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ABSTRACT

Taxpayer Access Point (TAP) System being introduced to Malaysian by Royal
Malaysian Customs Department (RMCD) on 1 June 2014 in conjunction with the
implementation of the Goods and Services Tax (GST). Based on the data provided by
RMCD, 98% of the total GST registrants used TAP System to submit their electronic
return timely. Due to the overwhelming acceptance of the system after the system being
launched, it is important to know the determinants which influence this high usage of
the system and to know their satisfaction level. Therefore, this study proposes two main
objectives which are to determine the determinants which influence GST registrants’
intention to use TAP System and to examine how GST registrants’ intention to use TAP
System can influence their satisfaction towards TAP System. This study used variables
namely attitude, subjective norms, and perceived behavioural control from Theory
Planned Behaviour. This study also integrates variables perceived ease of use and
perceived usefulness from Technology Acceptance Model to investigate the
determinants that influence GST registrants’ intention to use TAP System. A total of
180 useable surveys were received from GST Processing Centre and RMCD GST
offices which located at Kuala Lumpur and Putrajaya. Total of six hypotheses are tested
in this study. All the hypotheses are tested using multiple regression analysis. Results
showed that 69.5% of the variance in intention to use TAP system is explained by
variables attitude, perceived ease of use and perceived usefulness. Variables perceived
behavioural control and subjective norms do not showed significant related in this study.
Meanwhile, 60.9% of the variance user satisfaction towards TAP system is explained
by intention to use TAP System. Implication on the theory and the policy maker are also
discussed in this study.

Keywords: Goods and Services Tax, Theory of Planned Behaviour, Theory Acceptance
Model, Taxpayer Access Point System



ABSTRAK

Sistem Taxpayer Access Point (TAP) diperkenalkan di Malaysia oleh Jabatan Kastam
Diraja Malaysia (JKDM) pada 1 Jun 2014 selaras dengan perlaksanaan Cukai Barang
dan Perkhidmatan (CBP). Merujuk kepada data yang diperlehi dari JKDM, sebanyak
98% daripada pendaftar CBP menggunakan Sistem TAP bagi tujuan menghantar
penyata CBP secara elektronik mengikut tempoh masa yang telah ditetapkan. Oleh
kerana tahap pengunaan yang tinggi semenjak sistem ini diperkenalkan, ia adalah
penting untuk mengenalpasti faktor-faktor yang mendorong kepada peratusan
penggunaan sistem yang tinggi dan tahap kepuasan penguna sistem TAP ini. Kajian ini
mencadangkan dua objektif iaitu menentukan faktor-faktor yang mendorong penguna
mengunakan Sistem TAP dan mengkaji tahap kepuasan penguna sistem TAP. Kajian ini
menggunakan pemboleh ubah sikap, norma subjektif, dan kawalan gelagat terancang
dari Teori Gelagat Terancang bagi mengukur kedua-dua objektif tersebut. Kajian ini
juga mengabungkan pembolehubah tanggapan senang digunakan dan tanggapan
kepenggunaan dari Teori Model Diterima untuk mengkaji faktor yang mendorong
pendaftar CBP menggunakan Sistem TAP. Sebanyak 180 borang soal selidik telah
diterima dari Pusat Pemprosesan CBP, Pejabat JKDM di Kuala Lumpur dan Putrajaya.
Sejumlah enam hipotesis telah dikaji dalam kajian ini. Semua hipotesis adalah dikaji
menggunakan analisa regresi berganda. Keputusan kajian menunjukkan 69.5%
daripada varians dorongan mengunakan Sistem TAP dipengaruhi oleh pemboleh ubah
sikap, tanggapan mudah digunakan dan tanggapan kepenggunaan. Pemboleh ubah
norma subjektif dan penentuan kawalan perlakuan tidak menunjukan tahap ketara yang
boleh diterima. Selain daripada itu, 60.9% daripada varians tahap kepuasan pendaftar
CBP terhadap sistem TAP adalah dijelaskan oleh dorongan mengunakan Sistem TAP.
Implikasi terhadap teori dan pelaksanaan polisi juga dibincangkan di kajian ini.

Kata Kunci: Cukai Barang dan Perkhidmatan, Teori Gelagat Terancang, Teori Model
Diterima, Sistem Taxpayer Access Point
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CHAPTER ONE

INTRODUCTION

1.1 Introduction

Use of information and communication technologies has been widely spread around
the world especially for government sector in order to speed up the delivery of public
services and broadcasting public administrations information to public. Hence,
Government sector had transformed from government to e-government services
system. E-government is defined as online channel which using information
technology. It is used to improve the access and delivery of any government services
and operations to the benefits of citizens, business, and stakeholders. It can bring
improvement on the government operations and process. Besides that, through
e-government, it increases the transparency of the process flow and reduces chances

of corruption among the public servants.

