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Abstract 

The study is to determine the acceptable level of the e-filing of tax return system by the taxpayers of Paro District 

in Bhutan. The objectives of the study are to assess the level of e-filing awareness among taxpayers, to find out the 

factors influencing the acceptance level of e-filing, and to determine the taxpayer’s perception of the e-filing of the 

tax return system. Data were collected using structured questionnaires from 372 randomly selected respondents of 

the Paro District. The statistical tools like Correlation, Mean, Frequency, and Regression were used for data 

analysis by using Statistical Package for Social Sciences (SPSS), and MS Excel. Analyzed data is presented in 

tabular form and graph. The results show that the existing users are aware and a positive perception of the e-

filing of the tax return system. The most prominent factor which influences the acceptance level of the e-filing of tax 

return system is user-friendly.  
Keywords:  Acceptance, e-filing system, Taxation, Taxpayers 

 
INTRODUCTION 

Background 

The concept of submitting tax returns electronically dates back to 1986 when the United States 

of America (USA) first introduced a system (Carter, Schaupp & McBride, 2011). Internet and its 

related technology applications are increasingly popular for business organizations and public 

institutions. This gives motivation to the government to provide information and deliver 

services to citizens and business partners through internet-based transactions (Wu and Chen, 

2005). In this digital era, electronic taxation has been extended and the government of many 

countries is using the internet to provide public services to its citizens, known as e-Government, 

and is becoming increasingly more important in today’s world due to its effectiveness and 

applicability in various areas. One of the prominent e-government is the introduction of the e-

filing system for income tax. Yilzid (2007) mentioned that the e-filing refers to the use of 

Information and Communication Technology (ICTs) by public administration to create a 

networked structure for interconnectivity, service delivery, efficiency, effectiveness, 

transparency, and accountability. Governments across the world have recognized the need to 

introduce electronic transaction by replacing the traditional manual transaction to provide 

services to its citizens (Lee, Irani, Osman, Ozkan & Medeni, 2008). Information systems that 

users perceive useful, easier to use, and less complex will increase the acceptance of electronic 

filing and usage (Teo, 1999). 

Before 1960, taxes in Bhutan were collected in kind and the form of labor contributions and 

were gradually phased out to be replaced by the nominal monetized tax. Realizing the huge 

potential benefits of e-filing applications, the government of Bhutan launched the Revenue 

Administration and Management Information System (RAMIS) in 2015 to file their personal 

income tax (PIT) returns online. Through this system, taxpayers can submit their tax returns 

electronically to the tax authorities. In 2015, only Personal income tax filers has used the 

system, of which 40 percent has filed the tax online. According to the (RAMIS), 87,901 individuals 

and businesses filed their tax online in the year 2017. It is pointed out that the effectiveness of  
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the e-filing, and despite the rapid adaptation of tax e-filing in many countries, researchers have 

argued that it is yet to establish a reliable, integrated system, especially in developing countries. 

E-filing tax system has the potential to benefit both the taxpayers and the Tax Authority. 

 

PROBLEM STATEMENT 

E-government services are defined as “the selection, implementation, and use of information 

and communication technologies in government to provide public services” (L.F.Luna-Reyes, 

2013). Online tax services are mostly internet-based platforms and basic knowledge of internet 

use is essential (Bee, 2010). Governments around the world have recognized the need to 

develop an E-Government and switch from traditional manual transactions to electronic 

transactions using the internet to provide services to their people. 

Revenue Administration and Management System (RAMIS) has developed under the technical 

assistance and loan grant funding from the Asian development bank (ABD). Bhutan is working 

to increase intra-regional trade by improving efficiencies in trade facilitation processes and 

procedures, in particular by introducing enhanced ICT systems to substantially reduce the 

number of documents needed and other lengthy broader procedures to reduce time and costs 

for traders. 

Bank of Bhutan (BoB) in collaboration with the Department of Revenues and Customs (DRC), 

Ministry of Finance launched the new tax payment facility through Mobile Banking (mBoB) in 

2018. Taxpayers can file the tax return electronically and also pay the tax electronically by using 

Mobile banking app. It has increased the total number of registered users to over 80,000 as per 

the Bhutan Broadcasting Service (2018). In the past eventhough taxpayers has filed the tax 

electronically, tax payment need to be done through bank, creating incoveneience for the 

taxpayers. Also, the electronic tax filing system had crashed several time, forcing taxpayers to 

filed their taxes manually (Kuensel, 2015).  

