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Abstract: The increase in digital transformation through Industry 4.0 has become a top priority for both businesses
and governments on a worldwide scale, thus forcing the need for updating the tax system. With substantial techno-
logical advancements and accelerating demands to save costs, many tax authorities are undergoing a considerable
transformation from the conventional to an online platform in engaging with taxpayers and tax agents; however, the
tax agents responsible for advising and assisting companies or individuals with income tax matters may not be ready
for such a transformation. This study aims to examine tax agents’ readiness towards the digitalisation of tax admin-
istration in Malaysia. By using the probability sampling technique, a list of tax agents was obtained from the Inland
Revenue Board Malaysia (IRBM)’s website and data were collected from the structured questionnaires distributed to
the IRBM- registered tax agents in Malaysia. Considering that Malaysia is still at an early stage of fully digitalising
its tax system, the findings of this study are, therefore, important for many parties involved and the body of
knowledge. By selecting 173 respondents that consist of tax agents listed with the Inland Revenue Board Malaysia
(IRBM), this study employed Quadrant Analysis to determine the factors of priority in supporting the readiness to-
wards the digitalisation of tax administration. Based on the findings, the three elements that demand immediate at-
tention from the policymakers are perceived ease of use, technology infrastructure, and government policy and sup-
port. These findings are crucial for policymakers who intend to speed up the digital transformation process to im-
prove the efficiency and effectiveness of tax administration. This study should be able to ascertain the factors that in-
fluence tax agents' readiness to deal with the digitalisation of Malaysian tax administration. There is a paucity of re-
search on the digitalisation of tax administration, particularly for services to taxpayers that should have been fully
digitalised years ago. This study should contribute to the literature by identifying the factors that contribute to the de-

lay in fully digitalising tax administration in Malaysia.
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INTRODUCTION

Digitalisation is not only transforming the many facets of
daily lives, the business ecosystem, and how the economy
and societies are structured, but also the nature of policy-
making due to the advent of diverse tools supporting policy
development and implementation. In the current ever-
changing world, many policymakers are faced with complex
challenges. As such, the formulation and execution of poli-
cies must be planned to allow for such a change, along with
adequate transparency to give confidence and clarity that
promotes long-term economic growth. In terms of tax admin-
istration, digitalisation is believed to yield numerous impli-
cations for taxation that offers new tools, introduces new
challenges, and affects tax policy and the tax system at both
national and international levels. Thus, the implications of
digitalisation have been focused on whether or not the
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international tax standards are still deemed "fit for purpose"
at present.

Many countries have acknowledged that digitalisation will
result in easier and more robust tax administration. From the
tax perspective, digitalisation brings both obstacles and pos-
sibilities that exceed the mere transformation of a communi-
cation channel with tax administrators or from paper- to digi-
tal- based services (Kudrle, 2021). The five levels outlined in
the digitalisation of national tax administrations are e-filing,
e-accounting, e- match, e-audit, and e-access (see Table 1)
(Ernst & Young, 2017) which overall indicates how far a
country's tax administration has progressed. At Level 1, e-
filing serves as the beginning of digitalisation, where sub-
stantial time and costs can be saved in a way that enables tax
administrators to collect data more systematically. Next, the
utilisation of accounting data at Level 2 through an e- ac-
counting system that serves as part of the filing support from
e-filing further simplifies thecollection of data.

At Level 3, the tax administrators will match the data across
tax forms and perhaps across taxpayers and jurisdictions to
validate the data. At this level, data can also be validated by
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Table 1. Tax Administration Digitalisation Levels.
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Level 1 E-Filing Level 2 E-Accounting

Level 3 E-Match

Level 4 E-Audit Level 5 E-Access

Accounting or other data
sources such as invoices and
court balances are submitted

in a required electronic format
to support submissions in a
certain timeline with frequent
updates and changes.

Uniform electronic forms are
used to file compulsory and
optional tax returns; all in-

come data such as payroll and

finance are electronically
filed and matched every year.

Additional accounting and
original data such as bank
statements are submitted in
order to be accessed by the
government and further
matched in real-time
across tax forms and pos-
sibly across taxpayer and
jurisdictions.

Government agencies ana-
lyse Level 2 data and cross-
check it against filings in
real-time to map the geo-
graphic economic ecosystem
while electronic audit as-
sessments with limited
response time are given to
taxpayers.

Submitted information is
used by government entities
for measuring tax without
using tax forms while tax-
payers are given limited
time to evaluate and re-
spond to the government's
tax determination.

