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Abstract: The usage of tax e-filing in Malaysia has continuously shown a
positive and increasing trend from year to year after a decade of its
introduction. However, the acceptance rate for salaried taxpayers in Sarawak
is only about 50%, making the study of this situation necessary. The aims of
this study are twofold: (1) to examine the level of tax e-filing acceptance in
Sarawak, and (2) to investigate the relationships between performance
expectancy, effort expectancy, social influence, facilitating condition, and the
intention to accept tax e-filing system in Sarawak, Malaysia. This study uses
the Unified Theory of Acceptance and Use of Technology (UTAUT) as the
underpinning theory. A total of 630 questionnaires was distributed to salaried
taxpayers in Sarawak. The descriptive analysis and multiple regression
analysis using IBM SPSS version 26 were utilised to achieve the objectives.
It was found that taxpayers in Sarawak have a high level of intention to use
tax e-filing. The findings also show that performance expectancy and
facilitating conditions have a significant positive relationship, social influence
has a significant negative relationship. In contrast, effort expectancy was
found to be insignificant. Since the IRBM is currently taking steps to enhance
services delivery using the e-filing system, the results may assist them to plan
a more effective strategy to provide a better tax e-filing system to Sarawak
salaried taxpayers, specifically other states that have a similar background to
Sarawak.
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1. INTRODUCTION

The technology has rapidly changed over time and is becoming increasingly sophisticated,
which could be more challenging to both the tax administrator and taxpayers (lbrahim,
2013). Nevertheless, technological advancement has become crucial, especially with the
Fourth Industrial Revolution (IR 4,0), where technology affects our lives, including
economic, social, cultural, and human environments. Those who are not technologically
savvy may find themselves left behind in society. As a result, taxpayers need to adapt and
deal with tax services using a technology-based system.

The Inland Revenue Board of Malaysia (IRBM) is a tax authority responsible for collecting
and administering income taxes in Malaysia. In line with the Malaysian government’s
initiative in embarking on the e-Government, the IRBM introduced an electronic tax filing
(e-filing) application to modernise tax filing for taxpayers. Besides improving the efficiency
in processing or dealing with the filing submission in the IRBM (Inland Revenue Board of
Malaysia, 2009), it also increases the public services quality to their clients. The system is
also a popular choice among most individual taxpayers. It is convenient compared to paper
filling and manual submission.

However, in Sarawak, a Malaysian state located in Borneo Island, internet penetration has
been considered lacking compared to most other states in peninsular Malaysia, especially
during the previous years (Department of Statistics Malaysia, 2020). This may be due to
the size of Sarawak, which is the largest state in Malaysia, as technology penetration may
be difficult for rural or remote areas. Only recently, the Sarawak Chief Minister, Datuk
Patinggi Abang Johari Tun Openg, recognised the importance of internet connection in
Sarawak and said, “Because if you do not have internet, you cannot work these days”
(Aubrey, 2020).

Moreover, statistical evidence shows an unsatisfactory achievement of using the tax e-
filing system in Sarawak even though the system has existed for more than ten years.
Statistical information from the IRBM indicates that the tax returns submission rate through
e-filing among salaried taxpayers in Sarawak from 2013 to 2015 was only between 41%
and 50% (Information received from personal communication through email from the Unit
of Statistics, Tax Operation Department, IRBM). In addition, from one of the authors
personal observations as a tax official in Sarawak with more than five years of experience,
some salaried taxpayers seemed not confident to perform e-filing and still needed
assistance from IRBM to electronically file their tax returns. The IRBM needs to provide
service counters with computer and internet facilities to help individual taxpayers file their
tax return forms via the e-filing system every year. This situation motivated the authors to
understand the tax e-filing situation in Sarawak and explore ways to increase the adoption
of the e-filing system among salaried taxpayers.

