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Abstract 
Today, the challenge of e-governance in relation to tax services remains a seri-
ous issue in sub-Saharan Africa. Although implementation projects continue 
to emerge, it is important to assess whether the digitization of tax procedures 
is really delivering the expected benefits. This study aims to examine the influ-
ence of the use of digitized tax procedures (UDT) on business process perfor-
mance (BPP), highlighting the role of dynamic capabilities (DC). We analyze a 
sample of 143 Cameroonian SMEs using the higher order PLS-SEM method-
ology. The results show that the DC exhibited by SMEs positively influence 
UDT procedures, as well as the BPP associated to this digitization. Also, the 
UDT has a positive impact on BPP, and significantly mediates the indirect re-
lation between this performance and the dynamic capabilities of SMEs. By rec-
ognizing the value of e-governance in the delivery of digitized tax services, we 
motivate more effective implementation of this service by governments in 
these countries. Future e-governance projects for tax services will need to take 
into account the innovative and technological capacities of each country, as 
well as the realities of African public services.  
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1. Introduction 

The dematerialization of government services is a process made possible by the 
emergence of information and communication technologies (ICT) (Bannister & 
Connolly, 2012; Oliveira et al., 2020). The phenomenon has spread around the 
globe at varying rates. In its report on e-governance, the UN (2020) reports that 
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143 of the 162 countries surveyed have an online income tax filing system, while 
130 of the 162 have a VAT filing system. Many countries offer far more than these 
two services to date, which is ample evidence of the desire to popularize digitized 
tax services. This is undoubtedly due to their recognized benefits. Although e-
governance is well established in several Northern countries, the trend is different 
in the South. In sub-Saharan Africa, the phenomenon is still in its infancy and 
focuses on very specific aspects of public service management, such as the dema-
terialization of tax administration services (Froehlich et al., 2020; Akpan-Obong 
et al., 2023). Tax services are an essential part of government service delivery, as 
all citizens engaged in revenue-generating activities are potentially subject to 
them. In this context, and after several years of gradual implementation of the 
dematerialization of tax procedures in sub-Saharan Africa, we need to assess its 
impact. Few studies of this kind have been carried out in the context of sub-Sa-
haran Africa in general and Cameroon in particular. On the other hand, existing 
studies have focused on the impact of such e-governance services on the tax ad-
ministration itself and its agents (Alibraheem & Abdul Jabbar, 2016; Masunga et 
al., 2020; Otekunrin et al., 2021). There is still a need in the literature to find out 
what impact the use of e-governance is having on the business processes of sub-
Saharan African companies. To fill this gap, we focus on taxpayers, especially 
small and medium enterprises, which are the main taxpayers. The objective of this 
study is to assess the impact of the digitization of tax procedures on the perfor-
mance of business processes. In terms of digitization, we study the influence of 
dynamic capabilities on digitized tax procedures, as they relate to both the tech-
nological and operational aspects of tax management in a commercial context. We 
examine performance from the point of view of the Balanced Scorecard redefined 
by Dumas et al. (2013). To this end, this study answers the following research 
question: Do dynamic capabilities and the use of digitized tax procedures posi-
tively influence the business process performance of Cameroonian Small and Me-
dium Enterprises (SMEs)? In doing so, we bring together the theory of dynamic 
capabilities (Teece et al., 1997) and measures of business process performance by 
Dumas et al. (2013).  

This study highlights the efficiency gains resulting from the digitization of tax 
procedures in Africa, and more specifically in Cameroon. We also show that this 
digitization promotes greater operational efficiency. The results of the study could 
inspire a culture of continuous innovation within SMEs. Managers could be en-
couraged to explore other areas where technology can be used to improve business 
process performance. In addition, governments could be more committed to in-
vesting in e-governance technologies. 

The paper is organized as follows. Section 2 is dedicated to the literature review. 
We outline the concept of e-governance and relate it to digitized tax procedures. 
Section 3 presents the research model and hypothesis development. Section 4 de-
scribes the methodology used, followed by the presentation of the results in sec-
tion 5. Section 6 discusses the results obtained. Section 7 presents the research 
contributions. 
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2. Literature Review: E-Governance and Digitized Tax  
Procedures 