Therefore, success of e-government relies on human factors such as ease of use and
convenience on internet services. Among all the e-government services, e-filing
system for income tax is the most acceptable system by citizen of many countries
(Cheng, Shaio, & Pang, 2010). Taxpayers able to submit their tax returns electronically
to the tax authorities through this system. Besides, it also provided convenience to

taxpayers for tax payment.

Benefit of e-filing tax return is providing many features of ease to taxpayers which are
time to submit the tax return, place to fill the return, information searching, ease of use,

and online payment at degree that is not available by traditional channels. E-filing also
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COLLEGE OF BUSINESS
SURVEY FORM

Goods and Services Tax Registrant’s Satisfaction on Taxpayer Access
Point System & its Determinants

Kepuasan Orang Berdaftar Cukai Barang dan Perkhidmatan terhadap
Sistem Taxpayer Access Point dan Penentuannya.

Dear participant,

This survey form is designed to study about the determinant of Taxpayer Access
Point (TAP) System Usage among Goods and Services Tax (GST) Registrants. Your
participation is highly appreciated.

TAP is an access portal that allows taxpayers to manage their own taxes. In TAP,
tax payers have the ability to update their web profile, add or update a
correspondence address and add or update a trade name. It is an easy and
convenient way to update account information as well as file the return.

This study is conducted as a partial fulfillment for my Master of Science

(International Accounting). The information you provide for the purpose of this study
will be kept STRICTLY CONFIDENTIAL and for the academic purpose only.

Your input is highly valued. Thank you very much for your time and cooperation.

Yours sincerely,

Lee Chai Peng
Candidate

Master of Science (International Accounting)
Universiti Utara Malaysia
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SECTION A : RESPONDENT PROFILE
BAHAGIAN A : PROFIL RESPONDEN

Please Tick (V) in the box provided.
Sila tandakan () di dalam kotak yang disediakan.

1.

Sex / Jantina
O Male / Lelaki O Female / Perempuan

Age / Umur

O 20 — 30 years / Tahun

O 31— 40 years / Tahun

O 41 years and above / Tahun dan ke atas

Race / Bangsa
O Malay / Melayu O Indian / India
O Chinese / Cina O Other / Lain-lain

Academic Qualification/ Kelayakan Akademik
Primary School / Sekolah Rendah
Secondary School / Sekolah Menengah
Matriculation / STPM / A — Level
Bachelor Degree / Sarjana Muda
Master Degree / Sarjana

PhD / DoktorFalsafah

Others / Lain-lain :

ooooood

Type of Business / Jenis Perniagaan
O Sole Proprietor

O Partnership

O Sdn Bhd

O Berhad

Business Sector/ Sektor Perniagaan

Sector 1 : Health, Education, Government, Local Authority and Statutory
Body, NGO, Wealth fare and Utility

Sektor 1 : Kesihatan, Pendidikan, Kerajaan dan lain-lain Badan Awam,
NGO Kebajikan dan Utiliti

Sector 2 : Manufacturing, Retailing, and Warehose
Sektor 2 : Pengilangan, Peruncitan dan Pemborong

Sector 3 : Property, Construction, and Professional Services
Sektor 3 : Hartanah dan Pembinaan, Profesional

Sector 4 : Finance, Entertainment, and Tourism
Sektor 4 : Kewangan, Hiburan dan Pelancongan

Sector 5 : Transportation, e-commerce, and International Services
Sektor 5 : Pengangkutan, ePerdagangan dan Perkhidmatan Antarabangsa

Sector 6 : Special Scheme, Agriculture, and Petroleum
Sektor 6 : Skim Khas, Pertanian dan Petroleum

Sector 7 : General
Sektor 7 : Umum
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SECTION B : INFLUENCING FACTOR AND USER SATISFACTION
TOWARD TAP SYSTEM

SEKTOR B : FAKTOR PENETUAN PENGUNAAN DAN TAHAP
KEPUASAN SISTEM TAP

Based on the scale given below, please circle the number that you think appropriate

for each item.

Berdasarkan skala yang diberi, sila bulatkan pada nombor yang sesuai menurut
pandangan anda terhadap item di bawah.

