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Abstract 
The objective of this study was to assess the factors that influence the level of 
e-tax systems adoption in Zambia. The study focused on TaxOnline system 
used by domestic taxes division in Zambia. The study was conducted in rural 
Zambia. In this study, the researcher used Technology Acceptance Model 
(TAM). The sample size was purposively selected from various taxpayers who 
were coming through to Zambia Revenue Authority Solwezi internet bureau. 
100 semi structured survey questionnaires were distributed with 100% re-
sponse. The data collected was analyzed using descriptive statistics. The re-
sults showed that, E-tax system in Zambia is useful, easy to use and also se-
cure. Based on the findings, majority of the taxpayers are filing their returns 
and paying taxes online. However, there are few taxpayers who still feel E-tax 
is not useful, easy to use and secure. Therefore, more awareness and taxpayer 
education must continue to bring everyone on board. E-Tax involves E-Filing 
and E-Payment which is the process of submitting returns over the internet 
using an approved E-Tax system. Adoption is the action or fact of choosing to 
take up or follow something. Technology Acceptance Model is an informa-
tion system theory that models how users come to accept and use a technol-
ogy. TaxOnline is a system used in Zambia to file returns and pay taxes on-
line. 
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1. Introduction 

Internet and its related technology applications are increasingly popular for 
business organization and public institutions [1]. Governments around the 
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world are increasing the use of information and communication technologies 
(ICTs) to improve the delivery of services and dissemination of information to 
the public [2]. E-tax system introduction was as a result of the emergence of in-
formation technology to improve the level of tax compliance without the physi-
cal appearance at the tax office not having contact with the tax officers when fil-
ing their tax return [3]. E-tax services are important applications that enable cit-
izens to file taxes online [4]. Wang also stated that E-tax improves accuracy and 
efficiency over paper-based filing and lower costs. In Zambia, E-tax (tax online) 
was introduced in October, 2013 [5]. 

2. Literature Review 

Throughout the world, revenue authorities in conjunction with their govern-
ments have worked hard to come up with E-tax systems for easy tax administra-
tion. This section of the literature looks at Taxation and E-tax system adoption. 
E-filing is one of the most important and advanced e-government services in 
Malaysia, providing convenience to taxpayers for tax assessments and payment 
[6]. Electronic Government (e-Government) has long been sounding as a break-
through of communication and transaction between the government and citi-
zens. It is not only to help government to accomplish daily administrative activi-
ties but also to provide more easy way to communicate with external entities 
such as citizens and businesses throughout the utilization of information tech-
nology [7]. In fact, e-Government is the use of technology web-based applica-
tions in order to enhance access to and efficiently deliver government informa-
tion and services [8]. Its sole purpose is to provide information and assistance to 
the citizens including links to renew a passport, download visa forms [9]. 

In recent times, one prominent type of e-Government services has been the 
introduction of the e-filing system for income tax, commonly known as the 
e-Tax services. Through this system, taxpayers are able to submit their tax re-
turns electronically to the proper government authorities by preparing, report-
ing and paying their taxes online [10]. The E-Tax service has been implemented 
with the goal of easing the burden on the taxpayer and increase compliance of 
tax filing through the innovative use of technology [9]. Administratively, e-Tax 
offers a potential benefit to the government through e-Government. This is con-
sidered as one of the breakthrough of communication and transaction between 
the government and citizens. It is not only to help government to accomplish 
daily administrative activities but also to provide more easy way to communicate 
with external entities such as citizens and businesses throughout the utilization of 
information technology [7]. Its sole purpose is to provide information and assis-
tance to the citizens including links to renew a passport, download visa forms [9]. 

In recent times, one prominent type of e-Government services has been the 
introduction of the e-filing system for income tax, otherwise known as the e-tax 
services. Through this system, taxpayers are able to submit their tax returns 
electronically to the proper government authorities by preparing, reporting and 
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paying their taxes online [10]. The E-tax service has been implemented with the 
goal of easing the burden on the taxpayer and increase compliance of tax filing 
through the innovative use of technology [9]. Administratively, E-tax offers a 
potential benefit to the government as well because the process of tax return by 
the citizens can now be managed effectively via the enabling of technologies 
[11]. In recent times, one prominent type of e-Government services has been the 
introduction of the e-filing system for income tax, otherwise known as the E-tax 
services. Through this system, taxpayers are able to submit their tax returns 
electronically to the proper government authorities by preparing, reporting and 
paying their taxes online [10]. The E-tax service has been implemented with the 
goal of easing the burden on the taxpayer and increase compliance of tax filing 
through the innovative use of technology [9]. Administratively, E-tax offers a 
potential benefit to the government as well because the process of tax return by 
the citizens can now be managed effectively via the enabling of technologies. The 
E-tax service is thus an important application that automates tax related 
processes in an attempt to improve efficiency in assessing and collecting tax in-
formation. It has the potential to improve tax-filing service while at the same 
time reducing costs to both taxpayers and tax collecting agencies [11]. 