Electronic governance (e-governance) is the application of information and com-
munication technologies (ICT) to deliver government services to citizens, organ-
izations and government (Gupta & Jana, 2003; Iyer & Rao, 2017). This concept 
also refers to the use of ICT in government work processes (Bannister & Connolly, 
2012). More precisely, e-government can be defined as the use of ICT to offer 
citizens and businesses the opportunity to interact, conduct and maintain busi-
ness relations with the government using different electronic media such as 
smartphones, fax, smart cards, self-service kiosks, e-mail, internet and electronic 
data interchange (EDI) (Almarabeh & AbuAli, 2010). Nkohkwo and Islam (2013) 
succinctly point out that e-governance involves the automation or computeriza-
tion of existing paper-based procedures, which will lead to new styles of leader-
ship, new ways of debating and deciding strategies, new ways of doing business, 
new ways of listening to citizens and communities, and new ways of organizing 
and delivering information. Hiller and Bélanger (2001) identified six types of e-
government: (1) Government services for individuals (G2IS), (2) Government 
communications with individuals as part of the political process (G2IP), (3) Gov-
ernment communications with businesses as citizens (G2BC), (4) Government 
communications with businesses in the marketplace (G2BMKT), (5) Government 
communications with employees (G2E), and (6) Government communications 
with other government entities (G2G). 

The benefits outlined in the literature reviewed are succinctly presented in the 
following Table 1. 

To improve e-governance resources, governments in sub-Saharan Africa have 
implemented digital literacy training programs, although gaps remain between 
goals and achievements (Inakefe et al., 2023). However, the digitization of tax ser-
vices is gaining momentum, and better interaction with government revenue 
agencies is visible (Kyem, 2016). In Uganda, for example, the digitization of tax 
services has enabled the government to reap huge benefits, allow multinational 
companies to file their tax returns from their home country, efficiently monitor 
taxpayer files, and reduce the cost, time, manpower, and corruption associated 
with manual tax administration (Waiswa & Okello-Obura, 2014). Similar devel-
opments are taking place in Nigeria (Ojo, 2014), Ghana (Asamoah, 2019), and 
elsewhere in Africa (Froehlich et al., 2020). 

 
Table 1. E-government benefits. 

Authors E-governance benefits 

(Heeks, 2001) 

- Workflow Automation 
- Computerize work processes 
- Cost reduction 
- Speed gains 
- Productivity gains 
- Increased performance 
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Continued 

(Gage, 2001) Empowering Citizens 

(Gascó, 2003) 
Creating a space for citizens to participate in the  
development process. 

(Bhatnagar, 2003) 
Improve the traceability, transparency, and accessibility of 
transaction information. 

(Kroukamp, 2005b) 

- Integration of excluded and marginalized social groups; 
- Increased participation of public authorities in the  
economic life of the country; 
- Making information available to the widest possible public 
in the same timeframe, content and comprehensiveness; 
- Reduction of administrative procedures and bureaucracy; 
- Lower costs; 
- Increased efficiency of transactions; 
-Improved communication between public administrations. 

(Pathak et al., 2008) Reducing corruption 

(Bhuiyan, 2011) 
- Controlling corruption; 
- Poverty reduction 

(Heeks, 2001; Chisenga, 
2004; Kumar & Best, 2006; 

Singh & Sahu, 2018) 
- Cost Reduction 

(Heeks, 2001; Kumar & 
Best, 2006) 

- Time savings; 
- Improved access to government information 

(Mohele & De Beer, 
2007) 

Improved communication 

(Kumar & Best, 2006) Improving service quality 

(Mphidi, 2008) Strengthening innovation 

(Kroukamp, 2005a;  
Kumar & Best, 2006) 

- Increased efficiency 
- Increased effectiveness 

Source: Authors. 
 
Looking at the impact of the introduction of electronic tax systems on tax au-

thorities in the literature, we can see that tax authorities have made improvements 
in terms of the effectiveness and efficiency of their staff, the amount of tax revenue 
collected, the quality of information collected and the speed with which it is pro-
cessed, and their ability to promote tax compliance among taxpayers. All these 
elements are performance aspects for the tax authorities, and we can therefore 
conclude that the introduction of digital tax procedures has led to an improve-
ment in the performance of the tax authorities. This effect can also be attributed 
to companies, so that the benefits expected from the digitization of tax procedures, 
from the point of view of SMEs, can be brought together under the banner of the 
notion of performance. 

3. Research Model and Hypotheses Development 

The evolving environment studied here is the Cameroonian tax environment, 
where procedures are being digitized and a series of digital services offered by the 

https://doi.org/10.4236/ib.2024.163006


I. Djossa-Tchokoté et al. 
 

 

DOI: 10.4236/ib.2024.163006 69 iBusiness 
 

tax authorities are gradually emerging. The aim of this study is therefore to un-
derstand how Cameroonian firms, faced with these changes, integrate, build and 
reconfigure the capabilities they acquire externally or possess internally in order 
to adapt to the new procedures and possibly benefit from performance gains. To 
assess Cameroonian SMEs from this perspective, we use the dynamic capabilities 
theory proposed by Teece et al. (1997). In this way, we assess the ability of SMEs 
to monitor the Cameroonian tax environment in such a way as to detect or even 
anticipate changes and developments; the ability of firms to develop and imple-
ment new routines and procedures in such a way as to adapt to tax innovations.  