This study’s objectives are twofold. First, it aims to identify the level of acceptance on tax
e-filing among Sarawak taxpayers by examining the taxpayers’ level of intention to use tax
e-filing and perception towards the system in terms of its usability (performance
expectancy), easiness to use the system (effort expectancy), how essential persons in
taxpayers live to influence their decision (social influence), and how infrastructure
(facilitating conditions) surrounding the system in Sarawak. Second, the study is aimed to
investigate the relationships between the factors mentioned above (i.e., performance
expectancy, effort expectancy, social influence, facilitating conditions, and behavioural
intention). This study is significant to IRBM specifically to comprehend the condition of tax
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e-filing in Sarawak. The findings on factors that are found statistically significant can be
suggested to the tax authority to be utilised in making the strategy to improve the tax e-
filing system and its usage among taxpayers in Sarawak.

For the arrangement of this paper, the literature review follows the introduction. It
discusses the underpinning theory, the Unified Theory of Acceptance and Use of
Technology (UTAUT) and previous studies related to the variables tested in this study to
develop relevant hypotheses. The methodology adopted for this study is discussed, with
a conclusion.

2. LITERATURE REVIEW AND HYPOTHESES DEVELOPMENT
2.1 The Unified Theory of Acceptance and Use of Technology (UTAUT)

The UTAUT was developed by (Venkatesh et al., 2003) by combining a few previous
technology acceptance related models such as the Technology Acceptance Model (TAM),
Motivational Theory, Model of PC Utilisation, Theory of Reasoned Action (TRA), and
Theory of Planned Behaviour (TPB). There are four independent variables available in this
model that predict behavioural intention and actual behaviour. The three determinants,
performance expectancy, effort expectancy, and social influence, directly relate to
behavioural intention. In contrast, one variable, facilitating conditions, directly relates to
users’ actual behaviour. The relationships are moderated by either age, gender,
experience, and/or voluntariness of use.

Two of the UTAUT variables were adapted from the original TAM. The variables are
performance expectancy (PE) which is similar to perceived usefulness (PU), and effort
expectancy (EE), which was modified from perceived ease of use (PEOU). In a recent
study that utilised UTAUT, the names were sometimes used interchangeably between PU
and PE and PEOU and EE as they carry the same meaning (Rakhmawati et al., 2020).
The original UTAUT attempted to explain how individual differences influence technology
use by including demographic items as moderators. However, most technology
acceptance studies (Ambali, 2009; Carter & Schaupp, 2009; llias et al., 2008; Lu et al.,
2010; Mamta, 2012; Ojha et al., 2009; Ozgen & Turan, 2007; Sharma et al., 2011) only
tested the four original UTAUT independent variables towards behavioural intention, not
the actual behaviour. This may be due to the strength of the variables themselves, which
can predict behavioural intention.

Some studies also extend the UTAUT model to include other factors in the model.
Examples of the factors are perceived risk, optimism bias (Abdul-Manaf et al., 2010;
Ambali, 2009; Hussein et al., 2011; Lai et al., 2004; Mamta, 2012; Schaupp & Carter,
2009; Schaupp et al., 2010; Sharma et al., 2011) and perceived credibility (Anuar &
Othman, 2010). As a preliminary study in Sarawak, the researchers retained the original
four independent variables to achieve the intended objectives of this study.

2.2 Performance Expectancy
Performance expectancy (PE) was defined by Venkatesh et al. (2003, p. 447) as “the
degree to which an individual believes that using the system will help him or her to attain

gains in job performance”. PE is a dominant predictor of technology acceptance in many
studies (Carter & Schaupp, 2009; Davis, 1989; Fu et al., 2006; Schaupp et al., 2010;
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Venkatesh et al., 2003). Findings from the studies show that PE has a significant positive
relationship with intention towards technology acceptance.

