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ABSTRACT

ACCEPTANCE OF THE ELECTRONIC METHOD OF FILING TAX
RETURNS BY SOUTH AFRICAN TAXPAYERS

by
RAPHAEL WARREN JANKEEPARSAD

STUDY LEADER: DR SG NIENABER
DEPARTMENT: TAXATION
DEGREE: MAGISTER COMERCII (TAXATION)

The South African government has benefited to date from information technology in many
ways. The importance of understanding and influencing South African citizens’ acceptance
of E-Government services is critical, given the substantial investment in government
communication, information system technology and the potential for cost saving. One of
the most successful E-Government initiatives, the electronic filing system (eFiling), which
allows tax returns to be filed electronically, has been available to taxpayers since 2006.
Despite many taxpayers adopting this method, a large number are still using the traditional
manual method of filing tax returns. Using behavioural intention to predict actual usage,
this study utilised the decomposed theory of planned behaviour with factors adjusted
specifically for South Africa as a developing country. This is done to identify the possible
determinants of user acceptance of the eFiling system among South African taxpayers.
Based on empirical data gathered from two questionnaire based surveys, perceived
usefulness, perceived ease of use, compatibility, subjective norms, facilitating conditions,
computer self-efficacy and trust proved to be significant determinants of behavioural
intention. For taxpayers using the manual method, lack of facilitating conditions such as
access to computer and internet resources was the most significant barrier to eFiling
usage whilst taxpayers using the electronic method reported perceived usefulness as the
primary determinant in their decision to use eFiling. Understanding these acceptance

factors can extend our knowledge of taxpayers’ decision making and lead to better
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planning and implementation of future E-Government initiatives in South Africa and other

developing countries.
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eFiling

Tax returns

Electronic filing system
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ABSTRAK

AANVAARDING VAN DIE ELEKTRONIESE METODE VAN DIE
INDIENING VAN BELASTINGOPGAWES DEUR SUID-
AFRIKAANSE BELASTINGBETALERS

deur
RAPHAEL WARREN JANKEEPARSAD

STUDIE LEIER: DR SG NIENABER
DEPARTEMENT: BELASTING
GRAAD: MAGISTER COMERCII (BELASTING)

Die Suid-Afrikaanse regering het tot op datum gebaat van inligtingstegnologie in baie
opsigte. Die belangrikheid van begrip en om burgers se aanvaarding van E-
Regeringsdienste te beinvloed is van kritieke belang, gegewe die belegging in tegnologie
en die potensiaal vir kostebesparing. Een van die mees suksesvolle E-
Regeringsinisiatiewe, die elektroniese liasseerstelsel (eFiling), wat toelaat dat
belastingopgawes elektronies ingedien is, is sedert 2006 vir belastingbetalers beskikbaar.
Ten spyte van baie belastingbetalers se aanneming van hierdie metode, gebruik 'n groot
aantal nog steeds die tradisionele handmetode van die indiening van belastingopgawes.
Met behulp van gedragsvoorneme om werklike gebruik te voorspel, benut hierdie studie
die ontbinde teorie van beplande gedrag met faktore wat spesifiek aangepas is vir Suid-
Afrika as 'n ontwikkelende land. Dit word gedoen om die moontlike determinante van die
gebruikers van die eFiling-stelsel onder Suid-Afrikaanse belastingbetalers te identifiseer.
Gebaseer op empiriese data wat uit twee vraelys gebaseerde opnames gekry is, beskou
nut, gemak van gebruik, verenigbaarheid, subjektiewe norme, die fasilitering van
voorwaardes, rekenaar self-doeltreffendheid en vertroue het beduidende determinante van
gedragsvoorneme bewys. Vir belastingbetalers wat die handmetode gebruik, is 'n gebrek

aan fasiliteringstoestande soos toegang tot die rekenaar en internet bronne die
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belangrikste struikelblok tot die gebruik van eFiling, terwyl belastingbetalers met behulp
van die elektroniese metode berig beskou nut as die primére bepaler in hul besluit om
eFiling te gebruik. Begrip van hierdie faktore kan ons kennis van die belastingbetalers se
besluitneming uitbrei en lei tot beter beplanning en implementering van toekomstige E-

Regeringsinisiatiewe.

Sleutelwoorde:
E-Regeringsinisiatiewe
eFiling
Belastingopgawes

Elektroniese liasseerstelsel
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ACCEPTANCE OF THE ELECTRONIC METHOD OF FILING TAX
RETURNS BY SOUTH AFRICAN TAXPAYERS

CHAPTER 1

INTRODUCTION

1.1 BACKGROUND

User acceptance of electronic transactions has improved significantly over the past
decade with more individuals using the internet as a medium of transaction. The results of
an annual survey conducted by Mastercard report that the number of active internet users
that engage in internet transactions has increased to 58 percent in 2012 from 44 percent in
2009 (Daniels, 2012:1).

Governments across the world have recognised the need to become an E-Government
and migrate from traditional manual transactions to electronic transactions using the
internet to provide services to its citizens. E-Government is defined as the process
whereby government delivers information to citizens, business and public administration
electronically (Lee, Irani, Osman, Balci, Ozkan, & Medeni, 2008:300). From the year
2000, the South African Government has taken steps to implement an E-Government
across many spheres of government and has invested substantial amounts of money in
implementing E-Government initiatives. In 2012, R405 million was spent in improving the
South African government communication and information system (National Treasury
Republic of South Africa, 2012:133). According to a survey performed by the United
Nations, South Africa has been ranked as the third most developed E-Government in

Africa (United Nations E-Government survey, 2012:15).

One of the most successful E-Government initiatives has been electronic filing (eFiling)
which was introduced by the South African Revenue Services (SARS) in 2001. The official
SARS eFiling website describes eFiling as a free, online process for the submission of tax
returns and declarations and other related services. This free service allows taxpayers,

tax practitioners and businesses to register free of charge and submit returns and

-1-
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declarations, make payments and perform a number of other transactions with SARS in a

secure online environment (SARS eFiling, 2013a).

Initially, eFiling was only used for the submission and payment of VAT and PAYE. The
eFiling option was expanded in the 2006 tax season to include individuals who earned a
basic salary and allowances. In the 2007 filing season, eFiling was made available to all
individual taxpayers and this method allowed individuals to submit their tax returns without
supplying supporting documents. To make use of eFiling, all taxpayers have to do is be a
registered taxpayer, have a valid South African identity number and be registered on the
SARS eFiling website. A username and password is then provided to gain secure access
to the system (SARS eFiling, 2013b).

Over the past five years, SARS have made major improvements to the system in order to
make the eFiling experience more user- friendly. Some of the initiatives undertaken by
SARS include workshops to assist users in using the eFiling system, online videos
detailing how to submit tax returns using eFiling, the introduction of a live online help
facility and the release of an eFiling mobisite application which allows users to submit tax

returns using their cellular telephones (South African Government News Agency, 2012).

Despite the technological advancement of the system and the initiatives undertaken to
present eFiling as a more convenient and easier method to use during tax filing season,
many South Africans have still not opted to use eFiling to submit returns. In the 2012 year
of assessment, 4.9 million tax returns were assessed by SARS. Of these returns, 32 071
returns were submitted manually and 1.5 million taxpayers completed their returns at
SARS branches (SARS, 2012:39). If SARS is to achieve their goal of paperless
transactions and realise a return on their investment with the eFiling system, there is a
need to understand the decision to accept the eFiling system by taxpayers and identify the
factors that can affect their decision to use or not use this system.

Previous research conducted on the acceptance and adoption of electronic tax filing in
other countries (e.g. Ramoo, 2006; Fu, Farn & Chao, 2006; Hung, Chang & Yu, 2006;
Carter, Schaupp, Hobbs & Campbell, 2011), have found that there are various factors that
can influence a taxpayer to make use of eFiling. Some of these factors include perceived

ease of use, perceived risk, social influences, trust of the government, computer
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self-efficacy and computer anxiety. To this researcher’s knowledge, no such research has
been conducted in South Africa to determine the factors that influence and deter South

African taxpayers’ from using eFiling.

1.2 PROBLEM STATEMENT

Although substantial investment has been made by SARS in implementing the eFiling
system and various initiatives have been undertaken to make the eFiling experience as
user friendly as possible, many South Africans have not bought into the eFiling concept.
This is apparent from the number of manual returns submitted in the 2012 year of
assessment (SARS, 2012:39). Whilst studies have been conducted in other developed
countries, to this researcher’'s knowledge no such study has been conducted in South
Africa. The studies that this researcher utilised contain factors that are applicable to their
specific countries, however, there are many unique determinants specific to South Africa
as a developing country that need to be researched. The research problem that this study
therefore aims to address is the identification of the determinants of user acceptance of
eFiling in South Africa by South African taxpayers.

1.3 PURPOSE STATEMENT

The main purpose of this research is to investigate the determinants of user acceptance of

eFiling in South Africa by South African taxpayers.

1.4 RESEARCH OBJECTIVES / RESEARCH QUESTIONS

The objectives of this study are:

. To perform a literature review on past studies to identify possible determinants of

user acceptance of the eFiling system among taxpayers in South Africa.

o To undertake a questionnaire based survey amongst South African taxpayers with a
view to identifying the determinants of user acceptance of the eFiling system among

taxpayers in South Africa.
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1.5 IMPORTANCE AND BENEFITS OF THE PROPOSED STUDY

This study should contribute greatly to an academic understanding of the taxpayers’
acceptance of eFiling in South Africa as this is an area that has not received much

research attention in the past.

From a practical point of view, the results from this study can be used by SARS to either
improve the current eFiling system or to find ways to attract new taxpayers to utilise eFiling
which will lead to monetary and temporal cost savings for both the taxpayer and SARS.
By understanding eFiling adoptions factors, SARS can extend and enhance their
knowledge of South African taxpayers’ decision making which could lead to better strategic

planning.

The research conducted could identify specific demographics or groups of people with
lower eFiling usage. Based on this, different advertising strategies could be targeted to this

specific group of people which could increase the number of eFiling users.

The findings from this study may assist other governmental policy makers, governmental
agencies, and system designers in improving future E-Government projects in South

Africa.

1.6 DELIMITATIONS
The proposed empirical study has several limitations that need to be acknowledged:

e Firstly, the findings in this study cannot be generalised extensively to other countries
around the world, as the scope of the study is confined to the cities of Durban and

Pretoria in South Africa.

e Secondly, the findings in this study depend on the honesty of the respondents. Survey
research is susceptible to participant bias as detailed in chapter three. It is generally

believed that individuals tend to agree more with socially desirable answers and
-4 -

© University of Pretoria



UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
YUNIBESITHI YA PRETORIA

&
g

disagree more towards socially undesirable answers rather than fully and truly express

their own feelings and opinions (Ramoo, 2006:62).

e As survey research will be used to collect the data, the views of the participants will be
those at the specific point in time of conducting the survey. The views of the greater
taxpayer population may well differ when measured over a longer time period (Leedy &
Ormrod, 2010:187).

1.7 DEFINITION OF KEY TERMS

This study involves a number of key concepts. The manner in which these key terms are
defined for the purpose of this study is considered below:

Behavioural intention: refers to an individual’s intention to use a specific information
system for some purpose either presently or sometime in the future (Carter, Schaupp &
Mcbride, 2011b:3).

Compatibility: “the degree to which an innovation is perceived as being consistent with
the existing values, needs, and past experiences of potential adopters” (Moore and

Benbasat, 1991:195).

Computer self-efficacy: refers to the judgment of one’s ability to use a computer and

information system (Wang, 2002:338).

Facilitating conditions: refers to the resource factors, such as computer equipment, and

technology issues that may inhibit or promote usage (Fu, Farn and Chao, 2006:113).

Perceived behavioural control: the user's perception of his or her control over

performance of a specific behaviour (Mathieson, 1991:175).

Perceived ease of use: the degree to which an individual believes that using a particular

information system will be free of effort (Davis, 1989:320).

