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Abstract 

The objective of this study is to determine taxpayer’s perception on the tax filing system via internet, or well 
known as e-Filing. The samples were randomly selected from various taxpayers that walk in Inland Revenue 
Board Petaling Jaya Branch. Survey questionnaires were hand distributed with 44 taxpayers responded. The 
data collected were analyzed by using descriptive statistic. After 8 years of implementation, the respondents 
agreed that e-Filing is user friendly and easy to use. Based on the findings, majority of the taxpayers also have 
confidence and used e-Filing to file their tax return form, indicating taxpayers have a good perception toward 
e-Filing. However, they are concerned on the safety and security of the system and the efficiency of the server to 
operate particularly during the peak period.  
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Introduction 

Internet and its related technology applications are increasingly popular for business 
organisations and public institutions. This gives motivation to the government to provide 
information and deliver service to citizens and business partners through internet. Due to this, 
many government transactions that previously done on physical way are executed using 
internet- based transactions, well known as e-government (Wu & Chen, 2005). It is a process 
where public associate with government electronically via subscribing information and 
services provided (Lau et al., 2008) and use of information technology by the stakeholders 
(Symonds, 2000; West, 2004; Weerakkody et al., 2015). Empirical research shows that 
electronic government or well known as e-government is beneficial in improving efficiency 
(Moon, 2002; Carter & Belanger , 2005), decrease operating costs (Carter & Belanger, 2005; 
Wild & Griggs, 2006; Ask et al., 2008; Noor et al., 2011; Scoot et al., 2009; Wang & Liao, 
2008), 24/7 delivery of government services to citizens (Huang & Bwoma, 2003; Hassan et 
al., 2010), faster and more accurate responses (Wescott, 2004), better access to information 
(Carter & Belanger, 2005; Zhang & Hsieh, 2010; Carter et al., 2012; Scoot et al., 2009) and 
services (Montagna, 2005; Chu et al., 2008; Sheng & Trimi, 2008), increased accountability 
and transparency (Tung & Rieck, 2005; Zhang & Hsieh, 2010), reduce digital divide 
problems due to uneven internet connectivity (Lee et al., 2006), prevent fraud and crime 
(Beynon-Davies, 2007) and sharing of best practices (Salleh et al., 2011, Picazo-Vela et al., 
2012). 

 
Realising the huge potential benefits of e-government applications, Malaysian 

government via its revenue services agencies namely Inland Revenue Board Malaysia 
(IRBM) launched the electronic tax form submission system or known as e-Filing in 2006. 
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This system is one of many digital services offered by the Malaysian government and it is one 
of the most important and widely used electronic functions of e-government since it is 
convenience, easy and highly related to the practical needs of the taxpayers. 

 
However, since e-Filing is using internet as its platform, it is common and inevitable 

that taxpayers are exposed to risk (Hoffman et al., 1999). These includes various internet 
security threats such as worms, crackers, viruses, spoofing and password-sniffing. 
Consequently, when taxpayers use e-Filing, they fear that their personal security may be 
threatened (Lu et al., 2005). Obviously, this will prevent taxpayers from adopting e-Filing. 
Despite the rapid adoption of e-Filing in Malaysia, the system is still unreliable especially at 
the peak period which led to high level of risk perceived by taxpayers (Zakaria et al., 2009). 

 
Based on this situation, this study is conducted to examine whether risk factor will 

deter taxpayers from using the online system. There are two purposes of this study. First, to 
examine the easiness of the e-Filing and second, to investigate the risk involved while using 
the e-Filing based on the perspectives of the users.  

 
There are several contributions of this study. First, this research will be able to provide 

valuable insights about e-Filing to the government, IRBM and also to the taxpayers. The 
research identifies the types of risk that taxpayers perceived when using e-Filing. The 
findings can be a useful guide to IRBM to develop strategies from observing areas that the e-
Filing could be further improved. The e-Filing would enhance tax administration and increase 
compliance by facilitating taxpayers to submit tax returns via computer since computers are 
now easily available everywhere.  

