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Abstract

In this thesis | have investigated whether the d@npe, being the
willingness of people to meet their obligationpay taxes and to do
so by using the digital system again, has beewtaffieby the recent
ICT failures at the Belastingdienst. | could imagjpeople have lost

trust in the system to send in their tax declaretiafter those failures.

But, after my research, with people filling outw@egtionnaire about

their findings about the system, | can conclude tlempliance of the

users still is good.

Furthermore, | have determined several points wtheresystem could

be improved. Those improvements were derived frgpat of the
questionnaire and from my literature research ds we
Besides the current degree of compliance, in #ssarch | have also
focused on the measures the Belastingdienst has talix the
mentioned failures and to prevent new ones. Youatsmfind out
how the Belastingdienst is dealing with complianogvadays and
how they are trying to improve it.

This research is a continuation of earlier researcthich the
Technology Acceptance Model (TAM) and the DelLond EitLean
model of Information System Success have been prdviereover,

this research is a base for some possible futseareh again, which |
have suggested also in the end.
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1 I ntroduction

The Dutch Tax and Customs Administration (from rmwl will use the ternBelastingdienst
for this) is responsible for cashing taxes of Dutitlzens. Therefore it has to process the
declarations of about six million private individsi@nd about one million companies.
Furthermore, the Belastingdienst also pays thosplpavho have paid too much tax in the
past or it pays out bonuses for rent or care costs.

Together with all those activities the Belastingdiehas some more work processes, like
fraud detection and monitoring the processes. f@ssarch is about one of the most rising
and important processes, namely the informationcangmunication technology (ICT) at the
Belastingdienst, part of the facilitating centratlze organization. [BEL081]
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Figure 1: organogram of the Belastingdienst [BELP81

In [BELO82] is stated that the Belastingdienst pascessed 10.416.000 income declarations
in 2007. About a half (45%) of those were handedith the use oDigiD, a new system in
which taxpayers can make use of their online idgtai fill out and send in their declaration.
This is an enormous growth in relation to 2006 hwiite use oDigiD in that year being just
6%.

In 2009 — when people hand in their declaration2@®8 — the system with internet
declarations will disappear. In this system peaphld hand in their declarations by making
use of a username and password. In 2009 now pbapkthe choice of making a declaration
with DigiD or doing so on paper. [BEL083]

Although the extensive use of this system, the &&lgdienst made a lot of mistakes with
those declarations in 2008. For that reason thadBabdienst announced some measures to
improve the new system, but how have those measwré®d out on the taxpayers?

Note that after some long sections or sections aitht of text (especially the more
theoretical parts of the thesis), | have addedoat Summary to help you keep track of the
report.



2 Problem statement

Here | will introduce the problem | have investeggduring my research. This problem is
founded in the theoretical framework, introducedhi@ next section. In this framework | have
studied available research to know what is playinte field at this moment. Furthermore, |
have investigated some theoretical models, to whvelli reflect the problem statement of
this thesis.

The problem | have investigated is if and how tbmpliance of Dutch taxpayers has been
affected by the recent failures in ICT at the Beaglienst. | could imagine that people are
backing off a bit regarding digital declaration#éease of the much negative news recently.
Furthermore, | wanted to investigate how this coamule could be increased by improving
the system. When the Belastingdienst adapts thesiGiems for digital declarations to meet
the taxpayers’ wishes and requirements, the disthatween them will decrease, which
results in an increase of the compliance (see étieal framework).

In a research question we get:

How and why has the compliance of Dutch taxpayeenkaffected by the recent ICT failures
at the Belastingdienst and how can this compligha¢her) be increased?

To investigate this problem | have split it up is@veral sub questions:

» Has the Belastingdienst learned from its faultthefpast year?

In my news research several recent failures aiQeof the Belastingdienst have
showed up. The Belastingdienst promised to takesuarea to solve the problems and
to prevent possible new failures in the future. Hmawe those measures turned out?

* How is the Belastingdienst dealing with the threespectives on the compliance of
taxpayers and how can it improve this?

In my literature research | have discussed thregpgetives on distance and
compliance, as mentioned in [BEKKO01]. How is thd&B¢ingdienst dealing with
those perspectives nowadays?

* How is the Belastingdienst dealing with the fowtéas of compliance?

In my literature research | have discussed fouofaof compliance. Those factors
were mentioned in the discussion of a workshop &kl and distance in [BEKKO1].
How is the Belastingdienst dealing with those fextmowadays?

* What is the current degree of compliance of taxgat@vard the Belastingdienst?
While the Belastingdienst is forcing taxpayers mame more to make use DigiD |,
and thus a computer with internet connection, meseshowed that this forced use of
technology-based self-service leads to a decrdasmmpliance. How is this tendency
visible in the compliance of taxpayers toward tletaBtingdienst?

* What requirements are there to improve the compdiani users?

What wishes do taxpayers have with respect toGfeslystem at the Belastingdienst?
With this question | want to extract the requiretseor improving the system and
thus the compliance.




3 Theoretical framework

3.1 Theoretical models

I will connect the problem statement to some imgoatrand suitable models | have found
during my literature research. Globally, those niodee:

e Technology Acceptance Model (TAM);

e DelLone and McLean model of Information System @&jcess;
| used the word “globally” because | have also ®ddesearch articles that propose
modifications or additions to the models.

3.1.1 Technology Acceptance Model (TAM)

Following [DAVI189], the Technology Acceptance Mod@lAM) is an adaptation of the
earlier Theory of Reasoned Action (TRA). Therefdmill explain this TRA first in short.
TRA is an so-called intention model being succdsafpredicting and explaining behaviour
of users of technology.

Beliefs and Attitude
Evaluations - TU"‘"“ d
(€ bie;) Behavior (A)
Behavi_oral Actual
Intention - Behavior
(B}
Normative Beliefs Subjective
and Motivation to - Norm
comply (£ nb;mc;) (SN)

Figure 2: graphical representation of TRA [DAVI89]

In Figure 2 we see how the theory of TRA actualtyke. Beliefs and evaluations shape
somebody’s attitude how to behave towards techryolbggether with the normative beliefs
and motivations this leads to the intention howebave and that result in the actual
behaviour.

The beliefs and evaluations are the beliefs of egqnences of performing the behaviour
multiplied by a evaluation of it. Normative beliefee perceived expectations of specific
groups or individuals and the motivation to complth those expectations.

Because TRA is very general, researchers usirayg o investigate the beliefs that are
salient for subjects regarding the behaviour tinsiselves. Furthermore, [DAVI89] states
that any factor affecting the behaviour only ddgaffecting the Attitude Toward Behaviour
(A in Figure 2) or the Subjective Norm (SN), makihgse factors all “external variables”.
This makes TRA a mediator between the uncontralablironment (or external) variables
and the controllable internal variables (beingmvations on user behaviour).
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As said before, TRA is (too) general and therefdagis introduced an adaptation of the
theory in 1986 with the Technology Acceptance Mod@M can be used for modelling user
acceptance of information systems. TAM is spediffa@meant for computer usage behaviour.

Fxternal
Variables

Perceived
Usefulness
L)

N\

.

Attitude
Toward
Using (A)

Behavioral
[ntention to

Use (BD)

Actual
System
Use

Perceived

7

Ease of Use
(E)

Figure 3: graphical representation of TAM [DAVI89]

As we can see in Figure 3, TAM states that théuali toward using is determined by the
perceived usefulness and the perceived ease of hseattitude together with the perceived
usefulness determines the behavioural intentiarséothe system which results in an actual
system use. So, the key principles in TAM are theg@ved usefulness — how the user sees
the use of the computer system will increase Hgjerformance (or not) — and the perceived
ease of use — the degree to which the user thimksih use the system free of effort (or not).