However, some studies have found an insignificant relationship between PE and
behavioural intention, especially in tax e-filing studies. For example, a study by Wu and
Chen (2005) found an insignificant relationship between PE and intention towards
technology. The study on tax e-filing acceptance in Taiwan revealed that PE is insignificant
to influence the behavioural intention to use tax e-filing in Taiwan during that time. This
was probably because the system was still new at the time. Most people may be sceptical
about using a technological device or system because they have no experience with the
usefulness of the system. A recent study by Tahar et al. (2020) also found an insignificant
result for the direct relationship between PE (perceived usefulness in the study) and
intention to use e-filing in Indonesia.

Since many studies have found PE to have a positive effect on the intention to accept e-
filing as discussed above, the same pattern of prediction would be applied in this study
and the following hypothesis was developed:

H1: “There is a significant positive relationship between performance expectancy and
intention to use tax e-filing system in Sarawak”.

2.2 Effort Expectancy

Effort expectancy (EE) is the level of effort that needs to be used or familiar with a system
(Venkatesh et al., 2003). It depends on whether the system is perceived as accessible or
challenging to be used by the user. Suppose a potential user perceives the system as
difficult to use. In that case, it may hinder the intention to adopt the system or technology.
Therefore, EE was also a strong determinant of behavioural intention, as found in previous
studies such as Carter et al. (2011) and Lu and Nguyen (2016). Evidence from prior
studies has shown that the results of EE on intention are mixed. Studies that found EE as
a significant positive predictor of technology acceptance include Lu (2016), Mamta (2012),
Carteretal. (2011), Sharma et al. (2011), Ojha et al. (2009) and Wang (2002). More recent
studies that found a significant and positive direct relationship between EE and intention
to use tax e-filing are Tahar et al. (2020) in Indonesia and Ismail et al. (2021) in Malaysia.
Razak et al. (2020) indicate in their study that salaried taxpayers from government
servants should have no problem using tax e-filing systems as they have high
technological proficiency.

However, in a study that utilised TAM, PEOU, which has a similar meaning with PE, was
the second important determinant after perceived usefulness that motivated the
behavioural intention towards technology/system usage (Davis, 1989). In a study by
Moore and Benbasat (1991), it was found that people tend to reject a system if it requires
advanced skills and challenging learning levels. In other words, the complexity of a system
or technology may decrease the effect of EE on the intention to adopt a technology. A
study by Schaupp and Carter (2009) indicated that EE was not shown to be a significant
predictor of behavioural intention. However, the study highlights the necessity for an e-
filing system to be easy to use to accommodate not technologically savvy individuals.
Other studies that found insignificant results of EE were Schaupp et al. (2010) and Chang
et al. (2005).
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Based on the observation of taxpayers in Sarawak, this present study found EE as relevant
and essential to be included as an independent variable in predicting the behavioural
intention towards the tax e-filing system. As a result of the discussion presented earlier, it
is hypothesised that:

H2: “There is a significant positive relationship between effort expectancy and intention to
use tax e-filing system in Sarawak”.

2.3 Social Influence

Social influence (SI) is “the degree to which an individual perceives that important others
believe he or she should use the new system” Venkatesh et al. (2003, p. 451). Sl also
indicates an enhanced status in a social system when an innovation or technological
system is used by a person (Moore & Benbasat, 1991). This factor influences behavioural
intention as individuals believes others' opinion could result in the individual’s acceptance
of the technology (Lee et al., 2010). The Sl as a determinant of technology acceptance
was developed from several constructs in other theories.

As indicated in Venkatesh et al. (2003) and Schaupp and Carter (2009), most prior
research used Sl to predict behavioural intention directly. The exact scope has been
internationally tested on e-filing intention and acceptance, for instance, Carter and
Schaupp (2009) in the USA; and Mamta (2012) to predict Sl on the e-filing behavioural
intention in India. Al-Okaily et al. (2020), who utilised the UTAUT model as the
underpinning theory in the Jordan set, found that Sl positively influenced Jordan's
acceptance of digital payment.