Kaplan and Norton (2001), with their Balanced Scorecard (BSC) concept, break 
down the overall notion of performance into several subsets, each linked to an 
aspect of the life and operations of an organization. These are the financial dimen-
sion, the customer dimension, the internal business process dimension, and the 
learning and growth dimension. Some of these aspects are inextricably linked to 
the concept that will have attracted our attention in the context of our study, 
namely the internal business dimension. Dumas et al. (2013) refine the internal 
business process dimension of the BSC by making it more practical. They break it 
down into performance in terms of cost, time, quality and flexibility. In fact, Du-
mas et al. (2013) argue that the way work is done in an organization guarantees 
results that create opportunities for improvement. These improvements can in-
clude cost reduction, shorter lead times and lower error rates, as well as gaining 
competitive advantage through innovation. Processes determine an organiza-
tion’s ability to adapt to new circumstances and comply with an increasing num-
ber of regulatory requirements (Van Looy & Shafagatova, 2016). 

The objective of the construct “use of digitized tax procedures” is to assess the 
effective use of digitized tax procedures by Cameroonian businesses. More specif-
ically, the digitized tax services actually used by businesses. 

The research model is presented in Figure 1 below.  
 

 
Source: Authors. 

Figure 1. Research model. 
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3.1. Dynamic Capabilities, Business Process Performance 

Dynamic capabilities are aligned with the organization’s dynamic vision, based on 
the evolution of resources and skills (Wang & Ahmed, 2007). Thus, a company 
that is fully capable of integrating, building and reconfiguring its internal and ex-
ternal competencies to cope with a rapidly changing environment is likely to have 
a better competitive edge. In this sense, dynamic capabilities in the context of dig-
itized tax procedures, refer to the ability to develop skills in response to changes 
in manual methods, to the ability to acquire and develop resources to respond to 
the digitization process. Teece et al. (1997) proposes a 4-step process that has been 
widely adopted in the literature. The first stage consists in observing and assessing 
the environment with a view to identifying market opportunities or technological 
innovations to be seized. Once an opportunity has been identified, the second step 
is to implement the appropriate means to seize it, through a process of resource 
acquisition. This is followed by the renewal of resources and, finally, the reconfig-
uration of internal resources. Dynamic capabilities, which apply to managerial is-
sues and disruptive market innovations, are therefore a source of performance for 
companies that manage them strategically. Dynamic capabilities and performance 
appear as two intrinsically linked and even inseparable notions, insofar as the for-
mer serves to explain the sources of the latter. We therefore put forward the fol-
lowing hypotheses:  

H1: Dynamic capabilities have a positive and significant influence on business 
process performance. 

3.2. Dynamic Capabilities and Use of Digited Tax Procedures 

The relationship between dynamic capabilities and information systems is an in-
tegral part of a company’s core digital strategy. The use of digitized tax procedures 
therefore implies that digitalization is effectively integrated into these processes, 
i.e., that it enables tax-related information to be collected, summarized and for-
warded to the tax authorities for processing. The dynamic capability of companies 
to mobilize and deploy the information, knowledge and skills they need to keep 
pace with changes in the tax environment, and to make effective use of the tax 
authorities’ electronic services, is therefore of paramount importance. We put for-
ward the following hypothesis. 

H2: Dynamic capabilities have a positive and significant influence on the use of 
digitized tax procedures. 

3.3. Used of Digitized Tax Procedures and Business Process  
Performance 

Delone and McLean (2016) presents the “use” as the degree of integration of in-
formation systems into the business processes of the user and the work routine of 
each individual. This construct measures the use of tax e-services, developed 
thanks to ICT and implemented by tax authorities. In this sense, the permanent 
use of digitalized tax procedures implies a change in the company’s processes, 
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working methods and organization, in other words, a restructuring of internal 
processes that can lead to the achievement of the objectives set by the company in 
terms of time, cost and quality optimization. Therefore, we propose the following 
hypothesis: 

H3: The use of digitized tax procedures has a positive and significant impact on 
the performance of business processes. 

4. Methodology 
4.1. The Context 

The technology boom in sub-Saharan Africa has lagged behind other continents, 
possibly due to the region’s economic, technological and infrastructural back-
wardness. Nevertheless, African nations are determined to catch up and have 
made strides in improving Internet access, cell phone usage, and digital transfor-
mation. This provides economic agents with opportunities to create new markets 
and extend existing ones. Singh and Sahu trace the first attempts at e-governance 
projects back to the 1970s. Developed countries quickly grasped the importance 
of these changes and embraced them, benefiting today from the positive spin-offs 
of digitized procedures. Sub-Saharan African nations were slow to embrace the 
digitization of public services, with tax digitization projects not gaining traction 
until the 2010s. Nonetheless, sub-Saharan African countries have been imple-
menting measures to digitalize their tax administration processes over recent 
years, and Cameroon is no exception to this trend. 

