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ABSTRACT

Electronic Tax Filing (ETF) in Jordan is implemented to improve the performance of
the Income and Sales Tax Department (ISTD). Tax employee performance is vital to
boost tax revenue collection through the efficient implementation of ETF. However,
challenges regarding employees’ acceptance of new technology and their
dissatisfaction of technology adoption remain a major concern. Drawing primarily
upon the Unified Theory of Acceptance and Use of Technology (UTAUT), and
supported by the Task-Technology-Fit theory, this study examined the impact of
performance expectancy, effort expectancy, social influence, and facilitating
conditions on ETF adoption with the subsequent effect of ETF adoption on tax
employees’ performance. Training, Information Technology (IT) technological
sophistication, and IT informational sophistication were added to extend the UTAUT
theory. Also, this study examined the moderating effect of age, gender and
experience on the relationships between UTAUT variables and ETF adoption. A
cross- sectional survey approach was used, in which data were collected from 204
tax employees. The Partial Least Squares Method (PLS) algorithm and bootstrap
techniques were used to test the hypotheses. The results supported 9 out of the 16
hypotheses. The overall findings signified positive direct relationships between
performance expectancy and ETF adoption, facilitating condition and ETF adoption,
training and ETF adoption, and IT technological sophistication and ETF adoption. In
addition, age moderated the relationship between performance expectancy and ETF
adoption, and between effort expectancy and ETF adoption while gender moderated
the nexus between social influences and ETF adoption. In short, the results of this
study established that performance expectancy, facilitating condition, training, and
IT technological sophistication influence the adoption of ETF by tax employees
regardless of age, gender and experience. The findings also indicated that there is a
positive relationship between ETF adoption and employees’ performance. This
implies that ETF adoption can enhance the performance of the employees.

Keywords: clectronic tax filing, technology adoption, UTAUT, employee
performance.



ABSTRAK

Pemfailan cukai secara elektronik (ETF) di Jordan dilaksanakan untuk meningkatkan
prestasi dan kecekapan Jabatan Cukai Pendapatan dan Jualan (ISTD). Prestasi
pekerja cukai adalah penting dalam meningkatkan hasil kutipan cukai melalui
pelaksanaan ETF secara efisien. Namun begitu, cabaran  berkaitan dengan
penerimaan pekerja terhadap teknologi baharu dan rasa tidak puas hati mereka
terhadap penggunaan teknologi tetap menjadi kebimbangan utama. Berdasarkan
Teori Penerimaan Bersepadu dan Penggunaan Teknologi (UTAUT) sebagai teori
utama dan disokong oleh teori Task-Technology Fit, kajian ini mengkaji kesan
jangkaan prestasi, jangkaan usaha, pengaruh sosial dan keadaan memudahkan ke atas
penggunaan ETF, dan kesan penggunaannya ke atas prestasi pekerja cukai . Tiga
pemboleh ubah baharu iaitu latihan, kecanggihan teknologi maklumat dan
kecanggihan maklumat telah ditambah bagi mengembangkan teori UTAUT. Kajian
ini juga mengkaji kesan pemboleh ubah penyederhana umur, jantina dan pengalaman
ke atas hubungan antara pemboleh ubah UTAUT dan penggunaan ETF. Pendekatan
kajian keratan rentas telah digunakan, iaitu data dikumpulkan daripada seramai 204
orang pekerja cukai. Kaedah Partial Least Squares (PLS) dan teknik bootstrap telah
digunakan untuk menguji hipotesis. Keputusan kajian menunjukkan bahawa 9
daripada 16 hipotesis adalah disokong. Dapatan keseluruhan kajian pula
menunjukkan hubungan positif secara langsung antara jangkaan prestasi dan
penggunaan ETF, keadaan memudahkan dan penggunaan ETF, Ilatihan dan
penggunaan ETF, serta kecanggihan teknologi maklumat dan penggunaan ETF. Di
samping itu, pemboleh ubah umur menyederhana hubungan antara jangkaan prestasi
dan jangkaan usaha dengan penggunaan ETF. Pemboleh ubah jantina pula
menyederhana hubungan antara pengaruh sosial dengan penggunaan ETF. Secara
ringkasnya, hasil kajian ini membuktikan bahawa jangkaan prestasi, keadaan
memudahkan, latihan, dan kecanggihan teknologi maklumat mempengaruhi
penggunaan ETF oleh pekerja cukai tanpa mengira usia, jantina dan pengalaman.
Hasil kajian juga menunjukkan wujud hubungan positif antara niat penggunaan ETF
dan prestasi pekerja. Hal ini menunjukkan bahawa penggunaan ETF adalah berupaya
dalam meningkatkan prestasi pekerja.