Similar studies have been conducted in many developed and developing countries, but no such 

study has been conducted in Bhutan. Access to information regarding the impact of the 

electronic tax system are very limited. Thus, this study aims to determine the acceptance level of 

the e-filling system by the taxpayers of Paro District in Bhutan. 

 

 

RESEARCH OBJECTIVES AND QUESTIONS 

Research Objectives 

To determine the awareness level of e-filing among taxpayers 

To find out the perception of taxpayers towards e-filing 

To figure out the factors influencing acceptance of e-filing 

 

Research Questions 

What is the level of awareness regarding online tax filing (e-filing)? 

What is the taxpayer’s perception of e-filing? 

What are the influential factors affecting the acceptance of e-filing amongst the taxpayers 

residing in the Paro District? 

 

LITERATURE REVIEW 

Kagan (2019), stated that electronic filing is the practice of filing tax returns through the 

internet using tax preparation software pre-approved by the tax agency concerned, such as IRS  
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or the Canada Revenue Agency. E-Filing has many advantages that have made this tax 

preparation program extremely common in recent years; the taxpayer can file a tax return at any 

convenient time from the comfort of his or her home until the tax office begins accepting 

returns. 

 

Concept of Tax Knowledge while E-filing 

The concept of knowing e-filing has many benefits for both parties in terms of effectiveness, 

convenience, time-savings, and accuracy. According to Tallaha et al. (2014) on whether tax 

knowledge influences the level of intention to use e-filing revealed that tax knowledge is not 

necessarily required in using e-filing. However, the maximum taxpayer still prefers manual tax 

filing system as they are already used to it or take the help of professionals to file. This is 

because people lack the potentiality of using technology (Rahiv Kumar, 2017). Further, the 

study supports that behavioral intention is the cause of not using e-filing (Shin-Yuan Hung Chia, 

2006). 

 

Compatibility of Taxpayers using E-filing 

(Azimaton Saibon, 2016), emphasizes that the internet and its related technology applications 

are increasingly popular for business organizations and public institutions. This gives 

motivation to the government to provide information and deliver services to citizens and 

business partners through the internet. Further, (Dem, 2020) stated that the number of 

taxpayers visiting the DRC office has decreased. The other benefit of e-filing is that it improves 

the efficiency of tax payment, refund process, and accuracy (Ramayah, 2015) as the taxpayers 

can be guaranteed instantly that their tax form is received by the tax authority via the 

confirmation certificate. Moreover, some of the scholars suggest that E-filing minimizes tax 

administrator’s workload and operational cost as it is conducted in a paperless environment. 

Accordingly, e- filing helps in reducing the cost of performing, storing, and handling tax returns. 

 

Computer Self-Efficacy in E-filing 

Compeau and Higgins (1995) define computer self-efficacy as “An individual’s ability to apply 

his or her computer skills to a wider range of computer-related tasks”. The taxpayers are 

reluctant to use e-filing as they feel that computer software is too complex to understand and 

avoid using them in their e-government services. Also, the trust in technology, trust in 

government, and prior experience directly affected the trust in e-government websites, which 

in turn directly influenced all the tax payer’s perception and continuance usage intention 

(Jengchung Victor Chen, 2015). 

 

Subjective Norms (SN) towards e-filing system 

Aliffiani, Syamsurijal, and Fuadah (2018), the subjective norm is the interpretation or view of 

other beliefs that affect the intention to conduct or not to conduct the action under 

consideration. Social influence is the main determinant of people’s behavior towards the 

acceptance of e-filing. The decisions of other people that have a major impact among others are 

those of the parents, partners, friends, and teachers. Similarly, in a study conducted by Hung, 

Chang & Yu (2006) it is highlighted that people continue to be influenced by external and 

interpersonal forces when accepting e-government services. Wang (2010) found that most 

people create their tax return the way their parents did. Lu et al. (2010) the taxpayer’s attitude 

on online tax reporting will be influenced by a stronger external environment and that  
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behavioral control has a positive influence on the user’s intention. Correspondingly, a study 

conducted by Karanja (2016), and Saad (2012), show that the taxpayer’s attitudes, the influence 

of co-workers, and perceived behavior control are the factors most important in taxpayer’s non-

compliance behaviors. The government, for example, are encouraging taxpayers to use tax 

reporting electronically, if the taxpayer wishes to adapt to the surrounding environment like 

their friends and family. The above perception can be categorized as social norms, as the 

intention to act in an individual is affected by society’s pressure (Ajzen, 1991). 

