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ABSTRACT

E-filing is one of the e-government applications that implement Information and
Communication Technology (ICT) to enable e-government to improve the efficiency of
government services provided to citizens. The purpose of e-filing service is to encourage
every taxpayer to submit their income tax return through online. This study attempted to
examine user satisfaction in using e-filing among Malaysia petroleum upstream
taxpayers. The data were collected from 80 respondents using survey method from all
petroleum upstream taxpayers in Malaysia. User satisfaction was measured by system
quality, information quality and service quality. The result indicates that information
quality and service quality significantly affect user satisfaction using the e-filing system
among Malaysia petroleum upstream taxpayers. Consequently, this finding will assist the
Inland Revenue Board of Malaysia (IRBM) in improving their e-filing system.

Keywords: E-filing, Information quality, Service quality, Petroleum upstream, User
satisfaction, Malaysia.
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ABSTRAK

E-filing adalah salah satu aplikasi kerajaan yang menggunakan teknologi maklumat dan
komunikasi bagi membolehkan kerajaan meningkatkan kecekapan perkhidmatan kepada
rakyatnya. Tujuan perkhidmatan e-filing adalah untuk mendorong setiap pembayar cukai
untuk mengemukakan borang nyata cukai pendapatan secara dalam talian. Kajian ini cuba
mengkaji kepuasan pengguna dalam menggunakan e-filing di kalangan pembayar cukai
huluan petroleum di Malaysia. Data dikumpulkan daripada 80 responden menggunakan
kaedah soal selidik daripada semua pembayar cukai industri huluan petroleum di
Malaysia. Kepuasan pengguna diukur dengan kualiti sistem, kualiti maklumat dan kualiti
perkhidmatan. Keputusan kajian menunjukkan kualiti maklumat dan kualiti perkhidmatan
adalah signifikan dalam mempengaruhi kepuasan pengguna menggunakan sistem e-filing
di kalangan pembayar cukai huluan petroleum Malaysia. Oleh yang demikian, penemuan
ini akan membantu Lembaga Hasil Dalam Negeri Malaysia (LHDNM) dalam
memperbaiki sistem e-filing mereka.

Kata kunci: E-filing, Kualiti maklumat, Kualiti perkhidmatan, Huluan petroleum,
Kepuasan pengguna, Malaysia.
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CHAPTER 1

INTRODUCTION

1.0 Backgroud of the study

Electronic filing (e-filing) is one of the e-government applications that categorized as
a system that connects government to the citizens (G2C), whereby government
services are delivered to the people online using the internet as a medium for
connection (Kumar and Gupta, 2017). E-filing was launched as a free service for
online taxation services in line with the rapid development of information technology.
This system helps users to submit their income tax filing online without filling out an
income tax form manually (Karpagavalli, 2017). This e-filing application can be used
by users as far as they can access the internet. The e-filing facility was first introduced
to corporate taxpayers for filing form C (company) for the year of assessment 2001. It
was subsequently extended for submission of form BE (employment income) and form
B (business income) in 2004. Started for the year assessment 2018, form CPP
(petroleum production income) and form CPE (petroleum exploration income) were

introduced to submit tax through e-filing (IRBM, 2018).

The e-filing prototype has been tested and proven that the system is simple, fast and
secure. It can speed up the work process in the Inland Revenue Board of Malaysia
(Department of Information Malaysia, 2006). The statistic shows that the number of
Income Tax Return Form (ITRF) submissions through e-filing has increased

tremendously each year (Table 1.1).
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APPENDICES

A: Questionnaire

QUESTIONNAIRE

E-filing Users’ Satisfaction: A Study on Malaysia Petroleum Upstream
Taxpayers

Dear participant,
This study was conducted as one of the conditions for completing my Master of
Science (International Accounting). All feedback in the survey form is

CONFIDENTIAL and is for academic purposes only.

This questionnaire is being designed to determine statisfaction using e-filing among
petroleum upstream taxpayers in Malaysia.

Your cooperation is greatly appreciated.Your input is highly valued.

Thank you very much for your time and cooperation.

Yours sincerely,

Hairul Salveson Jaimin

Candidate

Master of Science (International Accounting) Universiti Utara Malaysia
hairulsalveson(@hasil.gov.my
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SECTION A - DEMOGRAPHIC DETAIL

Please tick (V) in the appropriate box. Thank you.