[DAVI89] finally gives three main conclusions frotineir comparison of the two models:
* People’s computer use can be predicted reasonalyram their intentions;
* Perceived usefulness is a major determinant pflp&ojptentions to use computers;
» Perceived ease of use is a significant seconddeyrdmant of people’s intentions to
use computers.

In [WU2005] has been stated that TAM is incompfeteonline services. In this research they
have investigated a combination of trust and TANhWIPB (Theory of Planned Behaviour).
This TPB model predicts and explains human behaylie TRA and TAM), but also
considers the roles of individual members of aranization and social system in this process.
In TPB we have also three influencers on the behaynamely: attitude, the subjective norm
and perceived behavioural control.

Because [WU2005] is about the acceptance of otdixieservices, in this research the
researchers propose the combination of trust and W&th TPB should be a more
comprehensive model to predict the acceptanceosktbnline tax services. [WU2005] aimed
at the acceptance under citizens in Taiwan, wheseatceptance was still low at the moment
of the research. The researchers wanted to salverbblem with the new model they have
investigated.

11
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Figure 4: the research model in [WU2005]

In Figure 4 we see this model graphically represgnthe connections between the
influencers of the two models, TAM and TPB, andtrare hypotheses. Those hypotheses are
[WU2005]:
» Hypothesis 1. Perceived Usefulness (PU) has pegtifect on intention to use on-
line tax.
* Hypothesis 2. Attitude has positive impact on ititamto use on-line tax.
* Hypothesis 3. Perceived Behavior Control (PBC) fpaedy influences intention to use
online tax.
* Hypothesis 4. Subjective Norm (SN) has positive@fbn intention to use on-line tax.
« Hypothesis 5. PU has positive impact on attitudest® on-line tax.
* Hypothesis 6. Perceived Ease of Use (PEOU) pobjtimluences attitude to use on-
line tax.
* Hypothesis 7. Trust has positive effect on attittalase on-line tax.
« Hypothesis 8. Trust has positive impact on peraehehavior control to use on-line
tax.
* Hypothesis 9. Trust positively influences subjeethorm to use on-line tax.
* Hypothesis 10. PEOU has positive impact on PU &arsline tax.
* Hypothesis 11. Trust has positive effect on PUd® on-line tax.
* Hypothesis 12. PEOU positively influences trustiging on-line tax.

The researchers have examined those hypothesgartone the model. They have collected
answers to a questionnaire of about 1000 user$ Wit results of those questionnaires, they
concluded that the model holds; trust turned oleteery important to make people accept
the use of online tax services. Trust has beenegortw be an antecedent of perceived
usefulness (PU) and (thus) of attitude. This ingptleat the online tax provider has to make
sure people trust the system in first place.

3.1.2 Deloneand McL ean model of IS success

In [WANGO7] the DeLone and McLean model of Informoat System success (D&M 1S
success model) has been introduced. In this rds#a@aesearchers have examined this
model with questionnaires and as a result of tlssvars, they have proposed a respecification

12



of the model. Here, | will introduce the D&M IS sugss model and the respecification of the
research, so | can use it in my research.

The D&M IS success model was introduced in 1992 awdel of interrelationships between
six IS success variable categories: System Quétitgymation Quality, IS Use, User
Satisfaction, Individual Impact and Organizatiomapact. [WANGO7] In Figure 5 is shown
how the relations are between those categories.

System Use
Cuality
Individual ] ~.| Organizational
[mpact / [mpact
Information User
Cality Satisfaction

Figure 5: the DeLone & McLean IS succes model (J$@2ANGO07]

After some critics on this model, DeLone & McLeavh proposed an updated model in
2003. In this new model, they have added the dimarfervice Quality and the impact
categories are grouped into one category Net Bisn#flith the proposal of this updated
model DelLone and McLean suggest that their modebeaadapted to the measurement
challenges of the new e-commerce world. [WANGO7]

INFORMATION

QUALITY

INTENTION| USE

TO USE ™~

F \\H\\K"‘x\‘
SYSTEM T~ NET
JUALITY
Q ! _»| BENEFITS
USER -

SATISFACTION
SERVICE 3
QUALITY

Figure 6: the updated DelLone & McLean IS succesah(003) [WANGO7]

In [WANGO7] then the researchers have tried to domkthe DeLone & McLean IS success
model (2003) with TAM and theories of marketingtdture. They also wanted to introduce
the Perceived Usefulness in their research modhes. rEsulted in the research model in
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Figure 7, with a set of corresponding hypothesdschwvere tested to accept or reject the
research model:

H1: Information Quality will positively affect Useatisfaction in the e-commerce
context.

H2: System Quality will positively affect User Ss#ction in the e-commerce context.
H3: Service Quality will positively affect User &faction in the e-commerce context.
H4: Information Quality will positively affect Peetved Value in the e-commerce
context.

H5: System Quality will positively affect Perceividlue in the e-commerce context.
H6: Service Quality will positively affect Percetv&alue in the e-commerce context.
H7: Perceived Value will positively affect Intemtido Reuse in the e-commerce
context.

H8: Perceived Value will positively affect User iS&ction in the e-commerce
context.

H9: User Satisfaction will positively affect Intéorh to Reuse in the e-commerce
context. [WANGO7]

Information H4 | Perceived
Quality Value
HS H7
Hé
System Intention to
e HE R
Quality cuse
H1 HO
H2
Service H3 - User
Quality Satisfaction

Figure 7: the research model in [WANGO7]

They have replaced Perceived Usefulness with pardeialue and System Use/Intention to
Use with Intention to Reuse. Together with UseisEattion those measures formed the Net
Benefit Measures in their respecified model, whas constructed after the analysis of all
collected data. The complete respecified model Eigure 8.
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| Belief | [Attitude] |[Behavior]

Information | Perceived Net Benefit
0 . — . --.:_::_._ — o )
qll-.‘l' Ity \af. Walue e —_ h-leasures ")urrﬂgﬂteb
/ e

System / .."I " Intention to | Orher Net
Quality '“‘H;I,L__H.x / Reuse - El-incfit:;

f s

{ -~

: /
/ H'“'x
Service |/ “"‘: User T
Cuality Satisfaction
| Quality] | Value] |Satisfaction] | Loyalty]

Node: The dashed paths have not been validated by this stady.

Figure 8: the respecified e-commerce success mMod&/ANGO7]

Summary

| have discussed several theoretical models. ¥idstlave described the Theory of
Reasoned Action. TRA is (too) general and thereaeis introduced an adaptation of
the theory in 1986 with the Technology Acceptancal®l. TAM can be used for
modelling user acceptance of information systemdTs specifically meant for
computer usage behaviour. TAM states that theudttitoward using is determined by
the perceived usefulness and the perceived easseoT his attitude together with the
perceived usefulness determines the behaviousitionh to use the system which res
in an actual system use. Furthermore, | have destta model which combines Theory
of Planned Behaviour (TPB) and TAM, expanded withst.

At the end, | have introduced an e-commerce sucuesl, which combines the
concepts quality, value and satisfaction. Togetihese concepts are the antecedent of
the concept Loyalty, which is the intention to (Is9.