© University of Pretoria
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Perceived usefulness: the degree to which a person believes that using a particular
information system would enhance his or her performance (Davis, 1989:320).

Subjective Norm: refer to an individual’s perception of significant others’ opinions on

whether or not he or she should perform a particular behaviour (Chau & Hu, 2001:702).
The following is a list of the abbreviations used in this study:

Table 1: Abbreviations used in this document

Abbreviation Meaning
EFiling Electronic Filing
PBC Perceived behavioural control
PEOU Perceived ease of use
PU Perceived usefulness
SARS South African Revenue Services
SN Subjective Norm
TAM Technology Acceptance Model
TPB Theory of Planned Behaviour
TRA Theory of Reasonable Action

1.8 CHAPTER OUTLINE
This study is structured as follows:

Chapter 1: Introduction to the study
Chapter one sets out the background and the rationale behind the current study. The

problem statement is clearly articulated with the research objectives that best address the
problem statement. The importance and benefits are high-lighted, the delimitations and
assumptions are discussed. The chapter also includes a list of abbreviations used

throughout this study.
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Chapter 2: Literature review

Chapter two presents a brief history of eFiling followed by a literature review of previous
studies relevant to the problem statement. It further provides theoretical background on the
matter of tax eFiling acceptance. A research model is then developed and hypotheses

formed.

Chapter 3: Research design and methods

Chapter three discusses the research design and methodology applied in this study. It
provides a rationale for the research process adopted. The data analysis and collection
process is outlined and explained. The quality and rigour of the study is visited as well as

the ethical considerations involved in survey research.

Chapter 4: Analysis of data

In chapter four, the results are provided with a discussion on how the data addresses the

research objectives and hypotheses tested.

Chapter 5: Conclusion

Chapter five concludes with a summary of the research on this study and is compared on
a high level with results from several other studies. Implications for SARS and other

governmental agencies are then discussed.
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CHAPTER 2

LITERATURE REVIEW

2.1 INTRODUCTION

In this chapter, the evolution of eFiling internationally and in South Africa will be traced and
evaluated. Thereafter, in order to address the research objective of performing a literature
review on past studies to identify possible determinants of user acceptance of the eFiling
system among South Africa taxpayers, the role of technology acceptance with regard to
the eFiling system will be analysed. Finally, a research model will be developed together

with the necessary hypotheses.

2.2 HISTORY OF EFILING

The concept of submitting tax returns electronically dates back to 1986 when the United
States of America (USA) first introduced a system that processed 25 000 refund-only tax
returns (Carter et al., 2011b:3). Over the years, other countries such as Taiwan, Sweden,
Malaysia and Australia have developed advanced systems enabling taxpayers to submit

and process their tax returns electronically.

In its inception phase, despite the various governments’ investment in these systems,
most taxpayers were unwilling to give up their manual paper returns, resulting in an under
utilisation of these systems. In 2008, more than 20 years after the initial introduction of
electronic tax filing in the USA, only 60 percent of taxpayers made use of the electronic
system (Carter et al., 2011b:3). In 2006, eight years after the role out of the electronic tax
filing system in Taiwan, only 40 percent of their taxpayers utilised the electronic system
(Fu et al., 2006:110).

Since its commencement, significant changes have been made to these eFiling systems
by promoting usefulness, convenience and efficiency. The Swedish online tax system
remains a pioneer in electronic tax filing offering taxpayers a variety of methods to submit

their tax returns including the introduction of cellular phone submission in 2005.
-8-
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Swedish taxpayers use their cell phones to sign a tax declaration that has already been
prepared by the country's tax authority declaring that they agree with the calculations
provided (Lewan, 2009:1).

In South Africa, eFiling was introduced by SARS in 2001 only for the submission and
payment of VAT and PAYE. In the 2007 filing season eFiling was made available to all
individual taxpayers. Returns could now be submitted electronically using the SARS
eFiling website, or manually using the new 2-D barcode returns.

Like all the other countries that introduced an electronic tax system, many South African
taxpayers continued to file their tax returns using the conventional manual method.
Through various initiatives undertaken by SARS including workshops to assist users of the
eFiling system and online videos detailing how to submit tax returns using eFiling, the
number of taxpayers that used the system continued to grow. During the 2012 tax season,
SARS rolled out two addition features, a live online help facility and an eFiling mobisite
application which allows users to submit tax returns using their cellular telephones making

the South African eFiling system one of the most advanced in the world.

However, despite these continuous improvements to the system, SARS have failed to
achieve their goal of 100 percent paperless returns. Previous research into eFiling
adoption suggests that technology acceptance and its various models provide an
understanding of the factors that promote or hinder the use of an electronic tax system.
This study posits that by understanding these factors, researchers, SARS and government
policy makers can get a better understanding of a taxpayer’s decision on whether to use

the eFiling system or continue with the conventional manual tax return.

2.3 TECHNOLOGY ACCEPTANCE

Technology acceptance and usage is a key area of research in the field of information
systems (Venkatesh, Morris, Davis & Davis, 2003:426). Technology acceptance refers to
an individual’'s psychological state with regard to his or her voluntary, intended use of a
specific technology (Fu et al., 2006:111). The findings from previous technology user

acceptance research in other countries suggest that when users are presented with a new
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technology or software package, there are a number of factors that influence their decision
about how and when they will use it (Hung, Chang & Yu, 2006:98). Research in this area
has resulted in the development of several theoretical models with roots in information
systems, psychology and sociology (Venkatesh et al., 2003:425).

In the research on determining factors that influence information system usage, the effect
of intention based models which use behavioural intention to predict actual usage has
been explored. These models aim to identify factors that influence an individual’'s
behavioural intention to adopt and use a specific technology. Considerable prior empirical
research has reported a strong and significant causal link between intention and actual
behaviour (Chau & Hu, 2001:701). These studies suggest that an individual’s intention to
use a specific system is positively correlated with their actual use of the system. Intentions
are assumed to capture the motivational factors that influence an individual to perform a
specific behaviour; they provide an indication of how hard people are willing to try, or how
much of an effort they are planning to exert, in order to perform the behaviour (Ajzen,
1991:181). Szajna (1996) showed that in a situation where the technology being
investigated has already been installed and is in use (like the eFiling system in South
Africa), intentions are the preferred predictor of actual usage. Agarwal and Prasad
(1999:367) argue that actual usage need not be measured where data is to be gathered at
a single point in time and not longitudinally, and usage in a current time period would be
based on beliefs and attitude in a preceding time period. Therefore, for the research
design adopted in this study (as detailed in chapter three), intentions are more appropriate
since they are measured contemporaneously with beliefs. Furthermore, “intention to use”
has significant importance in the eFiling context, where taxpayers use is voluntary and

essential to desired outcomes (Carter et al., 2011b:4).

In order to achieve the objectives of this study, an eFiling adoption model using “intention
to use” as a dependent variable will be developed to evaluate user acceptance of the
eFiling system in South Africa. First, the different adoption models will be reviewed and,
based on this, a model for taxpayers in South Africa for this specific study will be

developed.
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24 TECHNOLOGY ADOPTION MODELS

2.4.1 Theory of Reasoned Action

One of the earliest intention based models, the Theory of Reasoned Action (TRA),
proposes that an individual’s adoption behaviour is determined by his behavioural intention
(Davis, Bagozzi and Warshaw, 1989:983). TRA (figure 1) suggests that an individual’s
behavioural intention depends on their attitude about the behaviour and subjective norms.
Attitude about a specific behaviour refers to a person’s feelings, which can be both positive
and negative about engaging in a specific behaviour. Subjective norms refer to a person’s
perception that the people who are important to him think he should engage or abstain
from performing a specific behaviour. Accordingly, TRA suggests that if an individual views
the suggested behaviour as positive (attitude), and if they think that those individuals who
are important to them will want them to perform the behaviour (subjective norm), this will

result in a higher intention and they are more likely to perform this behaviour.

Figure 1. Theory of Reasonable Action

Attitude toward
behaviour \ :
Behavioural Actual
Intention > behaviour
Subjective /
norms

TRA is a very general model, and, as such, it does not specify the beliefs that are
operative for a particular behaviour (Davis et al. 1989:984). Even though TRA was used to
predict a wide range of behaviours, it was not tailored for information systems technology
adoption and hence is not suitable for this specific study. However, its principles of
attitude and subjective norms influencing behavioural intention which in turn positively
correlates with actual behaviour, influenced the technology adoption models that were

proposed thereafter.
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2.4.2 Technology Acceptance Model

The Technology Acceptance Model (TAM) developed by Davis (1989) is an adaptation of
TRA and was tailored for information system contexts. According to Davis et al.
(1989:985), the goal of TAM is to explain the determinants of computer acceptance in
general and to explain user behaviour across a range of computing technologies and
populations. TAM was designed to predict and explain information technology acceptance
and usage on the job (Venkatesh et al., 2003:428).

Similar to TRA, TAM (figure 2) suggests that information system usage is determined by
behavioural intention, but differs from TRA in that behavioural intention is viewed as being
determined by the person's attitude toward using the system and perceived usefulness.
TAM posits that two particular beliefs, perceived usefulness and perceived ease of use,
are of primary importance for information system technology acceptance behaviours. Both
of these are influenced by external variables such as training, user support,

documentation, prior experience and system features.

Thus in the eFiling context, perceived usefulness refers to the notion that the more a
person believes that eFiling will enhance their efficiency, the greater the possibility of its
use. In contrast to this, perceived ease of use postulates that the easier a taxpayer
believes the eFiling system is to use, the more likely they are to use it. TAM also suggests

that perceived usefulness is, to a certain extent, attributable to ease of use

Figure 2:  Technology Acceptance Model (Davis et al., 1989:985)

Perceived
usefulness v
External ol ™ Attitude Behavioural Actual system
Variables / toward using intention to use usage
Perceived
ease of use
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It is important to note that previous TAM research was focused on basic information
technology usage such as personal computers and email usage. As such TAM has
limitations in being applied beyond the workplace because its fundamental constructs of
perceived usefulness and perceived ease of use do not fully reflect the variety of user task
environment and constraints (Fu et al., 2006:111). As Davis (1989:334) noted, future
research is needed to address how other variables relate to usefulness, ease of use, and
user acceptance. Therefore, additional constructs were needed to predict new information

technology.

Research into eFiling adoption that used TAM to predict behavioural intention have
adjusted the model by introducing new constructs and external variables to factor in
changes in technology and the individual differences of the users of technology. Wang
(2002) introduced perceived credibility as a new construct in addition to the existing two
and used an individual difference variable, computer self-efficacy as the external variable.
Wang (2002:339) argued that the behavioural intention of electronic tax filing systems
could be affected by the taxpayers’ perceptions of credibility regarding internet security

and privacy of confidential, sensitive information.

Whilst Wang’s study supported the hypotheses that all three constructs have a positive
effect on behavioural intention, it is important to consider the environment in which the
research was conducted. Wang (2002) conducted the study in Taiwan where electronic
filing of tax returns was introduced in 1998, almost eight years before its introduction in
South Africa thus illustrating the technological advancement of Taiwan in comparison to
South Africa. Furthermore, Taiwan does not face the same facilitating challenges in terms
resource (access to computer equipment and the internet) and technology (ability to use
computers and the internet) as a developing country like South Africa. Therefore the use
of TAM alone for this study is not appropriate in determining the factors affecting user
acceptance and adoption of eFiling in South Africa because factors such as skills,
resources and opportunities needed to use the eFiling system is not examined or

considered.
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2.4.3 Theory of Planned Behaviour

The theory of planned behaviour (TPB), proposed by Ajzen (1985), is an extension of the
TRA and adds a new variable to the model in the form of perceived behavioural control
(PBC). According to TPB (figure 3), an individual’s actions are determined by their
intentions and perceptions of control, while their intentions are influenced by attitudes
towards behaviour, subjective norms, and perceptions of behavioural control (Hung et al.,
2006:100).