Source: Ernst and Young (2017).

government agencies or other third-party providers to dimin-
ish fraud in tax relief, allowance, and rebate claims as well as
in accounting records. As a result, the tax audit process as
outlined in Level 4 becomes easier owing to the real-time
analysis and review of data that allow for faster data collec-
tion and immediate auditing as per the end of the tax year.
Finally, at Level 5, the collected data can be used to compute
taxes without using tax forms because the data have been
correlated and are applicable for creating a full set of infor-
mation for taxpayers. Besides, the taxpayers are also given a
limited duration to review and respond to the taxes imposed.

Nonetheless, despite these digitalisation levels, the tax ad-
ministration system in Malaysia remains stuck at the e-filing
level compared to other Asian countries due to inadequate
infrastructure, resources, and competence (Ernst & Young,
2017). Currently, the taxpayers in this country can only opt
for electronic tax form submissions and the completely
stand-alone accounting system is unlinked to the tax admin-
istrators. As a result, not all tax administration aspects can be
accessed online. For example, many required documents, for
instance, accounting supporting records are still to be sub-
mitted manually by the tax agents for auditing because not
all document submissions can be done via email due to limi-
tations such as file size and when the files are blocked by the
email providers (Saruji & Hamid, 2020). In response to this,
digitalisation can help reduce the time spent by tax agents to
gather, review, and organise data. Besides, with the data
derived from government records and business systems,
manual entry errors may also be eliminated (Power, 2016).
Thus, it can be inferred that Malaysia still needs to undergo
several stages before the country can achieve an efficient
level of tax administration.

Digitalisation will adversely impact tax professionals if they
lack innovation and diversification in their work, thus affect-
ing the roles of tax agents in the tax system. As the kinds of
tax advice provided by the tax agents will also grow as the
digital economy develops (Institute of Chartered
Accountants in England and Wales (ICAEW), 2018) it is
important that the tax agents navigate current challenges and
maximise opportunities through digitalisation, especially
considering that tax-related issues are continuous and may
affect their work scope (Deloitte, 2018). In brief, digital tech-
nology will ensure that tax returns are pre- populated by the
automatic export of data from the accounting software (Ernst
& Young, 2017) thus, the tax agents must familiarise them-

selves with the recent technology in the tax system. In this
regard, the present study aims to determine the acceptance
and readiness of tax agents towards possible problems and
opportunities regarding the digitalisation of tax administra-
tion in Malaysia.

LITERATURE REVIEW

Technology Acceptance Model (TAM)theory

Businesses are incorporating new technologies to improve
their work processes; however, many technology-based
products and services have yet to reach their utmost potential
(Burton-Jones & Hubona, 2006). Failed technology invest-
ments did not only result in financial losses but also dissatis-
faction among employees (Venkatesh, 2000) therefore, fore-
casting readiness prior to the implementation of new tech-
nology or system adoption is crucial. Comprehensively, end-
user adoption and acceptance of technology and systems
have been studied to anticipate and explain its determinants
(Esen & Erdogmus, 2014). One of the theories included in
this area is the Theory of Reasoned Action (TRA) by
Fishbein and Ajzen, which depicts the attitudes of users
towards technology implemented in organisations. As such,
the Technology Acceptance Model (TAM) adapted from the
TRA serves as the current dominant model inthis area.

The broad acceptance of TAM is founded on a good theoret-
ical foundation and its practical efficacy (Opoku & Francis,
2019). According to the TAM theory, the two key factors
influencing the willingness of individuals in using new tech-
nology are perceived ease of use and perceived usefulness.
Thus,the conceptual framework of this study was developed
based on the assumption that the three significant determi-
nants, namely perceived usefulness (PU), perceived ease of
use (PEOU), and attitude towards usage (AT) (ATU) influ-
ence decision- making in terms of how and when new tech-
nology will be used by the users. This demonstrates users’
acceptance and use of technology as per the next digitalisa-
tion level of the tax administration in Malaysia.

Future digitalisation users such as tax agents might be hesi-
tant to adopt or utilise new technology based ontheir mere
perceptions of the usefulness of IT and its simplicity. Moreo-
ver, technology acceptance might be influenced by other
external factors (Tabrizi, Lam, Girard, & Irvin, 2019). Since
TAM is the most acknowledged model to date (Sanchez-
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Fig. (1). Technology Acceptance Model Theory (Davis, 1989).

Prieto, Miguelafiez, & Garcia-Pefialvo, 2015) and has been
widely used in examining technology acceptance in various
contexts and technology applications (Tan & Leby, 2016)
owing to its adaptability and logical soundness, TAM is,
therefore, used in this study to examine user acceptance of
digitalisation by identifying the possible determinants influ-
encing the readiness of tax agents towards the next digitali-
zation level (Chong, Chan, & Ooi, 2012).