1

2

3

4

5

Strongly
disagree

Disagree

Not sure

Agree

Strongly
agree

Sangat tidak
setuju

Tidak setuju

Tidak pasti

Setuju

Sangat setuju

ATTITUDE
SIKAP

1.

Using TAP system would be bad idea.
Menggunakan Sistem TAP merupakan satu
idea yang tidak baik.

| like the idea of using TAP system for tax-
filing action

Saya suka idea menggunakan Sistem TAP
untuk mengfailkan cukai.

Using TAP system would be a pleasant
experience.

Menggunakan Sistem TAP merupakan satu
pengalaman yang menyenangkan.

SUBJECTIVE NORMS
NORMA SUBJEKTIF

1.

People who influence my behavior would
think that | should use the TAP system
method.

Orang yang mempengaruhi tingkah laku saya
merasakan saya harus menggunakan Sistem
TAP.

People who are important to me would think
that | should use the TAP system methods.
Orang yang penting kepada saya merasakan

saya harus menggunakan kaedah Sistem TAP.
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PERCEIVED BEHAVIORAL CONTROL
PENENTUAN KAWALAN PERLAKUAN

1. | file tax through the online service is entirely
up to me.

Saya memfailkan cukai melalui perkhidmatan
atas talian di bawah kawalan saya sendiri.

2. I can control the agencies from TAP system
that can access the personal data I supplied.
Saya boleh mengawal Sistem TAP di mana
saya boleh mengakses data pribadi yang
dibekalkan oleh saya.

PERCEIVED EASE OF USE
TANGGAPAN SENANG DIGUNAKAN

1. | find TAP system ease to use.
Saya rasa Sistem TAP senang digunakan.
2. | find it easy to fill in my output tax and input

tax information in the TAP system.

Saya rasa mudah apabila saya mengisi
maklumat cukai output dan cukai input dalam
Sistem TAP.

3. TAP system is flexible to interact with.
Sistem TAP adalah mudah untuk diakses.

4. It is easy to become skillful at using TAP
system.

Adalah mudah untuk mahir menggunakan
Sistem TAP.

5. Learning to operate TAP system is easy.
Pembelajaran untuk mengendalikan Sistem
TAP adalah mudah.

PERCEIVED USEFULNESS
TANGGAPAN KEPENGGUNAAN

1. TAP system improves my performance in tax
filing.

Sistem TAP meningkatkan prestasi berkaitan
dengan pengfailan cukai.

2. TAP system enhances my effectiveness in tax
filing.

Sistem TAP meningkatkan keberkesananan
pengfailan cukai.

3. | think TAP system is valuable to me.
Saya berasa Sistem TAP adalah bernilai
kepada saya.

4. The content on TAP system is useful to me.
Kandungan dalam Sistem TAP adalah
berguna untuk saya.

5. TAP system is functional.
TAP sistem adalah berfungsi.
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Overall, | find TAP system useful.
Secara keseluruhan, saya merasa Sistem TAP
adalah berguna.

INTENTION TO USE TAP SYSTEM
NIAT PENGGUNAAN SISTEM TAP

1.

| intend to use the TAP system for my GST
return next taxable period.

Saya berniat untuk menggunakan Sistem TAP
untuk penyata cukai GST bagi tempoh
percukaian yang berikutnya.

In choose filing methods for my GST return,
TAP system method is my first priority.
Dalam memilih kaedah memfailkan penyata
cukai GST, Sistem TAP merupakan pilihan
utama saya.

I would like to recommend using TAP system
to my relatives and friends.

Saya akan mencadangkan pengunaan Sistem
TAP kepada saudara dan kawan.

USER SATISFACTION
KEPUASAN PELANGGAN

1.

| was well satisfied with TAP system usage
experience

Saya berpuasa hati dengan pengalaman
penggunaan Sistem TAP.

Using TAP system was a pleasant experience.
Menggunakan Sistem TAP adalah satu
pengalaman yang menyenangkan.

Overall, I was satisfied with TAP system
usage experience.

Secara keseluruhan, saya berpuas hati
dengan pengalaman pengguanaan Sistem
TAP.