 
Second, e-Filing is quite new and in its early stages of development and 

implementation. As such, this research will be useful as reference for IRBM to increase their 
understanding on taxpayers’ perception on the risk of e-Filing. Hence, risk-reducing strategies 
can be formulated to encourage service adoption by the taxpayers. In addition, the findings 
will also provide IRBM with information to promote e-Filing extensively by convincing 
taxpayers’ on the safety and security of the system.  

 
Finally, the findings of this research added to the theoretical framework and body of 

literature related to the electronic services offered by the government generally and electronic 
tax services particularly, especially to the developing country like Malaysia that are scarce in 
the literature. Prior study concentrated much on the electronic services provided by the 
Malaysian government in general (Salleh et al., 2011; Jackson & Wong, 2016), electronic 
procurement (Sambasivan et al., 2010; Kaliannan & Awang, 2010), smart card applications 
(Loo et al., 2009) and electronic labour exchange (Noor et al., 2011). In addition, many of 
this studies are   largely limited and concentrated to the European context (Omar & Osmani, 
2015). 
 
 
Literature Review 
 
Overview of E-Filing in Malaysia 

 
IRBM aims to reduce manual or paper-based Income Tax Return Forms (IRTF) and 

encourage taxpayer to use e-Filing service. This application was initially introduced to 
corporate taxpayers in 2003 and a year later to individual taxpayers in 2004. In 2010, 
approximately 33 per cent of the total registered individual Malaysian taxpayers in Malaysia 
had used e-filing applications (Santhanamery & Ramayah, 2015). 

 
Every transactions conducted via e-Filing is protected by public key infrastructure 

technology which allows users to file their IRTF online from any location. This application 
also assists the users to fill, compute and submit their IRTF easily, safely, and accurately. Tax 
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refund can also be processed early if IRTF submitted online. The types of ITRF that can be 
sent via e-Filing are individual gains other than business income (e-BE), Individual gains 
income from business (e-B), Non-Resident Individuals (e-M), Employer Return Form (e-E), 
Partnership Return Form (e-P),Company Return Form (e-C) and Statement under Sub-section 
108 (5) (e-R). The most popular and widely forms that are submitted are Form B and Form 
BE. 

 
Form B needs to be provided by an individual who is a resident in Malaysia and at the 

same time has a business income. On the other hand, Form BE is for individuals where their 
incomes are assessed under Section 4(b)-4(f) of the Income Tax Act 1967 and be completed 
by individual residents who have income other than business. The due date for submission of 
Form B is 30th June while Form BE is 30

th
 April every year. Failure to comply will result of 

the penalty under subsection 112(3) of the Income Tax Act 1967.  
 
 
Advantages of the E-Filing  
 

Prior to the e-Filing, IRBM had been exercising the manual income tax filing 
assessment system since 1947. Efforts are constantly being made to convert the system into a 
fully functional e-Filing. The features of e-Filing definitely change the total process from the 
previous manual system. Under the manual system, taxpayers are required to manually 
compute their tax in the return form. Due to the many mistakes done by tax payers such as 
error in computation of tax, the submission of return form will take at least two weeks to 
arrive at IRBM. The return form will afterwards take 14 days to be completed from the date 
received. 

 
One of the advantages of the e-Filing is that it improves the efficiency of tax payment 

and refund process (Santhanamery & Ramayah, 2015). The receipts of payment from 
taxpayers and refunds of excess payment to taxpayers processed by IRBM are quicker 
compared to the previous tax manual return form system. Through e-Filing, tax also will be 
auto-calculated. This can avoid human errors in computing tax. Other than that, the process of 
submitting tax return to the IRBM is faster, more convenient and secured than paper filing. 