The digitization of tax procedures in Cameroon was executed through the 
launch of the “Fiscalis” platform in 2014 by the Directorate General of Taxation 
(DGT) under the supervision of the Ministry of Finance. This platform offers sev-
eral tax services, such as remote declaration, remote payment of taxes due, and 
retrieval of supporting documents issued by the DGT, including tax notices and 
tax clearance certificates (DGI, 2023). The need for change in the tax administra-
tion of Cameroon stems from the necessity to revitalize public services in this area, 
given that the tax environment is a crucial aspect of the country’s business climate. 
Cameroon is currently ranked 181st out of 190 countries on the “payment of 
taxes” indicator, according to the Doing Business ranking of 2020. This ranking 
justifies the need to implement policies aimed at restructuring Cameroon’s tax 
environment by means of dematerializing tax procedures. After several years of 
operation of online tax activity platforms in Cameroon, it is timely to evaluate 
their impact on the performance of SMEs.  

4.2. Research Design and Data Collection 

1) Questionnaire design 
We selected Cameroonian SMEs that benefit from digitized tax services as our 

target population, as our study focuses on the impact of the use of digitized tax 
procedures on the business process performance of Cameroonian companies. 
Within Cameroon’s entrepreneurial ecosystem, these companies are the most 
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significant taxpayers. Moreover, e-governance in Cameroon is undergoing signif-
icant transformations. Several e-governance projects, whether focused on mod-
ernizing tax and customs services or facilitating the payment of government de-
partment services through electronic payments, are in development. 

To conduct this quantitative study, we developed a questionnaire. It was de-
signed based on a literature review that centered on theories and concepts related 
to the research. The questionnaire has three parts, each measuring a variable of 
the model we are assessing (see Appendix). The first part discusses the dynamic 
capabilities of the company. It consists of 21 measurement items distributed 
amongst four sub-constructs. The second part assesses the use of digitized tax pro-
cedures using seven items. The third section addresses business process perfor-
mance, which is evaluated through 18 items categorized into four sub-constructs. 
7-point Likert scale that ranges from “completely disagree” to “completely agree” 
as a measurement of each item (Boone & Boone, 2012). 

2) Pre-test phase 
It is important to carry out a pre-test to verify the comprehensibility of the first 

draft of the questionnaire (Taherdoost, 2019). We aim to determine whether the 
items that measure the constructs are easily understood by the respondents. To 
achieve this, we gathered a sample of ten individuals comprising five master’s stu-
dents, two civil administrators, and three contractors. At the end of their evalua-
tions, they confirmed that the questionnaire was comprehensible and unambiguous. 

3) Minimum sample size determination 
Afterwards, we determine the minimum sample size through the GPower 3.1.9.2 

software, which has the particularity of calculating the statistical power for various 
statistical tests (Schoemann et al., 2017). By inserting parameters such as effect size, 
probability error, the power of the effect, and the number of predictors or latent 
explanatory variables, we obtained the sample size necessary to test the model ef-
fectively. For this, with a total of five (05) predictors (lower constructs), a proba-
bility of error α = 0.05, an effect power (1 − β) = 0.80, and an effect size of f2 = 0.15, 
the minimum total sample size for this study is ninety-two (92) individuals.  

4) Pilot test 
To ensure the reliability and construct validity of the study, we conducted a 

pilot test after obtaining a sample of 45 responses. The benefit of pilot testing is 
that it helps us rectify the questionnaire by removing measurement items that are 
statistically unreliable or rephrasing them, if possible, to make them more under-
standable (Hair Jr. et al., 2014). After analyzing the sample data, no changes were 
made as the results indicated that both the measurement items and the model are 
statistically reliable and valid. So, we continued our data collection. 

5) Data collection phase 
We designed the questionnaire on Word and printed several copies. We con-

ducted an on-site visit directly to the SMEs office. We made sure to clarify the pur-
pose of the study, explain the anonymity of the questionnaire and assure the re-
spondents that the data would be used solely for academic research purposes. We 
administered the questionnaire to individuals responsible for tax compliance within 
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the company after their agreement to participate in the study. Each SME completed 
one questionnaire. 200 questionnaires were distributed among SMEs and we re-
ceived a total of 143 responses that represented 143 different SMEs. Thus, a response 
rate of 71.5%. Data was collected between November 2021 and April 2022. 

6) Common method bias  
To detect the possible effect of common method bias (CMB), we performed the 

full collinearity test Kock (2015). This test suggests that the presence of a variance 
inflation factor (VIF) greater than 3.3 indicates pathological collinearity and also 
contamination of the model by CMB. After we conducted the full collinearity test, 
the results showed that all the VIF values were lower than 3.3, thus confirming the 
absence of CMB and the reliability of the data collection. 