Readiness to Adopt Digitalisation in Tax Administration

The word "digitalisation" was used by Loebbecke and Picot
(2015) to describe the disruptions in existing patterns with
relevant economic and social innovations. Besides enabling
the new ways of working, communicating, and collaborating,
digitalisation also allows for the advancement of an open,
dynamic, and knowledge- and skill-based economy by the
tax authorities in enhancing the efficiency and effectiveness
of tax administration while benefiting the taxpayers
(Organisation for economic Co-operation and Development
(OECD), 2018a). Since digitalisation already has an impact
on business settings and how organisations function, it may
disrupt not only the organisations” whole operational envi-
ronment but also their internal operations (Parviainen,
Tihinen, Ké&ridinen, & Teppola, 2017). Hence, digitalisation
and its impacts, including the organisations’ digitalisation
objectives can be evaluated from three viewpoints:

I Internal efficiency: businesses are working and
functioning more efficiently through digital tech-
nologies and re-organised internal systems.

External opportunities: new business opportunities
in the current business domains such as new ser-
vices and new customers.

1. Disruptive changes: business operations are essen-
tially changing due to digitalisation (Parviainen et

al., 2017).

Digital resources are a set of IT-enabled tools that users ac-
quire and enhance in the form of digitised business work
processes and information systems by increasing their digi-
talisation awareness and integrating it into every aspect of
business operations (Tsou & Hsu, 2015). Based on the
Organisation for economic Co-operation and Development
(OECD) (2018b) interim report, digitalisation already has a
threefold positive impact on tax administration, especially in

enhancing the efficiency of tax compliance and taxpayer
services while diminishing tax compliance burdens.

Perceived Usefulness

Perceived usefulness denotes the belief that the benefits us-
ers received from the implementation of new technology
would enhance their work performance (Davis, 1989). In
information system adoption, the perceived usefulness of a
system is the belief that the use of the system will yield posi-
tive impacts. In fact, several studies have evidenced the di-
rect effect of perceived usefulness on individual willingness
to adopt new technology and the digitalisation process such
that the users will adopt and use the system if they deem it
useful. Thus, the hypothesis that perceived usefulness has a
positive relationship with digitalisation has been widely
supported.

The IRBM has been acknowledged with improved commu-
nication and taxpayer responses by way of online services
(The Star, 2019) which might be attributed to the usefulness
of technology in providing equivalent information without
the need to queue in a physical office. In this regard, a high
degree of technological adoption can be beneficial to all par-
ties, especially tax agents who provide tax- related matters
and information from the site (Min, So, & Jeong, 2019).

Perceived Ease of Use

Perceived case of use constitutes the belief that the users’
physical and mental efforts in executing their work will be
reduced by technology (Davis, 1989). Evidently, perceived
ease of use has a positive influence on the behavioural inten-
tion towards system adoption (Fagan, Hanson, Hawkins, &
Arthur, 2008; Suki, Ramayah, & Suki, 2008) however, em-
pirical evidence for perceived ease of use as a determinant of
its purpose has been inconsistent and certain factors are also
deemed less important than perceived usefulness (Hu, Chau,
Sheng, & Tam, 1999; Lucas Jr & Spitler, 1999;
Subramanian, 1994; Tarmidi et al., 2022; Omodero & lyoha,
2022). Additionally, perceived ease of use has also been
found to have no influence on the behavioural purpose of a
program's implementation (Ruiz-Mafé, Aldas-Manzano,
Lassala- Navarré, & Sanz-Blas, 2009). Nonetheless, such
varying situations and technology might be due to the differ-
ent findings of these studies (Lu, Yao, & Yu, 2005). For in-
stance, a study by Clark (2000) involving 800 professionals
in England has shown that perceived ease of use is one of the
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top five considerations taken in determining how new devic-
es are used.

Technology Infrastructure

Technology infrastructure is deemed effortless and some-
thing that modern society can or must use; nonetheless, digi-
tal devices and software are often used without considering
the impacts of digital technologies (Dufva & Dufva, 2019).
While a deeper knowledge of digitalisation might lead to
more democratic digitalism paths (Anderson & Rainee,
2018) technology infrastructure does not only encompass
technical support as it may likewise include the necessary
and suitable human resource capacity to run and manage the
system (Weill, Subramani, & Broadbent, 2002).

Digital infrastructure and online services may serve as more
than a mere convenient and direct resource in the collabora-
tion between tax authorities and tax service users, which
improves transparency and lessens information burden on
taxpayers (Pogorletskiy & Bashkirova, 2015). Besides, tech-
nology infrastructure implies faster response times and re-
duced administrative costs. Any situations in which a tax
authority demands a taxpayer-generated document or other
information can also be made simpler and handled with ease
by the tax agents (Bores, 2016) in addition to reducing brib-
ery and enhancing tax discipline through understandable and
transparent procedures. Therefore, the need for high-tech
digital infrastructure outweighs any legal responsibility to
uphold the law (Pogorletskiy & Bashkirova, 2015).