3.2 Literatureresearch
As a starting point for my plan (and thus, my teesdid some field research to know what

research already has been done and could be usafiylown research. First of all, | made

clear what compliance is. Then | have read [BEKK®&jich is a research report about how

people react on the extensive use of ICT at thadielgdienst. In this report first the term

“distance” (and thus compliance) is introduced fribmee different perspectives; the public

administration perspective, the philosophical pectpe and the organizational perspective.
Every perspective has been considered from thrgelgirfirst is mentioned what is distance

from the perspective, then how ICT affects theatise and finally what this all means when
we are talking about the Belastingdienst. [BEKK®&1$ conceptual exploration of 2001,
which can be used as a base for further resedkehnine.
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3.21 Compliance

Following [DEWEO01] the strategic goal of the Belagtlienst is compliance, with
compliance being improving and maintaining the iwghess of people who have to pay tax
and who have used the digital system for it beftreneet their obligations to do so by using
the digital system again.

We have to keep in mind that people don’t haveacehin case of tax obligations; they have
to pay and they have to deal with the Belastinggtiedlthough, it is important for the
Belastingdienst people are willing to cooperatenash as possible. When people have little
compliance to the Belastingdienst, they can trydad or make mistakes more often.

In my research | have focussed on the digital dattn system. When talking about
compliance | mean the intention of people to made af this system to fill out and send in
their tax declarations.

3.2.2 Distance and compliance from a public administration per spective

From the public administration perspective, distahas three dimensions: a physical, social
and a normative dimension. When talking about thesigal dimension of distance you are
talking about the meaning of space between engtescan observe. In case of the social
dimension you mean (social) relations between geaubups, organizations and social
systems. Finally, the normative dimension of distais about the moral sense of distance.

All these dimensions are being affected by theafd€T. ICT challenges physical borders by
connecting computer systems all over the wdtliereis available ovethereandthereis
available ovehere The physical distance seems to disappear withigkeof ICT. But this
effect results in a larger social and normativeadlise. People have less face-to-face contact
and become more transparent. In [BEKKO01] is stétatithe Belastingdienst could fill out
people’s tax forms. Now, about eight years lateiMarch 2009 the Belastingdienst starts a
pilot with pre-filled-out tax forms. [KPMGO08]

[BEKKO1] continues with two scenarios about stegr@md ICT regarding distance. The first
scenario is called “mainframestaat” and in thimsc® the world of huge systems and closed
networks, with routines, regularity and reliabilgiays a central role. The distance with the
citizens is very short, so every information abibxm is available everywhere. But they can
also be seen as employees too now, because theyntartheir own information.

In case of the Belastingdienst this means thatiffeéy of supervision is increasing. The
people are more transparent, which makes it esi¢ihem to provide the needed information,
but this implies they have less privacy. Furthemntne distance has been decreased, which
increases the compliance. The image now will beenodnd reliable, with the citizens
feeling more accessibility and the speed of infdromaprocessing increases the citizens’
acceptance.

The second scenario is called “internetstaat” artthiis scenario the web generation in ICT
makes the government more stepping back and mdmédhyhe capacity of the systems
increases exponentially and those systems are ctathi networks in networks in networks,
called the internet. Knowledge and intelligenceraydonger hierarchically organised, but
they are everywhere available. The government & lange distance and just an actor in the
network, with the citizens as requesting party.Wwhry and solidarity are key principles in
this world.
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In case of the Belastingdienst this implies thaipbe want to enjoy the advantages of online
services — such as booking a holiday — rather tisathe internet for tax payment services.
People seem to like the short distance between @atyamd supplies.

The advice in [BEKKO1] from the public administi@ti perspective is that the
Belastingdienst has to focus on this short distéeteeen payment and supplies.

3.2.3 Distance and compliance from a philosophical perspective

From the philosophical perspective, in [BEKKO1]rare three types of relations that
human beings have. The first one is the relatiah tie world and this relation needs
familiarity. The second one is the relation with other hunaauusthis impliesrust. The third
relation is the relation between a human beingramgelf. In this last type of relatidayalty

is needed. Each type of relation is affected bycatian. Education decides the distance
between a human and the world, other people anddiim

Distance is a constituting characteristic of pepplg at the same time we are continuously
trying to decrease those distances. Because withstaince there is no humanity, the distance
can decrease, but will never totally disappear.

ICT is used to decrease the distance, as we hawnebsetore from the public administration
perspective. ICT is — like all other technologies teletechnology, focused on decreasing the
three types of distance. But, the actual effe¢eolinologies are to conquer some caused
psychic problems by some kind of absence, bec@eyepresent this absence in a symbolic,
fictive way and turn the results of the absence apleasure. This is called Weibel's analysis.

Following De Mul and Wertheim, the internet repkaceligion in our world. The internet
promises us that we know everything, that we haaivays available and that it offers us
almighty. Those three characteristics were regaadeglialities of God before. Thus, ICT
promises us that we can conquer our humanity. Bstated in the part about distance, those
distances — that hold our humanity — cannot disaphen looking at the role of the
internet nowadays we can say there has been acdyesivth of the use of ICT and this has
resulted in an information overload, which makesisorldly because we now can
understand how transient we are.

We are even entering virtual worlds in which wetewmusly are wondering if the persons
we are talking to really are the persons we thiekane talking to. This is a form of distrust
and so increases our distance with other humane thirs distance physically has decreased.
And when looking at the many viruses and hackersviies as side effects of ICT, we can
state that our digital power is definitely no alimig So, the use of ICT forces us to find other
ways to create familiarity, trust and loyalty.

The Belastingdienst is aiming for compliance, intdly and externally. To reach those goals,
they have to design and implement their ICT systenssich a way that there is room for
maximum familiarity, trust and loyalty with the izéns. With regard to the external
compliance, the Belastingdienst needs to creataldainew interfaces for citizens. Interfaces
that can show only these screens that have todweeshto a specific user; e.g. only the
information needed will be asked for and presetadtie user. This implies dynamic
information processing at the Belastingdienst.

Furthermore, the information systems have to begded, so that it creates trust. Therefore,
the ICT must encourage personal contact (facede;fane-to-one). But, still we have a
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critical border which holds us from making peomtatly transparent. When you would do so,
people have little privacy left and this would giem an unsafe feeling.

When talking about the Belastingdienst, [BEKKOHtst — from a philosophical perspective
— that the Belastingdienst has to unify the taxpaybo could have many different identities
in virtual worlds. The Belastingdienst has to wanifiéhis fact affects the compliance,
because with those different identities there islm@bility and stability of relations —
conditions of trust.

3.2.4 Distance and compliance from an organizational per spective

From this perspective, distance is viewed fromratrumental approach and from an
institutional approach. In the first approach, @igte is physically and geographically. In the
institutional approach, functional distances ardded and, as a result of this, functional
borders and thus functional distance between orgtions are fading away.

Besides this, distance has a cultural function.aHong time, distance has been seen as a
barrier for creating communities — spatial and fiomal. In a culture of virtual communities
this lack of distance plays a central role.

Because in the internet there is no real centrehiich — following classical theories — the
network is being coordinated, [BEKKO1] introduchsee business cases, which are regarded
to distance, which results in a specific way of ptiance. Those three business cases are
integration and disintegration, aggregation andgtisegation and intermediation and
disintermediation. In the first business case citizens become part of the system; they are
integrated into the system. In a mechanic forrmtégration the distance between the
taxpayer and the Belastingdienst is relativelydatmecause all actions take place in a kind of
a black box; in an interactive form of integratits distance is smaller, because the black
box becomes more transparent.