Kata kunci: pemfailan cukai secara elektronik, penggunaan teknologi, UTAUT,
prestasi pekerja.
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CHAPTER ONE

INTRODUCTION

1.1 Background of Study

The importance of tax for the Jordanian economy cannot be underestimated because
the government revenue comes from the taxes (Al-Moumany & Al-Ebbini, 2013;
Alsheikh, Aladham, Qasem & Yousef, 2016). As a fiscal tool (i.e. tax), the Jordanian
government uses tax system to boost the national growth to encourage investment in
profitable business opportunities. Besides redistributing the income, the Jordanian
government uses tax system to regulate the circulation of certain goods and

commodities within the economy (Malkawi & Haloush, 2008).

The role of tax in Jordan stretches beyond the fiscal role to include economic roles
(Al-Moumany & Al-Ebbini, 2013). Incomes from the tax levies constitute a high
percentage of the internal generated revenue in Jordan and a source of financial,
economic and social development. An average of two-thirds of the government
revenue comes from the taxes (Al-Moumany & Al-Ebbini, 2013; Alsheikh et al.,
2016; Al kattatbah, Bni Salamah, Al kattatbah & ALzoubi, 2013). Thus, ensuring the
efficient and the effectiveness of tax collection system through Income and Sales
Tax Department (ISTD) in Jordan remains the major focus of the government. In
addition, many countries have changed their tax system to self-assessment tax

system. However, in Jordan, both self-assessment and official assessment tax system
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Appendix A

Research Questionnaire (English Version)

Universiti Utara Malaysia

School of Accountancy

Dear Target Audience,

I am a PhD candidate in the field of Accounting. The main aim of my study is to
examine electronic tax filing adoption among tax office in Jordan.

I would appreciate your co-operation in making my research a success. Please spare
some of your valuable time to complete this questionnaire. All personal information
will be Kept confidential. If you have any questions about the questionnaire or would
you like to see the final results, feel free to contact me.

Thank you for participating in this study. Your cooperation in the matter is highly
Appreciated.

Yours sincerely, (MOHAMMAD HAIDER) ALIBRAHEEM

Student Number: 95385

PhD Candidate

School of Accountancy

Universiti Utara Malaysia

E-mail: malzoubi878@yahoo.com
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DETERMINANTS OF ELECTRONIC TAX FILING AND EMPLOYEE
PERFORMANCE AMONG TAX OFFICERS IN JORDAN

Questionnaire

The purpose of the study is to gain a better understanding of the
adoption of electronic tax filing in Jordan

This questionnaire should take about 15 minutes to complete. Your
answers are very important to this study and will be kept strictly
confidential. Please return the completed questionnaire at your
earliest
Convenience.

Thank you for your cooperation
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Part 1: Demographic information

1. Gender () Male ( ) Female

2. Age (year)
( )25o0orless( )26—-35()36-45()46-55 ()56-65

3. Level of education

() Diploma () Bachelor (') Master ( ) PhD

4. Working experience (year)

()1-5( )6-10 ( )11-15( )Yover15.
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Part 2: Employee Performance

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

[\
(O8]
S

No Items 1

1 | Electronic tax filing system environment has a large |1 |2 |3 |4 |5
positive impact on effectiveness of my job.