 

Facilitating Conditions (FC) and Trust in E-filing System 

Ponce et al. (2016), states that facilitating conditions are constructs used in research to measure 

the user’s level of perception of organizational support and the infrastructure needed to utilize 

the new technology. For Bhutan as a developing country, facilitating conditions such as access to 

resources and technology is particularly important. Fu et al. (2006) have determined that the 

manual taxpayers’ behavior was limited due to the absence of facilitating conditions; while 

Hung et al. (2006) found that the facilitating conditions were the primary determiner of the 

electronic filing users BI (Behavioural Intention). If more taxpayers have access to computer 

equipment, internet connectivity, and training including access to e-filing support facilities, then 

there will be a positive effect on BI use and actual use. 

Trust is an assumption that future acts by others will protect our interests (Paxton and smith,  

2008). From the studies examined in Carter et al. (2011), having confidence in the government 

agency and the e-filing tax department offers convenient online services that will hinge the 

ability to provide taxpayers with online tax services effectively and confidentially (Alzahrani 

and Goodwin, 2012). This is because the quality of services such as e-tax filing depends 

primarily on the value of placing people on different factors, such as ease, usefulness, and the risk 

of the system. The risk factors are found to reduce the acceptability of the electronic filing system 

(Pavlou, 2003). 

 

Perceived Usefulness of E-filing System 

Chau and Hu (2001), stated that the perceived usefulness is the most significant factor for 

acceptance of the technology. Davis (1989) defines the usefulness of e-filing as the degree of 

taxpayers' believes from using internet tax-filing system that would enhance their job 

performance. The ultimate reason that taxpayers will exploit the e-filing system is that they find 

the systems useful to their tax return preparation and submission and will result in significantly 

less effort and time expended in completing the tax return task (Wang, 2002). Usefulness is the 

subjective probability that using the technology would improve the way a user could complete 

the given task (Guriting&Ndubsi, 2006). 

There are extensive pieces of evidence proving the significance of the effect of perceived 

usefulness on acceptance of the e-filing system (Chen & Barnes, 2007). Tan and Teo (2000) 

suggested that perceived usefulness is an important factor in determining the adaptation of 

innovations. As a consequence, the greater the perceived usefulness of using electronic filing, 

the more likely that the electronic filing system will be adopted (Polatoglu&Ekin, 2001). E- filing 

is useful for the tax payer’s with faster refunds, allowing them to receive money sooner than one 

would have otherwise. Despite the rapid adaptation of tax e-filing in many countries, 

researchers have argued that it is yet to establish a reliable, integrated system, especially in 

developing countries. Several researchers have found that the usefulness of the e-filing system 

has a direct effect on intentions to use the system (Davis, 1989 Taylor & Todd, 1995). 
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Perceived Ease of Use of E-filing System 

Agarwal and Prasad (1999) reported that perceived ease of use often influences acceptance. 

Perceived ease of use refers to the degree to which a person believes easily using a given 

information system (Davis, 1989). Extensive work over the past decade has shown the 

important impact of perceived user-friendliness on user intent, either directly or indirectly 

(Hernandez & Mazzon, 2007). If e-filing is to be used more widely, users will view the program as 

user-friendly and work it with as little information as possible about it. Wirtz and Piehler 

(2016) found that the ease of use of electronic applications is crucial for users to use those 

applications. The study indicates that many taxpayers are not comfortable because of the 

difficulty of electronic tax filing. The results of these studies suggest that perceived user-

friendliness has a substantial mitigating effect on the relationship between tax quality and 

online tax systems and there is a positive relationship between those two components. 