-Thank You For Your Participation-

-Terima Kasih Di Atas Penglibatan Anda-
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APPENDIX B

SPSS RESULT
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RELIABILITY (PILOT TEST n=30)

Independent Variable: Attitude
Reliability Statistics
Cronbach's Alpha | N of Items

634 3

Independent Variable: Subjective Norms
Reliability Statistics

Cronbach's Alpha | N of Items
.958 2

Independent Variable: Perceived Behavioural Control

Reliability Statistics
Cronbach's Alpha | N of ltems
697 2

Independent Variable: Perceived Ease of Use

Reliability Statistics

Cronbach's Alpha

N of Items

.930

b

Independent Variable: Perceived Usefulness

Reliability Statistics

Cronbach's Alpha

N of Items

.968

6

Dependent Variable: Intention to Use TAP System

Reliability Statistics

Cronbach's Alpha

N of Items

.954

3

Dependent Variable: User Satisfaction Towards TAP System

Reliability Statistics

Cronbach's Alpha

N of Items

963

3
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FACTOR ANALYSIS (PILOT TEST n=30)
Independent Variable: Attitude

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 516
Approx. Chi-Square 33.486
Bartlett's Test of
. df 3
Sphericity )
Sig. .000
Independent Variable: Subjective Norms
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 500
Approx. Chi-Square 54.841
Bartlett's Test of df 1
Sphericity )
Sig. .000
Independent Variable: Perceived Behavioural Control
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 500
Approx. Chi-Square 9.296
Bartlett's Test of df 1
Sphericity )
Sig. .002
Independent Variable: Perceived Ease of Use
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 827
Approx. Chi-Square 125.160
Bartlett's Test of
. df 10
Sphericity )
Sig. .000
Independent Variable: Perceived Usefulness
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .833
Approx. Chi-Square 233.283
Bartlett's Test of
. df 15
Sphericity )
Sig. .000
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Dependent Variable: Intention to Use TAP System
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 744
Approx. Chi-Square 91.542
Bartlett's Test of
. df 3
Sphericity )
Sig. .000
Dependent Variable: User Satisfaction Towards TAP System
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 172
Approx. Chi-Square 98.012
Bartlett's Test of
. df 3
Sphericity )
Sig. .000
DESCRIPTIVE ANALYSIS
Statistics
Sex / Age / Race / Academic
Jantina Umur Bangsa Qualification
/ Kelayakan
Akademik
N Valid 180 180 180 180
Missing 0 0 0 0
Mean 1.60 1.92 1.93 3.88
Std. Deviation 491 T47 .830 1.247
Skewness -412 136 .838 381
Std. Error of 181 181 181 181
Skewness
Kurtosis -1.851 -1.187 453 946
Std. Error of 360 360 360 360
Kurtosis
Minimum 1 1 1 1
Maximum 2 3 4 7
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Statistics

Type of Sector of
Business / Business /
Jenis Sektor
Perniagaan | Perniagaan
N Valid 180 180
Missing 0 0
Mean 2.42 3.58
Std. Deviation 927 1.861
Skewness -.456 814
Std. Error of
Skewness 181 181
Kurtosis -1.027 -.547
Std. Error of
Kurtosis -360 360
Minimum 1 1
Maximum 4 7
Sex / Jantina
Frequenc | Percent Valid Cumulative
y Percent Percent

Male / Lelaki 72 40.0 40.0 40.0
valig emale/ 108|  60.0 60.0 100.0

Perempuan

Total 180 100.0 100.0

Age / Umur
Frequenc | Percent Valid Cumulative
y Percent Percent

20 — 30 years / Tahun 58 32.2 32.2 32.2

31— 40 years / Tahun 79 43.9 43.9 76.1
Valid 41 years and above /

Tahun dan ke atas 43 23.9 23.9 100.0

Total 180 100.0 100.0
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Race / Bangsa

Frequenc | Percent Valid Cumulative
y Percent Percent
Malay / 56| 311 31.1 31.1
Melayu
Chinese / Cina 92 51.1 51.1 82.2
Valid Indian/ India 20 11.1 11.1 93.3
Other / Lain- 12 6.7 6.7 100.0
lain
Total 180 100.0 100.0
Academic Qualification/ Kelayakan Akademik
Frequenc | Percent Valid Cumulative
y Percent Percent
Primary School /
Sekolah Rendah 3 L7 L7 L7
Secondary School /
Sekolah Menengah 26 14.4 14.4 16.1
Matriculation / STPM / 19 106 10.6 26.7
A — Level
valid \Ea@eRERPTE/ o8| 544 54.4 81.1
Sarjana Muda
N iis ald 20| 111 111 92.2
Sarjana
PhD / DoktorFalsafah 3 1.7 1.7 93.9
Others / Lain-lain 11 6.1 6.1 100.0
Total 180 100.0 100.0
Type of Business / Jenis Perniagaan
Frequenc | Percent Valid Cumulative
y Percent Percent
Sole 44| 244 24.4 24.4
Proprietor
Valid Partnership 28 15.6 15.6 40.0
A% sdn Bhd 97| 539 53.9 93.9
Berhad 11 6.1 6.1 100.0
Total 180 100.0 100.0
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Sector of Business / Sektor Perniagaan

