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Abstract

The purpose of this research is to identify factors affecting the acceptance and use of e-tax services among medium taxpayers in Phnom
Penh, Cambodia. The researcher conducted the study based on a quantitative approach by using multi-stage sampling method, which selects
a sample size by two or more stages. The first stage sampling was the stratified random sampling and the subsequent stage was purposive
sampling. In this study, the stratified random sampling was first used, followed by purposive sampling. The data were collected from 450
medium taxpayers who experienced using e-tax services located in three tax branches in Phnom Penh. This study adapted the confirmatory
factor analysis (CFA) and structural equation model (SEM) to analyze the model accuracy, reliability and influence of various variables.
The primary result showed that behavioral intention has a significant effect on user behavior of e-tax services among medium taxpayers
in Phnom Penh, Cambodia. Moreover, the results revealed that performance expectancy, effort expectancy, social influence, and anxiety
have significant impact on behavioral intention. In addition, social influence has the strongest impact on behavioral intention, followed by
anxiety, performance expectancy and effort expectancy. Conversely, facilitating conditions, trust in government, and trust in internet do not

influence behavioral intention.
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JEL Classification Code: M10, M3, O32

1. Introduction

Public organizations enhance their management process
in an exchange for efficient and effective organizations. This
means that they need to increase the service quality standard
towards their people. To achieve this goal, information and
communications technology (ICT) has become necessary
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and inevitable tools. Many authors (Barzelay, 2001; Ganesan
& Hess, 1997; Hughes, 2003) have considered this process
change as an act of revitalizing new approach of public
management, that peaked during late 1980s. Moreover, this
new approach changed the way of delivering public services
and the interaction between people and governments (Teicher
et al.,, 2002). E-government, a mean for governments to
deliver public services, procedures and relevant information
online or over other digital platforms (West, 2004), was one
among other critical aspects of the reform. Importantly, it
played a catalytic role not only to change the traditional
ways of delivering public services and but also to influence
the citizens’ interaction with governments (Snellen, 2002;
Teicher et al., 2002). E-government provides citizens many
benefits, for example governance transparency, time saving,
cost reduction, responsive attitude, process simplification
and better office management (Laudon & Laudon, 2009).
Even though, e-government services have developed
worldwide, the deployment and adoption of these services
still posed challenges.

In tax administration, to deal with a growing demand by
taxpayers for convenience, cost effectiveness and a faster tax
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returns processing, online taxation services using ICT were
provided (Brand & Roberts, 2000). Though many countries
have been using e-tax services, their deployment and
adoption of the internet-based services still pose challenges.
According to several studies (Alshehri et al., 2012; Carter &
Weerakkody, 2008; Dwivedi & Irani, 2009; Irani et al., 2007;
Rehman et al., 2012), these challenges can be as a result
from infrastructure and government regulation shortage,
lack of awareness, limited capacity of human resource,
technical skill shortage and low-cost technology. Similarly,
provisions of public services in Cambodia have not yet
gained enough trust from the public, this may result from
insufficient institutional building, regulatory framework and
law enforcement capacity. Therefore, it became necessary that
public institutions improve their human resources capacity
and good governance to ensure an effective and efficient
delivery of public services aimed at better serving the people,
and improving business and investment environment (Fung
& McAuley, 2020). For many years, the general department
of taxation (GDT) has used its traditional methods to interact
with taxpayers and tax officials to perform duties. Since
2014, the GDT has transformed its traditional paper-based
system to information technology-based system, which it
first implemented in its support of human resources unit
and business registration, then gradually expanded to core
functioning units such as e-Payment, e-VAT, e-DTA and
e-Filing (Kong, 2020).