 
The other benefits of e-Filing is accuracy (Santhanamery & Ramayah, 2015) as the 

taxpayers can guaranteed instantly that their tax form received by the tax authority via the 
confirmation certificate. The confirmation acts as a proof that the IRBM had received the tax 
return and has started processing it. Hence, e-Filing helps the IRBM by leaving the tedious 
job of having to re-type the tax return at their service centre. This also minimise the 
possibility of IRBM making a mistake when processing the tax return. 

 
In addition, Azmi and Kamarulzaman (2010) and Santhanamery and Ramayah (2015) 

suggest that e-Filing minimizes tax administrator workload and operational cost. This is 
because the tax returns submission is conducted in a paperless environment. Accordingly, e-
Filing will reduce the cost of processing, storing and handling of tax returns. 
 
 
Disadvantages of the E-Filing  

 
While e-Filing implementation derived some benefits, undeniably it also bears some 

disadvantages. The most fundamental is the users must have knowledge on information 
technology and basic computer skills to use e-Filing.  Users that not comfortable and 
confidence using digital devices may experience difficulty to file their tax return through e-
Filing. Wirtz and Piehler (2016) found that easiness to use the electronic applications is 
critical for the user to use those applications.   
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For example, taxpayers from the older generations are less exposed with computers. 
Learning computer skills is also difficult for them as it is considered as something new and 
alien to them. The public that do not have any basic computing and internet skill may be 
burdened by the time and effort to learn the new system (Azmi & Kamarulzaman, 2010). 
Mustapha (2015) suggest that ease of use is one of the important determinants and quality 
required for the success of e-tax implementation while Gilbert et al., (2004) found that 
enjoyment and ease of use are critical to ensure individuals prefer and adopt electronic 
method as compared to traditional method of government services. 

 
The other setback of e-Filing is the internet facilities. To use e-Filing, taxpayers must 

first have internet access to open the IRBM e-Filing website. Without internet access, 
taxpayers have no choice but to submit the return form manually.  

 
Another disadvantage of e-Filing is the user need to remember password to access the 

system. With the large number of passwords and pin numbers people hold on nowadays such 
as internet banking, email and many other office applications, it will be a difficult to 
remember the e-Filing password.  

 
E-Filing also sometimes experience some problems. The system could also be slow as 

it will be congested with people trying to access the system at one time especially during the 
peak hours. The tax administrator must ensure that the systems can run smoothly and capable 
to process large amount of transactions although the number of users using the e-filing 
drastically increased especially when the submission deadline approaching (Azmi & 
Kamarulzaman, 2010). 
 
 
Risk of e-Filing  
 

Generally, individual will compared and weigh the risks and benefits of using new 
technology before deciding to use and adopt such technology (Horst et al., 2007). Because of 
this, electronic services offered by the government should not merely emphasis on the 
technology improvement such as digitising information and put it into web. Far more 
important is these electronic services need to be value driven, meaning able to serve the 
citizens (Wang & Hou, 2010) efficiently and effectively. Loo et al., (2009) for example found 
that MyKad (national identity card for Malaysian) fail to take off due to fear of threat to 
privacy, risk of forgery and identity theft by the Malaysian public. 

 
In the context of e-Filing, De Castro et al., (2015) found that taxpayers intention to use 

the e-Filing is affected by the taxpayers perceived risks on those system. This is because 
when conducting e-filing, not only tax related information is transmitted but also banking and 
credit card information. This raised the question on whether e-filing is safe to be used. In the 
US, identity thefts are recorded to have staggering number of 1.1 million cases in 2011 from 
the 51,700 cases in 2008. The Treasury Inspector General for Tax Administration of United 
State of America reported an additional 1.5 million people potentially exposed to fraudulent 
tax refunds, totalling in excess of $5.2 billion (Starkman, 2013). 