Compliance Costs

Compliance costs are the costs that taxpayers or third parties
(e.g., businesses) incur in complying with therequirements of
a particular tax structure (Pavel & Vitek, 2014). Although
compliance costs may increaseupon the implementation of a
new system, these costs may still vary according to various
factors, for instance, tax laws and tax changes (Palil, Ramli,
Mustapha, & Hassan, 2013; Muduli et al., 2022; Basha,

2022; Opeyemi et al., 2022). Ariff and Pope (2002) catego-
rised tax compliance costs into economic costs (monetary
costs and time costs) and non- economic costs (psychologi-
cal costs, e.g., stress and anxiety). Specifically, according to
Pope and Abdul-Jabbar (2008) monetary costs include the
amount spent on tax professionals and tax guide, communi-
cations, books, and other incidental costs, while time costs
are mainly incurred for tax record keeping, preparation of tax
details or processing of tax returns, and the time spent to
communicate with tax authorities. Meanwhile, psychologi-
cal costs denote the anxiety in dealing with complex tax is-
sues such as disruption in the tax system or difficulty with
supporting technology. Overall, compliance costs also in-
clude other related concerns to taxpayers such as security,
compatibility with existing systems, multiple cloud man-
agement, governance, inadequate expertise, performance,
face compliance costs, and other issues (Serrano, Gallardo, &
Hernantes, 2015).

Government Support and Policy

Governments and regulatory authorities play a crucial role in
encouraging digital innovations and developments as they
are not only responsible for effective governance to the pub-
lic but also for the detailed implementation of policies and
public services as determined by parliament (Kiow, Salleh,
& Kassim, 2017). To protect the interests of the public and
consumers, governments and regulatory authorities should
develop a set of broad regulations that reflect societal values
while limiting the possible negative effects; however, regula-
tory frameworks often have insufficient flexibility due to the
increase in technological trends (Organisation for economic
Co-operation and Development (OECD), 2018a). Hence,
government assistance is crucial for promoting development
while preparing the future generation (Organisation for
economic Co-operation and Development (OECD), 2017).

In addition to perceived usefulness and perceived ease of use
in new technology adoption and digitalisation, the current
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study also includes technology infrastructure, compliance
costs, and government policy and support (Sternad & Bobek,
2013) (see Fig. 2). In general, the framework of this study is
contingent on several resources such as Ernst and Young
(2019) research, (Klynveld Peat Marwick Goerdeler
(KPMG), 2019) the Organisation for economic Co-operation
and Development (OECD) (2019b) that focuses on the glob-
al digitalisation of tax administration, and a report from the
Asia Development Bank (2019) on the risks and success of
digitalisation as well as the tax agents’ roles in utilising the
strategies towards digitalisation.

Research Methodology

This study aims to examine tax agents’ readiness towards the
digitalisation of tax administration in Malaysia. By using the
probability sampling technique, a list of tax agents was ob-
tained from the Inland Revenue Board Malaysia (IRBM)’s
website and data were collected from the structured ques-
tionnaires distributed to the IRBM-registered tax agents in
Malaysia. The questionnaire for this study consists of three
sections (Section A, Section B, and Section C).

Section A focuses on the personal information and demo-
graphic background of the respondents such as their gender,
age, and work experience.

e Section B focuses on the respondents’ reactions to
the five independent variables influencing tax
agents' readiness towards digitalisation and the
questions for Section B were adopted from Hashim,
Hamid, and Rashid (2018); Rahimi, Nadri, Afshar,
and Timpka (2018) and World Bank (2019).

e Section C focuses on the tax agents’ readiness to-
wards digitalisation and the questions were adopted
from Walczuch, Lemmink, and Streukens (2007)
and Parasuraman and Colby (2007).

A nominal scale was used in the first section of the question-
naire to categorise the respondents into mutually exclusive or
collectively exhaustive groups (Sekaran & Bougie, 2016)
while the next two sections are based on a five- point Likert
scale (Alsabawy, Cater-Steel, & Soar, 2013; Chandra, 2015;
Thattil & Shaheetha, 2018; Musumbani et al., 2022;
Pratama, 2022): 1 = Strongly Disagree, 2 = Disagree, 3 =
Neutral, 4 =Agree, and 5= Strongly Agree. Finally, the last
section is optional in which the respondents were asked to
recommend or comment on the digitalisation of tax admin-
istration in Malaysia. Overall, the entire questionnaire in-
cludes a total of 40 questions to be answered by the respond-
ents; the questions were adapted from past studies (Hashim
et al., 2018; Parasuraman & Colby, 2007; Rahimi et al.,
2018; Walczuch et al., 2007; World Bank, 2019; Markonah
& Manrejo, 2022; Tambun & Haryati, 2022) and modified to
suit the present study.

