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Abstract
Proposed Framework to evaluate the performance of
Electronic Tax Services Using Balanced Scorecard
(Case Study)

The balanced scorecard is one of the modern accounting
methods to evalueted performance as considered untraditional
(financial & nonfinancial) help in rationaliziing cost especially the
cost of electronic tax services , The expenditure volume on the
infrastructure, informative electronic network to provied all taxation
services inaddition to the correction of these service in away makes
the performance balanced . Also hes contribution in maximizing
measurment or hes contribution in increasing satisfaction degress to
taxpayers, increasing the confidence indicators in tax transaction as
non financial, consolidation concepts and procedures for tax
accounting.

The study aimed to develop a framework for evaluating the
performance of electronic tax services using balanced scorecard to
optimize the cost of services provided to taxpayers online, and
increasing tax revenue through improved quality of tax services
provided through e-government portal.

The study assumed a major hypotheses included four
Hypotheses and sub- hypotheses with the four perspective of the card
of the financial perspective and the perspective of the taxpayer and the
perspective of internal processes and the perspective of learning and
growth, showed a statistical analysis (SPSS) to test hypotheses in
accordance with the output , rejected hypotheses and effect balanced
scorecard on measuring the balanced performance electronic tax
services in a way that contributes to maximizing the tax revenue and
maximize taxpayer satisfaction and reducing time to service tax and
the development of skills of tax officer, as reflected on raising
efficiency and increase their effectiveness.
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S5 e bt clalaai W13 S [ 39

Dsala (Al gl <l jlgal (pila sal
(aially) il puall

(A ool L, JE5 | 40

Loy yuall 310U gtV 55 cplalall 5,k | 4]
(220 ) KAl g il il y55e —

g ySIV Ayl lea Al 4y s 42
Ay pall Slaadl) & S ) sagaall
(%) Aeial)

dplasy) Jgaadl ¢ Ll

(2) oo s
¥ Al laa) Jiladl) il jadle
Cases
Included | Excluded Total
Percent N Percent Percent
M1|86 97.7% 2 2.3% 88 100.0%
M 2186 97.7% 2 2.3% 88 100.0%
M 3|86 97.7% 2 2.3% 88 100.0%
M 4186 97.7% 2 2.3% 88 100.0%
M5]86 97.7% 2 2.3% 88 100.0%
M6 |86 97.7% 2 2.3% 88 100.0%
M 7|86 97.7% 2 2.3% 88 100.0%
M 8| 86 97.7% 2 2.3% 88 100.0%
M9| 86 97.7% 2 2.3% 88 100.0%
M 10| 86 97.7% 2 2.3% 88 100.0%
(3) & dsx
allay) (& bl Jalas s
Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's | Standardized N of
Alpha Items Items
.939 104 10

267




A5 IV Ay puall Lol ol il oIS () giall ) A8y lati)

(5) &0 dsx
2 S d.\hﬁ c_\\_u
Chi-Square Test
M1 M 2 M3 M4 M5 M 6 M7 M8 M9 M 10
Chi-Squar | 67.837 50.395 54.233 48.884 37.372 94.651 88.302 28.070 57.953 67.605
df | 4 4 4 4 4 3 4 4 4 4
Asyg}z: 000 000 .000 .000 000 .000 000 000 000 000
(6) &) dsx>
F-Test &l jlial) il
ANOVA
Sum of Mean
Squares df Square F Sig
Between People | 136.308 | 85 1.604
Within People Between Items 32.862 9 3.651 2.645 .000
Residual | 1056.238 | 765 1.381
Total | 1089.100 | 774 1.407
Total | 1225.408 | 859 1.427
Grand Mean = 4.42
(7) &0 dsx>
Cases
Included Excluded Total
N Percent N Percent N Percent
M11 | 86 97.7% 2 2.3% 88 100.0%
M12 | 86 97.7% 2 2.3% 88 100.0%
M13 | 86 97.7% 2 2.3% 88 100.0%
M14 | 86 97.7% 2 2.3% 88 100.0%
M15 | 86 97.7% 2 2.3% 88 100.0%
M16 | 86 97.7% 2 2.3% 88 100.0%
M17 | 86 97.7% 2 2.3% 88 100.0%
M18 | 86 97.7% 2 2.3% 88 100.0%
M19 | 86 97.7% 2 2.3% 88 100.0%
M20 | 86 97.7% 2 2.3% 88 100.0%
M21 | 86 97.7% 2 2.3% 88 100.0%
M22 | 86 97.7% 2 2.3% 88 100.0%
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(8) piy dsea