 

The Acceptance of E-filing System 

Technological acceptance refers to the psychological state of the individual concerning his or 

her voluntary, intended use of specific technology (Fu, Farn& Chao, 2006), electronic tax filing is 

an emerging area of e-government. Matharu (2015) in its article entitled "Acceptance of the E-

Filing System by Indian Taxpayers" stated that e-filing is one of the e-government services that 

have been adopted by many developing countries, where the public must release their duties to 

the government through electronic tax filing. User acceptance of electronic transactions has 

improved over the last decade, with more individuals using the Internet as a medium of 

transactions (Azmi & Bee, 2010). Regardless of the role of the government to reduce manual 

income tax filing, e-filing is not used by many people because they perceive it to be complex or 

not easy to use in the initial stage of introduction (Gupta & Jana, (2003). While some benefits 

have been derived from the implementation of e-filing, knowledge of information and 

technology and basic computer skills are also essential for the use of e-filing. Taxpayers who are 

not comfortable and confident in using digital services may have difficulty filing their tax returns 

through e-filing (Wirtz &Piehler, 2016). Despite India's economic growth and an emerging 

influence in South East Asia's information technology (IT) sector creation, only limited people 

are adapting to e-filing services (Bajwa, 2003). 

 

RESEARCH METHODOLOGY 

Research Design 

The research design refers to the overall strategy that an individual chooses to integrate the 

different components of the study coherently and logically thereby, ensuring effective address 

of the research problem. The quantitative research design was adopted for the study to analyze 

the Regression, Mean score, and Correlation. The sampling technique used is a non-probability 

sampling method. The primary data was collected by adopting the convenience sampling 

method. The population of the study is the Personal Income Taxpayers (PIT) of Paro District. 

 

Sample Size 

According to the Tax Authority (Thimphu, 2020), it is reported that the total number of Personal 

Income taxpayers in Paro District is 5354. Since the number of taxpayers is known, the sample 

size is calculated using the Yamane formula: n=N/(1+Ne^2), where n=required sample size, 

N=population size, e=margin of error (5%). Therefore, the sample size is 372. 
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Dependent variable 
Awareness of E-filing 

Knowledge to use E-filing 

Acceptance of e- 
filing system 

Perception of Tax Payers towards E-
filing 

Easiness & Effectiveness of e-filing 

Factor Influencing Acceptance of E-
filing 

Network Connectivity 

System hang up 

Accuracy 

 

Data Collection Procedure 

The primary data was collected via a structured questionnaire through an online survey. The 

participants were selected from Paro District who is eligible to file personal income tax as per 

the Income Tax Act of the Kingdom of Bhutan 2001. The online survey was conducted via email 

and other social media platforms. 

 

Data Analysis 

The Primary data collected through the structured questionnaire were analyzed with the help of 

Microsoft Excel (MS Excel) and Statistical Package for the Social Science software (SPSS) version 

24. Statistical tools like Correlation, Mean, Frequency, and Regression were used for data 

analysis. Analyzed data is presented in tabular form and graph 

 

Conceptual Framework 

Independent Variable 

 

Source: Adapted from (Tambun and Kopong, 2017; Davis, 1898; Gwaro, et al., 2016 and 

Kiring’a&Jagongo, 2017) 

 

RELIABILITY STATISTICS 

Table 1: Reliability Test on Awareness Level of E-filing System 
Cronbach's Alpha N of Items 

0.933 15 

 

Table 2: Reliability Test on Taxpayers’ Perception of E-filing 
Cronbach's Alpha N of Items 

0.760 11 

 

Table 3: Reliability Test on Factor Influencing Acceptance of E-filing 
Cronbach's Alpha N of Items 

0.794 10 
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Before the analysis of data, the reliability test was conducted. A reliability coefficient of 0.7 or 

greater is considered to be acceptable (Stephanie Glen, 2014). The result of the reliability test 

shows that Cronbach’s Alpha test of table 1, table 2, and table 3 represent 0.933, 0.702, and 

0.794 respectively which is greater than 0.7. Thus, the data was reliable. Hence, further analysis 

of data was proceeded based on this reliability result. 