2 | Electronic tax filing system is an important and valuable |1 (2 [3 (4 |5
aid to me in the performance of my job.

3 | Electronic tax filing system helps to improve the quality | 1 |2 |3 |4 |5
of my work.

4 | Electronic tax filing system helps me to accomplishmore | 1 |2 [3 |4 |5
work than it would otherwise be possible.

5 | Electronic tax filing system helps me to perform my job |1 |2 |3 |4 |5
better.

Part 3: Electronic Tax Filing

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

~

No | Items 11213

1 |I will communicate with colleagues in order to better |1 [2 |3 |4
understand how electronic tax filing system operates.

2 | I will communicate with IT specialists in order to better | 1 |2 |3 | 4
understand how electronic tax filing system operates.

3 | I will research, on my own initiative, in order to increase my [ 1 |2 |3 | 4
knowledge and my mastery of electronic tax filing system.

4 |1 will explore several information sources, on my own |1 |2 |3 |4
initiative, concerning electronic tax filing system.

5 | I will spend enough effort (time and energy) to learn about | 1 |2 |3 | 4
electronic tax filing system.

6 | I will invest much effort (in time and energy) in order to |1 |2 |3 |4
better use electronic tax filing system.
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Part 4: Performance Expectancy

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

)
w
N
W

No | Items 1

[\
W
~
N

1 | I find electronic tax filing system useful in my job. 1

~
W

2 | Using electronic tax filing system enables me to|1 |2 |3
accomplish tasks more quickly.

3 | Using electronic tax filing system increases my |1 |2 |3 [4 |5
productivity.

4 | Using electronic tax filing system increase my chancesof | 1 |2 [3 |4 |5
getting a raise.

Part 5: Effort Expectancy

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

[\
(O8]
N
(9]

No | Items 1

1 | My interaction with electronic tax filing system is clear | 1 |2 |3 |4 |5
and understandable.

2 | It is easy for me to become skillful at using electronictax |1 |2 |3 |4 |5
filing system.

3 | I find electronic tax filing system easy to use. I [2]13]4]|5

4 | Learning to operate electronic tax filing system is easy |1 |2 |3 |4 |5
for me.

268




Part 6: Social Influence

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

)
w
N
W

No | Items 1

~
W

1 | My co-worker who influence my behaviour think that I |1 |2 |3
should use electronic tax filing system.

2 | My co-worker who are important to me think that 1|1 |2 |3 [4 |5
should use electronic tax filing system.

3 | Senior management at the tax office has been very |1 |2 |3 |4 |5
helpful to me in the use of electronic tax filing system.

4 | In general, the tax authority has supported me to use |1 |2 [3 |4 |5
electronic tax filing system.

Part 7: Facilitating conditions

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

No | Items I (2345
1 | I have the resources necessary to use electronic tax filing |1 |2 |3 |4 |5
system.

2 | I have the knowledge necessary to use electronic tax |1 [2 |3 |4 |5
filing system.

3 | Electronic tax filing system is not compatible with other | 1 |2 |3 [4 |5
systems [ use.

4 | A specific person (or group) is available for assistance |1 |2 [3 |4 |5
with electronic tax filing system difficulties.
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Part 8: Training

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

~

No | Items 11213

N

1 There is enough training for me on how to find, understand, access | 1 | 2 | 3
or use electronic tax filing system.

2 I am getting the training I need to be able to use electronic tax | 1 |2 | 3 | 4
filing system, languages, procedures and data effectively.

3 Training helps me to be more confident in using the electronic tax | 1 |2 | 3 | 4
filing system.

4 | Training helps me to handle electronic tax filing system |1 [2 |3 |4
effectively.

5 Training helps me to make fewer mistakes when handling |1 [2 |3 |4
electronic tax filing system.

6 | Training helps me to improve my skills in using electronic tax | 1 |2 | 3 | 4
filing system.