1. Gender. Male Female
2. Age.
< 25 years 36-45years | | >56years
26 — 35 years 46 — 55 years
3. Highest level of academic qualification.
Doctorate (PHD) Bachelor Degree
Master Degree Certificate
4, Do you use e-filing?
[ ] Yes [ INo
5. Do you satisfy with e-filing service?

[ Ives [ INo
SECTION B - SYSTEM QUALITY

Please MARK one of the numbers on a scale of 1 - 5 to reflect your opinion on each of the
following statements.

N
(V)
w
~
o

o
g 3 $
SYSTEM QUALITY a S =2
> 8 g >
e 2 £ g £
= B 2 > =
(0p) (@] N <C N
1 Ifind the e-filing system easy to use. 1 2 3 4 5
| find it easy to get the e-filing system do what |
2 yies i 2 3 4 5
want.
3 The e-filing system is flexible to interact with. 1 2 3 4 5
Learning to operate the e-filing system was eas
4 gioop S Y 2 3 4 5

for me.
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SECTION C - INFORMATION QUALITY

Please MARK one of the numbers on a scale of 1 - 5 to reflect your opinion on each of the
following statements.

[N
N
w
~
(&)

&
{@)] (<B]
g 3 o
INFORMATION QUALITY A =y =
= s N >
g 2 £ g £
= B =y > =
n [ n < N
The information generated by the e-filing system
1 2 3 4 5

iS correct.

The information generated by the e-filing system

is useful for its purpose.

The e-filing system generates information in a

timely manner.

4 | trust the information output of the e-filing system. 1 2 3 4 5

SECTION D — SERVICE QUALITY

Please MARK one of the numbers on a scale of 1 - 5 to reflect your opinion on each of the
following statements.

N
N
w
~
o

o
5 3 $
SERVICE QUALITY a S =2
= s N >
> 5 = @ >
s § 5 @ S
& & 7 £ &
There is adequate technical support from the e-
1 2 3 4 5

filing system provider.

The overall infrastructure in place is adequate to

support the e-filing system.

The e-filing system can be relied on to provide

information as when needed.

The output of the e-filing system is complete for

work processes.
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SECTION E - USER SATISFACTION

Please MARK one of the numbers on a scale of 1 - 5 to reflect your opinion on each of the
following statements.

[N
(V)
w
o~
(&)

&
5 3 $
SYSTEM QUALITY a 5 2
> 3 N >
g 2 £ g £
= R A=y > =
%) a %) < n
| am satisfied with the functions of the e-filling
1 2 3 4 5
system.
2 The e-filling system has eased work processes. 1 2 4 5
3 | am generally satisfied using the e-filling system. 1 2 3 4 5

Using the e-filling system enables me accomplish
tasks more quickly.

Using the e-filling system has improved my job

5 2 3 4 5
performance.

6 Using the e-filling system has made my job easier. 1 2 3 4 5

7 I find the e-filing system useful in my job. 1 2 3 4 5

Thank you for taking the time to fill out this survey form.

Your cooperation is greatly appreciated.
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B: Data Analysis

Frequency Table
Gender
Cumulative
Freguency Percent Valid Percent Percent
Valid Male 47 58.8 58.8 58.8
Female 33 41.3 41.3 100.0
Total 80 100.0 100.0
Age
Cumulative
Frequency Percent Valid Percent Percent
Valid 22-32 5 6.3 6.3 6.3
33-42 40 50.0 50.0 56.3
43-52 35 43.8 43.8 100.0
Total 80 100.0 100.0
Education
Cumulative
Frequency Percent Valid Percent Percent
Valid Certificate 2 2.5 2.5 2.5
Degree 14 17.5 17.5 20.0
Master 42 52.5 52.5 72.5
PHD 22 27.5 27.5 100.0
Total 80 100.0 100.0
Do you use e filing?
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 57 71.3 71.3 71.3
No 23 28.8 28.8 100.0
Total 80 100.0 100.0
Do you satisfy with e-filing service?
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 56 70.0 70.0 70.0
No 24 30.0 30.0 100.0
Total 80 100.0 100.0
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| find the e-filing system easy to use.

