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Abstract 
In this paper, we proposed a new model, which integrates two famous technology 
adoption models, the unified theory of acceptance and use of technology (UTAUT) 
model with Information system success model (IS success) to explanatory model of 
e-filing adoption. In particular, this study involved actual taxpayer (N = 156) of spe-
cific users of e-filing system to examine the structural relationships among factors of: 
performance expectancy, effort expectancy, social influence, information quality, 
system quality, service quality, and intention to use by using SPSS 20. The results of 
this research show that e-filing intention to use of Vietnamese taxpayers is influ-
enced by both six factors of the model. Hence, the conceptual model has served as a 
useful framework for academicians and government policy decision makers to eva-
luate and improve the e-filing system (e-government service) in Vietnam. 
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1. Introduction 

Information communication technologies (ICTs) are changing the way that businesses 
are conducted, including government service. Government in emerging nations is rely-
ing on information technology as an important tool to improve the efficiency, cost, and 
quality of the government information and services provided to the citizens [1]. The 
rapid growth of investment from government to e-government service system or calling 
e-government has drawn attention to research on this area. In recent years, Vietnam is 
at the initial stages applying an e-government program. Same with other countries 
Vietnam also faces the problem of low level of citizen adoption of e-government ser-
vices [2], which have been previously inaccessible. Carter and Belanger [3] have found 
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that the acceptance of e-government system is not simply a technological concern. 
Thus, the success of this program is dependent upon citizen willingness to adopt this 
innovation. 

Recently, the percentage of tax that taxpayers pay through e-filing system was still 
extremely lower compared with the traditional way in Vietnam. The purpose of this 
study is to examine the effect of electronic tax filing (e-filing) and payment system by 
applying the integration of an extended Unified Theory of Acceptance and Use of 
Technology (UTAUT) framework [4] with Information System success (IS success) [5] 
model on e-filing intention. Both of two models were used to study about customer ac-
ceptance, and each model was separately used to test the e-filing adoption; for example 
model UTAUT was used by Aziz and Idris [6] to identify which factors related to tax 
e-filing acceptability of Malaysian, or e-billing adoption of Indonesian [7]. Less re-
search has been done on factors influencing the adoption of e-filing that consider not 
only technological issues (Information quality, system quality, service quality) but also 
personal adoption (performance expectancy, effort expectancy, social influence). Addi-
tionally, this research also concerned about the advantage and disadvantage of paying 
tax through e-filing system compared with traditional pay method. Hence, empirical 
studies about e-government adoption may help government to improve their under-
standing of taxpayers’ adoption of e-file. Maybe the e-filing system will replace the tra-
ditional way in the near future in developing countries as Vietnam. 

2. Literature Review 

With the change and fast growth of ICTs has made government find out the way to sa-
tisfy the need of citizens by shift from traditional government to electronic government 
(e-government) [8]. The e-government concept involve novel forms of delivering and 
tailoring information and services more effectively and better serve citizens [9]. Laudon 
[10] said that e-government refer to the use of IT to improve the efficiency, cost, and 
quality of information and services provided by government. There is no universally 
accepted definition of the e-government concept [11] but the main rationale of 
e-government initiatives is offers flexible and convenient services focused on citizens 
needs [12]. Lee [13] said that e-government has the potential to enhance the relation-
ship between the government and its citizens by more flexible, efficient interactions. 
Government invests huge amounts of money in these facilities when adopt e-govern- 
ment service, there is a need for research that investigate and understand the factors 
that influence or could encourage citizen to use e-services instated of traditional. E-gov- 
ernment can lead greater convenience, cost reduction, revenue growth, and lowered 
time and effort for services [14]. However, when apply e-government system, it showed 
some problem such as complex and difficult to use. Most of the previous research has 
investigated issues of e-government in development countries, Baumgarten and Chui 
[15] found that in these countries more than 70 percent of taxpayers file was done by 
electronically system. On other hand, Chen [16] study IT adoption in different culture 
and e-government service in the developed and developing countries. There is still lack 
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of research about e-filing adoption in Vietnam as a case study of e-filing system adop-
tion in developing countries, with respondent is taxpayers. This research fulfill that gap 
when study e-filing adoption of taxpayers in Vietnam. 

There is a large body of research study the adoption of ICT. Among the widely used 
theories and models explain user acceptance and adoption of technology, the UTAUT 
model, one of the key indicator and comprehensive model of information system inten-
tion. Venkatesh argued that this model explain 70 percent of technology acceptance. 
This model also was used and suggested by Al Awadhi et al. [17] and Carter et al. [18]. 
The theory UTAUT first time introduced in 2003 by synthesizing constructs from eight 
existing technology acceptance model. The comprehensive of UTAUT model have en-
couraged the current authors of this study to adopt and validate it in the context of 
e-filing system adoption. In addition to intention factors, information system quality is 
another significant factor. This was tested by IS success model with three factors, in-
formation quality, system quality, and service quality. A conceptual model of this re-
search was developed based on UTAUT model and IS success model to test e-filing 
adoption by using a questionnaire as survey instrument. 

3. Methodology 

Building on the UTAUT framework [4] and IS success model [5], this study used the 
three constructs of UTAUT framework with four constructs of IS success model to 
examine taxpayer intention to use e-filing system. The research model in this study is 
constructed based on the six significant determinants of intention to use technology 
drawn from the UTAUT model and IS success model (i.e. performance expectancy, ef-
fort expectancy, social influence, information quality, system quality and service quali-
ty). The integration between UTAUT model and IS success model would assist gov-
ernment policy maker in understanding citizens’ adoption with e-government system 
[4]. Recently, the percentage of taxpay using e-filing system is still extremely lower com-
pare with traditional way in Vietnam. Therefore through a new model, this research will 
explain the taxpayer adoption. Furthermore, both of two model separately has been de-
noted as an important explaining customers intention to use the system via internet. 