The second business case throws up the quessomi processes could be re-designed
through the internet in such a way that those mse®result in more added values for the
customer (tax payer) than the current values. Toereve need to create sub-processes
(disaggregation) and we have to search for grotipsocesses that could offer more added
values for the customer (re-aggregation). In céskbeoBelastingdienst this seems to be
interesting, because it possibly leads to more tiamge from the tax payer by thinking about
how to re-design the fiscal processes.

In the third business case of intermediation asthtBrmediation [BEKKO01] goes into the

fact that the internet has made several sect@snesningful, made markets more transparent
and made intermediates have less lead in stratd@gienation. But there have also raised
some new intermediates as a result of the enorguawgth of information and knowledge.

For the Belastingdienst tax and administrationcesiare intermediates between the
Belastingdienst and the citizens. Those intermediatake the distance with the citizens quite
large, while the distance between the intermedateisthe Belastingdienst itself is quite

small.

A possibility for the Belastingdienst is to playetiole of intermediate itself to decrease the
distance with the citizens. One way to do so predaos [BEKKO01] is to create a kind of
Belastingdienst portal in which the citizens cardfevery service they need anytime they
need it; information, contact and transaction s&wviavailable on one place for everybody.
Besides the small distance, it also increasessitegnizability for the tax payer and so, the
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compliance. The other side of those advantagdmighere are concerns about the reliability;
how can people know they are communicating withBakastingdienst instead of some
hacker? Or how is the Belastingdienst supposedowkhat they are really dealing with the
real mister Pieterse?

In the article is suggested that the Belastingdieosld outsource one of its key processes
(disaggregation) to decrease the distance witkitizens and so increase the compliance of
those people. That is the question the Belastimgtlieas to ask.

3.25 ICT and external compliance

Then [BEKKO1] reports about a workshop “ICT andtaiiee” on 13 December 2000 in
Utrecht. In the results, especially the hypothabisut the relation Belastingdienst-citizen is
interesting; in the next five years the citizen gadividually determine the level of publicity
of his personal information.

Next in the report is discussed the external caangk in relation to ICT, which is related to
my research. The strategic goal of the Belastingies to maintain and improve the
compliance of tax payers to meet their (legal)disibligations. The larger the distance
between the Belastingdienst and the taxpayersntre likely they don’t meet this obligation.
At the Belastingdienst this issue especially shoprén processes of supervision and service.
When looking at the “driesporenbeleid” of the Bélagdienst, we will see the first track
takes care of tax payers to meet their obligatmnthemselves. People who cannot do so,
will be helped and supported.

The second track takes care of tax payers to rhegtdbligations after good and in time
handling, together with broad supervision of théaB&ngdienst.

At least, the third track is forcing tax payersneet their obligations, correct them of punish
them.

When doing research on compliance of taxpayershyave to make a difference between two
groups; individual taxpayers and a group of comganThe Belastingdienst has different
ways of contacting those groups, with the distdreteveen the Belastingdienst and individual
taxpayers being larger than the distance to conegani

[BEKKO1] gives four main groups of factors affegginompliance:

« Frightening: the distance between taxpayers an8#hastingdienst can be decreased
(this means more compliance) by more and better@ond supervision. The other
way round the distance could also increase wheprissure of this control and
supervision negatively affects the sense of duty;

* Sense of duty: because taxpayers have a high defysease of duty, the tax laws and
rules could be simplified. This results in a deseshdistance to the taxpayers and
decreases also the (often unintentional) non-ca@npé;

» Consultants: consultants are intermediates whichave seen increase the distance
between the Belastingdienst and the taxpayers.tBey,also decrease the
unintentional non-compliance by helping people whge questions or problems;

» Other factors: some demographic factors have &ledion with the degree of
(non-)compliance. Those factors play an importald when looking at the influence
of ICT on the (non-)compliance.

But, how is ICT affecting those four factors?

» Frightening: ICT makes it easier to control, butammore control results in just a
relatively small decrease of non-compliance. Atke,privacy issue may prevent a lot
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of people using electronic declaration. So, theaBhgdienst has to deal with
taxpayers more kindly to decrease the distance;

» Sense of duty: here ICT can help people with thigiital declaration. The complex
fiscal laws and rules can be explained when necgssa more clearly. People want
accessibility, clear procedures and feedback;

* Consultants: ICT makes the role of consultantstesmediates smaller. This could
lead to a smaller distance between the Belastingtiend taxpayers. But, [BEKKO01]
suggests to review the role of consultants bectnesecan integrate the interests of
the Belastingdienst on one side and the taxpayetteother side;

e Other factors: it is very important to make surat tivery taxpayer can make use of
the digital services of the Belastingdienst. Saj lgave to help groups that are falling
behind on closing the gap.

3.2.6 Technology-Based Self-Service

In [REINOS8] | found a research about the impactooting people to make use of
Technology-Based Self-Service (TBSS). Organizatioake use of new technologies more
and more in their service process, but at the ganeethey are asking more participation of
consumers in that same service process. [REINGSjivastigated what effects an increasing
TBSS means for the intentions of people in termssaig the new technology.

The study was done in the Netherlands by investigahe impact of the forced use of TBSS
in train tickets service. More and more (littleatstns only have a ticket machine nowadays
and people have no choice but to use this macbmleulying their tickets. The researchers
had formulated several hypotheses, which coveetftiieet of forced use of TBSS on (1) the
attitude toward using the TBSS itself, (2) thetatte toward the service provider, and (3)
behavioural intentions. Moreover, they have ingzdgd (4) the effect on the attitudes when
people have the opportunity to fall back on inteoacwith a human employee and (5) the
effect of previous experiences on the attitudes.each category — (1) to (5) the appropriate
hypotheses are:

* (1) the effect of forced use of TBSS on the atgttmlvard using the TBSS itself:

o Hypothesis 1a: Forced use of a TBSS (vs. givingotusrs a choice in service
delivery options) will result in less favorableitatties toward using the TBSS.

o Hypothesis 1b: Greater choice among service dgligptions will result in
more favorable attitudes toward using the TBSS.

* (2) the effect of forced use of TBSS on the atgttmlvard using the TBSS itself:

o Hypothesis 2a: Forced use of a TBSS (vs. givingotusrs a choice in service
delivery options) will result in less favorableitattles toward the service
provider.

0 Hypothesis 2b: Greater choice among service dgligptions will result in
more favorable attitudes toward the service pravide

* (3) the effect of forced use of TBSS on the atgttwward using the TBSS itself:

0 Hypothesis 3: The more positive the attitude towsesihg the TBSS (a) the
more likely that the consumer will engage in pesitivord of mouth and (b)
the less likely that the consumer will switch te#rer mode of service.

o Hypothesis 4: The more positive the attitude tovibedservice provider (a)
the more likely that the consumer will engage isifpee word of mouth and (b)
the less likely that the consumer will switch te#rer mode of service.

* (4) the effect of forced use of TBSS on the atettmlvard using the TBSS itself:

o Hypothesis 5: The availability of interaction weh employee as a fall-back

option in the case of forced use of a TBSS wiltlléa (a) more positive
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attitudes toward using the TBSS and (b) more paséititudes toward the
service provider.
* (5) the effect of forced use of TBSS on the atgttmlvard using the TBSS itself:
0 Hypothesis 6: Consumers’ previous experience wsthgTBSS in general
will lead to (a) more positive attitudes towardngsa particular TBSS and
(b) more positive attitudes toward the service mterof that TBSS.
[REINOS]

The corresponding conceptual framework is preseint&ture 9.