Figure 3:  Theory of planned behaviour (Ajzen, 1991:182)

Attitude toward

behaviour \

Subjective norms Behavioural Actual

Perceived /

behavioural control

Intention behaviour

In the model, PBC refers to the internal and external constraints on the performing of the
action. In an information system scenario this includes one’s perceived ability to navigate
and operate a computer system (self-efficacy) and access to the various resources
required to access and use the system (facilitating conditions). Therefore in the eFiling
context, TPB suggests that a taxpayer is more willing to file their tax return using eFiling if
he or she has a positive attitude towards using eFiling, wants to conform with other
important people’s opinions on the use of eFiling, has access to the required resources to

do so and has the necessary skills to use the system.

Research has been conducted in many fields on the accuracy of TPB in predicting

intention and usage including information technology adoption in the work setting by
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Venkatesh et al.(2003), acceptance of eGovernment services by Hung et al.(2006) and
adoption of virtual banking Liao, Shao, Wang and Chen (1999). These studies have found
that TPB predicts behavioural intention accurately.

2.4.4 Decomposed Theory of Planned Behaviour and Research model

In developing a model for eFiling adoption in South Africa, the constructs of both TAM and
TPB will be used as neither of the two used independently have been found to provide
consistently superior explanations or predictions of behaviour (Fu et al., 2006:112). In a
study by Mathieson (1991:187), a comparison was made between TAM and TPB to
determine which model predicted user intention to use an information system more
accurately. The results were that both explain intention quite well with TAM having a slight
empirical advantage. Taylor and Todd (1995:166) found TPB to be a better predictor of
intention than TAM. All studies comparing these two models have found the difference is

not large enough to conclude that one model is better than the other.

The decomposed theory of planned behaviour (DTPB), which was proposed by Mathieson
(1991) and tested initially by Taylor and Todd (1995), decomposes “attitude” using the PU
and PEOU constructs from TAM. This has been supported both theoretically and
empirically. Many studies have considered the role attitude has on intention to use
information technology systems. For instance, Venkatesh and Davis (2000:188) removed
the attitude construct from their model because attitude did not appear to fully mediate the
effect of perceived usefulness and perceived ease of use on behavioural intention as was
originally believed. Fu et al. (2006:113) also report that weak support of the relationship
was found between attitudes toward a specific information system and behavioural

intention.

This decomposed TPB model has advantages similar to TAM in that it identifies specific
salient beliefs that may influence information systems usage but incorporates additional
factors such as subjective norms and perceived behavioural control that are not present in
TAM and hence should provide a more complete understanding of usage (Taylor & Todd,
1995:147). Taylor and Todd (1995:166) report that DTPB is a better predictor of intention
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than TPB and TAM explaining 60% of the variance in intention. DTPB has been used by
Chau and Hu (2001) and more recently Fu et al. (2006) in predicting users’ intentions with

regard to the use of technology.
The research model to be used in this study is the DTPB as appears in figure 4 on page
17 and includes a new construct in the form of “trust”. In addition to this, “compatibility” will
be used as an antecedent of PEOU and PU. The reasons for the use of the DTPB are as
follows:
e The acceptance and use of the eFiling system is not entirely under taxpayer’s
control. The absence of facilitating conditions and individuals self-efficacy are

possible adoption barriers;

e Interpersonal influences and social factors affect a taxpayer’s decision in using the

eFiling system;

e Perceptions regarding effort and skills required to use the system and benefit to be

gained have a direct influence on the adoption of the eFiling technology;

e Trust of the internet as a whole as well as the eFiling system can play a significant

role with regard to a taxpayer’s decision to use eFiling as opposed to manual filing.

Each of the constructs will now be examined and hypotheses formed
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Figure 4: Research Model
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25 RESEARCH MODEL CONSTRUCTS AND HYPOTHESES

2.5.1 Perceived usefulness (PU)

Previous research into information systems adoption has found a positive correlation
between PU and BIl. Davis et al.(1989:997) report that PU is a major determinant of
people’s intention to use a computer system. Chau and Hu (2001:712) concluded
empirically in their research that perceived usefulness is the most significant factor for
adoption of technology. This relationship has been validated further in the eFiling context
by Wang (2002) in which it was determined that PU has a direct effect on Bl. The ultimate
reason that taxpayers will exploit the eFiling system is that they find the system useful to
their tax return preparation and submission and will result in significantly less effort and
time in completing the tax return task. Based on the effect that PU has on BI, this

research tests the following hypothesis:

-17 -

© University of Pretoria



UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
YUNIBESITHI YA PRETORIA

&
g

H1: Perceived usefulness will have a positive effect on behavioural intention to use the

eFiling system.

2.5.2 Perceived ease of use (PEOU)

Like PU, research regarding information technology adoption has provided evidence of the
significant effect PEOU has on Bl. Agarwal and Prasad (1999:381) report that PEOU and
PU exhibit roughly equivalent influence on Bl. Wang (2002:344) observed that PEOU has
a higher influence on BI than PU. Therefore in order for the eFiling system to be used
more widely, users must perceive the system to be ea-sy to use and navigate through with
as little software knowledge as possible. Information systems that are easier to use will be
less threatening to the user (Moon & Kim, 2001:339). Based on the effect that PEOU has
on B, this research tests the following hypothesis:

H2: Perceived ease of use will have a positive effect on behavioural intention to use the

eFiling system.

2.5.3 Compatibility

Compatibility has been chosen as the antecedent to both PU and PEOU in the DTPB.
Compatibility refers to the degree to which the technology fits the potential adopter’s
previous experience, work practice and needs (Fu et al. 2006:113). The practice of tax
filing for many individuals in South Africa involves the completion of a manual return. Over
time, the taxpayer becomes accustomed to this method of filing returns and is unlikely to
adopt new technology that is incompatible with his or her work practices and past
experiences. This is more prevalent in taxpayers who do not use information systems in

their day to day activities.
Considerable research has indicated that compatibility has a significant effect on
technology adoption. Chau and Hu (2001) examined the effect of compatibility on PU and

PEOU in technology acceptance amongst physicians and found that its effect is greater on
PU than PEOU. Fu et al. (2006:119) concluded that compatibility is a significant
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determinant of both PU and PEOU in the acceptance of eFiling in Taiwan. Based on the

effect that compatibility has on PU and PEOU, this research tests the following hypothesis:

H3: Compatibility will have a positive effect on behavioural intention to use the eFiling

system

2.5.4 Subjective Norms (SN)

A potential eFiling adopter will be more likely to use the eFiling system if those important to
him (e.g. supervisors, mentors, friends, family etc.) have adopted the use of the eFiling
system (Carter et al., 2011b:5). In general, the role of SN on Bl is unclear. Previous
research has revealed mixed results. While some studies have shown no significant
relationship between SN and Bl (Davis et al., 1989; Mathieson, 1991; Chau and Hu, 2001),
other studies have found a significant relationship between SN and Bl (Taylor and Todd,
1995; Venkatesh and Davis, 2000).

Taylor and Todd (1995:150) report that the inconsistency in the research with regard to the
relationship between SN and Bl may be due to the differences in the target behaviour
being studied. In the context of eFiling adoption, taxpayer’s will be influenced to use the
system if their significant others are using the system and have reported good experiences
with regard to efficiency and effectiveness. Hung et al. (2006:113) determined that with
electronic filing, SN significantly affects non-users’ intention to use. Therefore, this

research tests the following hypothesis:

H4: Subjective Norms will have a positive effect on behavioural intention to use the eFiling

system.

2.5.5 Facilitating conditions

Facilitating conditions such as access to resources and technology are particularly
important for South Africa as a developing country. The challenges faced by South
Africans in terms of access to computer equipment, software and the internet connectivity

necessary to use eFiling can be a significant barrier to usage and intention to use. Fu et
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al. (2006:121) determined that the absence of facilitating conditions constrained manual
taxpayers’ behaviour while Hung et al.(2006:112) found that facilitating conditions are a
significant determinant of Bl for electronic filing users.

If more taxpayers in South Africa have access to computer equipment, internet
connectivity, training and the necessary access to support services regarding eFiling, there
will be a positive effect on Bl to use and actual usage. SARS have taken steps to educate
and train taxpayers on the eFiling system and have made it possible to file returns using a
mobile device such as a smartphone or tablet. Therefore, this research tests the following
hypothesis:

H5: Facilitating conditions will have a positive effect on behavioural intention to use the

eFiling system.

2.5.6 Computer Self-efficacy

The social cognitive theory which has been researched extensively in the past has been
used in psychology, education and more recently information systems adoption. This
theory postulates that an individual’s beliefs about outcomes may be insufficient to
influence actual behaviour if they doubt their own abilities to successfully undertake and
perform certain behaviours or actions. This theory argues that self-efficacy is a direct

determinant of an individual’s behaviour.

Regarding the decision to use eFiling, taxpayers who consider computers too complex to
use and believe that they will never be able to control these computers or use the
necessary software and interface will prefer to avoid them and are less likely to use them

to conclude the transaction in question.

Several research conclude that self-efficacy plays a critical role in understanding
individuals’ responses to information systems. Igbaria and livari (1995:598) determined
empirically that self-efficacy is positively correlated with information system usage and
observed that experience was the key determinant of self-efficacy followed by system
support. In the same study, it was determined that self-efficacy has a positive direct effect

-20 -

© University of Pretoria



UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
YUNIBESITHI YA PRETORIA

&
g

on reducing computer anxiety which refers to the fear an individual has when using a

computer system.

Fu et al.(2006:121) determined that self-efficacy was higher for electronic filers than
manual filers and concluded that individuals with higher self-efficacy in information
systems have more options available and therefore feel free to choose whatever they
want. The study on the acceptance of eFiling conducted by Wang (2002:344) revealed
that the total effect computer self-efficacy has on behavioural intention was 0.28. More
recently, Carter, Schaupp, Hobbs and Campbell (2011a:312) observed that self-efficacy
has a significant influence on taxpayers intention to use a electronic system to file tax

returns.

Based on these studies, a taxpayer who has confidence in his ability to use computer
systems and various software applications will be more willing to use the eFiling system.
This confidence is most likely to grow based on the taxpayer's past experiences with
computers and information systems. Therefore, this research tests the following

hypothesis:

H6: Computer self-efficacy will have a positive effect on behavioural intention to use the

eFiling system.

2.5.7 Trust

The final construct of the model, trust, includes both trust of the government and trust of

the internet.

Taxpayers must believe that the government has deployed the necessary resources and
possesses the knowledge, skills and ability to deliver reliable and secure internet-based
services. Users of E-Government services must satisfy themselves that the service
providers such as SARS will implement security measures such as authentication and
encryption and will monitor any potential threats to the integrity of the data being
transmitted. Trust in the government agency providing the electronic service (SARS)

hinges upon the belief that it is capable of providing electronic tax services effectively and
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confidentially (Carter et al.,, 2011b:6). Most users who decline to provide personal
information over the internet report that they do not trust those who are collecting the data
(Wang, 2002:336). Thus, taxpayers’ perception of the extent to which the eFiling system
is able to ensure that transactions are conducted without any breach of security or
compromise of personal information is an important consideration that might affect the use

of the eFiling system.

Trust of the internet refers to an individual’s perception about transmitting sensitive
information over the internet as well as conducting transactions using the internet. An
individual’'s perception of the internet as a secure means of concluding transactions is a
direct determinant of financial risk. March (2006:747) states that financial risk can be
incurred when a customer’s financial circumstances are damaged, for example, due to
credit card fraud when conducting an online transaction. A typical online transaction
requires providing access to or confirming personal, sensitive details such as physical
address, bank details and contact details. Such access may be the source of worry for
some consumers, especially if they are concerned about potential internet fraud or
suffering financial loss (March, 2006:748). Similarly, the use of the internet to submit a tax
return requires a taxpayer to submit very personal and sensitive information via the
internet. There is the potential that this information could be intercepted and manipulated
(Carter et al.,2011a:308). The fear of such interception or manipulation could affect the

use of the eFiling system by taxpayers.