Generally, such a service has been initiated by the government in many de-
veloped and developing countries in order to improve information flow and 
processes, along with the speed and quality of policy development, coordination 
and enforcement related to income tax filing. It has enabled many governments 
to become more responsive to the needs of its citizens, ultimately resulting in 
less corruption, increased transparency, greater convenience, revenue growth 
and/or cost reductions [8]. Although the adoption of e-Tax filing is potentially a 
route to the provision of better services delivered to citizens at a lower cost, there 
is a low level of acceptance or adoption of such services in many developing 
countries even today [12]. The benefits of e-tax services are linked to its adop-
tion and usage [13]. 

2.1. E-Tax System in Zambia 

The implementation of E-tax in Zambia by the Zambia Revenue Authority 
started in 2013 [5]. In order to make tax administration easier and less costly for 
both the taxpayer and the tax collector, Zambia Revenue Authority continued to 
roll new and robust ICT and business system namely Tax online and ASYCUDA 
world, which cover the administration of domestic and trade taxes, respectively. 
These systems are web based thus enabling the taxpayers to access them on a 24 
hours basis from anywhere with internet connection [5]. 

2.2. TaxOnline Return Filling Status Report for North-Western  
Province 

Figure 1 and Figure 2 highlights the methods used by taxpayers to file in re-
turns in 2013 and 2018 respectively as generated from the Zambia Revenue Au-
thority TaxOnline system. It shows that the manual filing has reduced while the 
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e-returns filing has increased. The trend highlights how well the e-tax system is 
being adopted. 

2.3. Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM) is an information systems theory that 
models how users come to accept and use a technology as shown in Figure 3. The 
model suggests that when users are presented with a new technology, a number 
of factors influence their decision about how and when they will use the technology. 

 

 
Figure 1. Methods used by taxpayers to submit returns in 2013. 
 

 
Figure 2. Methods used by taxpayers to submit returns in 2018. 
 

 
Figure 3. Technology acceptance model [13]. 
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The key factors include [14]; 
• Perceived usefulness (PU)—This was defined by Fred Davis as “the degree to 

which a person believes that using a particular system would enhance his or 
her job performance”. 

• Perceived ease-of-use (PEOU)—Davis defined this as “the degree to which a 
person believes that using a particular system would be free from effort”. 

3. Methodology 

This study used descriptive and quantitative survey design [15] [16]. According 
to [17], quantitative research often translates into the use of statistical analysis to 
make the connection between what is known and what can be learned through 
research, whereas qualitative is defined as a study which is conducted in a natu-
ral setting [16]. Qualitative research approach will provide an enquiry for un-
derstanding a social or human problem based on building a complex, holistic 
picture, formed with words, reporting detailed views of information and con-
ducting it in a natural environment. 

Population refer is the aggregate or totality of all objects, subjects or members 
that conform to a set of specifications [18]. Population can also be defined as the 
total number of units from which data can be collected”, such as individuals, ar-
tifacts, events or organizations. 

In this study, the population comprised of taxpayers who are based in rural 
and remote town called Solwezi the capital of the North-Western Province of 
Zambia. At the time of the research, the population was 4593 of active taxpayers. 
The sample was purposively selected from various taxpayers that walked in Sol-
wezi Zambia Revenue Authority internet bureau. The sample size was deter-
mined by using the formula; 

( )21 en N N= +                         (1) 

Equation (1) was used to determine the sample size, where n is the sample 
size, N is the population and e is the level of precision. Based on 10% precision 
level, it gave a sample size of 99. A total of 100 questionnaires were distributed 
and we had 100% response rate. 

Primary data was collected by use of a semi-structured questionnaire. Se-
condly data was obtained from literature review of similar studies. 