Frequenc | Percent

y

Valid
Percent

Cumulative
Percent

Valid

Health, Education,
Government, Local
Authority and Statutory
Body, NGO, Wealth
fare and Utility
Manufacturing,
Retailing, and
Warehose

Property, Construction,
and Professional
Services

Finance,
Entertainment, and
Tourism
Transportation, e-
commerce, and
International Services
Special Scheme,
Agriculture, and
Petroleum

General
Total

11 6.1

48 26.7

56 31.1

21 11.7

31 17.2
180 100.0

6.1

26.7

31.1

11.7

5.0

2.2

17.2
100.0

6.1

32.8

63.9

75.6

80.6

82.8

100.0

Frequency

Sex | Jantina

1507

100+

501

Mean =16
Std. Dev. = 431
M =180

1.0 15

Sex | Jantina

20

25
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1004

80

Frequency

1007

Frequency

Frequency

Age I Umur

40+

209

Mean = 1.82
Std. Dev. = 747
M=180

T
10 15 20 25 30

Age | Umur

Race /| Bangsa

a0

60

40

204

Race | Bangsa

35
Mean = 1.93
Stel. Dev. = 83
M=180
!
]

Academic Qualification/ Kelayakan Akademik

1004

80

60—

40+

209

Mean = 3.88
Std. Dev. =1.247
M=180

Academic Qualification/ Kelayakan Akademik
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Type of Business [ Jenis Perniagaan

100

&0

60

Frequency

40+

20

N

Mean =2.42
N =180

T
1

T T
2 3

T
4

Type of Business [/ Jenis Perniagaan

Sector of Business | Sektor Perniagaan

Std. Dev. = 927

Fey
S niish.
’ Secto: of Business‘:' Sektor Per:iagaan :
Descriptive Statistics
N | Minimu [ Maximu | Mean Std. Skewness Kurtosis
m m Deviatio
n
Statis | Statistic | Statistic | Statistic | Statistic | Statisti | Std. [ Statisti| Std.
tic c Error c Error
ATT 180 1.00 5.00| 4.0630| .65992| -.829 81| 2.144| .360
SN 180 1.00 5.00| 3.7167| .87021| -.501 181 .040| .360
PBC 180 1.00 5.00| 3.8333| .88280| -.960 181| 1.251| .360
PEOU 180 1.00 5.00| 3.9700| .68747| -.746 181 1.564| .360
PU 180 1.00 500 3.9685| .68635| -.808 .181| 2.086| .360
INT 180 1.00 5.00| 4.1074| .71575| -.956 181| 2.044| .360
STA 180 1.00 5.00| 3.9796| .73838| -.876 181 2.032| .360
V_alld_N 180
(listwise)
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PEOU

Mean = 3.97
Std. Dev. = .6&T
M=180
50 ]
=
£
H 40
3
o
]
=
w
20 B
] T 7 T T T T T
oo 1.00 200 3.00 4.00 500 6.00
PEOU
PU
Mean = 3.97
Std. Dev. = 686
M=180
&0
==
g 4
]
3
o
@
=
w
204
e B =
1] T T T T T T
oo 1.00 2.00 3.00 4.00 500 .00
PU
INT
80 —
60—
=
o
c
@ —
g
H 404
=
w
s
204
0 = T T T T
oo 1.00 200 3.00 4.00 500 6.00
INT
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STA

807 — Mean = 3.98
Std. Dev. = 738
N=180

60—

40

Frequency

20+

Ml

T
0o 1.00 2.00 3.00 4.00 500 6.00

STA

RELIABILITY ANALYSIS (n=180)

Independent Variable: Attitude

Reliability Statistics
Cronbach's Alpha | N of Items
.763 3

Independent Variable: Subjective Norms

Reliability Statistics
Cronbach's Alpha | N of Items
.897 2

Independent Variable: Perceived Behavioural Control

Reliability Statistics
Cronbach's Alpha | N of ltems
732 2

Independent Variable: Perceived Ease of Use

Reliability Statistics
Cronbach's Alpha | N of Items
914 5
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Independent Variable: Perceived Usefulness