In Malaysia, several studies on technology acceptance have used Sl as a determinant of
behavioural intention. For example, Hussein et al. (2011) applied S| as a direct
determinant of e-filing intention. Meanwhile, Ramayah et al. (2009) and Anuar and
Othman (2010) used subjective norms in their studies to directly determine intention. In
conclusion, as Sl was found to have a significant and positive effect in many previous
studies as discussed above, this study posits that:

H3: “There is a significant positive relationship between social influence and intention to
use tax e-filing system in Sarawak”.

2.4 Facilitating Conditions

Facilitating conditions (FC) refer to the degree to which a person believes that the
organisational and technical infrastructures are in place to support technology usage
(Venkatesh et al., 2003). Organisational and technical infrastructures are the resources
and support available to perform a behaviour. This factor is considered similar to perceived
behavioural control in TPB (Ajzen, 1991; Taylor & Todd, 1995).

In the original UTAUT model, FC is tested directly on user behaviour. However, several
studies have directly tested the FC towards behavioural intention instead of usage
behaviour (Abdul Aziz, 2012; Ambali, 2009; Lu, 2016; Sharma et al., 2011; Suki &
Ramayah, 2010). It was suggested by Brown et al. (2010) that the effect of FC directly
influences the intention to use the technology introduced. The study by Schaupp and
Carter (2009) found that FC had a positive and significant impact on behavioural intention.
Ambali (2009) also obtained the same results, which showed that FC directly impacts
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behavioural intention. Suki and Ramayah (2010) also found that FC is significant in
determining user acceptance of e-government services.

Based on the analysis from the literature, FC has a positive effect on behavioural intention.
Hence, this present study considered FC as part of the independent variable in predicting
the behavioural intention of Sarawakian in using the e-filing system. The following
hypothesis was developed:

H4: “There is a significant positive relationship between facilitating conditions and intention
to use tax e-filing system in Sarawak”.

2.5 Behavioural Intention

Fishbein and Ajzen (1975) described intention as the motivational element that initiates
someone’s behaviour. It is also described as how much energy someone is ready to
engage when executing a behaviour. Ajzen (2002) defined behavioural intention as a
signal of an individual's inclination to execute an action. It is assumed to be a
representation or proxy of behaviour. Behavioural intention formation constitutes the
attitude towards the behaviour in terms of normative belief and subjective norms. Using
behavioural intention to represent actual behaviour has been utilised in many studies
(Ajzen, 1991; Taylor & Todd, 1995; Venkatesh et al., 2003). Thus, this study also utilised
behavioural intention as the proxy of actual behaviour.

To conclude the literature review, this study examines the level of e-filing acceptance
among Sarawak taxpayers. Using UTAUT as underpinning theory, the current model
dropped the moderating variables of “age”, “gender”, “experience”, and “voluntariness of
use” because this is a preliminary study for Sarawak’s tax e-filing acceptance, whereby
the aim is to identify the direct relationships. The four original determinants from
Venkatesh et al. (2003) (i.e., performance expectancy, effort expectancy, social influence,
and facilitating conditions) were tested as direct relationships toward the behavioural
intention. As Venkatesh et al. (2003) proposed, Usage behaviour was also excluded in
this study as the intention is used as the proxy for actual behaviour. The framework for
this study is illustrated in Figure 1.
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Figure 1. A study research framework for intention to use tax e-filing in Sarawak,
Malaysia

3.0 METHODOLOGY

This study utilised the quantitative research method by employing a questionnaire survey.
Granting the population of individual registered taxpayers with salaried income in Sarawak
was about 337,744 in 2015 (Unpublished data from communication through email with the
Profiling Unit, IRBM Sibu Branch, 29 June 2016), a survey questionnaire was distributed
randomly to 630 respondents. The number of samples was more than the suggestion by
Krejcie and Morgan (1970) and (Sekaran & Bougie, 2016) to tackle the non-response rate.
It was considered adequate for statistical analysis with five variables in the model, as
suggested by Hair et al. (2010). Data collection was performed in October 2016.

