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Abstract

Tax agent plays a vital role in ensuring tax compliance of the taxpayers. The consideration on their
job performance is crucial to enhance their clients’ tax compliance. Tax agents are highly dependent
on the e-filing system in performing their job since they are the frequent system users. Despite of its
benefits, there are also setbacks in the e-filing system that impeding and hampering the tax agents’
job performance which include functionality, information quality and infrastructure issues. The
knowledge of the tax agents is also one of the issues on their job performance via e-filing system.
Therefore, this conceptual paper aims to identify factors influencing job performance of tax agents
in the tax preparation process via e-filing system. This paper proposes a framework which applied
the combination of Information System Success (ISS) Theory and Theory of Planned Behaviour (TPB.
The framework is useful to identify the area of improvement for e-filing system which lead to the
improvement of tax agents’ job performance.

Keywords: Theory of Planned Behavior, System Success Theory, Job Performance

INTRODUCTION

Tax electronic filing (e-filing) has been introduced in 2004 following to the introduction of Self-
Assessment System (SAS) which replaced the old tax system, Official Assessment System (OAS) to
promote voluntary tax compliance (Sapiei and Kasipillai, 2014; Singh, 2017). According to McKinsey
survey, tax e-filing is one of the most popular e-government application which has been introduced
as one of the eight flagships under Vision 2020 (Pawelczyk, Singh, and Nadchatram, 2014) .

The e-filing system was first introduced to the tax agent (Aryati Juliana, Ahmad Zamil, and
Ibrahim, 2005). Tax agents rely heavily to the system due to their frequent usage on the e-filing
system. The large transaction volumes of the tax agents in handling and engaging with their clients is
also the reason of their highly dependency towards the e-filing system (Abdul Aziz and Idris, 2017).
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The high demand for the tax agents in filing the taxpayer’s return via e-filing system are probably due
to the complexity in the tax laws and regulations as well as several problems in the e-filing system
faced by the taxpayers (Bagdad, Noor, Abd Hamid, and Aziz, 2017; Saibon, Nawawi, and Puteh Salin,
2016; Santhanamery and Ramayah, 2012). Tax agents are more experienced in using e-filing as they
can use both TAef and ezHasil in filing and submitting their clients’ tax return. The usage of e-filing
by the tax agents give several benefits to them in which it can shorten the time taken of tax return
submission, reducing human errors, reducing postage expenses and paper works and less file storage
space is needed (Aryati Juliana et al., 2005).

However, e-filing also has several shortcomings that could affect the tax agents’ performance.
According to (Starkman, 2012), the e-filing system increase the probability of return-preparer fraud
due to no physical signature or fingerprints of tax form and envelopes needed during the tax return
submission via e-filing system. Besides, the functionality of e-filing does not give much different to
the manual filing as both of these medium are required to prepare the necessary input data and key-
in those information into the system before it can automatically perform the tax calculation (Tallaha,
Shukor, and Hassan, 2014). The information quality of e-filing problems exist when the system is not
in the centralized manners where some of the information needed by the tax agents is not appearing
in TAef application. Tax agents also have to face the frequent system downtime and que up in the e-
filing system especially during peak period (Chen, Jubilado, Capistrano, and Yen, 2015; Chumsombat,
2014; Chandra and Ibrahim, 2015). These shortcomings might impede the overall work processes and
hampering the accuracy of data in the tax preparation process. The underlying issues on the job
performance of the tax agents are always associated with tax agent’s cognitive skills and knowledge,
for instance, their capability in obtaining clients’ complete and accurate documentations and
information (Takril and Sanusi, 2014). Therefore, the knowledge of the tax agents should be
considered as one of the factors affecting their job performance using e-filing system. The
consideration to improve tax agent performance is detrimental as tax agent can promote the tax
compliance to the taxpayers (Abd Hamid, Mat Dangi, Mohd and Md Azali, 2017). Since there is such
limited research on these topics, the current study seeks to fill the research gap on factors affecting
job performance of tax agents’ in preparing the tax returns via e-filling system. Thus, the evaluation
of the effect of e-filing usage on the tax agents’ job performance is vital to uncover factors that can
be improvised by the tax authority to increase the efficient function of the e-filing system.

LITERATURE REVIEW

This study applies a combination of both Theory of Planned Behaviour (TPB) and Information
System Succes (ISS) Theory. There are five elements in TPB which are attiude, subjective normes,
perceived behavioural control intention and behavior (Ajzen, 1991). Knowledge has been used to
examine its effect role as perceived behavioural control driver on the people behavior (Ajzen, Joyce,
Sheikh, and Cote, 2011). Thus, only perceived behavioural control has been chosen in this study as it
can measure the behavioural performance directly compared to the attitude and subjective norms.
As e-filing is mandated to the tax agents, the intention to use is no longer relevant. ISS has been used
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to measure the information system success by introducing its model theory, Delone and Mclean
model (Delone and McLean, 1992; DelLone and McLean, 2003). There are six dimensions altogether
in this model which are system quality, information quality, infrastructure, intention to use, user
satisfaction and net benefits. Same with TPB, intention to use dimension in ISS has been excluded as
it is no longer relevant in this study. This study also excludes the user satisfaction as this dimension
is not within the scope of study.

Performance is achieved when a set of predetermined standards, such as, accuracy, timeliness,
completeness and adhering to certain regulations to perform a certain tasks are fulfilled (Afshan,
Sobia, Kamran, and Nasir, 2012; Ali-Hassan, Nevo, and Wade, 2015). Job performance is being
considerable enough when an individual can meet the expectations of the organizations or the
persons whose they work with (Alibraheem and Abdul-Jabbar, 2016). In regards to the job
performance of the tax agents, they need to fulfill the client’s expectation and able to improve the
tax compliance of their clients at the same time as to ensure their job performance (Kang, 2018).