Since the inception of eFiling in South Africa there has been an increase in email scams
and phishing attacks in which the SARS brand is being manipulated and misused.
Taxpayers are emailed with false emails made to look as if these were sent from SARS
and includes the SARS letterhead and logo but are in fact fraudulent emails aimed at
enticing unsuspecting taxpayers to part with sensitive information such as bank account
details and identity numbers. The perpetrators also use mainstream bank names and
logos as a facade in the emails in order to look as authentic as possible. SARS have
released many press statements regarding this and continue to notify taxpayers via their
website when new scams are identified. With the increase of internet fraud in the form of

fabricated emails and general computer hacking, a risk averse person will opt not to use
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eFiling in order to mitigate the risk of falling victim to these scams. This research tests the

following hypothesis:

H7: Trust will have a positive effect on behavioural intention to use the eFiling system.

2.6 CONCLUSION

It is evident from the above mentioned studies conducted on the acceptance of eFiling that
there are various factors that affect taxpayers’ intention to use eFiling. These factors are
dependent on the general attitude of the taxpayers, their influences as well as the absence
of facilitating conditions necessary to use eFiling in South Africa. Taking these factors into
account, the Decomposed Theory of Planned Behaviour is best suited to this study as the
constructs are relevant to taxpayers in South Africa. The inclusion of the “Trust” construct
provides a complete analysis of the specific factors that influence an individual to use

eFiling as opposed to the traditional manual method of filing tax returns.
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CHAPTER 3

RESEARCH DESIGN AND METHODS

3.1 INTRODUCTION

This chapter details the broad research design selected for this study including the specific
inquiry strategy chosen, the sampling method, target population and units of analysis.
Discussed thereafter are the data collection plan and the means by which the data was

analysed.

At the end of this chapter, the methods used to ensure the quality and rigour of the

research design, and the ethics applied to this study are delineated.

3.2 DESCRIPTION OF INQUIRY STRATEGY AND BROAD RESEARCH DESIGN

3.2.1 A description of the proposed study’s strategy of inquiry

This is an empirical study in which new data was collected relating to the problem
statement and research objectives identified in chapter one. The inquiry strategy that was
used to obtain the data necessary for this study is that of survey research. In general, a
survey involves the collection of information from individuals about themselves or a
specific phenomenon being investigated (Forza, 2002:155). Survey research entails
obtaining data about the attitudes and opinions of a sample of individuals, with the
objective of extrapolating their responses to that of a greater population (Leedy & Ormrod,
2010:187).

Theory testing survey research involves the existence of a pre-existing theoretical
research model, collection of data to test this model, the data analysis process and finally
the interpretation of the results and concluding on the findings (Forza, 2002:155). For this
study, which seeks to determine the factors that influence the acceptance of eFiling by
South African taxpayers and uses a theoretical model to test hypotheses developed in

chapter two, a survey based inquiry strategy was considered the most appropriate.
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A study of this nature involves the willingness of taxpayers to voluntarily provide responses
to questions that test the hypotheses developed. Due to many factors that affect a
taxpayer’s willingness to assist, such as time constraints, general attitude and interest in
the problem being researched, a quantitative survey based research strategy was utilised
to obtain data. This choice is supported by previous explanatory empirical studies that
have also used quantitative survey approaches to determine factors that influence
taxpayer’s intention to use the eFiling method of submitting tax returns (Fu et al.,
2006:113; Ramoo, 2006:30; Hung et al., 2006:101).

3.2.2 Aclassification of the proposed study’s overall research design

The following are appropriate descriptors that best describe the broad research design of
the proposed study:

e Empirical Research: The study involved the collection and analysis of data to be
used specifically for this study and hence is classified as empirical (Saunders,
Lewis & Thornhill, 2009:588).

e Cross sectional: This study is referred to as cross-sectional because the
information that is gathered represents what is going on at only one point in time
(Olsen & George, 2004:7). Data was collected during tax filing season in the
months of August and September 2013.

e Primary data: Data was collected specifically for this research project and hence is
classified as primary data (Saunders et al., 2009:598).

e Quantitative: As the data was collected by using a survey based research design
that generated numeric data, the study will be a quantitative study (Saunders et al.,
2009:598).

o Explanatory study: This type of study takes place when knowledge of a specific
phenomenon has been articulated in theoretical form using well defined concepts,

research models and propositions. Data collection is carried out with the specific
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aim of testing the hypotheses developed in relation to the phenomenon (Forza,
2002:155). As this study aims to test the hypotheses developed which will explain
and provide insight into the variables that affect a taxpayer’s intention to use

eFlling, this study will be classified as explanatory.

3.3 SAMPLING

The study focussed on taxpayers in Durban and Pretoria in South Africa. The findings of
the study can, therefore, not be generalised to taxpayers in other countries as some of the

hypotheses tested apply specifically to South Africa as a developing country.

3.3.1 Target population

The target population consisted of taxpayers located in Durban and Pretoria during the
period 1 August 2013 to 1 October 2013. This period has been specifically chosen as it is
tax filing season. The aim was to identify taxpayers who use the manual method to file tax
returns as well as those who use the eFiling method.

3.3.2 Units of analysis

The units of analysis of a particular study refer to the representatives which the researcher
wishes to draw conclusions about (Terre Blanche & Durrheim, 2004:37). The units of

analysis in this study consists of taxpayers who are natural persons.

3.3.3 Sampling method and sample size

A purposive, snowball sampling techniqgue was used. In attempting to study hidden
populations for whom adequate lists and consequently sampling frames are not readily
available, snowball sampling methodologies may be the only feasible method (Faugier &
Sargeant, 1997:792).

A list of taxpayers who utilise the manual or electronic method of filing tax returns could

not be obtained from SARS and hence there was no other way of determining what
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method a taxpayer uses. This sampling method therefore is considered to be the most
logical and feasible manner by which to identify the target population and units of analysis

for this study.

A sample of 50 taxpayers who file manually and 50 who file electronically completed the

survey.

3.4 DATA COLLECTION

3.4.1 Survey method

Data for this study was collected through two structured questionnaires, one for manual
filers and the other for taxpayers who file electronically. The reason for using this method
is:
e Questionnaires are one of the most widely used techniques to collect data in the
survey strategy (Saunders et al.,2009:361);

e Questionnaires are considered appropriate data collection method for explanatory
studies (Saunders et al.,2009:362);

e Previous research conducted on the acceptance of eFiling in other countries also

made use of questionnaires as their data collection method.

The questionnaires were physically distributed to taxpayers. A structured, face-to-face
interview was then conducted based on the questions in the questionnaire and taxpayers

chose the most appropriate option to convey their feelings and opinions.
It was not appropriate to use electronic means of distributing the survey as it is likely that
manual tax filers will not have access to e-mail or will not provide responses based on

security and privacy concerns. Furthermore, lack of access to facilitating conditions to
complete an electronic survey could deter individuals from participating.
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Other means such as telephone or postal questionnaires could not be utilised as there was

no method of identifying taxpayers and obtaining their contact information.

Empirical research into the benefits of the various data collection methods show that face
to face surveys result in the highest response rate with slightly more responses to open
ended questions when compared to telephone and mail surveys (De Leeuw, Mellenburgh
& Hox, 1996:444).

3.4.2 Design of the questionnaire

In the construction of the questionnaire, the questions used to observe and test the
constructs of each investigated variable were designed based on relevant previous studies
on the acceptance of eFiling and technology. These questions were then adapted and

reconstructed to suit the objectives of this study.

The cover page of the questionnaire consisted of an informed consent form (Appendix B
on Page 76). This declared that participation in this survey by the taxpayer is voluntary,
and that the responses will be kept anonymous. Each participant was required to accept

these terms before proceeding with the questionnaire.

The first part of the questionnaire (Section one — questions one to seven) deals with
establishing the demographic and educational profile of the target group and consists of

guestions regarding computer and internet use:

e Gender;

e Age

¢ Highest level of education;

e Computer literacy;

e Access to computer and internet at home and work;

e Frequency of internet use.

Section two of the questionnaire (questions eight onward) tests each construct from the

research model developed in chapter two. Items measuring behavioural intention,
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compatibility, perceived usefulness and ease of use were adapted from Hung et
al.(2006:115) and Davis (1989:324). Subjective norms and perceived behavioural control
were adapted from Taylor and Todd (1995:174) and Fu et al. (2006:122). Trust was
adapted from Carter et al.(2011b:18).

Since taxpayers were divided into two groups, those who use manual filing and those who
use eFiling, half of the items were worded with proper negation and all items in the
guestionnaire were randomly sequenced to reduce the potential ceiling effect, which
induces monotonous responses to the items for measuring a particular construct (Hung et
al., 2006:102).

Appropriate modifications to make questionnaire items specifically relevant to the target
population was carried out resulting in a total of 30 questions for manual filers and 29

guestions for eFilers.

All items in Section 2 were measured using a five-point Likert-type scale with anchors on

“strongly agree” and “strongly disagree”.
3.4.3 Pilot test

In order to establish whether or not participants would experience any problems in

interpreting and completing the questionnaire, a pilot study was conducted.

The questionnaire was critically evaluated by Dr. Rajie Tudge, a former lecturer from the
University of Kwa-Zulu Natal. All suggested amendments were considered and effected.
Dr Tudge then concluded that the questionnaire was well worded and addressed the

research objectives effectively.

The questionnaire was then pre-tested by two taxpayers, one who used the eFiling system

and one who did not. No changes were recommended.
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3.5 DATA ANALYSIS

The data collected was analysed using statistical methods. Numerical codes were
assigned to each question. Once all questionnaires had been completed these numerical
codes were entered onto the coding boxes of each questionnaire. The coded responses
were analysed by means of the Statistical Analysis Software (SAS) package. The analysis
was carried out by Mrs Rina Owen, an independent research consultant employed by the
Faculty of Economics and Management Sciences at the University of Pretoria. Chapter

four provides the detailed data analysis.

Constructs that have the most influence on a taxpayer’s intention to use eFiling were then

determined.

3.6 ASSESSING AND DEMONSTRATING THE QUALITY AND RIGOUR OF THE
PROPOSED RESEARCH DESIGN

The quality and rigour of the proposed design were ensured by employing strategies to

minimise the impact of any bias and ensure the validity of the survey based questionnaire.

3.6.1 Minimising the impact of any bias

Survey research may contain an element of participant bias which could compromise the
reliability of the data being collected. It is known that some individuals would agree more
on socially desirable answers and disagree more towards socially undesirable answers
rather than fully and truly express their feelings and opinions (Ramoo, 2006:62).
Participants may also hesitate to provide honest answers due to fear of their responses
being revealed to SARS. In addition to this, one of the constructs refers to trust of the
government and participants may be inclined to provide dishonest responses due to the

sensitivity of this issue.

To address these concerns, participants were assured of the anonymity of the data
collected by signing an informed consent form which specifies this. The actual
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guestionnaire also reiterates that all responses will be anonymous and that there is no way

of tracing responses back to the respective respondents.

In addition to this, questionnaires were completed in the presence of the researcher so the
participants could ask questions if they were unsure of anything thus enhancing the

accuracy of the data.

3.6.2 Validity and reliability of the study

Leedy and Ormrod (2010:199) refer to validity as the extent to which the data collection
method accurately measures what it intends to measure. In addition to this, content
validity refers to the extent to which the questions in the questionnaire provide adequate
coverage of the investigative questions (Saunders et al.,, 2009:373). In other words,
content validity is a function of how well the dimensions and elements of a concept have
been delineated (Ramoo, 2006:37).

The specific investigative questions used in the questionnaire for this study have been
identified and formulated after a thorough review of similar studies conducted in the past
10 years. This would ensure that the variables are measured correctly and at the same
time the respondents understood the clarity, wordings, interpretation and appropriateness
of the questions (Ramoo, 2006:37).

Reliability refers to the accuracy or precision of a measuring instrument (questionnaire).
This refers to the extent to which the respondent can answer the same or approximately
the same questions the same way each time and interpret each question as intended
(Ramoo, 2006:37).

