for processing existing tax types rather than facilitating the integration of new revenue sources such as digital economy taxation, property taxes, or user fees. Alternatively, it may indicate that the broader strategic benefits of ICT are less visible or less well understood by frontline staff and taxpayers compared to the immediate operational benefits. 
The strong positive relationship between performance expectancy and ICT adoption also has important behavioral implications. It suggests that adoption is not merely a matter of compliance with regulations or passive acceptance of technology imposed by authorities. Instead, adoption is an active, rational decision based on users' assessment of costs and benefits. When users perceive that the benefits (time savings, accuracy, convenience, transparency) outweigh the costs (learning effort, potential technical difficulties, loss of flexibility), they voluntarily adopt and consistently use ICT systems. This is consistent with rational choice perspectives in behavioral economics and technology acceptance research, which posit that individuals make technology adoption decisions based on expected utility and perceived value (Dwivedi et al., 2019).
However, the findings also reveal important nuances and potential challenges. While mean scores for performance expectancy were generally high, the standard deviations (ranging from 0.83 to 1.05) indicate some variability in perceptions. This suggests that not all respondents share equally positive views about ICT performance benefits. Some users may have experienced system failures, slow processing times, technical glitches, or inadequate support, which would undermine their performance expectancy and discourage adoption. 
The findings are particularly relevant in the context of Mtwara Region, where digital infrastructure, internet connectivity, and electricity supply may be less reliable compared to major urban centers like Dar es Salaam. In such contexts, maintaining positive performance expectancy requires not only well-designed ICT systems but also robust infrastructure, backup systems, and contingency plans to ensure continuous service availability. The study by Asiimwe and Limbale (2020) in East Africa highlighted that in areas with frequent system downtimes and poor connectivity, performance expectancy was significantly undermined, leading to lower adoption rates. This suggests that TRA Mtwara must prioritize infrastructure investments alongside ICT system improvements to sustain positive perceptions and ensure reliable performance.
6. Conclusion

This study set out to examine the influence of performance expectancy on the adoption of ICT solutions for revenue collection at the Tanzania Revenue Authority in Mtwara Region. Drawing on the Unified Theory of Acceptance and Use of Technology (UTAUT) as the theoretical framework and employing a quantitative research approach with a descriptive survey design, the study gathered data from 95 TRA employees representing an 83.3% response rate. The findings provide strong and consistent evidence that performance expectancy is a critical determinant of ICT adoption in this context.  Therefore, the study concludes thatperformance expectancy is not merely one factor among many influencing ICT adoption in revenue collection; it is the primary driver that shapes users' intentions and behaviors. By prioritizing system performance, reliability, and user value, TRA can transform ICT from a compliance burden into a valued tool that taxpayers willingly and consistently use, ultimately enhancing revenue mobilization, improving tax administration efficiency, and contributing to broader economic development goals in Tanzania.
7. Recommendations

It is recommended that TRA should invest in regular upgrades and enhancements to ICT platforms to ensure they continue to deliver superior performance, reliability, and user value. System improvements should focus on speed, accuracy, security, uptime, and integration with other digital payment and financial platforms to maintain and strengthen positive performance expectancy.
In addition, TRA should develop comprehensive communication campaigns that explicitly demonstrate the performance benefits of ICT solutions using concrete data, user testimonials, case studies, and comparative analyses showing improvements over traditional methods. These campaigns should target both existing and potential users, emphasizing time savings, error reduction, convenience, transparency, and enhanced compliance outcomes.
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