Interaction with an
employee as a fall-
back option

-..“

Attitude toward Hia+ N Pos'rt'n-'g wr{_{—of-
> ysing TBSS H3b - Hias *| mouth intentions
Forced use of TBSS
Attitude toward H4b - Switching
service provider | intentions

___________________________________________________________________

Previous experience
with TBSSin general

Figure 9: conceptual framework in [REINOS]

In the conceptual framework in Figure 9, we seecticepts of the hypotheses, which are
connected by the hypotheses it selves. When thexé-i after a hypothesis, the researchers
have assumed a negative influence, while a ‘+'@sgnts a positive influence.

After analyzing the response the researches wéeg@bonclude that all hypotheses hold,
except 6b. So, from all assumptions only the assiomphat a previous experience with some
general TBSS would have a positive influence orattieude toward the service provider
needed to be thrown away. Moreover, they conclukdatihaving no choice adversely affects
the attitude and behaviour. But, on the other haffdring more choices does not linearly
lead to a more positive attitude and behaviour. Weople could fall back to employees
when necessary, the negative effects of the fausedcould be decreased possibly. [REINOS]
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Summary

We have formulated compliance being improving amintaining the willingness of
people who have to pay tax and who have used tldsystem for it before, to meet
their obligations to do so by using the digitalteys again.

Furthermore, we have seen three perspectives oplieare; a public administration, a
philosophical and an organizational perspective@ve also introduced four factors
affecting compliance: frightening, sense of dutnsultants and other demographic
factors. | have discussed how ICT is affecting éhfagtors.

Least, | have discussed a research about the impémting people to make use of
Technolog-Based Se-Service

3.3 Newsresearch

In the past year the Belastingdienst was in thesnescause of problems with the software for
digital declarations. Earlier, people were not gdiigital declarations very much [BEL082],
so most of the news came about from the year 28Q6is section | have summarized those
news articles.

In 1997 the Belastingdienst announced for the finsé that it wants to offer people the
opportunity to hand in tax declarations online ti#dt moment the organization just had
analyzed the advantages and disadvantages andideddhat it must be possible to come up
with online tax declarations in 1999. [COM971]

The then Dutch minister Gerrit Zalm of Finances eam2003 up with the idea of online tax
declarations. He then believed people could mag&eswitch from paper to computer and is
supported by data of the Belastingdienst; in 208% handed in the tax declaration by floppy
or internet, in 2002 67% and in 2001 33%. [NUNO031]

In France, people had to pay twenty euro lessrit@&005 when they make an online
declaration instead of doing so on paper. With tesisure the government there tried to
stimulate people to make their declarations onlifreere came a lot of criticism on this, with
people stating that people who have no computefoanternet (who still exist) are harmed
for no reason. [ZDNO051]

In February 2008, the Belastingdienst had to agkO® taxpayers to hand in their digital
declarations again, because of a defect in thevaodt This year it was the first time
taxpayers had to use th&rgiD and for that reason the software was adapted hftfate
Secretary of Finances Jan Kees de Jager decidedrganize the ICT department of the
Belastingdienst. He announced the installation @éartment “ICT management and
architecture”, which is under direct supervisiorited ministry to assure a central steering.
[NUNO81]

At the same time a news article reported thatfilise to blam®igiD for the problems at the
Belastingdienst. “GBO-Overheitisuggested that the problems were at the Belastingd
with the configuration of ports for receiving thigjitel declarations. [COMO082] In the end it

1 “GBO Overheid” is responsible for a number of I€ystems at the government; http://www.gbo-overnéid.
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turned out that the software defects were causgatdnedures out of the time of declarations
on paper. A so-called chain test — testing of caosimzp sending, receiving and handling —
was not carried before the taxpayers were usir@pitthe first declarations we processed by
an untested system. Jan Kees de Jager now hasatdenake backups in the system after
every phase in the chain to prevent another logiyital declarations. [COMO083]

Already in April 2006 théPlatform voor InformatieBeveiliging (PviBjad announced that the
use ofDigiD as digital authentication method for online tasvg®s would be too weak. The
Belastingdienst replied by telling that the orgarian uses more checks to authenticate the
online declarations. [NUNO61]

In July 2008, the Belastingdienst announced tlwah ft5 September 2008 a Chief
Information Officier (CIO) will be installed. Furgnmore, all departments get an ICT-
manager and managers get an ICT update course thggb measures the Belastingdienst
wants to prevent new ICT failures. [TWEO081]

In August 2008, a Dutch taxpayer complained abloeiiiformation service of the
Belastingdienst. In 2007, he was advised to tufmisfvirus control program while entering
his digital declaration. Afterwards, his computexsailled with viruses and adware and he
lost some documents. When he went with his probkentise State Secretary of Finances, he
got the answer that even inexperienced computes sbeuld know that turning off the virus
control is not without danger. Next, the man wenthie “Nationale Ombudsmanénd this
organization judged in 2008 that the Belastingdishsuld have taken responsibility for the
problem and they have to offer a way to hand intaigleclarations without any problems.
[NUNO082]

In September 2008, Kees Jan de Jager judged thstBelienst and concluded that it would
take about eight years to get the ICT of the Belgdienst in order and that all problems are
fixed. One of the planned measures is the impleatient of a Service-Oriented Architecture
(SOA) to decrease the number of applications, eéith application having their own
database. Such a SOA will store all data centeaily can handle all processes central through
the use of web services and the use of standa@mhz§COMO81]

From 2009 people have to make use o@D system for handing in their tax declarations.
This news was announced in 2006. With the use sfasrsecurity measure of identification
the government thinks the system has got a strasegeirity. The declarations by internet
(with password) and the tax floppy have disappearetipeople can hand in declarations by
making use oDigiD or filling out paper forms. [DIGI06]

! http://www.ombudsman.nl/
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4 Method

Here | will discuss the method | have used to anshefive sub questions and how this has
resulted into the answer to my research questimn and why has the compliance of Dutch
tax payers been affected by the recent ICT failatdbe Belastingdienst and how can this
compliance (further) be improveds we have seen in the sectlroblem statemerthis
research questions has been split up into fivegsigistions, of which I will here give the
method used to answer them.

4.1 Sub question 1
Has the Belastingdienst learned from its faultthefpast year?

In the theoretical framework | have discussed asn@search about the faults at the
Belastingdienst in the past year(s). Some measlees have been announced to fix those
faults and to prevent new ones, but which of thawvehactually been implemented within the
Belastingdienst?

This sub question | have answered by doing an siktetiterature research. | have read the
project plan of th&ereenvoudigingsoperata the Belastingdienst and the three updates
regarding this plan. Also some news research hais thene to find out which measures really
have been taken to fix the faults and to prevent oees.

Here, the research element is The Belastingdienaharganization.

4.2 Sub question 2

How is the Belastingdienst dealing with the threespectives on the compliance of tax
payers and how can it improve this?

In the theoretical framework | have described thpeespectives on compliance; a public
administration, a philosophical and an organizatigerspective. How is the Belastingdienst
dealing with those perspectives on the compliactesdly?

| have answered this sub question by doing an sitetiterature research as well. | have
read the project plan of théereenvoudigingsoperata the Belastingdienst and the three
updates regarding this plan. | have linked the eptecout of those reports to the concepts of
the theoretical framework.