Moreover, existing literature on e-government have
identified two different research streams over e-government.
The first stream was from the supply side, for example
government policies or government infrastructures and the
second stream was from the demand side, which may include
citizens’ perception or users’ view. The first-stream research
had examined matters related to the development and
delivery of e-government services (Gauld et al., 2010; Heeks
& Bailur, 2007; Reddick, 2005) by countries’ groups based
on the level of policy or technological development. From
the demand side, several researchers had stated that human
beings used these systems but literature on e-government
had not much focused on human behavior and related
factors (Heeks & Bailur, 2007; Verdegem & Verleye, 2009).
The failure of e-government can be caused by citizens who
were not ready to adopt the innovation (Carter & Bélanger,
2005) and several governments mainly emphasized on the
supply side of e-service adoption and paid little attention to
the demand side. Therefore, what the governments supplied
may not meet people needs (Maiga & Asianzu, 2013).

The GDT as the government’s tax administration, had
invested many resources to improve tax administration
capacity to deal with fast changing business and economic
environment by introducing e-tax services in order to
improve quality standard of tax service provisions. However,
the success of e-tax services relies on users’ acceptance,

hence it is important to identify influencing factors on
acceptance and use of e-tax services from medium taxpayers’
perspective and to encourage them to use e-tax services
instead of conventional ways.

2. Literature Review

2.1. Theory of Reasoned Action (TRA)

Fishbein and Ajzen (1975) introduced the theory of
reasoned action (TRA) to study the impact of attitudes
on behaviors. The TRA model showed that the actual
behavior of any individual can be strongly predicted by
the intention to perform a behavior. This has been applied
to foresee different behaviors within diverse domains such
as marketing, sociology and information technologies
(Agarwal, 2000). This theory contained two constructs -
attitude towards behavior and subjective norms (Fishbein
& Ajzen, 1975). Though there were many studies using this
theory to describe the acceptance of technology, the theory
was less beneficial when individual did not make his own
decision (Ajzen, 1991).

2.2. Theory of Planned Behavior (TPB)

Ajzen (1991) developed the theory of planned behavior
(TPB) as an addition to the TRA model. Even though, a
number of research had applied the TRA model to explain
the acceptance of technology, the TRA model was not as
useful if an individual was led by others (Ajzen, 1991).
With that purpose, Ajzen (1991) aimed to correcting this
limitation by extending the TRA model by adding another
independent variable-perceived behavioral control to deal
with the weakness of the theory, which ignored social factors
and their associated effect. The TPB model is not different
from the TRA model, it explained a wide range of individual
behaviors (Agarwal, 2000). This theory was adopted and
used by many studies to predict intention and behavior in
different contexts (Ajzen, 1991). Perceived behavioral
control, attitude towards behavior and subjective norms
had become predictors of behavioral intention and strongly
explained actual behavior.

2.3. Technology Acceptance Model (TAM)

Davis et al. (1989) developed the technology acceptance
model (TAM). Though, a number of studies adopted the TRA
model to examine the acceptance of technology (Brown &
Venkatesh, 2005; Davis et al., 1989; Wang et al., 2016), the
TAM model had extended the TRA model to another context
of the information system. The only main purpose of the
TAM model was to describe influencing factors on computer
acceptance and it was expanded to determine behavior in
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a broader range of technologies and different users. While
the TRA model included two constructs as determinants
of intentions, the TAM model excluded subjective norms
as a determinant of intentions. Moreover, the TAM model
was different from the TRA model, which was considered
general and designed to describe almost the behavior of
people (Fishbein & Ajzen, 1980), while the TAM model was
developed only for the application to computer use. The TAM
model explained individual behavior towards technology
use, relying on perceived usefulness and perceived ease of
use. This theory maintained that the perceived ease of use
influenced perceived usefulness, and that actual behavior
was controlled by intention to use.