The study used SPSS to analyze data collected. The Pearson correlation coeffi-
cient and P-values were used to in the statistical analysis of the results. 

Figure 4 shows the model adapted from the TAM model in Figure 3 that was 
used in this study. It highlights the relationship between the three variables; per-
ceived usefulness, perceived ease of use and perceived risk to E-tax adoption. In 
this study, these three variables were used to explain how these variables affect 
the adoption of E-tax system in rural Zambia. 

4. Results 

In this section, the basic statistical results are heighted. Based on Figure 4 adapted 
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from TAM, we highlight the correlation and p-value of results. We begin with 
the bio data and demographics of respondents. 

4.1. Basic Statistical Analysis 

Table 1 shows gender distribution of the respondents. Among the respondents 
48% were male and 52% were female. 

Figure 5 shows internet experience in years. Internet experience has an effect 
on the adoption of E-tax system; the more people are experienced with internet, 
the more likely that people will find it easy to adopt an E-tax system. Among the 
respondents, the majority 30% had no internet experience which followed by 
those who had 1 - 3 years internet experience which represented 25% of the 
sample size and the least were those with computer experience of less than one 

 

 
Figure 4. Research Model devoloped in this study. 

 
Table 1. Gender distribution of respondents. 

 
Gender Percent Valid Percent Cumulative Percent 

Male 48 48 48 48 

Female 52 52 52 52 

Total 100 100 100 100 

 

 
Figure 5. Internet experience in years. 
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year which represented 11%. 

4.2. Statistical Analysis Based on Technological Acceptable Model 

The Technology Acceptance Model (TAM) is an information systems theory 
that models how users come to accept and use a technology. The model suggests 
that when users are presented with a new technology, a number of factors influ-
ence their decision about how and when they will use technology. In this study 
we look at the following factors; Perceived Usefulness, Perceived Ease of Use and 
Risk. The statistical analysis results based on these three factors are as follows: 

Table 2 shows responses of how useful TaxOnline is. The majority 63% indi-
cated that TaxOnline is useful to them, while 25% felt it is not useful and 12% 
were not sure. 

Among the reasons cited by those who felt that TaxOnline has been useful 
were that; it is affordable to file returns using TaxOnline, it is convenient, saves 
time and money. 

Table 3 shows responses on how ease TaxOnline has been to use. The major-
ity 65% indicated that Tax online is useful to them, while 28% felt it is not useful 
and 7% were not sure. 

Table 4 shows responses on how secure TaxOnline is. The majority 62% in-
dicated that TaxOnline is secure to use, while 27% felt it is not secure to 

 
Table 2. Usefulness of TaxOnline. 

 
Frequency Percent Valid Percent Cumulative Percent 

Yes 63 63 63 63 

No 25 25 25 25 

Not Sure 12 12 12 12 

Total 100 100 100 100 

 
Table 3. Ease of use of TaxOnline. 

 
Frequency Percent Valid Percent Cumulative Percent 

Yes 65 65 65 65 

No 28 28 28 28 

Not Sure 7 7 7 7 

Total 100 100 100 100 

 
Table 4. Security of filing returns using TaxOnline. 

 
Frequency Percent Valid Percent Cumulative Percent 

Yes 62 62 62 62 

No 27 27 27 27 

Not Sure 11 11 11 11 

Total 100 100 100 100 
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use and 11% were not sure. When a system is secure, it means it is less risky and 
taxpayers felt safe to use it. 

Among the reasons cited by those who felt that TaxOnline is secure to use 
were that; the system prompts and allows them to change password from time to 
time. 

Table 5 shows the main reasons for using TaxOnline. The majority 28% indi-
cated that TaxOnline Saves time, while 25% indicated that its convenience and 
23% felt that it saves time. 

4.3. Data Correlation and P-Values Based on TAM Model 

Figure 6 shows the results analysis using Pearson Correlation Coefficient and 
P-values based on the TAM in Figure 3. From the Pearson Correlation coefficient 
the Multiple R value is 0.99795 while P-value of 0.0407 to four decimal places. 

5. Discussion 
5.1. Correlation Coefficient 

Figure 6 highlights the Pearson correlation and p-values for the variables used  
 

Table 5. Main reasons for using TaxOnline. 