In addition to the pilot study conducted, the questionnaire was reviewed by Mrs Rina Owen
and feedback regarding each question was obtained in terms of its clarity and intended
objective. Through this review, Mrs Owen assisted in limiting any misinterpretation of the
guestionnaire and determined whether or not the questionnaire addressed the research
objectives effectively. All suggestions to improve the questions were considered, and the

guestions were modified accordingly.
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3.7 RESEARCH ETHICS

Research ethics complied with in this dissertation included:

¢ Obtaining ethical clearance from the Research Ethics Committee at the Faculty of
Economic and Management Studies at the University of Pretoria;

e Ensuring that each participant signs an informed consent form prior to collecting

data;

e Ensuring the anonymity of the data collected.

3.7.1 Ethical clearance from the Research Ethics Committee at the Faculty of

Economic and Management Studies at the University of Pretoria

An application for ethical clearance was submitted to the Research Ethics Committee of
the Department of Taxation at the University of Pretoria and subsequently approved. The

application included the following:

e Problem statement and research objectives;

e Summary of the research design and techniques;
e A copy of the questionnaire;

e Procedures followed to ensure confidentiality and anonymity of respondents.

Collection of data commenced after the approval of the Research Ethics Committee has
been obtained.

3.7.2 Informed consent from each participant and ensuring anonymity of data

collected

Each participant was informed of the following by way of an informed consent form at the

beginning of the questionnaire (Appendix B):

e The survey is anonymous as the individual’s name does not appear on any document;
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e Individual answers are treated as confidential and a person can in no way be identified

by the answers provided,;

e Participation was voluntary and individuals could have withdrawn from the survey at

any time; and

e Information obtained was used for academic purposes only and may be published in

an academic journal.

The participants were requested to sign the informed consent form to acknowledge that

they had read the form and understood the information provided therein.
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CHAPTER 4

ANALYSIS OF DATA

4.1 INTRODUCTION

In applying the research design and methods, relevant data was gathered on which the
researcher concludes in this chapter. The data gathered was analysed by using the
Statistical Analysis Software (SAS) package. The researcher provides an analysis of the

results that emerged from the data gathered in this explanatory study.

4.2 SAMPLE DEMOGRAPHICS

4.2.1 Gender, age and educational profile of the respondents

The survey was completed by 100 respondents consisting of two groups:
e 50 taxpayers who use eFiling; and

e 50 individuals who do not use eFiling.

The analysis as detailed in Table 2 on page 38 revealed that there was no bias toward a
specific gender. Each group consisted of 29 males and 21 females. Thus, it can be
concluded that the decision to use or not use eFiling is not dependent on a specific gender

as there was no significant difference in gender distribution between the two groups.

An important finding from the analysis revealed that the taxpayers in the sample who use
eFiling were considerably younger than those who do not use eFiling. The average age of
the users of eFiling was 34 years in comparison with an average age of 48 years for

manual filers.
Furthermore, the educational profile of manual tax filers were significantly lower than those
who use efiling with 36 percent of the manual filers having only a secondary education in

comparison with two percent of electronic filers. 98 percent of the group using eFiling had

tertiary education. Therefore, there is a strong correlation between age and education
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profile amongst the two groups, with majority of the electronic tax filers being younger and

having a higher education profile.

4.2.2 Computer literacy of respondents, access to computer and internet facilities,

and frequency of internet use

The study revealed that 34 percent of manual tax filers do not consider themselves to be
computer literate, while in stark comparison, all respondents who use eFiling consider
themselves to be computer literate. Therefore a comparison can be made between the
highest education level and computer literacy with the majority of respondents with tertiary

education being computer literate.

Of the manual filers sampled, 34 percent have no access to computer or internet facilities
at home while 100 percent of the electronic filers have access to computer and/or internet

facilities at home as illustrated in Table 2.

With the advancement of cellular phone technology, most cellular phones are capable of
accessing and browsing the internet. When conducting the face to face surveys, the
researcher informed respondents that question five in the questionnaire referring to
“access to the internet only” will include the fact that access can be obtained with the use
of most cellular phones. After making respondents aware of this, 40 percent of manual
filers responded that they do have access to internet facilities via their cellular phones but
the majority of them did not know this or make use of it, which correlates directly with the

“frequency of internet use” results discussed below.

The researcher concluded that it was important to mention that the internet can be
accessed via cellular phones as SARS have introduced a cellular phone application
allowing taxpayers to file their tax returns by using their cellular phones (South African
Government News Agency, 2012). Upon informing respondents of this, the majority of the

taxpayers in both groups were unaware of this mobile avenue to file tax returns.

With regard to access to a computer or internet at work, 46 percent of the manual filers

sampled have no access to either of these while 34 percent have access to a computer
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only. Only 12 percent of the manual filers had access to both computer and internet

facilities while 68 percent of electronic filers had access to both of these resources.

All respondents who used eFiling reported that they access the internet once a week or

more while 40 percent of manual filers report that they never access the internet at all.

Based on these findings it is clear that those taxpayers’ for whom these computer and
internet facilities are readily available, either at home or at work, use the internet more
often and also use the eFiling method of submitting tax returns.

Figure 5 on page 37 shows a comparison between users of eFiling and manual tax filers
differentiating between their education profile, computer literacy, access to computer and

internet resources as well as frequency of use of the internet.
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Table 2: Sample demographics
Users of eFiling Manual tax filers
Count Percentage Count Percentage
Age
20 — 30 years 21 42% 1 2%
31 - 40 years 20 40% 10 20%
41 — 50 years 5 10% 15 30%
51 — 60 years 4 8% 23 46%
Above 60 years - - 1 2%
Average age 34 years 48 years
Gender
Male 29 58% 29 58%
Female 21 42% 21 42%
Highest Education
Secondary 1 2% 18 36%
Tertiary 49 98% 32 64%
Computer Literate
Yes 50 100% 33 66%
No - - 17 34%
Access to computer and internet at
home
Computer only 7 14% 12 24%
Computer and internet 27 54% 1 2%
Internet only 16 32% 20 40%
No access - - 17 34%
Access to computer and internet at work
Computer only 1 2% 17 34%
Computer and internet 34 68% 6 12%
Internet only 15 30% 4 8%
No access - - 23 46%
Frequency of internet use
Once a week or more 50 100% 14 28%
Less than once a month - - 4 8%
Once a month - - 12 24%
Never - - 20 40%
- 38 -
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4.3 ANALYSIS OF THE RESEARCH MODEL CONSTRUCTS AND HYPOTHESES

The first test carried out on the data was the reliability test on the multiple item construct.
The Cronbach’s alpha value was used to test the reliability of the items for the various
constructs. It is a reliability measure coefficient that reflects how well items in a set are
positively correlated to one another. Cronbach alpha values greater than .70 indicates

inter- item consistency.

Thereafter, the T Test procedure was used to compare the results of each construct
between the two groups. Probability values (Pr) of <.0001 suggest that both groups differ

significantly on a specific construct.

Behavioural Intention

The research model developed in chapter two, aims to determine the effect that the seven
constructs have on behavioural intention to use eFiling. The results of the analysis
revealed that current users of eFiling have a strong intention to continue using this system
to submit their tax returns. A mean of 4.56 was returned indicating that current users of
the system are happy with their choice of tax filing method as it is beneficial and useful in

filing their returns.

In contrast to this, taxpayers who do not use eFiling have a strong intention to continue
using their current manual method of filing returns. A mean of 1.98 was returned
suggesting that non users of the eFiling system have no intention of adopting eFiling for

their future tax returns.

The effect of each of the constructs investigated in this study will now be analysed and

conclusions of their effect on behavioural intention will be drawn.
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4.3.1 Perceived Usefulness

Perceived usefulness refers to the notion that the more a person believes that eFiling will
enhance their efficiency, the greater the possibility of its use.

The hypotheses being tested is:
e Perceived usefulness will have a positive effect on behavioural intention to use the

eFiling system.
The following items from each questionnaire tested the perceived usefulness construct:
Questionnaire for taxpayers who use eFiling:

e Q8:

e Q14: Using eFiling enhances my effectiveness in preparing my tax return resulting

eFiling is beneficial to me

in fewer errors

e Q17: Using eFiling enhances the speed at which my tax return is processed

Questionnaire for taxpayers who use manual filing:
o Q8:

e Q14: Using eFiling would enhance my effectiveness in preparing my tax return

eFiling will be of no benefit to me

resulting in fewer errors

e Q17: Using eFiling would improve the speed at which my tax return is processed

The Cronbach alpha value for the three items testing this construct returned a value of

0.76 indicating strong internal consistency.

Table 3 illustrates the results of the questionnaire.

Table 3: Analysis of the Perceived usefulness construct
Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 4.54 0.4200 0.0594 3.6667 5.0000
Manual filers 50 2.86 0.4156 0.0588 2.0000 4.0000
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Results for the users of the eFiling system

The mean for users of the eFiling system as illustrated in Table 3 above was 4.54
indicating that the sample considered the eFiling system to be useful and beneficial to
them by enhancing their effectiveness in preparing their tax returns and increasing the

speed at which their tax returns are processed.

Results for manual tax filers

The mean for manual filers was significantly lower at 2.86. This suggests that non users of
the eFiling system do not perceive the eFiling system to be useful in preparing and

processing their annual tax return.

Result of T Test
The T Test returned a Pr of <.0001 which suggests that each group differs significantly in

their views on the perceived usefulness of the eFiling system.

Conclusion

Based on these findings, it is clear that perceived usefulness has a strong positive
correlation with behavioural intention thus supporting the hypothesis being tested. Users
of the eFiling system perceive the system to be useful resulting in their tax returns being
filed electronically and manual filers do not consider the system to be useful thereby
resulting in a behavioural intention to continue using the traditional manual method of

filing returns.

4.3.2 Perceived Ease of Use

Perceived ease of use postulates that the easier a taxpayer believes the eFiling system is

to use, the more likely they are to use it.

The hypotheses being tested is:
e Perceived ease of use will have a positive effect on behavioural intention to use the

eFiling system.
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The following items from each questionnaire tested the perceived ease of use construct:

Questionnaire for taxpayers who use eFiling:

e Q9: Learning how to use the eFiling system was easy for me
e Q20: Ifind it easy to submit my tax return using eFiling
e Q23: Itwas easy for me to become skilful at using the eFiling system

Questionnaire for taxpayers who use manual filing:

e Q9: Learning how to use the eFiling system will be easy for me

e Q20: I willfind it easy to submit my tax return using eFiling
e Q23: Itwill be easy for me to become skilful at using the eFiling system

Regarding reliability, the items had strong internal consistency as a Cronbach alpha value

of 0.92 was returned.

Table 4 illustrates the results of the questionnaire.

Table 4: Analysis of the Perceived ease of use construct

Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 4.29 0.4978 0.0704 3.0000 5.0000
Manual filers 50 2.55 0.8535 0.1207 1.0000 4.6667

Results for the users of the eFiling system

This sample perceived the eFiling system to be easy to use as a mean of 4.29 was

returned as documented in Table 4. This correlates with the findings regarding computer

literacy, access to resources and frequency of internet use illustrated in Table 2. As these

users have access to the necessary resources and use the internet more frequently than

the manual filers sampled, it is more probable that they will find the system easier to use

and navigate through thereby justifying the results.

Results for manual tax filers

The mean for this group was significantly lower at 2.55 suggesting that manual filers did

not perceive the eFiling system to be easy to use. This correlates with the computer
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literacy percentage of this group with 34 percent not being computer literate and 40

percent not accessing the internet at all.

Result of T Test

The T Test returned a Pr of <.0001 which suggests that each group differs significantly in

their views on the perceived ease of use of the eFiling system.

Conclusion

These findings conclude that perceived ease of use has a positive effect on behavioural
intention to use the eFiling system, confirming the hypothesis being studied. Users of the
eFiling system find the system easy to use and become skilful, resulting in this group
continuing to file their tax returns via the eFiling system. Manual filers do not perceive the
eFiling system to be easy to use and hence this group has no intention to submit future

returns using the eFiling system.