Here, the research element is The Belastingdienah arganization.

4.3 Sub question 3
How is the Belastingdienst dealing with the fowtdas of compliance?
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In the theoretical framework | have described fiagtors of compliance; frightening, sense of
duty, consultants and other factors. But, how ésBklastingdienst actually dealing with those
factors?

| have answered this sub question by doing an sitetiterature research as well. | have
read the project plan of théereenvoudigingsoperata the Belastingdienst and the three
updates regarding this plan. | have linked the eptecout of those reports to the four factors
of compliance.

Here, the research element is The Belastingdienah arganization.

4.4  Sub question 4
What is the current degree of compliance of taxepmyowards the Belastingdienst?

For the sub questions 4 and 5 | have made usguéstionnaire, which consisted of several
statements. Respondents were asked to assigneatscsach statement. | have used a own
research model to compose the questionnaire. ¥itsilill discuss this research model. In the
sectionReflectionl will also discuss my research model afterwahdsection 4.6 | will

discuss the questionnaire and the choices | hade nvaen composing it.

This research is connected with taxpayers, whielttee research elements of this sub
question. With taxpayers | mean in this researchap individuals who have to pay tax in
2009 (over their income of 2008) and who had totpayin 2008 (over their income of 2007)
and who have made use of the digital declaratideast once.

Because | wanted to look for a general degree wipti@ance, but also if this degree depends
on demographical factors (such as age, genderagdny; | have decided to not further
restrict the research elements.
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441 Research modd

User Satisfaction

Information Quality
System Quality
Service Quality /

Forced Use

Fallback option
Attitude Towards

Previous experience

Intention to

A 4

(re)use
PU
n Attitude Towards
Service Provider
PEOU
A\ 4
Trust

Figure 10: my research model as a combination dffFAextended with Trust — and e-commerce succedslmo
in [WANGO07]

| have combined the research models from my libeeatesearch into one model, which is
presented in Figure 10. This model consists ottrmeepts and relations between them
(proven in the corresponding research) from theetfsopresented in Figure 4 (Trust with
TAM and TPB) and Figure 8 (respecified e-commeraxess model based on DelLone &
McLean and TAM). Those concepts are said — inhleretical framework — to be predictive
for the actual intentions (and thus) use of theesys

Like stated in the introduction of the problem staént in section 2, | also want to involve the
more and more forced use of the technology-baswitseof the Belastingdienst.
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This research model | have used for measuringuhermt state of compliance, which | have
concluded from the intention of people to (re)usedystem. On the left you see the
influencers of the original models (and now in raggarch model) in rectangles.

| have decided to create a new research modelubedavanted to take advantage of both the
Technology Acceptance Model (TAM; 3.1.1) and theé.®® and McLean model of
Information System success (D&M IS success mod&I2R which both have been used in
previous research. In the theoretical framewor&vendiscussed those two models in detail
and | have also mentioned some previous reseawhigh the models already had been
respecified (TAM was combined with TPB). For cragtmy own research model | chose to
use the respecified models instead of the originak, because the respecified models are the
result of more recent research. Furthermore, | leapanded my research model with a
framework of Technology-Based Self-Service (TBS;&and Figure 9).

As we have seen in the theoretical framework, itMRPB (Figure 4) the concepts
Perceived Usefulness (PU), Perceived Ease of UsB(fy and Trust determine the Attitude
of people. Furthermore, Trust also determines Ridmehavior Control (PBC) and
Subjective Norm (SN). Together with Attitude, PB@I&SN determine the Intention of
people to reuse a technological system. The coadephe model are linked with hypotheses,
which the researched have found out all to be tanéch implies the model holds.

When combining the TAM/TPB model with the D&M IScaess model | have assumed
Perceived Value being similar to Perceived Use&gnehen people think the system has
value for them, they think it is useful to them eféfore, in my research model Perceived
Usefulness determines — together with Informatiami@y, System Quality and Service
Quality the User Satisfaction.

Then | expanded the research model with the frameafoTBSS, because the online
declaration system of the Belastingdienst is a wérg example of a TBSS in which
technology has been used to provide self servipedple. In this framework, the Forced Use
of TBSS, a Fallback Option and Previous Experiemitie TBSS determine the Attitude,
which has been divided into Attitude towards theSBBand towards the Service Provider
(here, the Belastingdienst).

4.4.2 Operationalisering
The variables linked to my research model:

* BellLearned degree of how the Belastingdienst &ased from its faults

* BelPersp how the Belastingdienst is dealing withthree perspectives on
compliance

* BelFactors how the Belastingdienst is dealing whiinfour factors of
compliance

e InfQuality quality of information in the online daration system

e SysQuality guality of the system of the onlineldeation system

e SerQuality quality of the service in the onlineldeation system

e Quality general degree of quality of the onlineldeation system

» ForcedUse degree of feeling the use of the systdanced

* FallbackOption the opportunity to fall back on eoyde interaction

* PrevExperience degree of previous experience VB8B83 in general

« PU perceived usefulness
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PEOU

Trust
UserSatisfaction
AttitudeTBSS
AttitudeProvider
PBC

SN

Intention
Compliance

DecFactors
IncFactors

perceived ease of use
degree of trust in the system
degree of users being satisfid¢a thie system
attitude towards the system
attitude towards the providerlod service/system
degree of perceived behaviour control
degree of subjective norm
the intention of users to (re)use thetay
the compliance of taxpayers to the 8glgdienst

factors which decrease Compliance
factors which increase Compliance

From the research model, we get the following refet between those variables:

InfQuality > UserSatisfaction
SysQuality=> UserSatisfaction
SerQuality-> UserSatisfaction
PU - UserSatisfaction

PEOU-> PU
Trust-> PU

ForcedUse> AttitudeTBSS
FallbackOption> AttitudeTBSS
PrevExperience> AttitudeTBSS
ForcedUse> AttitudeTBSS
FallbackOption> AttitudeProvider

PU - AttitudeTBSS

PEOU~-> AttitudeTBSS
Trust—> AttitudeTBSS

Trust-> PBC
Trust-> SN

UserSatisfactiom Intention
AttitudeTBSS—=> Intention
AttitudeTBSS~=> Intention

PBC = Intention
SN = Intention

Expanded with:

Intention-> Compliance
InfQuality /\ SysQuality \ SerQualityy Quality
BelLearned> Quality

BelPersp> Quality
BelFactors> Quality

DecFactors> Compliance
IncFactors> Compliance

4.5 Sub question 5
What requirements are there to improve the compéasf users?
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In the questionnaire there were six statementsroay@ossible improvements for the system
of digital declarations. Together with the possipilo describe in their own words at which
point(s) the system could be improved, | have @elirequirements to improve the system.
When listening to the users, the Belastingdienstadeses the distance to the users and thus
increases the compliance of them.

The research element in this sub question is gogobtaxpayers.

| have translated the improvement points to basitgeneric requirements and then | have
combined requirements that represent the same vaprents. In this process of requirements
engineering it is important to consider all wishiast also try to extract requirements from
more advanced and experienced users in eitheaxhariCT area. | have assigned a priority
score to each requirement by using the formula:

(‘hours on computet hours online services* times made use of system

The conceptbiours on computehours online serviceandtimes made use of systane
derived directly from the questionnaire, in whitle$e concepts are represented by just a
basic information question.