 
Frequency Percent Valid Percent Cumulative Percent 

Save Time 60 28 28 28 

Save Money 50 23 23 23 

Convenience 54 25 25 25 

No Other Option 16 7 7 7 

Not Sure 36 17 17 17 

Total 216 100 100 100 

 

 
Figure 6. Research results analysis using Pearson correlation coefficient and P-values. 
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in this research; Perceived usefulness, Perceived ease of use and perceived risk. 
In statistics, the correlation coefficient r measures the strength and direction of a 
linear relationship between two variables on a scatterplot. The value of r is al-
ways between +1 and −1. To interpret its value, see which of the following values 
your correlation r is closest to as shown in Table 6. 

Table 6 shows the correlation Coefficient. From this study it shows that the 
correlation coefficient(r) is 0.9979 (r = 0.9979) as shown in Figure 6 which in-
dicates a stronger positive statistical relationship between usefulness, ease of use 
and risk. 

5.2. Statistical Significant (P-Values) 

All hypothesis tests ultimately use a P-value to weigh the strength of the evi-
dence (what the data is telling you about the population). The P-value is a num-
ber between 0 and 1 and interpreted in the following way: 
• A small P-value (typically ≤ 0.05) indicates strong evidence against the null 

hypothesis, so you reject the null hypothesis. 
• A large P-value (>0.05) indicates weak evidence against the null hypothesis, 

so you fail to reject the null hypothesis. 
• P-values very close to the cutoff (0.05) are considered to be marginal (could 

go either way). Always report the p-value so your readers can draw their own 
conclusions. 

From this study we are able to see that the P-value is 0.0407 (P ≤ 0.05) as 
shown in Figure 6 which indicates a significant positive statistical relationship 
between usefulness, ease of use and risk of E tax system. 

6. Recommendation 

The study revealed that the level of E-Tax system (TaxOnline) adoption in rural 
Zambia is on the higher side though there is need to continue sensitizing and 
educating taxpayers for them to appreciate the usefulness of E-Tax system and 
adopt it fully. The research results showed that there is a small number of tax-
payers who still perceive E-tax system (TaxOnline) not to be useful. The study 
showed that there is a small number of taxpayers who still perceive E-tax system  

 
Table 6. Correlation coefficient. 

Exactly −1 

−0.70 

−0.50 

−0.30 

0 

+0.30 

+0.50 

+0.70 

Exactly +1 

A perfect downhill (negative) linear relationship 

A strong downhill (negative) linear relationship 

A moderate downhill (negative) relationship 

A weak downhill (negative) linear relationship 

No linear relationship 

A weak uphill (positive) linear relationship 

A moderate uphill (positive) relationship 

A strong uphill (positive) linear relationship 

A perfect uphill (positive) linear relationship 
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(TaxOnline) as not Ease to use and also a few felt that E-tax System is not secure, 
therefore: 

1) The recommendation to Zambia Revenue Authority is that they should in-
crease the awareness on the usefulness of Tax online when it comes to electronic 
returns and payments and how taxpayers work will be reduced if they submit 
their returns electronically as opposed to manually. 

2) The recommendation to Zambia Revenue Authority is that they should in-
crease the trainings and taxpayer education on how to use TaxOnline. 

3) It would also help to increase the adoption of E-Tax system (Tax online) if 
the system can be simplified further to accommodate those who still feel TaxOn-
line is complicated to use. 

7. Conclusions 

The main purpose of this study was to develop a model of improving E-Tax sys-
tems adoption in rural Zambia. In this paper, the literature review looked at 
E-Tax generally and in Zambia. The model used was Technology Acceptance 
Model (TAM). The paper adopted descriptive and quantitative survey design 
and used purposive sampling methods. The research revealed that the level of 
E-tax system (Tax online) adoption in rural Zambia is on the higher side though 
there is still more to be done to help taxpayers appreciate the usefulness of E-tax 
system and adopt it fully. It also shows a strong relationship between Ease of use, 
Usefulness, Risk and E-tax Adoption in rural Zambia. 

This study also encountered some limitations. Limitations of the study refer to 
those factors of research design or methodology that can influence the interpre-
tation or application of the findings of the study [19]. 

The method of sampling used was purposive sampling which is prone to the 
following limitations; sample may not be a representation of the population, 
samples are likely to be prone to errors thus limiting the generalizability of the 
findings. The sample size used was 100 taxpayers which could not be enough. 
The research was conducted in rural Zambia and focused on TaxOnline used by 
domestic taxes division. 
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