Data Analysis

The questionnaires were distributed to all respondents
through email and WhatsApp application. Within two
months, a total of 173 usable questionnaires were gathered
successfully based on the sample size formula of +/-10%
precision levels with a 95% confidence level and p = 5. Be-
sides descriptive analysis, Quadrant Analysis was also em-
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ployed to identify the related factors or challenges of tax
agents’ readiness towards the digitalisation of tax admin-
istration in Malaysia as it enables variables to be specified
according to priority and urgency. Additionally, Pearson’s
Product-Moment Correlation Coefficient was used to indi-
cate any relationship between variables.

RESULTS AND DISCUSSION

This section discusses the descriptive results on the percep-
tions of tax agents’ readiness towards the digitalisation of tax
administration that includes perceived usefulness, perceived
ease of use, technology infrastructure, compliance costs,
governments policy and support, and tax agents’ readiness
towards the digitalisation of tax administration in Malaysia.

Perceptions of Tax Agents’ Readiness Towards the Digi-
talisation of Tax Administration

Table 2. Depicts the Mean and Standard Deviation Scores for
Tax Agents’ Readiness Towards the Digitalisationof Tax Ad-
ministration in Malaysia.

Standard
Statement Mean .
Deviation
Technology gives me more freedom of mobility. 4.02 0.690
Technology makes me more efficient in my occu- 3.98 0.719
pation.
| consider myself relatively proficient in embracing 391 0.746
and at work
Technol i | | hei
echnology gives peqp e.more control over their 3.88 0.787
daily lives.
| feel confident doing business even Fhough the 375 0.824
place can only be reached online.
I can usgally @entlfy high-tech products and ser- 3.69 0.853
vices without any help from others.
In- general, I am among the first in m){ circle of 3.4 0.917
friends to explore new technology when it appears.
N hnology is off li
ew technology is often too complicated to be 334 1,013
useful.
Tax Agents’ Readiness Towards Digitalisation 375 0.614
(TRD)

Out of the eight statements, the statement “Technology gives
me more freedom of mobility” (Mean = 4.02) recorded the
highest mean score, followed by “Technology makes me
more efficient in my occupation” (Mean = 3.98) and “I con-
sider myself relatively proficient in embracing and using new
technologies for accomplishing goals in my personal life and
at work” (Mean = 3.91). However, the statement “New tech-
nology is often too complicated to be useful” (Mean = 3.34)
recorded the lowest mean score. In line with the literature,
leveraging the digital platform in tax administration would
enable the tax agents to be more flexible in performing their
jobs, especially in engaging with the taxpayers (Floetgen et
al., 2021). Furthermore, digital adoption also offers huge
opportunities to tax agents and tax authorities to improve
their services.
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Perceived Usefulness (PU)

Table 3. Depicts the Mean and Standard Deviation Scores for
Perceived Usefulness.
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= 4.15). However, the statement “Successfully used every
time” (Mean = 4.01) recorded the lowest mean score. Ingen-
eral, based on the average mean score of 4.10 for perceived
ease of use, all of the respondents agreed that perceived ease

Standard of use is another factor influencing tax agents’ readiness
Statement Mean | o iation towards the digitalisation of tax administration in Malaysia.
Saves time when | use it. 4.38 0.658 Technology Infrastructure (T1)
Accomplishes tasks more quickly. 4.37 0.648 Table 5. Depicts the Mean and Standard Deviation Scores for
. Technology Infrastructure.
Increases productivity. 4.34 0.640
Makes the information useful for my tasks. 4.32 0.698 Statement Mean Star?da}rd
Deviation
Improves my job performance. 4.32 0.705 . -
Speed of communication through the IT network is 4.05 0.754
Increases effectiveness. 4.27 0.722 satisfactory for internalusers. ' '
Makes the things | want to accomplish easier. 4.23 0.724 Data backups are adequately kept. 3.98 0.723
Gives me more control over the activities in my 414 0.737 The organisation provides multiple interfaces for data 3.97 0.717
tasks. sharing.
Perceived Usefulness (PU) 4.29 0.598 Data can be shared across applications and operating 3.05 0711
) . systems. ' '
Out of the eight statements, the majority of the respondents : : —— _
agreed with the statement “Saves time when | use it” (Mean I consider myself relatively proficient in embracing
= 4.38), which is followed by “Accomplishes tasks more and using newtechnologies for accomplishing goals | 3.95 0.744
quickly” (Mean = 4.37)and “Increases productivity” (Mean atwork.
= 4.34). Ho.w.e.ver,. the Statemfnt Gives me more control The staff in the organisation are able to quickly learn
over the activities in my tasks” (Mean = 4.14) recorded the and apply newtechnologies 3.93 0.706
lowest mean score. Overall, based on the average mean score
of 4.29 for perceived usefulness, the respondents agreed that The staff in the organisation are knowledgeable and | o o/ 0.697
perceived usefulness is one of the factors influencing tax able to plan for futurechallenges. : :
agents' readiness towards the digitalisation of tax administra- Hard 4 soft be easil ded
tion (Davis, 1989; Floetgen et al., 2021) in Malaysia. ardware and sottiware can be eastly Upgracded on -3 g9 | ¢ 799
existing ITinfrastructure.
Perceived ease of use (PEOU) Technology Infrastructure (TI) 3.95 0.609