The questionnaire consists of 38 structured questions which asked the respondents to
provide their opinion based on a 5-point Likert scale, ranging from "1 = strongly disagree"
to "5 = strongly agree" on all statements related to the dependent variable and four
independent variables. Six items in the questionnaire measured PE, while seven items
measured EE and FC. S| and intention to use tax e-filing were measured through three
items for each. All measurement items were adapted from Venkatesh et al. (2003).
Although all items were adapted from a reliable source, a pilot study and tests to determine
the reliability and validity through Cronbach’s alpha and factor analysis were also
conducted. Results from both analyses indicated that the data were reliable and valid for
further data analysis.

Data analysis was conducted using the Statistical Package for Social Science Software
(SPSS). This study employed the quantitative research method and statistical analysis,
parametric assumptions such as the normality and multicollinearity tests were conducted.
The results from SPSS analysis for normality curve, kurtosis and skewness of the data
distribution indicated that the data were normally distributed. For the reliability analysis,
Cronbach’s alpha values were used, and the result showed that the values were between
0.846 and 0.970. Meanwhile, for construct validity, factor analysis was performed using
PCA with varimax rotation. The results indicated that the KMO values were above the
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threshold of 0.50 for all the variables. The multicollinearity issue was examined using the
Pearson correlation coefficient. The results also indicated that the data had no
multicollinearity issue. Therefore, the primary data analysis was conducted to achieve the
study objectives.

Descriptive analysis was conducted to determine the acceptance level of tax e-filing
among Sarawak taxpayers by investigating their intention and perceptions towards PE,
EE, Sl and FC. Multiple regression analysis was performed to test all the hypotheses
developed in this study to achieve the second obijective: to investigate the relationships
between PE, EE, Sl, FC and the intention to accept the e-filing system in Sarawak,
Malaysia. Multiple regression is a well-known statistical test to investigate the relationships
between predictors and dependent variables. It is also a realistic, practical, and robust
method for research on the science of behaviours (Kerlinger et al., 2000). Moreover, as
the framework of this study is considered simple, multiple regression is considered most
appropriate as the parametric assumption tests have been fulfilled by the data collected.

4.0 RESULTS AND DISCUSSION
Using the self-administered data collection procedure, a total of 397 usable questionnaires
were received, giving a response rate of 63%. The information regarding the respondents’

background is presented in Table 1.

Table 1. Respondents’ Background (n = 397)

Item Frequency Percent (%)
Gender:

Male 187 47.10
Female 210 52.90
Age:

24 and under 26 6.5
25-34 178 44.8
35-44 82 20.7
45 -54 85 21.4
55 - 64 26 6.5
Marital Status:

Single 131 33.0
Married 264 66.5
Others 2 00.5
Ethnicity:

Malay 135 34.0
Chinese 95 23.9
Aboriginal Sarawak 160 40.3
Others 5 01.3
Location:

Kuching 14 3.5
Sarikei 2 0.5
Miri 6 1.5
Sibu 375 94.5
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4.1 Tax E-Filing Acceptance’s Level among Sarawak Taxpayers

Mean and standard deviation was used to measure the level of tax e-filing acceptance for
all the variables tested in this study. In interpreting the mean score, Nik Muhammad et al.
(2010) suggest that scores of less than 2.33 are low level, 2.33 to 3.67 are moderate level,
while 3.67 and above are considered as high level. Generally, using the 5-point Likert
scale, the mean for all variables in this study was between 3.64 and 4.22. Specifically, the
highest score is shown by intention to use tax e-filing with a mean score of 4.22. This is
followed by PE (mean =4.14), FC (mean = 3.79) and EE (mean = 3.73). Finally, S| showed
a lower mean score at 3.64. Table 2 shows the details of the descriptive results.