 

DATA ANALYSIS AND INTERPRETATION 

Demographics of Respondents  

 
The above table reveals the age group of respondents. The maximum number of respondents 

fall in the age group below 30 with the sample size of 372 constituting 41.9% (156), and the 

minimum number of respondents fall under the age group above 60 constituting 0.5% (2). 

Thus, the maximum numbers of respondents are males around the ages below 30. 

 

DEMOGRAPHICS OF RESPONDENTS 
Educational Qualification 

  
School 

Level 

Bachelor 

Degree 

Master 

Degree 
Ph.D. Total 

Experience in 

using 

Computer 

None 6 2 0 0 8 

1 - 3 year 26 40 4 0 70 

4 - 6 year 12 58 6 0 76 

7 - 9 year 19 23 14 2 58 

10 years and above 34 80 38 8 160 

Total 97 203 62 10 372 

 

Table 4.2 indicates the educational qualification of the respondents. 2.15% of the respondents do 

not have experience in using the computer. Other respondents have experienced between 1 to 3 

years, 4 to 6 years, and 7 to 9 years. This data represents that with an increase in the level of 

education there is a higher experience in using the computer. Therefore, the majority of the 

respondents have 10 years and above experience in using the computer. 

 

DEMOGRAPHICS OF RESPONDENTS 
How do you file 

your tax? 

Educational Qualification 

 School 

Level 

Bacholer 

Degree 

Master 

Degree 

Ph. D Total % 

Manually 34 73 10 6 123 33.06 

0

20

40

60

80

100

120

Below 30 31 to 40 41 to 50 51 to 60 Above 60

Age (year)

Male

Female
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Electronic Filling 63 130 52 4 249 66.94 

Total 97 203 62 10 372 100 

 

Table 4.3 shows the education qualification of the respondent concerning how they file their tax. 

The figure represents that the use of e-filing does not fully depend on the education qualification 

as out of 10 respondents who are having a Ph.D. only 4 people are using e-filing of tax. Hence, 

the majority of the respondent of 249 (66.94%) are filing tax through e-filing, and 123 

respondents (33.06%) file tax manually. 

 

REGRESSION ANALYSIS 

Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .633a .400 .394 .624 

Predictors: (Constant), Network connectivity, Easiness of e-filing, Knowledge 

to use e-filing, Effectiveness 

The “R” column represents the value of R, the multiple correlation coefficients. R can be 

considered to be one of the measures of the quality of the prediction of the dependent variable 

that is acceptance of e-filing. Adjusted R square represents what percentage of variance in 

acceptance of e-filing is due to Easiness of e-filing, Knowledge to use e-filing, and Effectiveness 

of system and network connectivity. Thus, the value of R is 0.633 indicates a good level of 

prediction. It shows that 39.4% of the variation in acceptance of e-filing is due to easiness, 

knowledge to use e-filing, the effectiveness of the system, and the network connectivity 

 

ANOVA 

Model 
Sum of 

Squares 
Df 

Mean 

Square 
F Sig. 

1 

Regression 95.579 4 23.895 61.293 .000b 

Residual 143.074 367 0.39     

Total 238.653 371       

Predictors: (Constant), Network connectivity, Easiness of e-filing, 

Knowledge to use e-filing, Effectiveness 

 

The F-value is the mean square model (23.895) divided by the mean square residual (0.390), 

yielding around F=61.293.  

 

The P- value associated with this F-value is very small (0.000), which is used to answer the 

question “Do the knowledge to use e-filing, effectiveness, network connectivity and easiness of 

e-filing variables reliably predict the acceptance of e-filing?” Since the p-value (0.000) compared 

to alpha level (0.05), we can conclude that the knowledge to use e-filing, the effectiveness of e-

filing, network connectivity, and easiness of e-filing variables reliably predict the satisfaction of 

e-filing. As the p-value is less than 0.05, it is statistically significant and a group of independent 

variables reliably predict the dependent variable together. 