 
From the tax perspectives, fraudulent tax returns can come in the form of tax identity 

theft, refund fraud and return-preparer fraud. Unfortunately, these frauds are difficult to 
prosecute because evidence of fraud is difficult to be uncovered. For example, there are no 
signed tax forms, envelopes or fingerprints which mean less evidence and audit trail leave 
behind (Starkman, 2013). The users may reluctant to use e-filing due to perception that their 
personal confidential information and privacy are at stake (Azmi & Kamarulzaman, 2010) 
and perceived a lack of security which lower their confidence (Moorthy et al., 2014; 
Santhanamery and Ramayah, 2015).  Rehman et al., (2012) found that trust and transaction 
security are significant factors that influence public to use electronic government applications. 
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Research Methodology 
 

Data for this research are collected primarily from individuals who are taxpayers 
residing in Petaling Jaya, one of the urban city in Malaysia. A self-administered questionnaire 
was used to gather the data. The data collection method employed in this survey was by 
distributing questionnaires to taxpayers who came to IRBM office to solve their tax matters. 
Convenience sampling method was used for this research and the sample size is 50 
respondents with 44 taxpayers responded, making the response rate is 88%. 
 
 
Research Instruments  
 

The questions asked in the questionnaire are related to e-Filing. The questionnaire for 
this research consists of three parts; Section A to Section C. Section A has eleven questions 
with the purpose of eliciting information on the demographic profile of the taxpayers. Section 
B of the questionnaire consist eleven questions regarding the easiness towards tax e-Filing. 
Lastly, section C asks on users’ perceptions of the risk involved when using e-Filing. These 
questions are constructed and modified based on Mahadeo (2009). The mofified 
questionnaires has been validated and refined by several experts in the related field. 
 
 
Findings and Discussion 
 
Demographic Profiles 

 

Table 1:  

Demographic Profile of the Respondents 

 n Percent 

Gender   

Male  30 68.2 

Female 14 31.8 
   

Age    

18-30 years old 9 20.5 

31-40 years old 12 27.3 
41-50 years old 9 20.5 

51 years old  and above 14 31.8 

   

Qualification   
Doctorate 5 11.4 

Master’s Degree 2 4.5 

Bachelor’s Degree 15 34.1 

Diploma 17 38.6 
Others 5 11.4 

   

Filing Method   

2012: Internet 38 86.4 
          Manual 6 13.6 

2013: Internet 43 97.7 

          Manual 1 2.3 

2014: Internet 44 100.0 
          Manual - - 

   

Computer Experience   

None 1 2.3 
1-3 years 5 11.4 

4-6 years 6 13.6 

7-9 years 6 13.6 

10 years and above 26 59.1 
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A total of 50 questionnaires were distributed. Out of 50 sets, 6 sets of the 

questionnaires were not usable due to incomplete answers. As a result, the final 

questionnaires analysed consisted of only 44 respondents. A complete demographic profile of 

the respondents is presented in Table 1. 

 

Based on Table 1, majority of the respondents are female, representing 68.2% (n=30) 

of the respondents while the remaining 31.8% are male (n=14). 

 

As indicated in Table 1, respondents are categorised into four age groups. The result 

shows the majority of respondents are in the age of 51 and above years old, which amounted 

to 31.8% (n=14), followed by 27.3% (n=12) in the group of 31to 40 years old, 20.5% (n=9) in 

the group of 41to 50 years old and in the group of 18 to 30 years and above. Academically, 

majority of the respondents have Diploma qualification, representing 38.6% (n=17), followed 

by the group of respondents (34.1%) with Degree qualification. The rest of the respondents 

have post graduate and other qualifications. 
 

In terms of filing method majority of the respondents prefer their tax return done 
electronically. The past 2012’s result finding indicated only 38 (86.4%) respondents adopted 
the system to fill their tax return. However, 2013’s results recorded an increase to 43 
respondents (97.7%). Taxpayers’ behavioural intention to adopt the system showed a positive 
sign with the results indicating a further increase to 44 respondents (100%) that will used the 
system in 2014. This indicates a good improvement of taxpayers’ acceptance of the e-Filing. 