Functionality is one of the indicators under system quality (Delone and McLean, 1992; DelLone
and McLean, 2003). System functionality must have all the possible required functions by the user,
the easiness of retrieving information and all the existing features are functioning well (Askari,
Kazempoor, Saedi, Eslamirad, and Lajevardi, 2016; Jr, 2017; Tajul Urus, Molla, and Teoh, 2011). By
having the adequacy in system functionality, it can give either direct or indirect positive impact to
the job performance (Ali and Younes, 2013). The system will have the adequate functionality when
the system users can perform their work tasks and fulfill the certain targets and strategic objectives
(De€man and Klun, 2015). In relation to the functionality and e-filing, prior study has proved that one
of the user satisfaction factors in using the system is the functionality (Islam, Muhd Yusuf, Yusoff, and
Johari, 2012). As relation to functionality and tax agent’s performance, a study shows that due to the
extra effort is required to use e-filing system, the tax agents who have fewer clients have more
dissatisfaction in using the system (Abdul Aziz and Idris, 2017).

Information quality has been defined as the perceived value of the output produced by the users
(Negash, Ryan, and Igbaria, 2003). In order to have the high output value and quality, the report
generated by the system should have the precise, accurate, timely, relevant, free from bias,
understandable, useful and complete criterion (Beest and Boelens, 2009; DeLone and McLean, 2003;
Prakosa, 2018). Several prior studies found that the information quality is detrimental to enhance
users’ job performance (Sung-Whan Koo, Ji-Eun Lee, and Shin, 2012; Yim and Shin, 2014) and
suggesting that e-filing service provider should focus on improving information quality of the system
that is believed can ensure the system success (Islam et al., 2012; Lu and Nguyen, 2016; Prakosa,
2018). Information quality has also been seen as a key factor which positively influence the system
user performance (Ali and Younes, 2013). Therefore, it is believed that with the good information
quality in the e-form, tax agents will have better job performance and highly satisfactory towards e-
filing when the e-filing system can facilitate them to easily communicate with clients and tax authority
(Abdul Aziz and Idris, 2014; Axelsson and Ventura, 2007).
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The system provider should provide infrastructure to support every system introduced as to
achieve the system service quality (Abdul Aziz and Idris, 2014; Islam et al., 2012). The assurance and
responsiveness of the system can be enjoyed by the system users if the infrastructure is provided
(DeLone and McLean, 2003; Weill, Subramani, and Broadbent, 2002). The adequacy of IT
infrastructure has been found to give positive impact on the job performance of health care providers
towards their patients (Salleh, Zakaria, and Abdullah, 2016). Further it shows that IT infrastructure
can directly influence an individual job performance in professional line. There are significant positive
relationship between e-filing support services and user satisfaction towards the system(Chen et al.,
2015; Islam et al., 2012; Prakosa, 2018) in several prior studies. The job performance of the tax agents
is believed to increase if they are satisfied with the system (Abdul Aziz and Idris, 2016).

Knowledge is the main capital to all organizations, especially those are classified as knowledge-
intensive firms (Ditillo, 2004). Due to its role as the competitive advantage driver particularly to the
consulting firms, it is believed to enhance the job performance (Ahn and Chang, 2004; Dunford,
2000). Tax agents should obtain accounting and tax knowledge, literate in information technology
(IT), possess high cognitive skills and ability as to minimize the information asymmetry between the
tax agents and clients as well as enhancing the taxpayers’ compliance (Coolidge, 2012; Kang, 2018).
All of these knowledge are vital to the tax agents while submitting the tax return via e-filing as they
need to ensure there is no mistake in data input in the system (lbrahim, Lamidi, and Alias, 2012;
Tallaha et al., 2014). Therefore, the following hypotheses are developed:

H1: There is a positive relationship between functionality and job performance of the tax agents in
tax preparation process via e-filing system.

H2: There is a positive relationship between information quality and job performance of the tax
agents in tax preparation process via e-filing system.

H3: There is a positive relationship between infrastructure and job performance of the tax agents in
tax preparation via e-filing system.

H4: There is a positive relationship between knowledge and job performance of the tax agents in tax
preparation via e-filing system

RESEARCH FRAMEWORK

This study proposes a framework based on the combination of two theories, TPB and ISS theory. The
idea of this study has come out from two main articles (Ali and Younes, 2013; Salleh et al., 2016)
which discussed on the impact of information system on the user and health care provider’s
performance. This current study has contributed by examining in the e-filing context and the job
performance of the tax agents adding one more variable which is knowledge under TPB to the study
framework. Figure 1 illustrated the research framework for all the hypotheses developed.
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Figure 1: Research Framework

CONCLUSION AND FUTURE RESEARCH
Previous researches have highlighted several factors impacting the performance of system users.

Particularly, this study shed the light on the factors influencing the job performance of the tax agents
in the tax preparation process via e-filing system. In this study, it is predicted that many of these
factors will positively influence the tax agents’ performance. This study has contributed to a new
theoretical framework which has the combination of TPB and ISS Theory. Thus, this paper has made
further contribution to understand and fill the gap in prior literature on the e-filing and tax agents in
Malaysia. By discovering factors that can be improvised by the tax authority, the e-filing system can
be more efficient. However, there are some of the factors that might not be covered by this research.
Therefore, future researches should be conducted by considering other factors under both theories.
Besides, this framework can be applied to all system users, especially those in the accounting field in
the future researches.
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