4.3.3 Compatibility

Compatibility refers as the degree to which the eFiling technology fits the potential

adopter’s previous experience, work practice and needs.
The hypotheses being tested is:
e Compatibility will have a positive effect on behavioural intention to use the eFiling
system
The following items from each questionnaire tested the compatibility construct:
Questionnaire for taxpayers who use eFiling:
e Q10: Using eFiling suits my occupation

e Q16: Using the eFiling system is compatible with my day to day activities

e Q26: Using the eFiling system fits well into my lifestyle
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Questionnaire for taxpayers who use manual filing:
e Q10: Using eFiling suits my occupation
e Q16: Using the eFiling system will be compatible with my day to day activities

e Q26: Using the eFiling system will fit well into my lifestyle

The Cronbach alpha value for the three items testing this construct returned a value of

0.94 indicating strong internal consistency.

Table 5 illustrates the results of the questionnaire.

Table 5: Analysis of the Compatibility construct

Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 4.5 0.4726 0.0668 3.6667 5.0000
Manual filers 50 2.4 0.7657 0.1083 1.0000 4.000

Results for the users of the eFiling system

These respondents found the eFiling system to be extremely compatible with their
occupation and day to day activities as the analysis returned a mean of 4.5. This
corresponds with the results in Table 2 as all respondents in this group have access to
computer or internet facilities at home or at work. While conducting this survey, the
researcher noted that the majority of respondents in this group had office jobs and filing
tax returns any other way except electronically will be extremely inconvenient. Therefore
the eFiling system suited their lifestyle and occupation, resulting in this system being used

to file tax returns.

Results for manual tax filers

This group found using the eFiling system incompatible with their occupation and day to
day activities. A mean of 2.4 was generated as illustrated in Table 5 correlating with the
results in Table 2 which shows that 46 percent of the respondents have no access to the
necessary resources at work and 34 percent have no access at home. Combining this
with the computer literacy rate in this group confirms that these taxpayers are comfortable
with their current manual method of filing returns.
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Result of T Test

The T Test returned a Pr of <.0001 which suggests that each group differs significantly in
their views on the compatibility of the eFiling system.

Conclusion

Compatibility is therefore a significant determinant of behavioural intention to use eFiling,
confirming the hypothesis tested. Taxpayers who spend more time using a computer and
the internet find using eFiling more compatible as compared to the traditional manual

method of filing tax returns.

4.3.4 Subjective Norms

This refers to a taxpayer’s perception of the opinions of relevant others on whether or not

he or she should use eFiling to submit their tax returns.

The hypotheses being tested is:

e Subjective norms will have a positive effect on behavioural intention to use the

eFiling system

The following items from each questionnaire tested the subjective norms construct:

Questionnaire for taxpayers who use eFiling:
e Q11: My peers, friends and family encourage me to use eFiling
e Q18: People who influence me think that using eFiling is a good idea
e Q22: luse eFiling because it is advertised as being more effective and efficient

than manual filing

Questionnaire for taxpayers who use manual filing:
e QIl1: My peers, friends and family think that | should use eFiling
e Q18: People who influence me think that using eFiling is a good idea
e Q22: | would use eFiling because it is advertised as being more effective and
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The Cronbach alpha value for the three items testing this construct returned a value of

0.77 indicating strong internal consistency.

Table 6 illustrates the results of the questionnaire.

Table 6: Analysis of the Subjective norm construct
Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 3.6 0.7095 0.1003 2.3333 5.0000
Manual filers 50 2.7 0.5986 0.0847 1.6667 4.0000

Results for the users of the eFiling system

The mean for this group was 3.66 as documented in Table 6 suggesting that subjective
norms such as family, friends and advertising do have a positive influence on their

behavioural intention to use eFiling.

Results for manual tax filers

The manual filers sampled revealed that their interpersonal influences are a significant
determinant of their behavioural intention to use manual fiing as a mean of 2.7 was
calculated. This means that peers or friends’ opinions about eFiling influence their decision

not to use the eFiling system.

Result of T Test
The T Test returned a Pr of <.0001 which suggests that each group differs significantly in

their views that subjective norms have on their decision to use or not use the eFiling

system.

Conclusion
External influences such as friends, family and advertising significantly influence both
adopters of the eFiling system and non adopters. The hypothesis tested is therefore

confirmed.
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4.3.5 Facilitating conditions

Access to facilitating conditions such as computer resources and the internet are
particularly important as these are required in order to use the eFlling system.

The hypotheses being tested is:
e Facilitating conditions will have a positive effect on behavioural intention to use the
eFiling system

The following items from each questionnaire tested the facilitating conditions construct:

Questionnaire for taxpayers who use eFiling:
e Q12: Resources required to use eFiling are readily available to me

e Q19: Itis easy for me to get technical support when using the eFiling system

Questionnaire for taxpayers who use manual filing:
e Q12: Resources required to use eFiling are readily available to me
e Q19: Itwill be easy for me to get technical support when using the eFiling system
e Q29: | would like to use eFiling but have no access to the resources required to do
so*

*In order to compare the two groups, Q29 was removed from the analysis.
The Cronbach alpha value for the items testing this construct returned a value of 0.6. Due
to only two items testing this construct, there is sufficient internal consistency to conclude

that the items are positively correlated to each other.

Table 7 illustrates the results of the questionnaire.

Table 7: Analysis of the Facilitating conditions construct
Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 3.88 0.6354 0.0899 3.0000 5.0000
Manual filers 50 2.18 0.6528 0.0923 1.0000 4.0000
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Results for the users of the eFiling system

These respondents returned a mean of 3.8 as noted in Table 7 above suggesting that the
resources necessary to use the eFlling system are readily available to them and it is easy
for them to get technical support if ever required. All the taxpayers who use eFiling
sampled in this study have access to the computer and internet either at work or at home

and therefore have the necessary tools to file their tax returns electronically.

Results for manual tax filers

These taxpayers do not have the resources to use eFiling readily available to them. A
mean of 2.18 was calculated suggesting that a lack of facilitating conditions have a direct
impact on their decision not to use eFiling. From this sample, 34 percent do not have the
necessary expertise and skill to operate a computer system and 46 percent of the
respondents have no access to the necessary resources at work while 34 percent have no
access at home. These results therefore correlate with their decision to use manual filing
as these taxpayers perceived much less technology and resource support than the other

groups, and thus facilitating conditions did constrain manual taxpayers’ behaviour.

Result of T Test
The T Test returned a Pr of <.0001 which suggests that each group differs significantly in

their responses regarding access to facilitating conditions.

Conclusion

Access to facilitating conditions plays a significant role in taxpayers’ behavioural intention
to use eFiling. Those taxpayers who have the necessary resources readily available will
be more inclined to submit their tax returns using the eFlling system while taxpayers with
no access to these resources will prefer the manual method. The hypothesis tested is

therefore supported.

4.3.6 Computer self-efficacy

Taxpayers’ who consider computers too complex and believe that they will never be able

to control these computers or use the necessary software and interface will prefer to avoid
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them and are less likely to use them. The opposite can be said of taxpayers with a high

computer self-efficacy as they will feel confident in using these resources.

The hypotheses being tested is:
e Computer self-efficacy will have a positive effect on behavioural intention to use the

eFiling system.
The following items from each questionnaire tested the self-efficacy construct:
Questionnaire for taxpayers who use eFiling:

o Q13

e Q25: |am able to teach others how to use the eFiling system

| feel comfortable using the eFiling system on my own

e Q28: |am able to use the eFiling system without any technical support or learning

tutorials

Questionnaire for taxpayers who use manual filing:
e Q13: 1 will feel comfortable using the eFiling system on my own
e Q25: 1 will be able to teach others how to use the eFiling system

e Q28: 1 will be able to use eFiling without any technical support or learning tutorials

The Cronbach alpha value for the three items testing this construct returned a value of
0.92 indicating strong internal consistency.

Table 8 illustrates the results of the questionnaire.

Table 8: Analysis of the Computer self-efficacy construct
Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 4.2 0.6385 0.0903 1.6667 5.0000
Manual filers 50 2.4 0.7447 0.1053 1.0000 4.0000
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Results for the users of the eFiling system

Users of the system report strong self-efficacy in their computer skills and navigation of the
eFiling system. A mean of 4.2 was computed per Table 8 above suggesting that these
users are comfortable in using computers in general as well as applications such as the
eFiling system. It seems likely that individuals with higher self-efficacy in information
technology have more options available and feel free to choose either method of filing their
tax returns. Computer self-efficacy therefore has a positive effect on their behavioural
intention to use the eFiling system.

Results for manual tax filers

The majority of these taxpayers lack the necessary skills to operate a computer and
computer systems and hence have a low self-efficacy. A mean of 2.4 was returned which
correlates with the results obtained in Table 2. Another contributing factor to the low self-
efficacy of these taxpayers is the lack of computer and internet resources. Previous
research in information technology usage suggests that the more an individual uses a
system, the more confident they become. Chan and Lu (2004:25) concluded that
individuals with high computer self-efficacy are expected to be able to competently use
different software packages and computer systems while those with low self-efficacy would

perceive their capabilities as limited.

Result of T Test

The T Test returned a Pr of <.0001 which suggests that each group differs significantly in

their responses regarding computer self-efficacy.

Conclusion

Computer self-efficacy is a significant contributing factor in a taxpayer’s behavioural
intention to use eFiling. Individuals with high self-efficacy will be more likely to use the
eFiling system while those with low self-efficacy will opt for the manual method of filing tax

returns. The hypothesis being tested is therefore confirmed.
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4.3.7 Trust

Trust refers to both trust of the government and trust of the internet. Taxpayers must
believe that the government has deployed the necessary resources and possesses the
knowledge, skills and ability to deliver reliable and secure internet-based services. Trust
of the internet refers to an individual’s perception about transmitting sensitive information

over the internet as well as conducting transactions using the internet.

The hypotheses being tested is:

e Trust will have a positive effect on behavioural intention to use the eFiling system.
The following items from each questionnaire tested the trust construct:

Questionnaire for taxpayers who use eFiling:
e Q15: Itrustthe eFiling system with my personal information
e Q21: |trustthe eFiling system but | am afraid of hackers and other internet threats
e Q24: 1do not trust the internet with any of my personal and financial information
e Q27: |am confident the necessary safeguards have been put into place to protect

my confidential information

Questionnaire for taxpayers who use manual filing:
e Q15: |Itrustthe eFiling system with my personal information
e Q21: Itrustthe eFiling system but | am afraid of hackers and other internet threats
e Q24: 1do not trust the internet with any of my personal and financial information
e Q27: |am confident the necessary safeguards have been put into place to protect

my confidential information
Regarding reliability, the four items did not have strong internal consistency as a Cronbach
alpha value of 0.27 was returned. Question 24 was therefore omitted from the analysis

resulting in a Cronbach alpha value of 0.81 suggesting strong internal consistency

amongst the remaining three items.
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Table 9 illustrates the results of the questionnaire.

Table 9: Analysis of the Trust construct

Group N Mean Std Dev Std Error | Minimum | Maximum
eFilers 50 3.96 0.5270 0.0745 2.6667 5.0000
Manual filers 50 2.58 0.9679 0.1369 1.0000 4.3333

Results for the users of the eFiling system

These taxpayers had more trust in the internet and the eFiling system than the manual
taxpayers. This is expected based on the frequency of internet use as illustrated in Table
2. A mean of 3.9 was returned suggesting that the majority of the respondents in this

group consider the perceived risk to be at an acceptable level.

Results for manual tax filers

The respondents in this group had less trust in the internet and the eFiling system. A mean
of 2.5 was computed per Table 9 suggesting that the majority of these users perceive the
risk of using the internet to file tax returns as high. This correlates directly with the
frequency of internet use as determined in Table 2 which also suggests that these users

do not perform any transaction electronically via the internet.