Table 2. Descriptive Results (n=397)
Minimum Maximum  Mean Standard

Deviation
Performance Expectancy (PE) 1 5 414 0.720
Effort Expectancy (EE) 1 5 3.73 0.579
Social Influence (SI) 1 5 3.64 0.989
Facilitating Conditions (FC) 1 5 3.79 0.607
Behavioral Intention 1 5 4.22 0.847

The results indicate that the salaried taxpayers in Sarawak have a high level of intention
to use tax e-filing (mean score for behavioural intention = 4.22. They also have a high level
of belief that e-filing is useful to help them file tax returns (mean score for PE = 4.14) and
does not require high effort in using it (mean score for EE = 3.73). Moreover, they showed
a high level of perception towards facilitating conditions available for them to e-file (mean
score for FC = 3.79). This may be due to the programme provided by the IRBM every year,
which facilitated the taxpayers with computers, the internet, and officers to help them use
the system. However, the level of social influence in influencing the adoption of e-filing is
at the moderate level (mean score for S| <3.67). Overall, it can be concluded that
Sarawakian salaried taxpayers have a high use of e-filing to complete their income tax
returns annually. This indicates a welcoming signal from the taxpayers.

4.2 The Relationships between Independent Variables and Intention to Use Tax E-
Filing System in Sarawak

Multiple analysis was utilised to test all the hypotheses in this study. The model tested for
this study comprised four direct independent variables and one dependent variable. The
adjusted R? was used to evaluate the model tested for the relationships. The adjusted R?
for the current model was 67.7%, which indicated that the model explains 67.7% of the
variance in the intention to use tax e-filing in Sarawak. The results of the relationships
tested for this study using multiple regression analysis are presented in Table 3.
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Table 3. Multiple Regression Analysis: Result of Relationships

Model Unstandardised Standardised t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) -192 165 -1.166  .244
(F’F,eg)ormance Expectancy s 057 475 8.400  .000"
Effort Expectancy (EE) .046 .090 .032 512 .609
Social Influence (SI) -.052  .031 -.061 -1.684  .093
Facilitating Conditions (FC) .559 .071 400 7.834 .000”

Dependent Variable: Intention to Use Tax E-Filing
**Significant at p<0.05 level; * Significant at p<0.1 level, Adjusted R? = 0.677

As indicated in Table 3, the relationship between PE and intention to use tax e-filing was
significant and positive at p=0.000. Therefore, H1 is supported. This means the higher the
taxpayers’ performance expectancy or perceived usefulness, the higher the intention to
use the system or vice versa. Moreover, the Beta value of 0.475 indicated that the variable
made the most substantial unique contribution in explaining the intention to use or accept
tax e-filing in Sarawak. The finding supported previous studies which found a positive
relationship between PE and behavioural intention, such as by Lu (2016) and Mamta
(2012), and several Malaysian studies (Ambali, 2009; Anuar & Othman, 2010; Lean et al.,
2009).

However, the multiple regression result for the relationship between EE and the dependant
variable was found to be insignificant with p=0.609. This means that H2 was not
supported. The result indicated that taxpayers in Sarawak do not bother about how much
effort is required to operate the electronic system as long as the system is more valuable
than traditional paper filing. The finding is similar to previous studies such as Chang et al.
(2005), Carter et al. (2008) and Schaupp et al. (2010).

In testing the third hypothesis, the multiple regression results indicated a significant
relationship between S| and the dependant variable. However, the direction of the
relationship found in this study is negatively related (Beta = -0.052). Therefore, the result
does not support the hypothesis (H3), which states that the relationship's direction is a
significant positive relationship between Sl and intention. In other words, the result means
that Sl is a significant factor to affect the e-filing usage, but negatively (i.e. higher S| would
make lower e-filing usage intention or vice versa) the results indicate that it needs to be
modified so that a positive social influence can be created among the taxpayers.