Table 4. Depicts the Mean and Standard Deviation Scores for
Perceived Ease of Use.

Out of the eight statements, the respondents mostly agreed
with the statement “Speed of communication through the IT
network is satisfactory for internal users” (Mean = 4.05),
which is followed by “Data backups are adequately kept
(Mean = 3.98)” and “The organisation provides multiple
interfaces for data sharing” (Mean = 3.97). However, the
statement “Hardware and software can be easily upgraded on
existing IT infrastructure” (Mean = 3.89) recorded the lowest
mean score. Overall, based on the average mean score of
3.95 for technology infrastructure, the respondents likewise
agreed that technology infrastructure is one of the factors
influencing taxagents’ readiness towards the digitalisation of
tax administration in Malaysia.

Compliance Costs (CC)

Table 6. Depicts the Mean and Standard Deviation Scores for
Compliance Costs.

Statement Mean Star?da?rd

Deviation
User-friendly for my tasks. 4,18 0.709
Easy and simple for my tasks. 4.17 0.736
Effortless for my tasks. 4.16 0.689
Clear and understandable. 4.15 0.723
Requires the fevv\\llehs:tslti\;’):np:c;zs(lj t;lle to accomplish 4.09 0.734
Flexible to interact with taxpayers. 4.08 0.753
Errors can be fixed quickly and easily. 4.02 0.845
Successfully used every time. 4.01 0.788
Perceived Ease of Use (PEOU) 4.10 0.637

Out of the eight statements, most of the respondents agreed
with the statement “User- friendly for my tasks” (Mean =
4.18), which is followed by “Easy and simple to be used for
my tasks” (Mean = 4.17), “Effortless to be used for my
tasks” (Mean = 4.16) and “Clear and understandable” (Mean

Standard
Statement Mean .
Deviation
Training will enhance the tax agents’ professional 422 0.664
development.
Adequate training should be regularly held for 4.20 0.700
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| believe that the speed of services (e.g., responses
from the officers and the taxrefund process) will be |  3.94 0.796
more efficient after digitalisation.

I have confidence that the IRBM will successfully

S S 3.89 0.762
manage the digitalisation of taxadministration.
Fo.r digitalisation to be successful, the use of an 383 0.900
online system and paperlessshouldbe mandatory.
Government Policy and Support (GPAS) 4.10 0.600

technological developmentand advancement.
Digitalisation requires extra time to learn and 3.99 0.755
understand.
Digitalisation will reduc-e error rates in tax prepa- 3.0 0.787
ration.
Digitalisation will r h f preparin
igitalisation will reduce the cos.ts of preparing 3.87 0.794
tax returns and materials.
Digitalisation will reducg the amount of stress and 372 0.873
anxiety.
Digitalisation will reduce'staff costs and focus 3.80 0.818
more on computerisedresources.
Digitalisation is too costly in terms of resources,
time, and the effort tounderstand and apply new 3.69 0.909
technology.
Compliance Costs (CC) 3901 0.572

Out of the eight statements, the majority of the respondents
agreed with the statement “Training will enhance the tax
agents’ professional development” (Mean = 4.22), which is
followed by “Adequate training should be regularly held for
technology development and advancement” (Mean = 4.20)
and “Digitalisation requires extra time to learn and under-
stand” (Mean = 3.99). However, the statement “Digitalisa-
tion is too costly in terms of resources, time, and the effort to
understand and apply new technology” (Mean = 3.69) rec-
orded the lowest mean score. In general, based on the aver-
age mean score of 3.91 for compliance costs, all of the re-
spondents were in agreement with compliance costs as an-
other factor influencing tax agents' readiness towards the
digitalisation of tax administration in Malaysia.

Government Policy and Support (GPAS)

Table 7. Depicts the Mean and Standard Deviation Scores for
Government Policy and Support.