Cumulative
Frequency Percent Valid Percent Percent
Valid Partial Agree 1 1.3 1.3 1.3
Agree 13 16.3 16.3 17.5
Strongly Agree 66 825 82.5 100.0
Total 80 100.0 100.0
I find it easy to get the e-filing system do w hat I w ant.
Cumulative
Frequency | Percent | Valid Percent Percent
Valid  Strongly Disagree 13 16.3 16.3 16.3
Disagree 14 17.5 17.5 33.8
Partial Agree 28 35.0 35.0 68.8
Agree 11 13.8 13.8 82.5
Strongly Agree 14 17.5 17.5 100.0
Total 80 100.0 100.0
The e-filing system is flexible to interact with.
Cumulative
Freqguency Percent Valid Percent Percent
Valid Strongly Disagree 10 12.5 12.5 12.5
Disagree 13 16.3 16.3 28.8
Partial Agree 16 20.0 20.0 48.8
Agree 24 30.0 30.0 78.8
Strongly Agree 17 21.3 21.3 100.0
Total 80 100.0 100.0
Learning to operate the e-filing system w as easy for me.
Cumulative
Frequency Percent Valid Percent Percent
Valid Strongly Disagree 15 18.8 18.8 18.8
Disagree 17 21.3 21.3 40.0
Partial Agree 13 16.3 16.3 56.3
Agree 17 21.3 21.3 77.5
Strongly Agree 18 225 225 100.0
Total 80 100.0 100.0
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The information generated by the e-filing system is correct.

Cumulative

Frequency Percent Valid Percent Percent
Valid 1.00 19 23.8 23.8 23.8
2.00 14 17.5 17.5 41.3
3.00 20 25.0 25.0 66.3
4.00 14 17.5 17.5 83.8
5.00 13 16.3 16.3 100.0
Total 80 100.0 100.0

The information generated by the e-filing system is useful for its

purpose.
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 17 21.3 21.3 21.3
2.00 14 17.5 17.5 38.8
3.00 21 26.3 26.3 65.0
4.00 15 18.8 18.8 83.8
5.00 13 16.3 16.3 100.0
Total 80 100.0 100.0

The e-filing system generates information in a timely manner.

Cumulative

Frequency Percent Valid Percent Percent
Valid 1.00 13 16.3 16.3 16.3
2.00 19 23.8 23.8 40.0
3.00 17 21.3 21.3 61.3
4.00 15 18.8 18.8 80.0
5.00 16 20.0 20.0 100.0
Total 80 100.0 100.0
| trust the information output of the e-filing system.
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 15 18.8 18.8 18.8
2.00 16 20.0 20.0 38.8
3.00 21 26.3 26.3 65.0
4.00 14 17.5 17.5 82.5
5.00 14 17.5 17.5 100.0
Total 80 100.0 100.0
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There is adequate technical support from the e-filing system provider.

Cumulative
Frequency Percent Valid Percent Percent

Valid  Strongly Disagree 20 25.0 25.0 25.0
Disagree 22 27.5 27.5 52.5
Partial Agree 14 17.5 17.5 70.0
Agree 11 13.8 13.8 83.8
Strongly Agree 13 16.3 16.3 100.0
Total 80 100.0 100.0

The overall infrastructure in place is adequate to support the e-filing system.

Cumulative
Frequency Percent Valid Percent Percent

Valid  Strongly Disagree 18 22.5 22.5 22.5
Disagree 21 26.3 26.3 48.8
Partial Agree 14 17.5 17.5 66.3
Agree 14 17.5 17.5 83.8
Strongly Agree 13 16.3 16.3 100.0
Total 80 100.0 100.0

The e-filing system can be relied on to provide information as when needed.

Cumulative
Freguency Percent Valid Percent Percent
Valid  Strongly Disagree 18 22,5 22.5 22,5
Disagree 17 21.3 21.3 43.8
Partial Agree 14 17.5 17.5 61.3
Agree 16 20.0 20.0 81.3
Strongly Agree 15 18.8 18.8 100.0
Total 80 100.0 100.0
The output of the e-filing system is complete for work processes.
Cumulative
Frequency Percent Valid Percent Percent
Valid Strongly Disagree 19 23.8 23.8 23.8
Disagree 14 17.5 17.5 41.3
Partial Agree 20 25.0 25.0 66.3
Agree 14 17.5 17.5 83.8
Strongly Agree 13 16.3 16.3 100.0
Total 80 100.0 100.0
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I am satisfied with the functions of the e-filling system.