 
Regarding respondents with computer and internet experience, majority of the 

respondents have some computer and internet experience, with the exception of one 
respondent. This result explain prior results of the majority respondents using e-Filing, 
indicating computer and internet experience contributing to the willingness of the taxpayers to 
use e-Filing. 

 
 
The Easiness of E-Filing  
 
Table 2:  
The Easiness of E-filing System 

 
Statements 

Yes No Not sure 

n Percent n Percent n Percent 

1. Learning to use the e-Filing is easy for me 42 95.5 0 0 2 4.5 

2. I find it easy to file my income tax return using the e-Filing  42 95.5 0 0 2 4.5 

3. It is easy for me to become skilful at using the e-Filing 42 95.5 0 0 2 4.5 

4. I find that the e-Filing is user friendly 39 88.6 2 4.5 3 6.8 

5. Using the e-Filing improves my efficiency in preparing 

income tax filing. 
42 95.5 1 2.3 1 2.3 

6. Using the e-Filing improve my productivity in preparing 

income tax filing. 
44 100.0 0 0.0 0 0.0 

7. Using the e-Filing enhance my effectiveness in preparing 

income tax filing. 
43 97.7 0 0.0 1 2.3 

   

Internet Experience    

 None 1 2.3 

1-3 years 9 20.5 
4-6 years 7 15.9 

7-9 years 11 25.0 

10 years and above 16 36.4 
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8. I find that the e-Filing is sophisticated enough to cover the 

length and breadth of the taxation requirements 
31 70.5 5 11.4 8 18.2 

9. It is easy for me to understand the information used in the 

e-Filing 
37 84.1 2 4.5 5 11.4 

10. I find that the e-Filing contains ample and unambiguous 

information 
31 70.5 3 6.8 10 22.7 

11. Using the e-Filing reduces the risk of making unintentional 

errors in filing my tax return 
36 81.8 2 4.5 6 13.6 

 
Table 2 shows that overall, taxpayers find e-Filing is easy to be used, helpful and 

informative.  From this table, 42 respondents (95.5 %) agreed that the e-Filing is easy to 
learn, use and hence increase their skills in using the e-Filing (Question 1 to 3). On the other 
hand, 39 respondents (88.6%) agreed that e-Filing is user friendly. This could indicate that a 
majority of the taxpayers be of the same opinion that e-Filing is user-friendly and easy to be 
used. This is consistent with the argument by Wang (2003) and Moon and Kim (2001) who 
posit that users will feel less threatening to advanced information technology if it is easy to 
use. Thus, to promote the usefulness of e-Filing, this technology needs to be easy to learn and 
use. 

 
Next questions (Question 5 to 8) gauge the perceived usefulness of the e-Filing form 

the user perspectives. Majority of the respondents agreed that using e-Filing would improve 
their efficiency in preparing income tax filing, as shown by 95.5% of the respondents. In 
addition, all respondents (100%) agreed that using e-Filing would improve their productivity 
in preparing income tax filing. This is also supported by the next statement in which 43 of the 
respondents (97.7%) agreed that using e-Filing would enhance their effectiveness in preparing 
income tax filing. Besides, 31 of the respondents (70.5%) also agreed that e-Filing 
sophisticated enough to cover the length and breadth of the taxation requirements.  

  
The last three questions (Question 9 to 11) aim to investigate whether the e-Filing 

contains ample and unambiguous information to reduce the risk of taxpayers making 
unintentional errors in filing their tax returns. 37 respondents (84.1%) agree that it would be 
easy for them to understand the information used in e-Filing while 31 respondents or 70.5% 
concur that the e-Filing contain ample and unambiguous information. Finally, majority of the 
respondents (81.8%) agreed that e-Filing would reduce the risk of the user in making 
unintentional errors in filing my tax return.  
 