7 Training helps me to be able to guide taxpayers in using electronic | 1 |2 | 3 | 4
tax filing system.

8 | Training helps me to solve electronic tax filing system problems | 1 |2 | 3 | 4
for taxpayers.
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Part 9: IT Technological Sophistication

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

No | Items 1 213

N
W

1 I employ Electronic tax filing system extensively to |1 |2 |3 (4 |5
share data and information with taxpayers

2 | I employ Electronic tax filing system extensively toshare |1 |2 |3 [4 |5
data and information within Jordanian Tax Offices.

3 |I employ Electronic tax filing system to conduct |1 |2 |3 [4 |5
transactions with taxpayers.

4 |1 employ Electronic tax filing system for logistics |1 |2 [3 |4 |5
purposes (e.g., taxpayers monitoring).

Part 10: IT Informational Sophistication

Instruction: In answering, please use the following scale and select the number that
best represent your opinion

1: Strongly disagree 2: Disagree 3: Neutral 4: Agree 5: Strongly agree

No | Items 1 213

S
(9]

1 | Electronic tax filing system is important for the |1 |2 |3 |4 |5
fulfillment of operational costs reduction.

2 | Electronic tax filing system is important for the |1 |2 |3 |4 |5
fulfillment of productivity improvements.

3 | Electronic tax filing system is important for the |1 |2 |3 |4 |5
fulfillment of improved access to information.

4 | Electronic tax filing system is important for the |1 |2 |3 |4 |5
fulfillment of improved quality of decision making.

5 | Electronic tax filing system is important for the |1 |2 |3 |4 |5
fulfillment of improved competitiveness.

6 | Electronic tax filing system is important for the |1 |2 |3 |4 |5
fulfillment of improved service to taxpayers.
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Appendix B

Research Questionnaire (Arabic Version)
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Appendix C

SPSS Output
Statistics
Performance | ElectronicTaxFilin | PerformanceExpe | EfortExpecatancy | Sociallnfuence | FacilitatingConditi | Training | TTechnologicalS | ITinformationSop
g clancy on ophistication histicafion
Valid M4 M4 04 04 4 4 204 M 04
N
Missing 0 0 0 0 0 0 0 0 0
Mean 3.9588 37917 38922 39130 38836 38640 3936 39461 40270
Std. Deviation 43839 51738 48943 51644 52015 dat) 46562 45032 41352
Minimum 200 200 200 200 200 200 200 200 300
Maximum 500 500 500 500 500 500 500 500 500
: W o7 Riaplatad Case W Jn1l.:_-.t:.:lﬁ‘.;;m1 Wizsing
Fa=ull Mi=ing ' H ol Wl Caealing
Wariakde I alues Firsi I Laxt Canns Faurzhen
i =1 1 204 204 | BMEAM=HT)
2 zh2 1 1 204 04 | SMEAM=HD)
3 EE 1 1 204 04 | BMEMMI=HI
4 po 1 204 04 | BMEAM(DeT]
5 paz 1 204 204 | SMEMMDe)
# et 1 1 204 204 | BMEAMi=fe
7 e 1 1 204 04 | BMEAM(z2)
i i 1 1 204 204 | SMEAMET]
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Appendix D

ISTD Letter
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Appendix E

Number of ISTD Employees by Offices

Location of Office Number of Employees
1. | Amman - Service center*® 35
2. Amman - Commercial centre 1* 27
3. Amman - Commercial centre 2* 31
4, Amman - VIP customer* 29
5. | Amman - Manufacturing centre™® 20
6. Amman — Information* 37
7. Central Amman 10
8. South Amman 32
9. West Amman 18
10. | East Amman 16
11. | Irbid** 30
12. | Alzarqa 35
13. | Albalqa 10
14. | Almafraq 8
15. | Ajloun 5
16. | Maadabaha 9
17. | Maan 7
18. | Alkarak 8
19. | Altafelah 4
Total 371

*All these offices are in the Amman Head Office (Tower building).
** All staff in the Irbid office were chosen for pilot test. Thus, excluded in
the final population.
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