Reliability Statistics
Cronbach's Alpha | N of Items
946 6

Dependent Variable: Intention to Use TAP System

Reliability Statistics
Cronbach's Alpha | N of Items
922 3

Dependent Variable: User Satisfaction Towards TAP System

Reliability Statistics
Cronbach's Alpha | N of Items
947 3

FACTOR ANALYSIS (n=180)
Independent Variable: Attitude

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .666
Approx. Chi-Square 147.619
Bartlett's Test of
. df 3
Sphericity )
Sig. .000
Independent Variable: Subjective Norms
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 500
Approx. Chi-Square 193.154
Bartlett's Test of df 1
Sphericity .
Sig. .000
Independent Variable: Perceived Behavioural Control
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 500
Approx. Chi-Square 72.924
Bartlett's Test of
. df 1
Sphericity )
Sig. .000
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Independent Variable: Perceived Ease of Use

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .863
Approx. Chi-Square 621.345
Bartlett's Test of
. df 10
Sphericity )
Sig. .000
Independent Variable: Perceived Usefulness
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 903
Approx. Chi-Square 1010.065
Bartlett's Test of
. df 15
Sphericity )
Sig. .000
Dependent Variable: Intention to Use TAP System
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 743
Approx. Chi-Square 425.119
Bartlett's Test of
= df 3
Sphericity ]
Sig. .000
Dependent Variable: User Satisfaction Towards TAP System
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 763
Approx. Chi-Square 522.675
Bartlett's Test of
. df 3
Sphericity )
Sig. .000
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Independent Variable: Attitude

Component Matrix®

Component

1

Using TAP system would be bad idea. /
Menggunakan Sistem TAP merupakan satu idea yang
tidak baik

| like the idea of using TAP system for tax-filing
action. / Saya suka idea menggunakan Sistem TAP
untuk mengfailkan cukai.

Using TAP system would be a pleasant experience. /
Menggunakan Sistem TAP merupakan satu
pengalaman yang menyenangkan.

.753

.858

.863

Extraction Method: Principal Component Analysis.
a. 1 components extracted.

Independent Variable: Subjective Norms

Component Matrix?

Component

1

People who influence my behavior would think that |
should use the TAP system method. / Orang yang
mempengaruhi tingkah laku saya merasakan saya
harus menggunakan Sistem TAP.

People who are important to me would think that |
should use the TAP system methods. / Orang yang
penting kepada saya merasakan saya harus
menggunakan kaedah Sistem TAP.

952

952

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
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Independent Variable: Perceived Behavioural Control

Component Matrix®

Component

1

| file tax through the online service is entirely up to
me. / Saya memfailkan cukai melalui perkhidmatan
atas talian di bawah kawalan saya sendiri.

| can control the agencies from TAP system that can
access the personal data | supplied. / Saya boleh
mengawal Sistem TAP di mana saya boleh
mengakses data pribadi yang dibekalkan oleh saya.

.889

.889

Extraction Method: Principal Component Analysis.
a. 1 components extracted.

Independent Variable: Perceived Ease of Use

Component Matrix®

Component

1

| find TAP system ease to use. / Saya rasa Sistem
TAP senang digunakan.

| find it easy to fill in my output tax and input tax
information in the TAP system. / Saya rasa mudah
apabila saya mengisi maklumat cukai output dan
cukai input dalam Sistem TAP.

TAP system is flexible to interact with. / Sistem TAP
adalah mudah untuk diakses.

It is easy to become skillful at using TAP system. /
Adalah mudah untuk mahir menggunakan Sistem
TAP.

Learning to operate TAP system is easy. /
Pembelajaran untuk mengendalikan Sistem TAP
adalah mudah.

.883

824

875

.894

841

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
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Independent Variable: Perceived Usefulness

Component Matrix®

Component

1

TAP system improves my performance in tax filing. /
Sistem TAP meningkatkan prestasi berkaitan dengan
pengfailan cukai.

TAP system enhances my effectiveness in tax filing. /
Sistem TAP meningkatkan keberkesananan
pengfailan cukai.

| think TAP system is valuable to me. / Saya berasa
Sistem TAP adalah bernilai kepada saya.

The content on TAP system is useful to me. /
Kandungan dalam Sistem TAP adalah berguna untuk
saya.

TAP system is functional. / TAP sistem adalah
berfungsi.

Overall, I find TAP system useful. / Secara
keseluruhan, saya merasa Sistem TAP adalah
berguna.

.894

.861

.902

.860

.890

920

Extraction Method: Principal Component Analysis.
a. 1 components extracted.