2.4. Unified Theory of Acceptance and
Use of Technology (UTAUT)

Though, the TAM model had been very useful in
several studies to determine the individual’s intention (Lee
et al., 2005; Saade et al., 2007), the two theories, the TAM
model and the TPB model could explain less than 50% of
user behavior’s variance. This shows that the two models
mentioned above failed to be valid theories for determining
users’ acceptance, as the models did not consider other
social and institutional aspects that affected the manner
in which people accepted technology (Eagly & Chaiken,
1993). With some limitations, and lower percentage of the
variance of user behavior under the three models, Venkatesh
et al. (2003) tried to overcome failure and address some
limitations of the above-mentioned theories by incorporating
various acceptance theories to develop the unified theory of
acceptance and use of technology (UTAUT) model. This
UTAUT model consists of four constructs: performance
expectancy (PE); effort expectancy (EE); social influence
(SI); and facilitating conditions (FC) to predict behavioral
intention and to determine user behavior. Moreover, this
model includes gender, age, experience and voluntariness
as moderator variables to check the tendency of the
relationship between independent constructs and dependent
construct. A moderator can gradually change the strength
or the direction of the relationship between predictors
and dependent variable (Sharma et al., 1981). To support
the four moderators, Venkatesh et al. (2003) stated that
the impact of social variables on motive was affected by
gender, experience, age, and desire of usage, while the
impact of activity-based variables was influenced by gender,
experience and age.

Moreover, the UTAUT model explained 70% of the
variance of acceptance and user behavior and also
considered social aspects and other organizational factors
as additional variables to determine user behavior (Masrom
& Ismail, 2008), therefore, this model was viewed as a
successful theory to be used for examining the acceptance of
technologies (Goodhue, 2007). Hence a number of

researchers had applied this theory to study the acceptance
and use of technologies in many areas (Ali et al., 2016;
El-Masri & Tarhini, 2017).

Though, the UTAUT model was better than other theories,
it was necessary to expand this model to other sectors in
order to get favorably acceptable outcomes (Bagozzi, 2007).
Therefore, a number of researchers had modified the model
by adding new constructs such as anxiety (Huang et al.,
2017) and trust (Carter & Belanger, 2004; Pavlou, 2003).
With a number of literature reviews and the comparison of
the various theories, the researcher decided to modify the
UTAUT model by including three additional constructs in
the model: trust in government, trust in internet and anxiety.

3. Hypotheses

3.1. Performance Expectancy and
Behavioral Intention

Performance expectancy (PE) is the level of individuals’
belief that their performance would be improved if they
use the system (Venkatesh et al., 2003). For this study,
researchers defined performance expectancy as the level
of medium taxpayers’ belief that their performance would
be improved when they use e-tax services. Many previous
studies have shown that performance expectancy positively
influenced behavioral intention (Mansoori et al., 2018; Phan
et al., 2020; Weerakkody et al., 2009; Wiafe et al., 2019).
Hence, this following hypothesis is proposed.

H1: Performance expectancy has a significant impact on
behavioral intention to use e-tax services.

3.2. Effort Expectancy and Behavioral Intention

Effort expectancy is the level of individuals’ belief that
the systems are easy to use (Venkatesh et al., 2003). For this
study, the researchers defined effort expectancy is the degree
to which medium taxpayers’ belief that e-tax services are
easy to use. Previous studies identified that effort expectancy
had significant impact on behavioral intention (Rana et al.,
2017; Wiafe et al., 2019; Yakubu & Dasuki, 2019), thus, the
following hypothesis is derived.

H2: Effort expectancy has a significant impact on
behavioral intention to use e-tax services.

3.3. Social Influence and Behavioral Intention

Social influence is the extent to which the use of the
system was influenced by the opinions of others (Venkatesh
et al., 2003). Moreover, social influence is the effect of a
specific attitude from a large social group which will
influence individuals (Vongurai, 2020). For this study, the
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researcher defined social influence is the extent to which
the use of e-tax services was influenced by the opinions
of others. Previous studies found that social influence
significantly affected behavioral intention to use (Ahmad
et al., 2013; Kurfal et al., 2017; Weerakkody et al., 2009).
Hence, the following hypothesis is developed.

H3: Social influence has a significant impact on
behavioral intention to use e-tax services.