Standard

Statement Mean .
Deviation

The IRBM should have a well-trained officer to
ensure the efficiency of the taxadministration digi- 4.32 0.708
talisation process.

The IRBM should provide adequate and updated tax

. . . . 4.29 0.731
information on their website.

The government should provide fast and reliable

connectivity infrastructuretogether with a dense 428 0.746

grid of data centre to support the success of the
digitalisationof tax administration.

I believe that digitalisation will reduce the waiting
time at tax offices and on thephone that can lead to 4.23 0.797
frustration.

| believe that the digitalisation of tax administration

. - .. . 4.02 0.725
will facilitate taxcommunication and compliance.

Out of the eight statements, most of the respondents
agreed with the statement “The IRBM shouldhave a well-
trained officer to ensure the efficiency of the tax administra-
tion digitalisation process” (Mean = 4.32), which is followed
by “The IRBM should provide adequate and updated tax
information on their website” (Mean = 4.29) and “The gov-
ernment should provide fast and reliable connectivity infra-
structure together with a dense grid of data centre to support
the success of the digitalisation of tax administration” (Mean
= 4.28). However, the statement “For digitalization to be
successful, the use of an online system and paperless should
be mandatory” (Mean = 3.83) was the lowest. Overall, based
on the average mean score of 4.10 for government policy and
support, government policy and support was also deemed a
factor influencing tax agents' readiness towards the digitali-
sation of tax administration in Malaysia.

Quadrant Analysis of the Digitalisation of Tax Admin-
istration in Malaysia

In this section, the variables influencing tax agents’ readiness
towards the digitalisation of tax administration in Malaysia
were analysed using quadrant analysis, which is most appro-
priate for identifying the elements requiring immediate atten-
tion based on the strengths and weaknesses of the organisa-
tion. In quadrant analysis, the first division constitutes the
weaknesses quadrant, which is the highest priority and re-
quires immediate attention. The second division constitutes
the strengths quadrant, while the third division constitutes
the satisfaction beyond priority quadrant and the fourth divi-
sion constitutes the weakness, but not a priority quadrant.

Fig. (3) illustrates the three variables outlined in the first
quadrant (technology infrastructure, perceived ease of use,
and government policy and support). Based on the figure,
perceived ease of use is the key factorinfluencing the readi-
ness of tax agents towards the digitalisation of tax admin-
istration in Malaysia. Tax agents usually serve as the taxpay-
ers’ front liners when it comes to delivering taxadvice on a
new tax system. Therefore, tax agents who are new to the
system should expect that innovations are integrated into
user-friendly templates and interfaces so that the users un-
derstand how the system can be used responsively (Sidek,
2015).

Since tax authorities must be prepared to use the digital plat-
form to successfully implement the digitalisation of tax ad-
ministration in Malaysia, technology infrastructure is, there-
fore, crucial for incorporating this process into organisational
activities (Xue, Zhang, Ling, & Zhao, 2013). In the same
vein, government policy and support are important for tax
agents to acquire not only state- of-the-art technology but
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also security, fast access to the internet, and reliable data in
their digital transition. Overall, while the need for advanced,
long-term technology infrastructure guarantees that a tax
system is perceived to be used with ease, government policy
and support are likewise important to ensure that perceived
ease of use and technology infrastructure can successfully
elevate Malaysia into the advanced tax administration digi-
talisation levels.

2000

High

8500+

Priority

2000+ l‘n [—] l |
= WEAKNESSES 11 STRENGTH
GPAF }

,
PU|

7500

7000+

8500 I |
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Correlation
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PEOU: Perceived Ease of Use

PU: Perceived Usefulness

TI: Technology Infrastructure

GPAP: Government Policy and Support

Low Priority: Weak but not a Priority

CC: Compliance Costs

Fig. (3). Quadrant Analysis of the Digitalisation of Tax Administra-
tion in Malaysia.

Although no variable precisely fits into the second quadrant,
the third quadrant, however, constitutes perceived usefulness
as the satisfaction and beyond priority element that must be
maintained. This shows thatthe tax agents are interested to
leverage the digitalisation of tax administration in Malaysia
to ease their daily taskswhile lessening their workloads and
managing their tax concerns. Finally, the fourth quadrant
constitutes compliance costs as a weakness but not a priority.
Similar to other variables, compliance costs are also crucial
for tax professionals to educate their clients about the new
system. Hence, tax professionals do not only need rigorous
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PEOU 8 .940
TI 8 924
cC 8 831

GPAS 8 .895

TRD 8 .884

Source: IBM SPSS Software Package.