Dependent Variable: Intention to Use TAP System

Component Matrix®@

Component

1

| intend to use the TAP system for my GST return
next taxable period. / Saya berniat untuk
menggunakan Sistem TAP untuk penyata cukai GST
bagi tempoh percukaian yang berikutnya.

In choose filing methods for my GST return, TAP
system method is my first priority. / Dalam memilih
kaedah memfailkan penyata cukai GST, Sistem TAP
merupakan pilihan utama saya.

| would like to recommend using TAP system to my
relatives and friends. / Saya akan mencadangkan
pengunaan Sistem TAP kepada saudara dan kawan.

925

.953

921

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
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Dependent Variable: User Satisfaction Towards TAP System

Component Matrix®

Component
1

I was well satisfied with TAP system usage

experience. / Saya berpuasa hati dengan pengalaman .956
penggunaan Sistem TAP.

Using TAP system was a pleasant experience. /

Menggunakan Sistem TAP adalah satu pengalaman .960

yang menyenangkan.

Overall, I was satisfied with TAP system usage

experience. / Secara keseluruhan, saya berpuas hati .936
dengan pengalaman pengguanaan Sistem TAP.

Extraction Method: Principal Component Analysis.

a. 1 components extracted.
CORRELATION ANALYSIS (n=180)

Inter-1tem Correlation Matrix
ATT SN PBC PEOU PU INT STA

ATT 1.000 466 438 .666 .696 .683 .692
SN 466 1.000 478 426 492 426 .382
PBC 438 478 1.000 518 578 AT75 502
PEOU .666 426 518 1.000 .852 .760 .851
PU .696 492 578 .852 1.000 .818 .835
INT .683 426 475 .760 .818 1.000 .782
STA 692 .382 502 .851 .835 782 1.000
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Correlations

ATT | sN | pBCc [PEOU| PU | INT [ STA
Pearson 1| .466™| 38| 666™| .696™| 683" | .692™
Correlation

ATT  Sig. (- 000| .000| .000| .000| .000| .000
tailed)

N 180| 180| 180 180| 180| 180| 180
Pearson 466 1| 478" 4267 492" 426" 382"
Correlation

SN Sig. (- 000 000| 000 .000| .000| .000
tailed)

N 180| 180 180| 180| 180| 180| 180
Pearson 4387 | 478" 1| 518" 578~ 475™| 502+
Correlation

PBC  Sig. (2- 000| .000 000 .000| .000| 000
tailed)

N 180| 180| 180 180| 180| 180| 180
Pearson 666" | .426™| 518™ 1| 52| .760™| .851™
Correlation

PEOU Sj6.Lof 000| .000| .000 000| .000| .000
tailed)

N 180| 180| 180 180| 180| 180| 180
R 696 | .492"| 578™| 852 1| 818™| 835"
Correlation

PU- Sig. (2- 000| .000| .000| .000 000| .000
tailed)

N 180| 180 180| 180| 180| 180| 180
Pearson 683" | .426™| 475™| .760"| .818™ 1| 782"
Correlation

INT Sig. (2- 000| .000| .000| .000| 000 000
tailed)

N 180| 180| 180 180| 180| 180| 180
Pearson 6927 | 382| 502™| .851*| .8357| 782" 1
Correlation

STA  Sig. (2- 000| .000| .000| .000| .000| 000
tailed)

N 180| 180| 180 180| 180| 180| 180

**_Correlation is significant at the 0.01 level (2-tailed).
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MULTIPLE REGRESSION ANALYSIS (n=180)
Dependent Variable : Intention to use TAP System
Independent Variable : Attitude, Subjective Norms, Perceived Behavioural Control,
Perceived Usefulness, Perceived Ease of Use
Variables Entered/Removed?

Mode Variables Entered Variables Removed Method
|

1 PU, SN, PBC, ATT, PEOUP .| Enter

a. Dependent Variable: INT
b. All requested variables entered.

Model Summary®

Mode R R Square [ Adjusted R | Std. Error of Durbin-
I Square the Estimate Watson

1 .838% .703 .695 .39559 1.623

a. Predictors: (Constant), PU, SN, PBC, ATT, PEOU
b. Dependent Variable: INT

ANOVA?
Model Sum of Squares | df | Mean Square F Sig.
Regression 64.472 5 12.894| 82.399|  .000P
1 Residual 27.229 174 .156
Total 91.701| 179

a. Dependent Variable: INT
b. Predictors: (Constant), PU, SN, PBC, ATT, PEOU

Model Unstandardized | Standardized t Sig.
Coefficients Coefficients
B [ Std. Error Beta
(Consta - 45, 201 1.605 110
nt)
ATT 212 .065 196 3.272 .001
1 SN .001 .041 .002| .031 975
PBC -.012 .043 -015| -.287 775
PEOU .188 .084 181 2.245 .026
PU .559 .091 .536| 6.107 .000
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: INT
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Independent Variable: Intention to use TAP System

Variables Entered/Removed?
Model Variables Entered Variables Removed Method
1 INT® .| Enter

a. Dependent Variable: STA
b. All requested variables entered.