3.4. Facilitating Conditions and
Behavioral Intention

Facilitating condition is the relevant resource readiness, for
example, organizational or technical infrastructure to assist
users to use the system (Venkatesh et al., 2003). In this study,
facilitating condition is the availability of relevant resources
such as organizational or technical infrastructure which
support the use of e-tax services. Previous studies revealed
that facilitating conditions significantly influenced behavioral
intention (Kurfali et al., 2017; Rana et al., 2017; Weerakkody
et al., 2009). Therefore, the following hypothesis is proposed.

HA4: Facilitating conditions have a significant impact on
behavioral intention to use e-tax services.

3.5. Trust in Government and
Behavioral Intention

Trust in government refers to a citizen’s perception of
the quality and technical skills of government entities in
delivering services (Becerra & Gupta, 2003; Ganesan &
Hess, 1997; Jarvenpaa & Shaw, 1998; Lee & Turban, 2001;
McKnight & Chervany, 2000). Previous studies found that
trust in government significantly influenced behavioral
intention (Carter & Bélanger, 2005; Carter & Weerakkody,
2008; Mansoori et al., 2018). Therefore, the following
hypothesis is derived.

H5: Trust in government has a significant impact on
behavioral intention to use e-tax services.

3.6. Trust in Internet and Behavioral Intention

Trust in internet is the trust of the means by which
the system or technology reaches users (Almaiah et al.,
2016). For this study, trust in internet can be defined as the
confidence in electronic means of the tax service provision
with security measures and performance. Previous studies
identified that trust in internet significantly influenced
behavioral intention (Alanazi, 2013; Carter & Bélanger,
2005; Kurfali et al., 2017; Mansoori et al., 2018). Hence, the
following hypothesis is developed.

H6: Trust in internet has a significant impact on
behavioral intention to use e-tax services.

3.7. Anxiety and Behavioral Intention

Anxiety can be defined as individual fear or apprehension
when dealing with computers (Simonson et al., 1987). For
this study, the researchers defined anxiety as an emotional
reaction or a fear of using e-tax services or performing any
task with e-tax services. Previous studies found that anxiety
significantly influenced behavioral intention (Alenezi &
Karim, 2010; Alsharif, 2013; Wiafe et al., 2019). Hence, the
following hypothesis is derived.

H7: Anxiety has a significant impact on behavioral
intention to use e-tax services.

3.8. Behavioral Intention and User Behavior

Behavioral intention is the individual’s readiness to
adopt a particular action or behavior (Davis et al., 1989).
For this study, behavioral intention was defined as a measure
of probability use of e-tax services. User behavior refers to
the physical and mental acts which include the information
found in the person’s existing information base (Wilson,
2000). Many previous studies found that behavioral
intention significantly influenced user behavior (Mansoori
et al., 2018; Wang & Shih, 2009; Weerakkody et al., 2009).
Therefore, the following hypothesis is developed.

HS8: Behavioral intention to use e-tax services has a
significant effect on user behavior of e-tax services.

4. Research Methods and Materials

4.1. Research Framework

The conceptual framework is developed from investiga-
ting the theoretical frameworks related to this research. It
is adapted from various theoretical models to examine the
factors affecting the acceptance and use of e-government
services. Moreover, this conceptual framework was deve-
loped based on nine variables: performance expectancy,
effort expectancy, social influence, facilitating conditions,
trust in government, trust in internet, anxiety, behavioral
intention and user behavior. The conceptual framework
of this study is shown in Figure 1. This study aims to
investigate the factors affecting the acceptance and use of
e-tax services such as performance expectancy (PE), effort
expectancy (EE) social influence (SI), facilitating conditions
(FC) trust in government (TGOV), trust in internet (TNET),
anxiety (AN), behavioral intention (BI) and user behavior
(UB) among medium taxpayers in Phnom Penh, Cambodia
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Figure 1: The Conceptual Framework

4.2. Methodology

The researchers applied the quantitative research
approach and survey method in this study to collect primary
data through questionnaires. The questionnaires were prepared
and distributed to three tax branches in Phnom Penh and
the target respondents were medium taxpayers located in
the three tax branches. The questionnaire comprised three
parts. First part refers to the screening question. The second
part is a five point Likert scale, wherein questions related to
eight independent variables and one dependent variable. The
last part of the questionnaire are the demographic factors of
respondents.