4.3. Data Analysis 

The data for this study were analyzed using partial least squares structural equa-
tion modeling (PLS-SEM) using SmartPLS 4 software (Ringle et al., 2022). This 
method has the advantage of evaluating complex models with small sample sizes 
(Hair et al., 2019). It is particularly well known in research in marketing, manage-
ment, entrepreneurship, information systems, etc. We chose a higher-order con-
struct model (Sarstedt et al., 2019) to reduce the number of relationships in the 
model and to evaluate the most important concepts of this research. Thus, dy-
namic capabilities and business process performance are higher-order constructs, 
each explained by four lower-order constructs. We used the disjoint two-stage ap-
proach (Sarstedt et al., 2019). In the first stage, we evaluated the reflective meas-
urement model of the lower-order constructs, and in the second stage, we used 
the latent variable scores of the lower-order constructs to create and estimate the 
higher-order constructs. We then evaluated the measurement model and the 
structural model of the research model. 

5. Results 
5.1. Demographic Profile 

The results show that the majority of SMEs surveyed are private limited compa-
nies (54%). 48% have between 6 and 20 employees. Most of the managers respond-
ing to the survey were men (70%). 46% are aged between 31 and 40, and 34% have 
an executive function (Table 2). 

5.2. Measurement Model Assessment 

The purpose of this assessment is to check the model’s constructs for their relia-
bility and validity. To measure internal consistency, we look at the outer loading, 
rho_A, and composite reliability (CR), which must be 0.7 or greater. To evaluate 
convergent validity, we check the average variance extracted (AVE), which should 
be 0.5 or greater (Hair et al., 2019). In the first stage, we checked these criteria for 
the lower-order components. Items with outer loading values below 0.7 and/or 
VIF values above 3 were removed to improve the reliability and avoid multicol-
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linearity issues. Since the lower-order component model fulfilled all criteria, we 
utilized their latent variable scores to create the model displayed in Figure 1 dur-
ing stage two. The assessment of the reflective measurement model of the higher-
order constructs adhered to the same standards. Table 3 shows that the model is 
reliable and valid since all criteria met the required values. 

 
Table 2. Demographic profile of respondents. 

Demographic profile Number Frequency 

Gender of respondent 

Woman 43 30% 

Man 100 70% 

Total 143 100% 

Age of respondent 

20 - 30 21 15% 

31 - 40 66 46% 

41 - 50 42 29% 

51 - 60 14 10% 

Total 143 100% 

Respondents’  
hierarchical position in 

the company 

Senior Executive 25 17% 

Executive 48 34% 

Supervisor 42 29% 

Others 28 20% 

Total 143 100% 

Number of employees 

1 ≤ X ≤ 5 50 35% 

6 ≤ X ≤ 20 69 48% 

21 ≤ X ≤ 100 16 11% 

More than 100 8 6% 

Total 143 100% 

Number of years’  
experience as company 

manager 

1 - 5 39 27% 

6 - 10 64 45% 

11 - 15 21 15% 

16 - 20 8 6% 

21 - 25 4 3% 

More than 25 years 7 5% 

Total 143 100% 

Legal form 

Private Limited Company (Ltd) 77 54% 

Public Limited Company (PLC) 19 13% 

Sole Proprietorship 20 14% 

Establishment 20 14% 

Cooperative society 4 3% 

Joint stock company 2 1% 

General partnership 1 1% 

Total 143 100% 
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Table 3. Construct’s reliability and validity. 

Higher-order 
constructs 

Lower-order constructs 
Outer 

loadings 
Cronbach’s 

alpha 
Rho_A 

Composite 
reliability 

(CR) 

Average 
variance 
extracted 

(AVE) 

Dynamic  
Capabilities 

Observation and  
evaluation 

0.814 

0.899 0.901 0.930 0.769 Resources acquisition 0.903 

Resources renewal 0.918 

Resources reconfiguration 0.869 

Business  
process  

performance 

General process  
performance 

0.745 

0.865 0.866 0.909 0.714 

Timed related process  
performance 

0.878 

Cost related process  
performance 

0.866 

Process performance  
related to internal quality 

0.884 

 Use of digitized tax  
procedures-UPFD1 

0.859 

0.872 0.877 0.921 0.796  Use of digitized tax  
procedures-UPFD3 

0.908 

 Use of digitized tax  
procedures-UPFD4 

0.909 

Source: Authors. 
 
Discriminant validity was assessed by the Fornell-Lacker criterion (Fornell & 

Larcker, 1981), which suggests that the square root of the AVEs, along with the 
diagonal, must be greater than all the values below and left. Table 4 shows that 
discriminant validity is not a problem in the research model. 