When a respondent has either an ICT related priofess a tax related profession only, |

have multiplied the result of the formula with 1V8hen a respondent has both an ICT related
profession and a tax related profession, | haveiptield the result of the formula with 2.

Doing so, | could order the requirements followthgir priority, with requirements

mentioned by several respondents or requirememnts $omebody with a tax related
profession having a higher priority.

Furthermore, | have divided the requirements irdn-functional and functional requirements.
Within the non-functional requirements | have coneloi requirements into main categories,
such as availability and security.

4.6 Thequestionnaire

| have made use of a questionnaire to get thetsesideded to answer the sub questions 4 and
5. This questionnaire was mainly quantitative, save used the results of it as numbers
which in a statistically way can answer the substjoas. Only the open question about
improvement points has been used in a qualitatey w

In the questionnaire | have asked people to assgpore to statements. Those statements are
related to the factors from the 9 influencers ofnesearch model (the rectangles in Figure
10). Also, the respondent could explain his thosigiitout improvements in his own words at
the end of the questionnaire. Furthermore, | hakedthem which concepts they think
should be improved in the digital declaration systeith six statements. With those extra
statements — and the open question — | will gotel@irements from the users. Based on
their computer experience in general, experientle anline services and experience with the
digital declarations system of the Belastingdiengthich all are questions in the
guestionnaire already — | have given the requireameheach respondent a priority score,
which | have already explained in section 4.5.\éhdone this because | think the
requirements of more experienced users will be rtfayeght out.
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| thought it would be a good idea to measure tilaencers on a scale from 1-5. So, the
guestionnaire consisted of questions in which pegple a weight from 1-5 to several
statements related to one (or more) influencerd {ans concepts) of the research model. |
think by choosing this scale, | got the best ras8EGE99] supports this by proposing to use
five to seven answer categories with a neutralezent

Because | think my research needs to be represeniathe first place (to be determined
afterwards), | have decided to use a controlledviadl effect to reach a representative group
of respondents; people who actually use the digealaration system. So, when | gave the
guestionnaire to the people | know, | have askedhtto pass it (the link to the online
questionnaire) through to people they know/thinkenase of the digital declaration system
of the Belastingdienst, but with respect to my osd&hose orders were simple and clear:
pass it through to someone of the other sex, bigpie another age group. This respondent
should be asked to pass the questionnaire throogmore time.

Because some people — especially after more thaitenation — would probably not respond
to my questionnaire, | have planned to have 2titara to get my respondents. In the first
iteration, | have addressed about 40 people, dimgisf people out of two main groups:
friends (about 18-26 years old) and family (varidugt mainly > 26 years old).

| have decided to use an online questionnaire drdgause it seemed more practical to me for
my respondents and me. Now, | got a data file waitlthe answers and | didn’t have to enter
all data of questionnaires on paper into a file @fydloreover, this way I think the privacy
and anonymity of the respondents was guaranteedmalix. When they would give me their
answers on paper | would be able to trace themwiihtthe online questionnaire, | got just
one data file with all answers of all respondeatgether. This way the controlled snowball
effect remains, because the link to the online g@saire was such a specific one, only
people who really got it, would get onto the quastiaire.

With regard to the contents of the questionnaifgJe decided to limit the number of
guestions and statements as much as possiblevenpigeople had to spend too much time
on the questionnaire. After 9 basic introductioesfions, people had to assign a score to 26
statements and in a final question they could desclesired improvements in their own
words. Furthermore, with every influencer (the aagiles on the left side in Figure 10) being
covered by one or more statements in the questi@aad some statements seem similar, |
had shuffled the statements to prevent peopleinkitig they are answering the same
guestions more than once.

You can find a copy of the questionnaire in App&nali

4.7 Theanalysis

For analyzing the results of the questionnairevelraade use of Microsoft Excel, because |
know the program very well and because the daganfith all answers was an Excel file as
well.

In a first step | have filtered out the respondeét fit in the criteria of the research elements.
In other words, the respondents who have filledaotatx declaration themselves in both 2008
and 2009 and who have used the system of digitaudgions at least twice (2009 could
become the second time).
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Then, every influencer (the rectangles on thedlielie in the research model in Figure 10) is
covered by one or more statements in the questierae follows:

Influencer: I nfor mation quality

Ik heb het gevoel dat de informatie die verschaiftdibij de digitale aangifte objectief is

Ik heb het gevoel dat de informatie die verschaiftdibij de digitale aangifte bruikbaar is

Ik denk dat de informatie die verschaft wordt tjdigitale aangifte correct is

Influencer: System quality

Ik denk dat de informatie die verschaft wordt jdigitale aangifte correct is

Ik heb het gevoel dat de digitale aangifte vold@eheveiligd is

Ik heb het gevoel dat de informatie die verschaiftdivbij de digitale aangifte bruikbaar is

Ik heb het gevoel dat de informatie die verschaiftdivbij de digitale aangifte goed wordt onderhauda
indien nodig wordt bijgewerkt

Influencer: Service quality

Als ik tegen problemen aanloop bij mijn digitaleng#te, zijn er voor mij voldoende mogelijkheden gontact
op te nemen met een menselijke helpdesk

Bij eventuele problemen worden deze naar mijn tiembeid opgelost

Als ik mijn digitale aangifte wil gaan invullen errsturen is dit altijd mogelijk en lukt dit zondamoblemen

Influencer: Forced use

Er zijn naast de mogelijkheid van digitale aangifte voldoende andere mogelijkheden voor mij onmmij
aangifte in te vullen

Influencer: Fallback option

Als ik tegen problemen aanloop bij mijn digitaleng#te, zijn er voor mij voldoende mogelijkheden gontact
op te nemen met een menselijke helpdesk

Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende mogelijkheden omjn
aangifte alsnog in te vullen

Influencer: Previous experience

Mijn ervaring met de digitale aangifte is tot oplba positief

Influencer: Perceived Usefulness

Door gebruik te maken van digitale aangifte krigrieer inzicht in de belastingwetten en - regels

Door gebruik te maken van digitale aangifte bemikder tijd kwijt met het doen van mijn aangifte

Ik vind de mogelijkheid van digitale aangifte ngtti

Influencer: Perceived Ease of Use

Ik vind dat het programma voor digitale aangiftédelijk is en gemakkelijk te gebruiken is

Ik vind dat het me niet zoveel moeite kost om hegpamma voor digitale aangifte te gebruiken

Door het gebruik van het programma voor digitalegifte hoef ik minder moeite te doen om mijn aategié
doen

Het lukt me om het programma voor digitale aand#étiaten doen wat ik wil dat het doet

Influencer: Trust

Voor mijn gevoel heeft de belastingdienst er geaat bij om mijn gegevens te vervalsen

Ik heb het gevoel dat de digitale aangifte vold@ehdveiligd is

Ik vind dat het programma voor digitale aangiftédelijk is en gemakkelijk te gebruiken is

Every statement had been assigned a score of 1-5.
In the data file every statement has a column, alitrespondents below each other. So, |
calculated an average score (being 1-5 with onerddcfor every statement first. Then, one
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or more statements determine an influencer, stculzded the average score of the
influencers by taking the average of the correspanstatements (see the tables above).

One or more influencers determine the score fameept, following my research model. So,
| have calculated the score of the concepts bygalkie sum of the corresponding influencers
(see the research model in Figure 10).

Finally, | calculated the compliance by taking shen of all concepts.