 

ANALYSIS OF LIKERT SCALE 
Scale Mean Range / Interval 

Strongly Agree  4.21-5.00 
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Agree 3.41-4.20 

Neutral 2.61-3.40 

Disagree 1.81-2.60 

Strongly Disagree 1-1.80 

Adapted (Mohammed, 12) 

The above table shows the analysis of the Likert scale (Adopted (Mohammed, 12). It provides 

precise or accurate information as compared to the descriptive scale. In the case of descriptive 

scale 1 indicates strongly disagree, 2 indicates disagree, 3 neutral, 4 agree and 5 strongly agree 

where it does not provide precise information between the range 1 to 2 are not included. To 

provide precise/accurate information, a continuous scale is being used where the entire mean is 

included ranging from 1 to 5. If mean ranges between 4.21 and 5, it indicated “Strongly Agree”, 

3.41- 4.20 “Agree”, 2.61-3.40 “Neutral”, 1.81-2.60 “Disagree”, and 1-1.80 indicates “Strongly 

Disagree”. 

 

AWARENESS LEVEL OF E-FILING 
Variable Dimension N Mean Std. Deviation 

Knowledge to use e-filing 372 3.85 1.019 

Computer skills and knowledge 372 4.19 0.909 

Awareness of filing tax 372 4.16 0.963 

Knowledge about correction of tax return 372 3.77 0.961 

Inform RRCO about the change of address 372 3.77 1.057 

Awareness of tax rate 372 3.74 1.029 

Sources of Taxable Income 372 3.82 1.01 

Awareness of Income Exemption 372 3.17 1.199 

Awareness of e-payment 372 3.78 1 

Penalty for late submission 372 4.01 0.996 

Secure of e-filing 372 3.69 1.036 

Time requirement for task accomplishment 372 3.82 0.984 

Time requirement for tax return 372 3.44 1.035 

E-filing reduce error 372 3.68 1.068 

Less time than manual tax filing 372 3.98 1.005 

Average  3.791 1.018 

The above table shows the output of the different statistical measures on variables. It shows all 

variables with their corresponding dimension in one table along with statistical measures mean 

and standard deviation (SD). It examines the awareness level of e-filing among the taxpayers of 

Paro Dzongkhag and the highest mean of 4.19 respondents are having computer skills and 

knowledge. The highest standard deviation 1.199 represents that the respondents are aware of 

income exemption indicating it has a high dispersion from the mean. The average mean for 

awareness level of e-filing is 3.791 and the standard deviation is 1.018, which indicates that 

they are aware of e-filing of tax. On average, taxpayers tend to agree that they are aware of the 

e-filing system along with knowledge and skills of e-filing. 

 

TAXPAYERS’ PERCEPTION OF E-FILING 
 N Mean Std. Deviation 

Access to computer and internet 372 3.23 1.242 

Trust of e-filing 372 3.60 .992 

Easiness of e-filing 372 3.72 .967 

Preference for manual tax filing 372 2.75 1.284 

Cost saving 372 3.34 1.096 

Effectiveness 372 3.65 1.000 
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Improvement of speed 372 3.61 1.029 

Quick response of E-filing 372 3.64 1.009 

Understanding of e-filing system 372 3.58 1.042 

Easiness of tax return submission 372 3.70 1.034 

Technical support not required 372 3.36 1.179 

Average  3.47 1.08 

 

The table exhibits the mean and standard deviation for taxpayers’ perception of e-filing. The 

mean for easiness of e-filing is 3.72 which indicates that most of the respondents can easily use e-

filing, without any technical support. The average mean and standard deviation are 3.47 and 

1.08 respectively. This could indicate that taxpayers perceive the electronic tax filing system as 

easy to use, effective, and useful. In addition to that, the table shows that these respondents 

have a positive perception of the e-filing system. About easiness of e- filing, the more an 

individual feels that a particular filing method is easier to use, the more likely they are to use it 

(Boone, M., 2012). Thus, it indicates that the electronic tax filing system is easy to use, effective, 

and useful.  