Do and Shih [19] found that quality of website or information system had a positive 
and significant impact on online customer intention. Related to willingness to use 
e-filing is the websites can be trusted with high information quality or not. Sichtmann 
[20] found that trust in high information quality from online websites positively affects 
purchase intentions. Wang and Emurian [21] argued that the quality of information 
and service is one of the most important constructs in determining whether people will 
pay online.  

According to these reasons, the following research model is proposed (Figure 1). 

4. Data Collection and Analysis 

The survey instrument is a two part questionnaire. The first part uses nominal scales 
and captures demographic data while the second part of the questionnaire contains  
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Figure 1. The conceptual model of this research. 
 
items used to measure the independent variables. Multi-items used to measure each. A 
seven-point Likert Scale from strongly disagree to strongly agree was used to measure 
the items. A total of 200 questionnaires were mailed to the Head of the Accounting de-
partment of the randomly chosen company. Of the 156 questionnaire returned, 19 were 
not entirely completed by respondents, so were rejected. Hence 137 questionnaires 
were considered to use in this research.  

Characteristic of respondents are including four major items: 1) gender, 2) age, 3) 
education, 4) monthly income. More than 79% are 36 - 55 years old. About 49% of res-
pondents’ incomes are more than ten thousand USD dollars per year. About 99.3% are 
graduated level. And most of them are often use internet for not only their work but 
also for the personal need for a long time (see Figure 2). 

Both of the constructs in this study have direct effects on user intention. Hence, re-
liability of the instrument can be calculated by testing for internal consistency. Accord-
ing to Hair et al., [22] this study have high reliability which show by all of the factors 
have Cronbach’s Alpha higher than 0.8 (see Table 1). 

Prior conducting final survey and after final survey reliability of constructs was tested 
using and Amos 18.0. The second step was tested using multiple linear regression to 
test hypotheses. Table 2 illustrates the results of multigression testing that all of hypo-
theses were supported. 

5. Findings and Conclusion 

The major objectives of this study are to investigate tax payer’s intention to use e-filing 
system by applying the UTAUT constructs with IS success constructs. Based on the re-
sult of study, the overall research findings firmly support the validity of the proposed 
model. These findings support the significance of integrate between UTAUT model and 
IS success model in predicting e-filing taxpayer intention. Compared with the tradi-
tional paying tax system, it is not surprise that known benefits connected with e-filing 
have a significant impact on taxpayers’ intention to adopt the online channel. Consis-
tent with recent research of Ahmad, Markkula, and Oivo [6] this study shows that three 
factors from UTAUT model play a significant role in taxpayer’s intention, and then 
support the importance of identifying and understanding the influence of parents, 
bosses, co-workers, friends by using the same method to pay the tax. 

There are significant relationships between UTAUT model and IS success model. It  
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Figure 2. Respondent’s internet using frequency. 

 
Table 1. Factor loading and reliability. 

Research Items Factor Loading Reliability Eigen-value Cumulative Explained 

Performance Expectancy  0.926 3.274 81.85% 

1. PE1 0.90    

2. PE2 0.939    

3. PE3 0.924    
4. PE4 0.854    

Effort Expectancy  0.936 3.360 84.00% 
5. EE1 0.883    

6. EE2 0.930    

7. EE3 0.934    

8. EE4 0.919    

Social Influence  0.930 3.311 82.76% 

9. SI1 0.887    

10. SI2 0.929    
11. SI3 0.917    
12. SI4 0.906    

Information Quality  0.938 4.012 80.23% 

13. IQ1 0.869    

14. IQ2 0.920    

15. IQ3 0. 938    

16. IQ4 0.892    

17. IQ5 0.857    

System Quality  0.898 2.494 83.12% 

18. SQ1 0.905    

19. SQ2 0.943    
20. SQ3 0.887    

Service Quality  0.842 2.282 76.05% 
21. SerQ1 0.874    
22. SerQ2 0.897    
23. SerQ3 0.845    

Intention to Use  0.919 2.584 86.13% 
24. IU1 0.919    
25. IU2 0.947    

26. IU3 0.918    
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Table 2. Hypothesis testing. 

Hypothesis t-value P-value Supported 

H1 (PE− > IU) 3.357 0.001 Yes*** 

H2 (EE− > IU) 4.235 0.000 Yes*** 

H3 (SI− > IU) 4.894 0.000 Yes*** 

H4 (IQ− > IU) 4.800 0.000 Yes*** 

H5 (SQ− > IU) 4.537 0.000 Yes*** 

H6 (SerQ− > IU) 3.932 0.001 Yes*** 

 
means that the system quality, information quality and also service quality of the web-
site have significant influence on taxpayers’ intention to use the system. Many taxpay-
ers are not willing to do e-filing because of the lack of trust to website or complexity of 
the system. Murray [23] commented that one of the barriers to e-filing is people being 
uncomfortable putting large volumes of personal data. 

There are a lot of successful models, and constructs to effect on e-filing intention. 
This study contributes to literature by examining the two base models by integrating 
UTAUT with IS success. Presenting an important theory based on empirical test, the 
results of this study may help predict key factors of e-filing adoption. This study guided 
toward providing a better adoption of e-government information system through e- 
filing system. 

It is hardly possible to conduct a study that does not contain errors or an element of 
bias. The questionnaire of this study was collected in a short time period, and the sam-
ple size may not be adequate to represent the whole population as the sample may dif-
fer from the population simply. Therefore, since the samples are from different parts of 
Vietnam, this is a broad concept, which needs to represent more specific group for fur-
ther deep research. Thus, we suggest that future research needs to have bigger sample 
size.  
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