Result of T Test
The T Test returned a Pr of <.0001 which suggests that each group differs significantly in

their responses regarding trust of the internet and the eFiling system.

Conclusion

Trust is a significant construct in the decision to use eFiling. Taxpayers who use the
internet more frequently and also perform other electronic transactions will be more
comfortable with submitting their personal tax information using eFiling, therefore
supporting the hypothesis being tested. Taxpayers who have less trust in the eFiling
system and the internet as a whole will probably submit their tax returns manually in order

to mitigate the risks inherent in internet use.
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CHAPTER 5

CONCLUSION

5.1 INTRODUCTION

This explanatory study set out to determine the possible determinants of user acceptance
of the eFiling system among taxpayers in South Africa. This study can provide SARS,
government policy-makers, government agencies and E-Government system designers in
South Africa with a better understanding of taxpayers’ decision to accept eFiling. This may
shed light on interesting and subtle differences between the two categories of taxpayers.
The study also has the merits of conducting an investigation into technology acceptance in
a real-world tax-filing setting involving individual taxpayers and the two tax-filing methods.
Such a setting should increase the relevance and reliability of the results. This chapter

summarises the findings and draws conclusions from the research objectives.

5.2 SUMMARY OF FINDINGS ADDRESSING THE RESEARCH OBJECTIVES

This study was conducted with the following research objectives:

. To perform a literature review on past studies to identify possible determinants of

user acceptance of the eFiling system among taxpayers in South Africa;

. To undertake a questionnaire based survey amongst South African taxpayers with a
view to identifying the determinants of user acceptance of the eFiling system among

taxpayers in South Africa.

In chapter two, a detailed literature review was performed on past studies to determine
what factors influence user acceptance of the eFiling system. The focus of the literature
review was technology acceptance by analysing a taxpayer’s behavioural intention to use
the eFiling system. A research model and hypotheses were developed and in order to test
the research model, two structured questionnaires were used, one for current users of

eFiling and the other for manual tax filers.
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Through the structured questionnaires that were distributed to the two groups of taxpayers,
this study identified key factors that influence behavioural intention to use eFiling to submit

tax returns. These factors included:

e Perceived usefulness,

e Perceived ease of use,

e Compatibility,

e Subjective norms,

e Facilitating conditions,

e Computer self-efficacy, and

e Trust

From the results of the T Tests, all the seven constructs investigated proved to have a
significant effect on behavioural intention to use the eFiling system. Results of each item

testing a construct appear in Appendix D.

Therefore, the results of the questionnaire conclude that each hypothesis tested is valid:

. Perceived usefulness has positive effect on behavioural intention to use the eFiling

system;

. Perceived ease of use has a positive effect on behavioural intention to use the

eFiling system,;
o Compatibility has a positive effect on behavioural intention to use the eFiling system

. Subjective Norms have a positive effect on behavioural intention to use the eFiling

system;

o Facilitating conditions have a positive effect on behavioural intention to use the

eFiling system,;

. Computer self-efficacy has a positive effect on behavioural intention to use the

eFiling system;

o Trust has a positive effect on behavioural intention to use the eFiling system.
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5.2.1 Manual tax filers

The manual taxpayers’ sampled were significantly older, had a lower education profile, had
less computer and internet experience, had less access to computer resources, and were

online less frequently than the electronic filers.

Of all the constructs tested, facilitating conditions such as access to computer resources
and technology had the most significant effect on these taxpayers’ behavioural intention as
it returned the lowest mean as illustrated in Appendix C on page 78. The challenges faced
by these taxpayers in terms of access to computer equipment, software and internet
connectivity necessary to use eFiling proved to be a significant barrier to usage and
intention to use. These findings are consistent with the study conducted by Fu et al.
(2006:121) who determined that the absence of facilitating conditions constrained manual
taxpayers’ behaviour and therefore the eFiling method may not reach the entire
population, and a “digital divide” may exist. In order to overcome this barrier of lack of
facilitating conditions, SARS has launched a mobi site to submit tax returns which can be
accessed by cellular phones. However, none of the respondents interviewed were aware

of this new technology.

As a result of the lack of facilitating conditions and a high percentage of respondents not
being computer literate, computer self-efficacy was found to be a significant determinant of
behavioural intention. Confirming the conclusions with the study by Wang (2002:345), the
lower a taxpayer's computer self-efficacy, the less likely he will be pursuing electronic

means to file tax returns.

Perceived usefulness and perceived ease of use both have a positive effect on
behavioural intention to use eFiling as the respondents in this group did not believe that
the system will be useful to them or easy to use. Similar to the study conducted by Wang
(2002:345), perceived ease of use had a stronger effect on intention to use than
usefulness. This correlates with the taxpayers’ computer experience and access to
resources, as the lack of use of the internet and computers in general resulted in these
taxpayers perceiving the eFiling system to be generally difficult to use. The results are

also consistent with Carter et al. (2011b:11) who concluded that taxpayers who believe an
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electronic option will help them file their taxes more quickly and efficiently than traditional
alternatives are more likely to adopt the eFiling system. The taxpayers sampled did not
believe that the system could enhance their effectiveness in preparing their returns and
neither did they believe it will increase the speed at which their returns will be processed.

The study revealed that compatibility of the eFiling system with a taxpayer’s occupation
and day to day activities is a crucial antecedent to their behavioural intention to use the
system. Of the respondents in this group, 46 percent did not utilise information systems in
their employment, correlating with their intention to use manual filing. Consistent with the
findings by Fu et al. (2006:121) and Hung et al. (2006:110), compatibility is a significant

determinant in a taxpayer’s intention to use eFiling.

Regarding subjective norms, taxpayers with family, friends and others who influence and
encourage the use of eFiling, are more likely to use this option. The results for this group
revealed that their respective family, friends and influences did not encourage the use of
the eFiling system thereby directly influencing their decision to file manually. This finding

is consistent with those of Tan and Foo (2012:68).

Finally, trust of the internet and the eFiling system had a significant impact on their
intention to use manual filing. This correlates with how often the users use the internet
and whether or not they conclude any other transaction electronically using the internet.
The respondents did not believe that SARS have put in the necessary safeguards to

maintain the integrity of personal information being submitted via the eFiling system.

5.2.2 Electronic tax filers

The respondents in this group were significantly younger, had a higher education, had
access to the necessary resources to use eFiling and used the internet more frequently

than the manual filers.

Perceived usefulness and compatibility were the strongest determinants of behavioural
intention to use eFiling per the results in Appendix C and is consistent with the results of
the study by Fu et al. (2006:119). The ultimate reason these taxpayers exploit the eFiling
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system is that they find the system useful to their tax return preparation and submission
and will result in significantly less effort and time in completing the tax return task. Using
the internet more frequently, these taxpayers find using the eFiling system more
convenient than filing manually and anticipate faster processing times from SARS.

These taxpayers found the eFiling system relatively easy to use and also demonstrated a
higher computer self-efficacy. This is due to their computer literacy levels being high and
their regular internet use. Therefore, consistent with the findings by Hung et al.
(2006:111), both perceived ease of use and computer self-efficacy have a positive impact

on behavioural intention to use the eFiling system.

The role that facilitating conditions have on behavioural intention also proved to be
significant for users of the eFiling system. Computer and internet resources were readily
available to all the respondents in this group making it easy to use the electronic method of

filing tax returns.

The family, friends and others who influence and encourage the use of eFiling recommend
using this method and hence have a positive impact on behavioural intention to use. This
is consistent with findings by Wang (2010:1) that most people prepare their tax returns the
way their parents did. 70 percent of these taxpayers also responded that part of the
reason they use eFiling is because it is advertised as being more effective and efficient
than manual filing. It can be concluded then that adopters of eFiling pay more attention to

such advertisements than non adopters.

These respondents concluded that they have the necessary level of trust in the internet
and eFiling system to warrant the use of eFiling. This is in direct correlation with frequency
of internet use and use of information systems at work. These users have confidence that
SARS have implemented the necessary safeguards and access controls to protect

sensitive information being transmitted online.

-57 -

© University of Pretoria



UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
YUNIBESITHI YA PRETORIA

&
g

5.3 IMPLICATIONS OF THIS STUDY

Although the majority of South African taxpayers have bought into the eFiing concept,

there is a significant percentage that still prefers the manual method of filing tax returns

preventing SARS from achieving their target of paperless tax filing. This study presented a

comprehensive yet parsimonious view of eFiling adoption by South African taxpayers. By

understanding the adoption factors investigated, SARS can extend their knowledge of

taxpayers’ decision making which will lead to better future strategies.

Seven constructs were tested and from the population surveyed, 50 users of eFiling and

50 non users, all the constructs proved to be significant determinants of behavioural

intention to use the eFiling system.

Facilitating conditions and computer self-efficacy were the strongest factors
influencing the use of manual filing and therefore in order to encourage these
taxpayers to use eFiling, SARS needs to make the necessary avenues available.
Steps have been taken by SARS to improve and assist in the eFiling process by
introducing a mobi site and a Help-you-eFile service that allows a SARS agent to
assist a taxpayer in real time when completing his tax return. However, none of the
respondents in this study were aware of these two available services. SARS
therefore has to improve on their advertising strategy so that more taxpayers are

aware of these new developments and will be willing to try the eFiling method.

Subjective norms are another major motivating factor to encourage taxpayers to
use eFiling. In order to achieve its target of full adoption, SARS should raise the
awareness of uninformed and inexperienced users in the use eFiling by partnering

with employers to educate the public.
In order to retain current users of the system, SARS must make it easier to get
technical support by employing more customer-service agents during filing season

as the lowest response from users of the eFiling system related to obtaining

technical support from SARS agents regarding the system.
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e For the South African governmental policy makers responsible for future strategic
planning and implementation of E-Government services, this study suggests that
the constructs investigated should be monitored to evaluate the performance of E-
Government services. In addition to this, security mechanisms, technical
assistance and ease of use of these E-Government services must be continuously

appraised and improved.

5.4 FUTURE RESEARCH

Continued research is needed to improve this study and to address its limitations. Some of

the avenues that can be pursued include:

e Carrying out a similar study in other areas of South Africa to determine if the results
are consistent with this study;

e Investigating the challenges faced by current users of the eFiling system and ways
that the system can be improved;

e Investigating the obstacles faced by older taxpayers in obtaining technical
assistance from SARS call centre agents regarding eFiling;

e Conducting further research to determine whether this study can be replicated in
other E-Government services in South Africa.

5.5 FINAL CONCLUSION

This explanatory study set out to determine the possible determinants of user acceptance
of the eFiling system among taxpayers in South Africa. All the seven constructs
investigated proved to have a significant effect on behavioural intention to use the eFiling
system. For manual tax filers, facilitating conditions such as access to computer
resources and technology had the most significant effect on their behavioural intention to
continue using the conventional manual method. Being a developing country, access to
such resources are not readily available to the majority of the population and this proved to

be a significant barrier to eFiling usage. For the users of the eFiling system, perceived
-59-

© University of Pretoria



o
e
-

UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
YUNIBESITHI YA PRETORIA

usefulness and compatibility were the strongest determinants of behavioural intention to
use eFiling. Continued research into eFiling is needed to improve this study and to
address its limitations. As such, it is hoped that this study will provide insight and

understanding of the taxpayers’ acceptance of eFiling in South Africa.
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Questionnaire

(Taxpayers who use e-filing)

Respondent number

ACCEPTANCE OF THE ELECTRONIC METHOD OF FILING TAX RETURNS BY
SOUTH AFRICAN TAXPAYERS

Dear respondent

Thank you for your willingness to complete this survey. The purpose of the survey is to investigate
why you have chosen the eFiling option to submit your tax return. The survey should not take
more than 10 minutes to complete. This is an anonymous and confidential survey. You cannot be
identified and the answers you provide will be used for research purposes only.

Please answer all the questions. There are no right or wrong answers. We are interested in

understanding your perceptions of the eFiling system and what factors may influence you or deter
you from making use of the eFiling method to file tax returns.