 

FACTORS INFLUENCING ACCEPTANCE OF E-FILING 
 N MEAN STD.DEVIATION 

Learning of e-filing 372 3.65 1.016 

User friendly 372 3.74 .992 

Security 372 3.17 1.008 

System hang up 372 3.68 .787 

Performance 372 3.05 1.110 

Network connectivity 372 3.61 1.039 

Delay 372 3.41 1.020 

Time limit 372 3.53 .947 

Satisfaction of procedures 372 3.67 .873 

Accuracy  3.70 .941 

Average  3.57 0.973 

 

The means and standard deviations for factors influencing acceptance of e-filing were also 

examined. Regarding factors influencing the acceptance of e-filing the average mean and 

standard deviation are 3.57 and 0.973 respectively. The respondents on average tended to agree 

that system hang-ups lead to delay in submission of tax returns and unwillingness to file 

returns. User friendly has the highest mean among the variables influencing the acceptance of e-

filing (3.74) and performance of the e-filing system has the lowest mean with 3.05. Therefore, 

the most prominent factors which influence the acceptance of e-filing are that if the e-filing 

system is made user-friendly, effective without hang up and accurate tax return, then the 

acceptance of e-filing will be high. 

 

FINDINGS 

249 (66.94%) respondents filed tax through e-filing and 123 (33.06%) respondents filed tax 

manually. The maximum number of respondents is male, age less than 30 years, and the 

majority of the respondents have more than 10 years of computer usage experience. 

The R-value of 0.633 indicates a good level of prediction. It shows that 39.4% of the variation in 

acceptance of e-filing is due to easiness, knowledge to use e-filing, the effectiveness of the 

system, and the network connectivity. 
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As the p-value is less than 0.05, it is statistically significant and a group of independent variables 

reliably predict the dependent variable together. 

On average, taxpayers agreed that they are aware of the e-filing system along with knowledge 

and skills of e-filing. The Mean for the awareness level of e-filing is 3.79. 

It is indicated that taxpayers’ perceived the electronic tax filing system as easy to use, effective, 

and useful. Moreover, these respondents have a positive perception of the e-filing system. 

The most prominent factors which influence the acceptance of e-filing are that if the e- filing 

system is made user friendly, effective without hang up and accurate tax return, then the 

acceptance of e-filing will be high.  

The relationship between acceptance of e-filing and easiness of e-filing were positively 

correlated and there is a statistically significant influence of electronic tax filing system on 

acceptance of e-filing. Overall, it concluded that most of the taxpayers do not agree with the 

easiness of e-filing. 

 

RECOMMENDATION, CONCLUSION, AND LIMITATIONS 

Recommendation 

The electronic systems for filing and paying taxes benefit both the parties, the tax authority, and 

the taxpayers in terms of saving time and expenditure. Tax authorities should create more 

awareness regarding the electronic tax filing process, how it functions, and the benefits of using 

it. The electronic tax filing process should be simplified by providing clear instructions and 

guidelines on the website and upgrading the system server to enhance the stability of the 

system. The Tax authorities should make the e- filing of tax return system user-friendly, simple, 

and effective. To enhance the acceptance level of the e-filing of tax return system, tax authorities 

should continue educating the taxpayers of Paro District.  

 

Conclusion 

This study is conducted to determine the taxpayer’s perception level of e-filing of tax returns 

and also provide the finding on factors about the acceptance level of the online tax system in 

Bhutan. Particularly, perceived ease of use, subjective standards, and self-efficacy are 

considered to be the key determinants of the taxpayer’s acceptance level of the e-filing system. It 

is expected that this study will provide a preliminary insight and understanding on the user 

satisfaction of e-filing from the perspective of electronic quality of the taxpayers. It provides 

insights into its aspects, thereby providing valuable feedback on users’ adoption and evaluation 

of the e-filing system. 

Albeit, majority of the taxpayers in the Paro District optimistically accepted and filed tax returns 

through e-filing, some respondents filed tax returns manually, even though they are aware of 

the e- filing system and having computer skills. Thus, to increase the acceptance level of the e-

filing of tax return system, the factors affecting the acceptance level should be studied by the tax 

authority to enhance the satisfaction level of the taxpayers. The findings of this study indicate 

that the tax authority should focus on making e-filing of tax return system user friendly. 

Therefore, these findings may benefit the concerned stakeholders to develop a strategy to 

improve the e-filing of tax return system of Paro District in Bhutan. 

 

Limitations 

The study is focused on one region (Paro District) only. Therefore, the findings may not be 

accurate. A similar study may need to carry across the country. 
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Due to the coronavirus outbreak in Bhutan, data were collected through online mode, restricting 

face-to-face interaction  
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