Finally, the fourth hypothesis on the relationship between FC and intention indicated a
significant positive relationship at p=0.000. This means H4 is supported. The result
indicated that more improved facilitating conditions provided by the IRBM would improve
the intention to adopt the system or vice versa. This result is also in line with previous
studies in Malaysia, such as Suki and Ramayah (2010) and Ambali (2009). The Beta
coefficient of 0.400 for FC, as shown in Table 3, showed that the variable made a
significant unique contribution towards the intention to use tax e-filing after PE. The result
implies that in the current situation, the salaried taxpayers in Sarawak perceived that
facilitation conditions provided by IRBM are important to make them use the system.
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Otherwise, poor facilitating conditions may reduce their likelihood to use the system. The
finding suggests that future research can look further in this area because IRBM may not
provide the facilitating conditions as previously, especially during a pandemic as what is
currently happening with COVID-19. Taxpayers need to be educated and provided with
good infrastructure to be independent in the future. Summary of hypotheses tested in this
study and their results are presented in Table 4.

Table 4. Summary of Hypotheses and Results
Hypothesis Result

H1 “There is a significant positive relationship Supported -
between performance expectancy and Significant positive
intention to use tax e-filing system in
Sarawak”.

H2 “There is a significant positive relationship Rejected —
between effort expectancy and intention to Insignificant
use tax e-filing system in Sarawak”.

H3 “There is a significant positive relationship Rejected —
between social influence and intention to Significant negative
use tax e-filing system in Sarawak.”

H4 “There is a significant positive relationship Supported —
between facilitating conditions and intention Significant positive
fo use tax e-filing system in Sarawak”.

5.0 CONCLUSION

This study examined how Sarawak salaried taxpayers’ intention towards the tax e-filing
system. Two objectives were achieved: investigating the level of acceptance for electronic
tax filing (e-filing) among Sarawak taxpayers and examining the relationships between the
four independent variables (i.e. PE, EE, Sl and FC) and intention to use the tax e-filing
system. Generally, the findings show that Sarawak individual taxpayers highly accepted
tax e-filing in Sarawak, given that most of the variables had high mean scores (more than
3.67) on 5-point Likert scale statements. H1 and H4 were supported for the four
hypotheses tested, which indicated that PE and FC had significant and positive
relationships towards intention to use tax e-filing. In contrast, H2 and H3, which are related
to EE and S, were not supported.

Practically, the results of this study can be used by the IRBM to strategise new methods
to intensify the adoption of e-filing in Sarawak. The IRBM may emphasise how to increase
taxpayers’ awareness of the usefulness of the system by conducting a massive awareness
programme to inform taxpayers about the advantages of the system compared to the
manual paper filing. This includes an education programme for taxpayers on how to use
the e-filing system. The IRBM may also provide better-facilitating conditions to improve
the system's adoption by upgrading its capacity to avoid congestion during peak periods
of submission to accommodate last-minute taxpayers to file their income tax returns when
close to the filing due date. The IRBM may also provide better training to their staff to
facilitate the taxpayers in using the system. In addition, the IRBM may collaborate with
other governmental agencies to provide better internet and technological infrastructures
like the Malaysian Communications and Multimedia Commission (MCMC) and Sarawak
State Chief Minister. This study also contributes theoretically to the current literature on
tax e-filing behavioural intention. Although a few studies have been conducted on the tax
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e-filing system, none were conducted in Sarawak’s setting, where technology is
considered lower than other places in Malaysia as when the study was conducted.

There are two limitations associated with this study. The first is that this study only utilised
a sample from the population. Therefore, the results might not be generalised to the whole
population as data on the actual population distribution was not compared. To overcome
this limitation, it is suggested for future research to be conducted via mixed methods by
including interviews with the respondents. The second limitation is associated with the
independent variables tested in this study, which is limited to four variables (performance
expectancy, effort expectancy, social influence and facilitating conditions). Future studies
may incorporate more variables to explain better the acceptance of tax e-filing in a
jurisdiction like Sarawak. Including a moderator or mediator is also recommended. Many
previous studies have demonstrated that including them in a relationship may boost the
significance level.
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