4.3. Population and Sample Size

Hair et al. (2014) mentioned that target population was a
complete set of the elements related to the research project.
They were related because they provided information that
the researchers wanted to gather. Moreover, Clark and Carter
(2010) mentioned that the target population consisted of a
group of people with common behavior towards a specific
element. Furthermore, according to Cooper and Schindler
(2011) target population can be people, records, and events
which were the focus of the research. In addition, target

population can also be considered as a big group of the
elements with similar characteristics (Zikmund et al., 2013).

The population for this research was the medium
taxpayers located in three tax branches in Phnom Penh
and experienced with e-tax services of the GDT. The
researchers used a-priori sample size calculator for SEM
from Danielsoper’s website to determine the recommended
minimum sample size. The results show that anticipated
effect size was 0.2, desired statistical power level was 0.8,
a number of latent and observed variables was 5 and 17
respectively, probability level was 0.05, and the number
of recommended minimum sample size was equal to 376.
For a better statistical result, the researchers collected 450
qualified respondents.

4.4. Sampling Technique

In this study, the researchers used multi-stage sampling.
Multi-stage sampling contains the selection of a sample
size by two or more stages (Onwuegbuzie & Leech, 2007).
Stratified sampling was used in the first stage to select
only medium taxpayers located in Phnom Penh. Purposive
sampling was used in the second stage to select three tax
branches in Phnom Penh (Chamkarmorn tax branch,
Toulkork tax branch and Dounpenh tax branch) and the
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selection of respondents is based on the proportionate sample
of each tax branch. The survey has been conducted from
October to December 2020 and the questionnaires were sent
to the official in charge at each tax branch to distribute to the
relevant respondents. The respondents were selected from
the active medium taxpayers, who experienced using e-tax
services in the three tax branches in Phnom Penh. Moreover,
purposive sampling was used to select respondents who have
knowledge about the issues in questions of the interview or
the questionnaire (Tongco, 2007) and can help researchers
to choose respondents whose opinions are relevant to the
research topic (Jankowicz, 1995).

Table 1 showed that the researchers selected the three tax
branches in Phnom Penh, Cambodia, namely Chamkarmorn
tax branch, Toulkork tax branch and Dounpenh tax branch
and as of August 2020, Chamkarmon tax branch had 3,162
active medium taxpayers, from which the researchers
selected 220 as a proportionate sample size. Toulkork tax
branch had 1,756 active medium taxpayers, from which
the researchers selected 122 as a proportionate sample size.
Dounpenh tax branch consists of 1,581 active medium
taxpayers, from which, the researchers selected 108 as a
proportionate sample size.

5. Results and Discussion

5.1. Demographic Factors

From 450 valid respondents of this study, 54.7% of
respondents were female and 45.3% of respondents were
male. For the age of respondents, 78% were 26 to 45 years
old, 19.3% were 18 to 25 years old and only 2.7% were
over 45 years old. For the education level, 97.8% of the
respondents have a Bachelors and Masters degree and 1.8%
with high school or lower. In terms of respondents’ working
experience, 64% have been working for more than 6 years,
17% have been working for 3 to 5 years and 19% have
been working for less than 2 years. Moreover, 92.4% of the
respondents have their own computer or laptop.