Cumulative
Frequency Percent Valid Percent Percent
Valid  Strongly Disagree 17 21.3 21.3 21.3
Disagree 14 17.5 17.5 38.8
Partial Agree 21 26.3 26.3 65.0
Agree 15 18.8 18.8 83.8
Strongly Agree 13 16.3 16.3 100.0
Total 80 100.0 100.0
The e-filling system has eased work processes.
Cumulative
Frequency Percent Valid Percent Percent
Valid Strongly Disagree 13 16.3 16.3 16.3
Disagree 19 23.8 23.8 40.0
Partial Agree 17 21.3 21.3 61.3
Agree 15 18.8 18.8 80.0
Strongly Agree 16 20.0 20.0 100.0
Total 80 100.0 100.0
| am generally satisfied using the e-filling system.
Cumulative
Frequency Percent Valid Percent Percent
Valid  Strongly Disagree 15 18.8 18.8 18.8
Disagree 16 20.0 20.0 38.8
Partial Agree 21 26.3 26.3 65.0
Agree 14 17.5 17.5 82.5
Strongly Agree 14 17.5 17.5 100.0
Total 80 100.0 100.0

Using the e-filling system enables me accomplish tasks more quickly.

Cumulative
Frequency Percent Valid Percent Percent

Valid Strongly Disagree 15 18.8 18.8 18.8
Disagree 17 21.3 21.3 40.0
Partial Agree 20 25.0 25.0 65.0
Agree 13 16.3 16.3 81.3
Strongly Agree 15 18.8 18.8 100.0
Total 80 100.0 100.0
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Using the e-filling system has improved my job performance.

Cumulative
Frequency Percent Valid Percent Percent
Valid  Strongly Disagree 15 18.8 18.8 18.8
Disagree 18 22.5 22.5 41.3
Partial Agree 15 18.8 18.8 60.0
Agree 16 20.0 20.0 80.0
Strongly Agree 16 20.0 20.0 100.0
Total 80 100.0 100.0
Using the e-filling system has made my job easier.
Cumulative
Freguency Percent Valid Percent Percent
Valid  Strongly Disagree 3 3.8 3.8 3.8
Disagree 3 3.8 3.8 7.5
Partial Agree 5 6.3 6.3 13.8
Agree 24 30.0 30.0 43.8
Strongly Agree 45 56.3 56.3 100.0
Total 80 100.0 100.0
| find the e-filing system useful in my job.
Cumulative
Frequency Percent Valid Percent Percent
Valid  Strongly Disagree 4 5.0 5.0 5.0
Disagree 2 2.5 2.5 7.5
Partial Agree 15 18.8 18.8 26.3
Agree 33 41.3 41.3 67.5
Strongly Agree 26 325 32.5 100.0
Total 80 100.0 100.0

Factor Analysis

Descriptive Statistics

Me an Std. Deviation Analysis N
/1 14.1875 3.76558 80
2 11.7375 5.30761 80
3 11.2375 5.31357 80
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. .747
Bartlett's Test of Approx. Chi-Square 306.334
Sphericity df 3
Sig. .000
Anti-image Matrices
V1 V2 V3
Anti-image Covariance IV1 .207 -.020 -.051
1v2 -.020 .089 -.066
V3 -.051 -.066 .076
Anti-image Correlation I1V1 .8912 -.148 -.408
1v2 -.148 .7152 -.801
1vV3 -.408 -.801 .6782

a. Measures of Sampling Adequacy(MSA)

Communalities

Initial E xtraction
[ AV A § 1.000 .900
/2 1.000 .946
3 1.000 .960

Extraction Method:

Total Variance Explained

Principal Component Analysis.

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2.806 93.532 93.532 2.806 93.532 93.532
2 .149 4.961 98.493
3 .045 1.507 100.000

Extraction Method: Principal Component Analysis.