SECTION 1: DEMOGRAPHIC PROFILE AND COMPUTER EXPERIENCE

Q1. Please indicate your gender (usinga Vv)

vi[ ]

Male

Female

Q2: Please indicate your age in years. Example 40 years

v2 [ ]

Q3: Please indicate your highest education level (usinga Vv)

None

Primary V3 |:|

Secondary

Tertiary

Q4: Do you consider yourself to be computer literate? (usinga v ) V4 I:I

Yes

No
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Please indicate your access to computer and internet facilities at home (usinga ¥ )

No access

Have access to computer only

Have access to internet only

vs [ ]

Please indicate your access to computer and internet facilities at work (usinga Vv)

No access

Have access to computer only

Have access to internet only

Please indicate your frequency of internet use (usinga Vv)

Never

Less than once a month

Once a month

Once a week or more

SECTION 2

Please read each statement carefully and then circle an appropriate number to indicate the extent
to which you agree or disagree with the statement. Choose 1 if you “strongly disagree’; 2 if you
‘disagree’; 3 if you are ‘neutral;. 4 if you ‘agree’; 5 if you ‘strongly agree’.

ve [ ]

v7 [ ]

:.trongly Disagree | Neutral Agree Strongly For office use
isagree only
Q8 |eFiling is beneficial to me 1 2 3 4 V8
Learning how to use the
eFiling system was easy
Q9 for me 1 2 3 4 V9
Q10 Using _eFlllng suits my 1 5 3 4 V10
occupation
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Q11

My peers, friends and
family encourage me to
use eFiling

V11

Q12

Resources required to use
eFiling are readily
available to me

V12

Q13

| feel comfortable using
the eFiling system on my
own

V13

Q14

Using eFiling enhances
my effectiveness in
preparing my tax return
resulting in fewer errors

V14

Q15

| trust the eFiling system
with my personal
information

V15

Q16

Using the eFiling system
is compatible with my day
to day activities

V16

Q17

Using eFiling enhances
the speed at which my tax
return is processed

V17

Q18

People who influence me
think that using eFiling is a
good idea

V18

Q19

It is easy for me to get
technical support when
using the eFiling system

V19

Q20

| find it easy to submit my
tax return using eFiling

V20

Q21

| trust the eFiling system
but | am afraid of hackers
and other internet threats

V21

Q22

| use eFiling because it is
advertised as being more
effective and efficient than
manual filing

V22
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Q23

It was easy for me to
become skillful at using
the eFiling system

V23

Q24

| do not trust the internet
with any of my personal
and financial information

V24

Q25

| am able to teach others
how to use the eFiling
system

V25

Q26

Using the eFiling system
fits well into my lifestyle

V26

Q27

I am confident the
necessary safeguards
have been put into place
to protect my confidential
information

V27

Q28

| am able to use the
eFiling system without any
technical support  or
learning tutorials

V28

Q29

| intend to continue using
eFiling next year

V29

Thank you for completing the survey.
We appreciate your assistance
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Questionnaire

(Taxpayers who do not use e-filing)

Respondent number

ACCEPTANCE OF THE ELECTRONIC METHOD OF FILING TAX RETURNS BY
SOUTH AFRICAN TAXPAYERS

Dear respondent

Thank you for your willingness to complete this survey. The purpose of the survey is to investigate
why you have not chosen the eFiling option to submit your tax return. The survey should not take
more than 10 minutes to complete. This is an anonymous and confidential survey. You cannot be
identified and the answers you provide will be used for research purposes only.

Please answer all the questions. There are no right or wrong answers. We are interested in

understanding your perceptions of the eFiling system and what factors may influence you or deter
you from making use of the eFiling method to file tax returns.

SECTION 1: DEMOGRAPHIC PROFILE AND COMPUTER EXPERIENCE

Q1. Please indicate your gender (usinga Vv)

vi[ ]

Male

Female

Q2: Please indicate your age in years. Example 40 years

v2 [ ]

Q3: Please indicate your highest level of education (usinga V)

None V3 |:|

Primary

Secondary

Tertiary

Q4: Do you consider yourself to be computer literate? (usinga v) V2! I:I
Yes
No
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Q5. Please indicate your access to computer and internet facilities at home

(usinga V)
No access Vo I:I

Have access to computer only

Have access to internet only

Q6. Please indicate your access to computer and internet facilities at work (usinga V)

No access
ve [ |
Have access to computer only

Have access to internet only

Q7. Please indicate your frequency of internet use (usinga Vv)

Never V7 |:|

Less than once a month

Once a month

Once a week or more

SECTION 2

Please read each statement carefully and then circle an appropriate number to indicate the extent
to which you agree or disagree with the statement. Choose 1 if you “strongly disagree’; 2 if you
‘disagree’; 3 if you are ‘neutral’; 4 if you ‘agree’; 5 if you ‘strongly agree’.

g_trongly Disagree | Neutral | Agree Strongly | For office use
isagree agree only
08 teoFIrIrlwgg will be of no benefit 1 5 3 4 5 V8

Learning how to use the
Q9 | eFiling system will be easy 1 2 3 4 5 V9

for me

Using eFiling suits my
Q10 occupation 1 2 3 4 5 V10

-73-

© University of Pretoria



&
g

UNIVERSITEIT VAN PRETORIA
UN RSITY OF P
YUNIBESITHI YA PRETORIA

IVERS RETORIA

Q11

My peers, friends and
family think that | should
use eFiling

V11

Q12

Resources required to use
eFiling are readily available
to me

V12

Q13

| will feel comfortable using
the eFiling system on my
own

V13

Q14

Using eFiling would
enhance my effectiveness
in preparing my tax return
resulting in fewer errors

V14

Q15

| trust the eFiling system
with my personal
information

V15

Q16

Using the eFiling system
will be compatible with my
day to day activities

V16

Q17

Using eFiling would
improve the speed at which
my tax return is processed

V17

Q18

People who influence me
think that using eFiling is a
good idea

V18

Q19

It will be easy for me to get
technical support when
using the eFiling system

V19

Q20

| will find it easy to submit
my tax return using eFiling

V20

Q21

| trust the eFiling system
but | am afraid of hackers
and other internet threats

V21

Q22

| would use eFiling because
it is advertised as being
more effective and efficient
than manual filing

V22
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Q23

It will be easy for me to
become skilful at using the
eFiling system

V23

Q24

| do not trust the internet
with any of my personal
and financial information

V24

Q25

| will be able to teach
others how to use the
eFiling system

V25

Q26

Using the eFiling system
will fit well into my lifestyle

V26

Q27

I am  confident the
necessary safeguards have
been put into place to
protect my confidential
information

V27

Q28

| will be able to use eFiling
without any  technical
support or learning tutorials

V28

Q29

| would like to use eFiling
but have no access to the
resources required to do so

V29

Q30

| intend to use eFiling next
year

V30

Thank you for completing the survey.
We appreciate your assistance
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Faculty of Economic and
Management Sciences

Informed consent for participation in an academic
research study

Dept. of Taxation

ACCEPTANCE OF THE ELECTRONIC METHOD OF FILING TAX RETURNS BY
SOUTH AFRICAN TAXPAYERS

Research conducted by:

Mr. R.W. Jankeeparsad (11351862)
Cell: 083 415 5784

Dear Respondent

You are invited to participate in an academic research study conducted by Raphael Warren Jankeeparsad, a
Masters student from the Department of Taxation at the University of Pretoria.

The purpose of the study is to identify factors that influence and deter taxpayers from using the eFiling
method to file tax returns.

Please note the following:

This study involves an anonymous survey. Your name will not appear on the questionnaire and the
answers you give will be treated as strictly confidential. You cannot be identified in person based on the
answers you give.

Your participation in this study is very important to us. You may, however, choose not to participate and
you may also stop participating at any time without any negative consequences.

Please answer the questions in the attached questionnaire as completely and honestly as possible. This
should not take more than 10 minutes of your time

The results of the study will be used for academic purposes only and may be published in an academic
journal. We will provide you with a summary of our findings on request.

Please contact my supervisor, Mr G Nienaber (Gerhard.Nienaber@up.ac.za) if you have any questions
or comments regarding the study.

Please sign the form to indicate that:

You have read and understand the information provided above.
You give your consent to participate in the study on a voluntary basis.

Respondent’s signature Date
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Graph depicting results for each construct
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Group Label Mean Std Deviation Minimum Maximum
eFilers V2 33.5000000 | 7.9443216 22.0000000 55.0000000
eFilers V8 4.7200000 0.4535574 4.0000000 5.0000000
eFilers V9 4.3200000 0.6833292 2.0000000 5.0000000
eFilers V10 4.5400000 0.5034574 4.0000000 5.0000000
eFilers V11 3.5600000 0.8609440 2.0000000 5.0000000
eFilers V12 4.5800000 0.4985694 4.0000000 5.0000000
eFilers V13 4.5400000 0.6764252 2.0000000 5.0000000
eFilers V14 4.2800000 0.7835034 2.0000000 5.0000000
eFilers V15 4.3600000 0.6311635 3.0000000 5.0000000
eFilers V16 4.5600000 0.5771146 3.0000000 5.0000000
eFilers V17 4.6200000 0.6023762 3.0000000 5.0000000
eFilers V18 3.9400000 0.9127219 3.0000000 5.0000000
eFilers V19 3.1800000 1.1899237 1.0000000 5.0000000
eFilers V20 4.3800000 0.6353530 3.0000000 5.0000000
eFilers V21 3.5600000 1.1457107 1.0000000 5.0000000
eFilers V22 3.5000000 1.0350983 2.0000000 5.0000000
eFilers V23 4.1800000 0.6288960 3.0000000 5.0000000
eFilers V24 2.6600000 1.0615737 1.0000000 5.0000000
eFilers V25 3.9400000 0.7117096 2.0000000 5.0000000
eFilers V26 4.4000000 0.6060915 3.0000000 5.0000000
eFilers V27 3.9800000 0.7690439 2.0000000 5.0000000
eFilers V28 4.1400000 0.9478224 1.0000000 5.0000000
eFilers V29 4.5600000 0.6114553 2.0000000 5.0000000
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Group Label Mean Std Deviation Minimum Maximum
Manual V2 48.2800000 | 7.8585453 29.0000000 62.0000000
Manual V8 3.6600000 0.9171829 2.0000000 5.0000000
Manual V9 2.4400000 0.9930370 1.0000000 5.0000000
Manual V10 2.3800000 1.0079278 1.0000000 4.0000000
Manual Vil 2.7800000 0.7899884 1.0000000 4.0000000
Manual V12 2.3800000 1.1408912 1.0000000 4.0000000
Manual V13 2.5000000 0.9741558 1.0000000 4.0000000
Manual V14 2.3600000 0.8020382 1.0000000 4.0000000
Manual V15 2.4800000 1.1292042 1.0000000 4.0000000
Manual V16 2.4400000 0.9293403 1.0000000 4.0000000
Manual V17 2.5600000 0.8369039 1.0000000 4.0000000
Manual V18 2.8400000 0.7655863 2.0000000 4.0000000
Manual V19 1.9800000 0.5146824 1.0000000 4.0000000
Manual V20 2.4600000 0.8621284 1.0000000 5.0000000
Manual V21 2.8200000 1.0437374 1.0000000 5.0000000
Manual V22 2.5200000 0.7068181 1.0000000 4.0000000
Manual V23 2.7600000 1.0012237 1.0000000 4.0000000
Manual V24 4.0000000 0.8571429 2.0000000 5.0000000
Manual V25 2.3800000 0.7795865 1.0000000 4.0000000
Manual V26 2.4000000 0.8329931 1.0000000 4.0000000
Manual V27 2.4600000 1.0343094 1.0000000 4.0000000
Manual V28 2.3400000 0.7982123 1.0000000 4.0000000
Manual V29 3.3000000 1.1823532 2.0000000 5.0000000
Manual V30 1.9800000 0.7951383 1.0000000 62.0000000
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