 
Security of E-filing 
 
Table 3:  
The Risk of E-filing 

 
Statements 

Yes No Not sure 

n Percent n Percent n Percent 

1. Using the e-Filing may cause me to lose control over the 

privacy of my personal information 
8 18.2 26 59.1 10 22.7 

2. By using the e-Filing my personal information may be used 

without my knowledge. 
10 22.7 25 56.8 9 20.5 

3. Internet hackers may take control of my personal information 

if I use the e-Filing  
10 22.7 16 36.4 18 40.9 

4. The security built into the e-Filing is not strong enough to 

protect my account. 
6 13.6 16 36.4 22 50.0 

5. Considering the expected level of service performance of the 

e-Filing, using it is risky 
5 11.4 22 50.0 17 38.6 

6. The e-Filing’s server perform well during peak periods 15 34.1 13 29.5 16 36.4 

7. The e-Filing architecture and infrastructure can cope with 

ever increasing demand especially during peak periods. 
15 34.1 6 13.6 23 52.3 
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The other objective of this research is to examine whether the taxpayers perceived that 

the e-Filing is electronically secured to be used. Four questionnaires (Question 1-4) were 
developed for this purpose. The findings were as presented in Table 3. 

 
Majority or 26 respondents (59.1%) disagree that using e-Filing will cause them to 

lose control over the privacy of their personal information. Only 8 respondents (18.2%) feel 
e-Filing will jeopardise their personal information while 10 respondents (22.7%) are not sure 
with the situation. For the next statement, 56.8% of the respondents chose to differ with 
argument that by using e-Filing, their personal information would be used without their 
knowledge.  Only 22.7% of the respondent agrees while remaining 20.5% were unsure about 
the situation. 

 
Third statement posits that internet hackers might be able to take control of user 

personal information if they use e-Filing. 40.9% of the respondents were unsure whether this 
situation might occur, 16 respondents (36.4%) did not believe that this will occur while 10 
respondents believe that this might occur. 

 
Majority of the respondents also were not sure whether the security system built into 

the e-Filing is not strong enough to protect their account. Only 36.4% of the respondents 
believe that security system in e-Filing can be trusted while 13.6% of the respondents believe 
that the e-Filing security system is weak. 

 
The result of the findings above shows that the user of e-Filing has a serious concern 

in term of privacy, risk and security issues while using the system. This is not unexpected 
because based on Internal Revenue Service (IRS) Oversight Board report, about 460,000 
people have been victimized by identity theft tax fraud since 2008. The possibility or risk of 
fraud reduce taxpayers’ intention to adopt e-Filing (Azmi & Bee, 2010; Pavlou, 2003; 
Featherman & Fuller, 2003) because taxpayers are only likely to adopt e-Filing if their risk 
perceptions and environmental uncertainties are alleviated. 

 
The last part of this research intent to identify whether e-Filing architecture and 

infrastructure can cope with the ever increasing demand of e-Filing especially during peak 
periods. 22 respondents (50%) disagreed that it is risky to use e-Filing, considering the 
expected level of the service performance (Question 5). Only 5 respondents (11.4%) agreed 
that it still be risky using the system while 17 respondents (38.6%) were not sure. 

 
34.1% of respondent also have confidence and believe that e-Filing server may 

perform well during peak periods i.e. near the submission deadline (Question 6). Only 29.5% 
have a doubt with the server performance while 36.4% were not sure, possibly they rarely file 
their forms during peak hours which led them being unsure of the condition during peak 
period.  

 
Consistent with the prior statements, only 34.1% of the respondents agree that e-Filing 

architecture and infrastructure can cope with ever increasing demand especially during peak 
periods. 13.6% did not agree with this statement while majority of the respondents (52.3%) 
were not sure. The final three questions indicate that most of the respondents were uncertain 
about the performance of e-Filing during peak period because they prefer to file their form 
prior from the possibility that the system may be congested. 
 