Component Matrix@

Compone

nt

1
Vi .949
V2 .973
V3 .980

Extraction Method: Principal Component Analysis.

a. 1 components extracted.
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Factor Analysis

Descriptive Statistics

Mean Std. Deviation Analysis N
i 14.1875 3.76558 80
2 11.7375 5.30761 80
3 11.2375 5.31357 80
D1 23.0875 7.39003 80
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. .787
Bartlett's Test of Approx. Chi-Square 510.587
Sphericity df 6
Sig. .000
Anti-image Matrices
V1 V2 V3 D1
Anti-image Covariance 1V1 .201 .003 -.052 -.020
Iv2 .003 .035 -.034 -.038
V3 -.052 -.034 .072 .017
D1 -.020 -.038 .017 .069
Anti-image Correlation  1V1 .9132 .041 -.430 -.169
V2 .041 .7092 -.670 -.780
V3 -.430 -.670 .7852 .236
D1 -.169 -.780 .236 .7802

a. Measures of Sampling Adequacy(MSA)

Communalities

Initial Extraction
Vi 1.000 .871
2 1.000 .966
V3 1.000 .945
D1 1.000 .929

Extraction Method: Principal Component Analysis.
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Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3.711 92.765 92.765 3.711 92.765 92.765
2 .180 4.493 97.258
3 .087 2.185 99.442
4 .022 .558 100.000

Extraction Method: Principal Component Analysis.

Component Matrix@

Compone

nt

1
vi .933
Iv2 .983
V3 .972
D1 .964

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

Reliability

Case Processing Summary

N

%

Cases

Valid
Excluded?@
Total

80
0
80

100.0

100.0

a. Listwise deletion based on all

variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

. 798

4
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Reliability

Case Processing Summary

N %
Cases Valid 80 100.0
Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of ltems
.975 4

Reliability

Case Processing Summary

N %
Cases Valid 80 100.0
Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of ltems
.956 4

Reliability

Case Processing Summary

N %
Cases Valid 80 100.0
Excluded?® o} .0
Total 80 100.0

a. Listwise deletion based on all
variables in the procedure.
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Reliability Statistics

Cronbach's
Alpha N of Items

.918 7

Regression

Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 V3, IV1
3 )
Vo Enter

a. All requested variables entered.
b. Dependent Variable: D1

Model Summary

Adjusted Std. Error of
Model R Square R R Sqguare the Estimate
1 .931 .9652 .928 1.97721
a. Predictors: (Constant), 1VV3, IV1, IV2
ANOVA
Sum of
Model Squares df Mean Square F Sig.
1 Regression 4017.277 3 1339.092 342.536 .0002
Residual 297.110 76 3.909
Total 4314.388 79
a. Predictors: (Constant), IV3, IV1, V2
b. Dependent Variable: D1
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 6.014 1.051 5.721 .000
V1 .194 .130 .099 1.496 .139
V2 1.527 .140 1.097 10.881 .000
IV3 -.321 .152 -.231 -2.114 .038

a. Dependent Variable: D1
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Regression

Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 V3, IV1
a b
V2 Enter

a. All requested variables entered.
b. Dependent Variable: D1

Model Summary?

Change Statistics
Adjusted | Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate Change F Change dfl df2 Sig. F Change Watson
1 9652 931 928 1.97721 931 | 342536 3 76 000 2.176
a. Predictors: (Constant), IV3, IV1, IV2
b. Dependent Variable: D1
ANOVA
Sum of
Model Squares df Mean Square F Sig.
1 Regression 4017.277 3 1339.092 342.536 .0002
Residual 297.110 76 3.909
Total 4314.388 79
a. Predictors: (Constant), IV3, IV1, IV2
b. Dependent Variable: D1
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 6.014 1.051 5.721 .000
V1 .194 .130 .099 1.496 .139
V2 1.527 .140 1.097 10.881 .000
V3 -.321 .152 -.231 -2.114 .038
a. Dependent Variable: D1
Residuals Statistics?
Minimum Maximum Mean Std. Deviation N
Predicted Value 12.3924 35.9481 23.0875 7.13103 80
Residual -5.39236 3.41346 .00000 1.93930 80
Std. Predicted Value -1.500 1.803 .000 1.000 80
Std. Residual -2.727 1.726 .000 .981 80

a. Dependent Variable: D1
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