Model Summary®

Model R R Square | Adjusted R Std. Error of Durbin-
Square the Estimate Watson
1 7822 611 .609 46179 1.830

a. Predictors: (Constant), INT
b. Dependent Variable: STA

ANOVA?
Model Sum of df Mean Square F Sig.
Squares
Regression 59.634 1 59.634| 279.647 .000°
1 Residual 37.958 178 213
Total 97.592 179
a. Dependent Variable: STA
b. Predictors: (Constant), INT
Model Unstandardized | Standardized t Sig.
Coefficients Coefficients
B Std. Beta
Error
. E]f)O”Sta 667| 201 3.319 001
INT .806| .048 .782] 16.723 .000
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Regression Standardized Residual
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Dependent Variable: STA

Expected Cum Prob

4

Regression Standardized Predicted Value

93

0.0 T T T T
0o 0.2 04 06 08 10
Observed Cum Prob
Scatterplot
Dependent Variable: STA
o
o
o o
o
o
o] o
o o © o
)
o (o]
) o ©
o o o
o 0 e ©
9 o
o o
o
o
Lo}
T T T
-4 2 o]




	FRONT MATTER
	COPY RIGHT 
	TITLE PAGES
	CERTIFICATION 
	PERMISSION TO USE
	ABSTRACT
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLES
	LIST OF FIGURES
	LIST OF ABBREVIATIONS

	MAIN CHAPTER
	CHAPTER ONEINTRODUCTION
	1.1 Introduction
	1.2 Goods and Services Tax in Malaysia
	1.3 Taxpayer Access Point System
	1.4 Problem Statement
	1.5 Research Question
	1.6 Research Objectives
	1.7 Scope and Limitation of the Study
	1.8 Significant of Study
	1.9 Motivation of the Study
	1.10 Definition of Key Terms
	1.11 Organization of the Study

	CHAPTER TWO: LITERATURE REVIEW
	2.1 Introduction
	2.2 Goods and Services Tax Implementation in Malaysia
	2.3 E-filing implementation in Malaysia
	2.4 Theoretical Model
	2.4.1 Theory of Reasoned Action
	2.4.2 Theory of Planned Behaviour
	2.4.2.1 Attitude
	2.4.2.2 Subjective Norms
	2.4.2.3 Perceived Behavioural Control
	2.4.2.4 Behavioural Intention

	2.4.3 Technology Acceptance Model
	2.4.3.1 Perceived Ease of Use
	2.4.3.2 Perceived Usefulness

	2.5 User Satisfaction

	2.5 User Satisfaction
	2.6 Summary

	CHAPTER THREE: METHODOLOGY
	3.1 Introduction
	3.2 Research Framework
	3.3 Research Hypotheses
	3.4 Research Design
	3.5 Operational Definition
	3.6 Measurement
	3.6 1: Sampling

	3.7 Data Collection Procedure
	3.8 Data Analysis
	3.8.1 Descriptive Analysis
	3.8.2 Reliability Analysis
	3.8.3 Factor Analysis
	3.8.4 Inferential Analysis
	3.8.4.1 Correlation Analysis
	3.8.4.2 Multiple Regression Analysis


	3.9 Pilot Test
	3.9.1 Reliability Result
	3.9.2 Validity Result


	CHAPTER FOUR: FINDINGS
	4.1 Introduction
	4.2 Response Rate
	4.3 Respondent’s Profile
	4.4 Descriptive Result
	4.5 Reliability Result
	4.6 Validity Result
	4.7 Correlation Result
	4.8 Normality Result
	4.9 Multiple Regression Result

	CHAPTER FIVE: DISCUSSION, RECOMMENDATION AND CONCLUSION
	5.1 Introduction
	5.2 Discussion
	5.3 Limitation
	5.4 Contributions
	5.4.1 To Royal Malaysian Customs Department
	5.4.2 To Theory

	5.5 Future Studies
	5.6 Conclusion

	REFERENCES
	APPENDIX 