 
Table 4. Discriminant validity-Fornell-Larcker criterion. 

Constructs (1) (2) (3) 

Business process performance (1) 0.845   

Dynamic capabilities (2) 0.827 0.877  

Use of digitized tax procedures (3) 0.644 0.511 0.892 

5.3. Structural Model Assessment 

With the satisfactory measurement model in place, the subsequent step is to assess 
the structural model. In this regard, we first examine collinearity to ensure that 
the results are not biased. We evaluated the Variance Inflation Factor (VIF) val-
ues, which indicate probable collinearity issues when they exceed 5 and possible 
collinearity issues when they range from 3 - 5. Ideally, the VIF values should be 

https://doi.org/10.4236/ib.2024.163006


I. Djossa-Tchokoté et al. 
 

 

DOI: 10.4236/ib.2024.163006 76 iBusiness 
 

closer to 3 or lower (Hair et al., 2019). The results indicate that there is no issue 
with collinearity in the research model, as the internal VIF values for measure-
ment items in the lower-order constructs are below 3. 

Next, we examined the model’s explanatory power using R2. R2 values of 0.75, 
0.50, and 0.25 are considered substantial, moderate, and weak, respectively (Hair 
et al., 2019). Results (Table 5) indicate that 78.6% (R2 = 0.786) of the business 
process performance construct is explained by dynamic capabilities and digitized 
tax procedures use. Additionally, the use of digitized tax procedures construct was 
explained by dynamic capabilities at 26.2% (R2 = 0.262). 

 
Table 5. Explanatory power (R2). 

Dependents constructs R-square R-square adjusted 

Business process performance 0.786 0.783 

Use of digitized tax procedures 0.262 0.257 

 
Finally, the bootstrapping method was used to determine the significance and 

statistical relevance of the path coefficients. The results (Table 6) confirm all hy-
potheses, demonstrating that dynamic capabilities have a positive and significant 
influence on business process performance (H1; β = 0.675, p < 0.001) and the use 
of digitized tax procedures (H2; β = 0.511, p < 0.001). The use of digitized tax 
procedures has a positive and significant influence on business process perfor-
mance (H3; β = 0.299, p < 0.001). 

 
Table 6. Hypotheses testing. 

Hypotheses 
Original 
sample 

(β) 

Sample 
mean 
(M) 

Standard 
deviation 
(STDEV) 

T statistics 
(|β/STDEV|) 

p  
values 

Sign. 
Level 

Conclusion 

H1 
Dynamic capabilities → 

Business process  
performance 

0.675 0.677 0.065 10.428 0.000 **** Accepted 

H2 
Dynamic capabilities → 

Use of digitized tax  
procedures 

0.511 0.512 0.080 6.393 0.000 **** Accepted 

H3 
Use of digitized tax  

procedures → Business 
process performance 

0.299 0.295 0.070 4.279 0.000 **** Accepted 

****p < 0.001; ***p < 0.01; **p < 0.05; *p < 0.1; n.s. not significant. 
 
The results also show that the use of digitized tax procedures completely medi-

ates the relationship between dynamic capabilities and business process perfor-
mance. In other words, the dynamic capabilities of SMEs have an indirect influ-
ence on the performance of business processes when these SMEs make use of elec-
tronic tax services (Table 7). 
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Table 7. Mediation relationship. 

Mediation relation 
Original 

sample (β) 

Sample 
mean 
(M) 

Standard 
deviation 
(STDEV) 

T statistics 
(|β/STDEV|) 

p  
values 

Sign.
level 

Conclusion 

Dynamic capabilities → Use of 
digitized tax procedures → 

Business process performance 
0.153 0.150 0.039 3.881 0.000 **** Full  

mediation 

 
The estimation model is shown in Figure 2 below.  
 

 
Figure 2. Estimation model. 

6. Discussions and Implications 

The results presented above validate the hypotheses we have previously proposed 
based on the literature. Overall, we find that dynamic capabilities influence both 
the use of digitized tax procedures and business process performance. Similarly, 
we find that the use of digitized tax procedures has a positive influence on business 
process performance. In fact, there is a relationship between the ability of Came-
roonian firms to scan the tax environment in Cameroon, organize a monitoring 
and anticipate its changes in order to better adapt to them, and the frequency with 
which they use digitized tax services. Furthermore, the ability of Cameroonian 
SMEs to transform their routines, adapt their skills, update their resources and 
adapt their resources enables them to achieve performance gains. On the other 
hand, the results confirm that the introduction of digitized tax procedures has 
enabled companies to achieve performance gains thanks to the levers of time, in-
ternal quality and, finally, costs. 