Based on the reliability test results, the high Cronbach’s
alpha values from .831 (compliance costs) to .951 (per-
ceived usefulness) suggest that the statements used for
measuring the respondents’ perceptions of the six dimensions
towards the digitalisation of tax administration in Malaysia
are reliable. Hence, the results suggest that these items can
be replicated since they have met the acceptable minimal
requirement (Sekaran & Bougie, 2016).

Normality Test

Table 9. Summary of Skewness and Kurtosis Values.

Variable Skewness Value Kurtosis Value
PU -0.660 0.260
PEOU -0.205 -0.356
TI -0.130 -0.107
cc -0.097 0.133
GPAS -0.374 -0.191
TRD -0.327 0.643

Source: IBM SPSS Software Package.

Based on the normality test results, all of the skewness and
kurtosis values are ranging from - 2 to 2; hence, they are
deemed acceptable for psychometric purposes (George &
Mallery, 2010; Khan, 2015) and this shows the normal dis-
tribution of the mean scores for the variables. Correspond-
ingly, the parametric statistical tool in the subsequent analy-
sis was employed.

Relationship Between Technology Readiness Level and
Factors Influencing Readiness

Table 10. Correlation Analysis between Technology Readiness
Level and Factors Influencing Readiness.

Technology Readiness Level

training, workshops, and seminars but they must also mod- .
erise and simplify the tax system by investing in new tech- Variable Pe:‘rcson CIOS_ﬁ'C'e”t p-value
nologies and security (Sidek, 2015). In this regard, the tax of Correlation (r)
professionals are prepared to incur compliance costs to gain Perceived Usefulness (PU) 0.336 0.000%*
access to pertinent data.
Perceived Ease of Use (PEOU) 0.588 0.000**

Re“ablllty Test Technology Infrastructure (TI) 0.599 0.000**
Table 8. Cronbach’s Alpha by Dimension. Compliance Costs (CC) 0.568 0.000**

Dimension No of Statements Cronbach’ Alpha Government Policy and(GPAS) 0.586 0.000**

PU 8 .951 ** Significant at 0.01.
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In general, the level of technology readiness has positive and
moderate correlations with perceived ease of use (r = 0.588;
p < 0.01), technology infrastructure (r = 0.599; p < 0.01),
compliance costs (r = 0.568; p < 0.01), and government poli-
cy and support (r = 0.586; p<0.01). Thus, the increase in
perceived ease of use, technological infrastructure, compli-
ance costs, and government policy and support are moderate-
ly related to the increase in the level of technology readiness
and vice versa. Nonetheless, the level of technology readi-
ness has a positive but low correlation with perceived use-
fulness (r = 0.336; p < 0.01); hence, the increase in technolo-
gy readiness, to a small extent, leads to the increase in per-
ceived usefulnessand vice versa.

CONCLUSION

Digitalisation is deemed useful to tax agents as the tradition-
al tax administration model is replaced with a new model
that applies vast online information with systemic resources.
The benefits of digitalisation are capitalised on through au-
tomated processes, reduced costs, increased efficiency, con-
stant competitiveness, compulsive innovation, and new busi-
ness models. Although digitalisation in tax administration
will be thetax agents’ top priority, the strongest value-added
for managing tax administration and considering the needs
and wants of many stakeholders in the tax system will also
be important. Therefore, it can be inferred that most of the
tax agents are ready to learn and be involved in the digitali-
sation of tax administration in Malaysia towards Industry 4.0;
however, more time is needed for them to adapt to the transi-
tion.

While past studies have focused on e-filing, tax compliance,
and other relevant topics, studies on the digitalisation of tax
administration, especially in terms of tax agents’ readiness
are rather scarce. Hence, the factors influencing the readiness
of tax agents in this study may help the IRBM recognise
some of the systemic flaws that have been overlooked by
other scholars and avoid any unnecessary government spend-
ing in the enhancement of tax administration. This study also
develops a platform that tax agents and practitioners can
utilise. Since the readiness of tax agents is crucial for offer-
ing the best services to taxpayers, digitalisation can, there-
fore, facilitate not only the tax agents’ workflow but also
encourage tax compliance among taxpayers, which reduces
the tax gap and increases government revenue. As a result,
the tax agents can professionally represent their clients while
abiding by necessary deadlines and regulations.

Since the Industrial Revolution 4.0, the digitalisation of tax
administration in Malaysia has significantly contributed to
not only the government and related agencies but also aca-
demics and practitioners. Therefore, to acquire a better un-
derstanding of the acceptance and readiness of tax agents
towards digitalisation, future researchers can extend this
study by increasing the sample size. Theoretically, future
researchers can also use the factors identified in this study as
a guideline that facilitates the transition of the digitalisation
process to the next level, besides expanding the tax field
through a detailed investigation of the technological aspects.
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