5.2. Confirmatory Factor Analysis (CFA)

Confirmatory factor analysis (CFA) was used to test the
convergent and discriminant validity of the scales. Table 2
showed that all items of each variable are significant and
have factor loading to establish discriminant validity as
illustrated in Table 3. Most of the constructs of this study had
AVE between 0.506 to 0.667 exceeding the recommended
lower limit of 0.50 (Fornell & Larcker, 1981), except
performance expectancy, trust in government and user
behavior with AVE of 0.428, 0.440 and 0.461 respectively,
which were below the minimum of 0.50. Even though,
certain constructs have AVE less than 0.5 but their composite
reliability is higher than 0.6, this means that the convergent
validity of the construct is still adequate (Lam, 2012). In
this research, first orders factor analysis technique with
the estimation of weight factor was used to determine the
goodness of fit indices. Moreover, this research was also
measured by the Chi-square statistics, goodness of fit index
(GFI), comparative fit indices (CFI), Tucker-Lewis Index
(TLI) and root mean square error of approximation (RMSEA)
involving 9 measurement models: Performance Expectancy,
Effort Expectancy, Social Influence, Facilitating Conditions,
Trust in Government, Trust in Internet, Anxiety, Behavioral
Intention and User Behavior as illustrated in Table 4.

From Table 4, the results of all indices were above the
recommended values, which show that the hypotheses have
proper suitability for this research, where y*/df = 1.915, GFI
= 0.910, AGFI = 0.869, NFI= 0.949, TLI= 0.901, CFI =
0.930, RMSEA = 0.045.

5.3. Structural Equation Model (SEM)

Structural equation model (SEM) is an approach used
to analyze and explain the relationships between multiple
variables. Chi-square was a traditional measure to assess
the fit of the model and the magnitude of the error between
the sample and the fitted covariance matrix (Hu & Bentler,
1999). The results of the SEM analysis on factors affecting

Table 1: Population and Sample Size by the Three Tax Branches

Active Medium Percentage Proportionate
Tax Branch .
Taxpayers (%) Sample Size
Chamkarmorn 3,162 49% 220
Toulkork 1,756 27% 122
Dounpenh 1,581 24% 108
Total 6,499 100% 450

Source: Constructed by author (based on GDT's internal e-tax systems as of August 2020).
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Table 2: Confirmatory Factor Analysis Result, Composite Reliability (CR) and Average Variance Extracted (AVE) Results

Constructs Source of Questionnaire th;: Crc;{}zz:h’s E:::I?;Z CR AVE
Performance Expectancy (PE) | Venkatesh et al. (2003) 4 0.776 0.456-0.873 | 0.735 | 0.428
Effort Expectancy (EE) Venkatesh et al. (2003) 4 0.815 0.518-0.934 | 0.827 | 0.559
Social Influence (SI) Venkatesh et al. (2003) 4 0.839 0.527-0.904 | 0.831 | 0.564
Facilitating Conditions (FC) Venkatesh et al. (2003) 4 0.791 0.572-0.875 | 0.799 | 0.506
Trust in Government (TGOV) Carter and Belanger (2005) 5 0.801 0.518-0.804 | 0.793 | 0.440
Trust in Internet (TNET) Carter and Belanger (2005) 4 0.898 0.677-0.882 | 0.888 | 0.667
Anxiety (AN) Huang et al. (2017) 4 0.827 0.520-0.946 | 0.819 | 0.542
Behavioral Intention (BI) Venkatesh et al. (2003) 3 0.798 0.582-0.893 | 0.802 | 0.582
User Behavior (UB) Wang and Shih (2009) 3 0.711 0.584-0.765 | 0.717 | 0.461
Note: CR: Composite Reliability; AVE: Average Variance Extracted.
Table 3: Discriminant Validity
Factor Correlations
Constructs PE EE Si FC TGOV TNET AN BI UB
PE 0.654
EE -0.190 0.747
Sl 0.644 -0.024 0.751
FC 0.364 0.057 0.478 0.711
TGOV 0.274 —-0.002 0.338 0.367 0.663
TNET -0.125 0.054 | -0.153 -0.069 | -0.146 0.817
AN 0.227 —-0.090 0.252 0.261 0.289 -0.120 0.736
BI 0.541 0.026 0.425 0.193 0.194 -0.174 0.295 0.763
UB 0.056 0.139 0.172 0.269 | -0.014 —-0.044 0.105 0.226 0.679

Note: The diagonally listed value is the AVE square roots of the variables.