It’s now clear that the use of digitized tax procedures enables companies to 
achieve performance gains and improve their business processes (Kretschmer & 
Khashabi, 2020). With this in mind, companies can take a more far-sighted view 
of the possibility of migrating completely to digitalized management of their in-
teractions with the tax authorities, since in practice, manual tax declarations have 
not yet completely disappeared. The use of digitized tax procedures therefore rep-
resents a niche that should be seized by setting up appropriate managerial mecha-
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nisms. In practice, this would mean extending the use of digitized tax procedures 
to all the interactions with the tax authorities that compliance with tax obligations 
requires (Uyar et al., 2021). The use of digitized tax procedures in Cameroon is 
still concentrated on certain services, such as electronic tax filing, or on specific 
taxes such as VAT or the flat-rate minimum tax. The other services, taxes and fees 
on offer have yet to be incorporated. Managers should therefore be more enthu-
siastic about exploiting them. 

On the other hand, improving the digitization of tax procedures within African 
companies requires consideration of several factors. These include investing in the 
digital solutions needed to digitize the company’s accounting processes, coupled 
with the training of dedicated staff. Successful digitization often depends on the 
skills of the staff. Training staff on tax software and supporting change manage-
ment within the organization are critical. It is also necessary to ensure compliance 
with local regulations and to provide monitoring and reporting capabilities. This 
includes data security and protection of tax information. Collaboration with tax 
authorities can also facilitate the transition to greater digitization and help achieve 
e-governance goals (Cisi & Sansalvadore, 2022). Understanding regulatory re-
quirements and working with government agencies can help ensure compliance 
and anticipate changes in tax legislation. We also recommend that the govern-
ment invest more in mobile technology. Many SMEs are located in areas with poor 
internet access (Frazier et al., 2013). Tax return solutions can be made available to 
a wider range of people, including very small businesses and independent entre-
preneurs in remote geographical areas. 

7. Research Contributions 

Our study contributes to the literature on the use of digitized tax procedures and 
business process performance in the Cameroonian context. 

First, we fill the gap in the literature on the digitization of tax procedures in 
sub-Saharan Africa by focusing on the taxpayer (user) perspective rather than the 
tax administration. Using Cameroon as a case study, we show that although the 
implementation of e-governance solutions for tax management is recent in Africa, 
they can optimize the internal business processes of SMEs. Second, this study 
shows that dynamic capabilities are strategically essential when SMEs implement 
or want to implement an e-governance solution. We theoretically confirm the role 
of dynamic capabilities in achieving business performance, but also in the digiti-
zation of tax procedures. Finally, this study on the digitization of tax procedures 
can provide managers with guidance to make informed decisions, optimize tax 
and accounting operations, manage resources, minimize risks, and position the 
company for continued growth in an ever-changing digital environment. We mo-
tivate more research about cybersecurity, compliance, impact assessment on eco-
nomic outcomes, and data analytics related to digitized tax procedures.  
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Appendix 
Table A1. Lower-order constructs’ items measurements. 

Lower-order  
constructs 

Items measurements 
Outer 

loadings 
VIF 

Dynamic capabilities 

Observation 
and evaluation 

(Teece et al., 
1997; Zollo & 
Winter, 2002; 
Teece, 2007) 

OBE1: Our company constantly invests in research to identify innovations in taxation. 0.730 1.976 

OBE2: Our firm establishes mechanisms for monitoring tax changes (changes resulting 
from financial laws, circulars and other documents issued by the Ministry of Finance and 
the General Tax Directorate). 

0.849 2.473 

OBE3: With the advent of digitized tax procedures, we found out about the changes that 
other companies in our sector had made to their tax procedures to bring them into line. 

0.829 2.215 

OBE4: The managers of our company know how to interpret the terms of a finance law 
or the General Tax Code, as well as innovations in the Cameroonian tax environment. 

n.s n.s 

OBE5: Our company is constantly on the lookout for tax-related information from a va-
riety of sources, including the press, formal and informal contacts with customers, com-
petitors and suppliers, trade fairs and universities. 

0.820 2.773 

OBE6: Our company adopts formal, planned and organized processes for collecting, an-
alyzing and using information on tax innovations. 

0.822 2.289 

Resource 
acquisition 
(Teece et al., 

1997; Zahra et 
al., 2006; Teece, 

2007) 

ACR1: Our company has a strong capacity to create, adjust and, if necessary, redefine our 
business plan and/or objectives. 

n.s n.s 

ACR2: We make effective use of the information at our disposal to guide our decisions. n.s n.s 

ACR3: Our company adopts mechanisms to prevent errors and biases in relation to the 
tax information analyzed and the decisions taken. 

n.s n.s 

ACR4: We typically use outside tax advisors or other professionals to analyze our tax 
decisions. 

0.925 2.059 

ACR5: The company's reward and compensation system encourage employee innovation 
and creativity. 