ALY 8 lall Jlas il

Reliability Statistics

Cronbach's Alpha
Cronbach's Based on
Alpha Standardized Items | N of Items
.889 .168 12
(10) AL Jsa>
2 \S Jalas il
Chi-Square Test
M1 | M12 | M13 | M14 | M15 | M16 | M17 | M18 | M19 | M20 | M21 | M22
Chi-Square | 24.349 | 9.465| 1.674 | 22.023 | 19.814 | 92.977 | 88.837 | 16.209 | 43.419 | 50.977 | 38.070 | 71.558
df 4 4 4 4 4 4 4 4 4 4 4 4
Asymp. Sig. 000| 050 795  .000 .001 000| .000| .003| .000 .000| .000| .000
(11) p Jsa
F-Test @l sl il
ANOVA
Sum of
Squares df Mean Square F Sig
Between People | 175.275 85 2.062
Within People Between Items | 223,174 11 20.289 11.987 | .000
Residual | 1582.492 935 1.693
Total | 1805.667 946 1.909
Total | 1980.942 1031 | 1.921
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¥ Al laa) dilasl) il jadle

Case Processing Summary (a)
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Cases
Included Excluded Total
N Percent N Percent N Percent
M23 | 86 97.7% 2 2.3% 88 100.0%
M24 | 86 97.7% 2 2.3% 88 100.0%
M25 | 86 97.7% 2 2.3% 88 100.0%
M26 | 86 97.7% 2 2.3% 88 100.0%
M27 | 86 97.7% 2 2.3% 88 100.0%
M28 | 86 97.7% 2 2.3% 88 100.0%
M29 | 86 97.7% 2 2.3% 88 100.0%
M30 | 86 97.7% 2 2.3% 88 100.0%
M31] 86 97.7% 2 2.3% 88 100.0%
M32 | 86 97.7% 2 2.3% 88 100.0%
0 0% 88 100.0% 88 100.0%
(13) A8 Jsa
Gllaly) o8 bl Jalas C_al_u
Reliability Statistics
Cronbach's Alpha
Cronbach's Based on
Alpha Standardized Items | N of Items
911 027 10




2011 43552 — Oualdll 23l — 3l o lall 35,20 e

(16) A8 Js>
F-Test <l lial zils
ANOVA
Sum of
Squares df Mean Square Sig
Between People | 150.838 85 1.775
Within People Between Items | 154.210 9 17.134 10.089 | .000
Residual | 1299.290 765 1.698
Total | 1453.500 774 1.878
Total | 1604.338 859 1.868
Grand Mean = 3.78
(15) A8 Jsaa
zdtsdg;:@m
Chi-Square Test
M23 M24 M25 M26 M27 M28 M29 | M30 | Mm31 M32
Chi-Square | 20279 | 65.744 | 78.971 | 75.093 | 71.186 | 48.186 | 9.116 | 5279 | 25.047 | 47.605
af | 4 4 4 4 4 4 4 4 4 4
Asymp. Sig. | 000 .000 .000 .000 .000 .000 058 260 | .000 .000
(17) fi ds>
Al Hl) Aiall ) Jalasll C_A_u uadle
Case Processing Summary
Cases
Included Excluded Total
N Percent N Percent N Percent
M33 | 86 97.7% 2 2.3% 88 100.0%
M34 | 86 97.7% 2 2.3% 88 100.0%
M35 | 86 97.7% 2 2.3% 88 100.0%
M36 | 86 97.7% 2 2.3% 88 100.0%
M37 ] 86 97.7% 2 2.3% 88 100.0%
M38 | 86 97.7% 2 2.3% 88 100.0%
M39 | 86 97.7% 2 2.3% 88 100.0%
M40 | 86 97.7% 2 2.3% 88 100.0%
M41 | 86 97.7% 2 2.3% 88 100.0%
M42 | 86 97.7% 2 2.3% 88 100.0%
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(18) a8 Jsoa
ALY 8 il Jlas il

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of ltems
.887 .108 10
(20) A8 Jsa>
2 o\ sy C._\Lu
Chi-Square Test
M33 | M34 M35 M36 M37 M38 M39 M40 M41 M42
Chi-Square(a) | 8.767 | 43.884 | 30.977 | 41.093 | 64.349 | 13.651 | 49.116 | 32.953 | 83.651 | 75.395
df | 4 4 4 4 4 4 4 4 4 4
Asymp. Sig. | 067 | .000 | .000 .000 .000 .008 .000 .000 .000 .000
(21) & d s
F-Test oL il
Sum of Mean
Squares df Square F Sig
Between People | 122.093 85 1.436
Within People Between Items | 60.112 9 6.679 4.186 .000
Residual | 1220.488 765 | 1.595
Total | 1280.600 774 1.655
Total | 1402.693 859 1.633
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