Table 4: Goodness of Fit

Fit indices Recommended Values Obtained Values
CMIN/df <3.0 (Schreiber et al., 2006) 1.915
GFI 20.90 (Bagozzi & Yi, 1989) 0.910
AGFI 20.85 (Schermelleh-engal et al. 2003) 0.869
NFI >0.90 (Bentler, 1992; Arbuckle, 1995) 0.949
TLI =0.90 (Hair et al. 2014; Hopwood & Donnellan, 2010) 0.901
CFI =0.90 (Hair et al. 2014; Hopwood & Donnellan, 2010) 0.930
RMSEA <0.10 (Maccallum et al. 1996; Hopwood & Donnellan, 2010) 0.045
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Table 5: Hypothesis Result of the Structural Model

Hypothesis | Paths Stg’;i?f'}iiizei‘: (Za)'th S.E. t-value > 1.98 | Test Result
H1 PE — BI 0.229 0.069 3.466* Supported

H2 EE — Bl 0.132 0.058 3.253* Supported

H3 Sl — BI 0.271 0.076 4.391* Supported

H4 FC — Bl —-0.020 0.056 —0.356 Not Supported
H5 TGOV — Bl -0.019 0.055 —-0.359 Not Supported
H6 TNET — BI —-0.095 0.027 -2.197 Not Supported
H7 AN — BI 0.214 0.044 4.341* Supported

H8 Bl - UB 0.288 0.070 4.708* Supported

Note: *p < 0.05.

the acceptance and use of e-tax services among medium
taxpayers in Phnom Penh, Cambodia were acceptable
and consistent with the criteria as illustrated in Table 4.
According to Table 4, the results show a reasonably good
fit of the model’s indices to the data of fit statistics, where
xAdf = 1.947, GFI = 0.908, AGFI = 0.865, NFI = 0.90,
TLI = 0.928, CFI = 0.948, RMSEA = 0.046. The results
strongly revealed that each set of items represents a single
underlying construct and provides evidence for discriminant
validity or fit.

5.4. Research Hypotheses Testing Results

For HI, the standardized path coefficient between
performance expectancy and behavioral intention was 0.229
(t-value = 3.466%*). Performance expectancy has a significant
impact on behavioral intention. Thus, HI was supported.
For H2, the standardized path coefficient between effort
expectancy and behavioral intention was 0.132 (#-value =
3.253*). Effort expectancy has a significant impact on
behavioral intention.Therefore, H2 was supported. For H3,
the standardized path coefficient between social influence
and behavioral intention was 0.271 (z-value =4.391%). Social
influence has a significant impact on behavioral intention.
Hence, H3 was supported. For H4, the standardized path
coefficient between facilitating conditions and behavioral
intention was —0.020 (¢-value = —0.356). Facilitating condi-
tions have no significant impact on behavioral intention.
Thus, H4 was not supported. For HS, the standardized path
coefficient between trust in government and behavioral
intention was —0.019 (#-value =—0.359). Trust in government
has no significant impact on behavioral intention. Therefore,
H5 was not supported. For H6, the standardized path
coefficient between trust in internet and behavioral intention
was —0.095 (t-value = —2.197). Trust in internet has no
significant impact on behavioral intention. Thus, H6 was

not supported, though the questions in this construct were
made in a reversed pattern. For H7, the standardized path
coefficient between anxiety and behavioral intention was
0.214 (t-value = 4.341*). Anxiety has a significant impact
on behavioral intention. Consequently, H7 was supported,
though the questions of this construct were made in a
reversed pattern. For HS8, the standardized path coefficient
between behavioral intention and user behavior was 0.288
(t-value = 4.708%). Behavioral intention has a significant
effect on user behavior. Consequently, H8 was supported.
This is summarized in Table 5.

6. Conclusion, Recommendations
and Limitations

6.1. Conclusion

In this study, the research has expanded the current
literature by investigating behavioral intention and user
behavior. This research examines the factors affecting
the acceptance and use of e-tax services among medium
taxpayers in Phnom Penh, Cambodia. Data was collected
from 450 medium taxpayers utilising e-tax services and
located in the three tax branches in Phnom Penh through a
survey questionnaire. The conceptual framework was applied
from theory which comprised performance expectancy, effort
expectancy, social influence, facilitating conditions, trust in
government, trust in internet, anxiety, behavioral intention
and user behavior for investigating all hypotheses. CFA was
used in this research to validate the reliability and the SEM
was used to verify the influence of measuring variables and
concluded the research.