0.928 2.059 

Resource 
renewal (Teece 

et al., 1997; 
Verona & 

Ravasi, 2003; 
Teece, 2007) 

RNR1: We know how to manage our resources and organizational structure to adapt to 
change and growth. 

0.863 2.085 

RNR2: Our company has a strong ability to integrate into its processes the knowledge 
and know-how gained from interactions with external partners (consulting firms and 
other partners). 

0.881 2.108 

RNR3: Our company is constantly striving to increase its investment in research and de-
velopment. 

n.s n.s 

RNR4: Our employees are more committed to reorganization than those of our compet-
itors. 

n.s n.s 

RNR5: Our employees and managers are strongly encouraged to promote new visions, 
goals and ideas. 

0.884 2.003 

Resource 
reconturation 
(Teece et al., 

1997; Verona & 
Ravasi, 2003; 
Teece, 2007) 

RCR1: Our company allocates resources to enhance employee skills. 0.907 1.918 

RCR2:  Our company focuses on raising employee skill levels. n.s n.s 

RCR3: Employees are strongly encouraged to make the most of the experience they have 
gained. 

n.s n.s 

RCR4: Our company has routines for systematizing employee experiences. n.s n.s 

RCR5: We are constantly working to improve performance through our tax procedures. 0.931 1.918 
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Continued 

Use of digitized tax procedures 

Use of  
digitized tax 
procedures 
(Goodhue & 
Thompson, 

1995) 

UPFD1: We use digitized tax procedures to declare the taxes to which our company is 
subject. 

0.865 2.016 

UPFD2: We use digital tax procedures to collect our tax notices. n.s n.s 

UPFD3: We use digital tax procedures to collect our payment receipts. 0.907 2.645 

UPFD4: We use digitized tax procedures to withdraw our tax exemption notices. 0.905 2.570 

UPFD5: We use mobile tax to pay our taxes. n.s n.s 

Business Process Performance 

General process  
performance 
(Van Looy & 
Shafagatova, 

2016) 

PPG1: Our company has an internal audit department responsible for ensuring that pro-
cedures are up to date and applied. 

0.907 1.839 

PPG2: Our company has a management control body responsible for monitoring the 
strategic objectives set by the management team. 

0.923 1.839 

Timed related 
process  

performance 
(Van Looy & 
Shafagatova, 

2016) 

PPT1: The digitalization of tax procedures has significantly reduced the time spent on tax 
filing. 

n.s n.s 

PPT2: The introduction of electronic payment methods by the tax authorities has signif-
icantly reduced the time required to pay taxes due. 

0.921 1.942 

PPT3: The digitization of tax procedures has significantly improved the availability of tax 
notices. 

0.921 1.942 

PPT4: The digitization of tax procedures has considerably improved the availability of 
receipts. 

n.s n.s 

PPT5: The turnaround time for the issuance of notices has improved significantly due to 
the digitalization of tax procedures. 

n.s n.s 

Cost related 
process  

performance 
(Van Looy & 
Shafagatova, 

2016) 

PPC1: As a result of using digital tax procedures, we have had to bear the cost of reor-
ganizing our accounting information system. 

n.s n.s 

PPC2: The use of digitized tax procedures has significantly reduced, or even eliminated, 
the cost of providing the printed materials and printouts that were once required for tax 
declarations. 

0.931 1.988 

PPC3: The use of digital tax procedures has considerably reduced, or even eliminated, the 
cost of storing supporting documents for tax declarations and payments. 

n.s n.s 

PPC4: The use of digitized tax procedures has significantly reduced, or even eliminated, 
the costs associated with paying taxes. 

0.916 1.988 

Process  
performance 

related to  
internal quality 

(Van Looy & 
Shafagatova, 

2016) 

PPQI1: The use of digitized tax procedures has significantly reduced, or even eliminated, 
the occurrence of errors in the tax declaration process. 

n.s n.s 

PPQI2: The use of digitized tax procedures has significantly reduced, or even eliminated, 
the opportunity cost of paying undue tax surcharges following a tax return error. 

0.867 2.380 

PPQI3: The use of digitized tax procedures has significantly improved our ability to file 
our tax returns on time. 

n.s n.s 

PPQI4: The statistical and tax return for fiscal 2020 was submitted on time. 0.849 2.142 

PPQI5: The use of digitized tax procedures has significantly reduced, or even eliminated, 
the frequency of late tax payments. 

n.s n.s 

PPQI6: The use of digitized tax procedures has significantly reduced or even eliminated 
the amounts paid in late tax return penalties. 

0.837 2.316 

PPQI7: The use of digitized tax procedures has significantly reduced or even eliminated 
the time needed to check and correct errors in the amounts to be declared. 

0.865 2.500 
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