 
Conclusion 
 

This research concludes that most of the respondents find e-Filing to be user friendly 
and easy to use. It also shows that respondents can understand the information use in the e-
Filing. In addition, most of the correspondents agree that their performance, productivity and 
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effectiveness in filing their tax return through e-Filing have improved. This is because 
taxpayers are now free from the hassle of having to calculate the tax amount as the system is 
able to perform the task. This sophisticated system helps taxpayers to improve and enhance 
their performance in preparing income tax filing. This outcome has encouraging IRBM to 
continue with whatever programs necessary to recommend taxpayers to file their tax returns 
using the e-Filing. 

 
The finding also indicates that e-Filing contains ample and unambiguous information 

for references. Every item that needs to be filled up has an explanation and is easy to 
understand. This can reduce the risk of making unintentional errors by taxpayers.  

 
The adoption of e-Filing is currently on a voluntary basis. E-Filing involves the 

transmission of highly sensitive personal information and there is a risk that users’ 
information will fall to the hands of third parties. The risk affected user’s decision to disclose 
or provide personal information on the Internet (Hoffman, et.al., 1999). Therefore, if 
taxpayers’ perceive electronic tax-filing as extremely risky or unsecured, it is very likely that 
they will not file their income tax return electronically.The findings of this research show that 
most of the respondents agree that e-Filing is secure. 

 
The perfomance of e-Filing depends on the architecture and infrastructure of the 

system. In terms of ICT infrastructure to support e-government transmission or specifically e-
filing implementation, Malaysia has one reasonably good ICT infrastructures. However, 
findings of this research indicated that most of respondent are not sure whether the e-Filing 
architecture and infrastructure can cope with the ever increasing demand especially during 
peak period. 

 
Overall, it can be concluded that most of taxpayers in Petaling Jaya Branch have a 

good perception towards e-Filing. This in advertently increase the number of taxpayers who 
wants to file their tax return through e-Filing in the future and hence, help the objective of 
Malaysian government to achieve e-government implementation. 
 
Recommendations 
 

There are several suggestions to increase the efficiency and effectiveness of the e-
Filing adoption in this country. First, e-Filing might be exposed to problems during peak 
period as it might be congested with many users trying to file their tax return with too many 
people accessing to system at one time. To overcome this problem, IRBM has to increase the 
capacity and capability of its servers. It can be outsourced for a few months to support the 
existing servers or the government can contribute some financial allocation for new servers. 
This is a long term investment which the government may want to undertake. 

 
Second, to improve the perceptions of taxpayers towards the e-Filing, it is advisable if 

the interface is made friendlier so that it will be easy for first time users to use the e-Filing. 
This can be done by having the interface designed in many languages such as Malay, Chinese, 
Indians and other local language apart of English. 

 
Third, the e-Filing should have clearer instructions by attaching an example on how to 

file the form. In that way, taxpayers will be more self-reliant and understand more on how to 
use the system. For example, video to demonstrate step by step in using the e-Filing can be 
prepared and easily accessed to enhance user understanding.  

 
Finally, IRBM also need to educate the public on tax public ruling and provisions 

more comprehensively to increase taxpayer understanding on many technical aspects of tax 
returns.  For example, many examples should be given on the certain technical terms. For 
example, term ‘critical illness’ has been misunderstood by many taxpayers. The system must 
clarify clearly type of critical illness that can be claimed by the taxpayers. If there are 
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clarifications or details to explain technical terms, this can avoid taxpayers from committing 
unintentional errors.  
 
Limitations and Suggestions for Future Research 

 
There are several limitations of the study. The sample of the experimental group is 

small. There were only 44 taxpayers and it might not represent the majority of the taxpayers 
of the Petaling Jaya Branch. Besides, this research only conducted descriptive research, 
meaning only describes data and characteristics about the population or phenomenon being 
studied. Although the data description is factual, accurate and systematic, the research cannot 
describe what caused a situation.  

 
In future, data can be collected from huge samples so that the findings are more 

representative and reliable. Inferential statistics also can be applied so that causal relationship 
where one variable affects another can be conducted, such as examining the factors or 
determinants of e-Filing usage. 
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