The findings of this research show that behavioral
intention has a significant impact on user behavior, consistent
with existing studies (Alsaif, 2014; El-Masri & Tarhini,
2017; Nair et al., 2015; Wang & Shih, 2009; Weerakkody
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et al., 2009; Yakubu & Dasuki, 2019). It was also noted that,
performance expectancy, effort expectancy, social influence
and anxiety significantly influence behavioral intention,
consistent with existing studies (Ahmad et al., 2013; Alenezi
& Karim, 2010; Carter et al., 2011; Kurfali et al., 2017,
Sudarsono et al., 2020; Sundaravej, 2010; Wang & Shih,
2009; Weerakkody et al., 2009; Wiafe et al., 2019).
Conversely, facilitating conditions, trust in government
and trust in internet have no significant impact on behavioral
intention, consistent with existing studies (Alsaif, 2014;
Carter & Belanger, 2004; Kolog et al., 2015; Kurfali et al.,
2017; Venkatesh et al., 2003; Weerakkody et al., 2009).

6.2. Recommendations

The result of this research indicates that behavioral
intention strongly influences user behavior. Four important
factors: performance expectancy, effort expectancy, social
influence and anxiety significantly affect behavioral inten-
tion, where social influence is the most significant factor,
followed by anxiety, performance expectancy and effort
expectancy.

Therefore, this research recommends that government
institutions that seek to introduce new technologies such as
e-services should proactively manage social influence that
could motivate individuals. This could be done by organizing
seminars or forums for sharing best use practices, selecting
champions who are interested in e-services, generate positive
word-of-mouth traction and develop countermeasures for
any negative feedback (Chiu et al., 2012; Pynoo et al., 2007,
Sumak et al., 2010).

In addition, government institutions must ensure that
new technologies meet the performance expectancy of users
by providing a faster and useful means to get services with
increased productivity and users’ ability to get services.

Furthermore, government institutions must ensure that
the interaction with new technologies need to be clearly
understandable and users can easily learn to operate the
service and become skillful.

Lastly, government institutions must provide frequent
trainings to users as training is expected to reduce anxiety
and can provide the skill set for users to use a technology
or e-services. Continuous support by offerring necessary
resources and information must be well provided, to encourage
users of being less fearful of using new technologies.

6.3. Limitations

Although, appropriate precautions have been made in
conducting this research, this work still has limitations and
requires further investigations.

First, data was collected from a sample of medium
taxpayers experiencing using e-tax services. This means that

future researchers should be careful when applying its results
to other taxpayers with no experience in using e-tax services.

Second, this study focused on medium taxpayers located
in the three tax branches in Phnom Penh, Cambodia and
experiencing using e-tax services, the generalization of the
findings should be cautiously undertaken. Therefore, future
research should collect data from other types of taxpayers
which would make the findings safer to generalize.

Third, this study did not examine the effect of
demographic factors such as gender, experience, age and
education on any construct. Therefore, future research
work may need to incorporate the influence of moderating
variables in the proposed conceptual model, for example,
gender or experience variation.

Lastly, this study has already incorporated three
additional constructs to the original UTAUT model to
examine behavioral intention. However, previous empirical
research found that there were other critical constructs that
influence behavioral intention such as attitude, self-efficacy,
voluntariness, personal innovativeness, individual mobility,
perceived risk (Dwivedi et al., 2017; Fishbein & Ajzen, 1975;
Kijsanayotin et al., 2009; Liébana-Cabanillas et al., 2015;
Rattanaburi & Vongurai, 2021). Therefore, future research
should incorporate these critical constructs in proposed
conceptual model, for example, perceived risk, attitude or
personal innovativeness.
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