This makes the concefritention to re(use)which | assumed to be a measure of compliance,
can have a score of 14-65. With this scale | matiegories which helped me conclude:

e Score >=50: compliance is very good
e Score >=45: compliance is good

» Score >=40: compliance is average

* Score >= 35: compliance is bad

* Score < 35: compliance is very bad

Because | am also interested in the compliancelation to some demographic factors, | then
repeated the previous analysis steps for the relgos, after | divided them into groups
depending on their:

* Age;

e Sex;

» Education;

* Profession;

« Times made use of system for digital declarations.
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5 Thenew Bdastingdienst

In the past year the Belastingdienst was in thesrescause of problems with the software for
digital declarations. | have studied news artielesut those problems in section 3.3 and |
have also mentioned some measures, announced Bgldingdienst. But, what about those
measures nowadays? Which measures have been tgbvent (software) problems? The
Belastingdienst has started a project calleceenvoudigingsoperatas a reaction on the
problems. In this project the organization takegasuoees to fix the problems — mentioned in
the news research — and to prevent new ones. Mergihe Belastingdienst wants to reduce
the complexity and make things easier for people tdwe to pay taxes. In terms of my
research this project tries to decrease the distauith the people and thus tries to increase the
compliance towards the Belastingdienst. In thisigsed will describe the project in detail,
together with all updates that have been giverl natv. Why all updates and not just the
most recent? Because of the fact the Belastingdierssannounced a project plan, which
could change when necessary.

Together, those reports give a good overview oftireent situation at the Belastingdienst
and how the Belastingdienst is dealing with comme

5.1 Vereenvoudigingsoperatie

Here, | will discuss [MINFO7]. In this plan, the Mstry of Finances describes how it wants
to improve the Belastingdienst. For my thesis, Mehfocussed on the ICT part of the plan.

511 Introduction

At the Belastingdienst are about a hundred apphicat with applications build in other eras
of time, with the ideas and languages of that $jpetoine. This makes the network of
applications as a whole a very complex and rigeteay. Traditionally, the systems are built
in such a way that the application and its datsfdre one. Because of this, communication
between applications (and its data files) is difii@and not flexible at all.

In [MINFO7] is announced that in the next yearsMiaistry of Finances will focus on
improving the ICT at the Belastingdienst and owvisg) the problems.

Until [MINFO7] was introduced, at the Belastingds¢automation was build just to drive a
work process, as a one-on-one mapping to the ma@noegss. At this moment a new goal has
priority: people and companies have to be servstdiad good. Not only a change in
automation will be needed, also service, handlomgmains and accessibility by telephone
have to improve. In [MINFO7] a set of measures reg@ all those areas has been announced,
with most of them have to be realized in a shoriogleof time.

The Dutch legislator wants to see new laws and areaseing implemented in the system of
the Belastingdienst quicker. In the current systieisiis impossible. With the changes of the
plan, it will be easier and (so) quicker to implerhthose laws and measures. On the other
hand, those laws have to be simplified as well. Bakastingdienst is specialized in carrying
out large homogenous tasks, while the current task$ar from homogenous and generic.
The current laws are asking for specialized andrbgeneous systems. In [MINFO7] is
announced the Belastingdienst is going to implersaoh systems, but it also asks the
legislator to make the laws and measures less @mpl
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Four areas of attention are introduced following pihan for reducing complexity:

Additional taxes and SUB/WalVis

Reducing complexity in the current organisation;
Reducing complexity in the future organisation;
Reducing complexity in the laws.

Because only the second and third areas havewitdahe ICT architecture of the
Belastingdienst (directly), | have focussed on ¢éhtvgo points. | will now discuss what plans
have been made for them in [MINFO7].

5.1.2 Reducing complexity in the current organisation

Measures here are divided into measures for cgizae measures for companies. Because in
my research | have focussed on compliance of asizewill do the same here without
ignoring the measures for the companies (someosktineasures even combine the two

groups).

Measures announced to reduce complexity in theeotigrganisation:
1. Bother people not more than necessary

In 2008 the Belastingdienst will introduce a fivstsion of the pre-filled out
declaration. People simply check and add missimg. dédter 2008 more and more
data will be pre-filled out. With this method iretBelastingdienst the accent shifts
towards gathering and collecting information andaking the correctness of it.
Monitoring shifts from individual declarations afdividual people towards
monitoring of mass information more and more.

More and improved service over the Internet

The information on the website has to be improved;only the information itself,
also the accessibility of it. People expect a gaod fast search function on the site,
which leads them quickly to the desired informatid@mews service will be installed
to provide more actual information, which is askgdeople as well.

Furthermore, more and more forms have to be addessia digital form on the
website, with a possibility to return those formgitally as well. The same with
appeals and delay requests.

Be accessible for people

When new laws are introduced, or existing lawscaenged, and in times of mass
campaigns, more people ask questions. This pusctessibility under pressure. The
Belastingtelefoonvill be arranged in such a way, its accessibity be at least 80%,
no matter what. This percentage is based on a vew, which also represents people
who cannot establish a connection with the Belgsignst at all.

Furthermore, the Belastingdienst will contact peapbre and more in the evening for
solving problems and gathering information. At thement of [MINFO7] an
experiment for gathering information by telephoreswunning.

4. Serve people in a better way

! SUB-Walvis is de overheveling van het heffen ereinvan de premies werknemersverzekeringen van
uitvoeringsinstituut UWV naar de Belastingdienshabvoor moest de premieadministratie van het UWV
gekoppeld worden aan de loonbelastingadministvatiede Belastingdienst;
http://www.nrc.nl/nieuwsthema/belastingdienst/detl&55303.ece/SUB-Walvis
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People also wants to be helped in a good and fagt 7o reach this, the
Belastingdienst has started a pilot in which peaple communicate changes via the
Belastingtelefoonif the pilot becomes a success, it will be coesed to make it
possible to communicate house movements and oénsomal information. The
Belastingtelefoomecomes a kind of a Customer Centre, where pemplbelp
immediately when needed.

Speed up processes for people

People may expect a faster response of the Begastimst. So, to take away the most
important complains on this point, the Belastingdtecomes up with measures like
fixing complex questions, which the Belastingdigpassses through to Belasting
regions, fixing appeals and complains, handlingatioims on bank accounts,
calculating payments with open tax assessmentseatiding paybacks.

Solve problems together with the people
When problems seem to be very large and genempl@a@nd the Belastingdienst will
solve those problems in direct contact with eatkeiot

5.1.3 Reducing complexity in the future organisation
This part of the plan is divided into two phasehjol are carried out besides each other. Here,
| will discuss both of them.

First phase: basic facilities

The focus in this phase is mainly on the realizabbsome basic facilities, which are
necessary to support the current and future prese3ée basis assumption here is that the
Belastingdienst will develop all facilities in th@mework of e-government, with no own
development.

The basic facilities that have to be developed are:

Digital port
One central port for receiving data from and comicatmg with people. This port

could make the communication with the people miaelile and faster and one
central port could be better secured. This digitat is based on Service Oriented
Architecture, which makes it possible to call tipp@priate services.

Portals

With portals the Belastingdienst can provide peasand non-personal information to
people. ThaBelastingtelefoorman make use of those portals to get actual irddon

of the people that are calling for help or for ntistas. The realization of portals has to
improve (directly and indirectly) the service.

Data management
Data files will be separated from the applicatiand stored in a central file. This
measure results into a separation of the data kyethe application layer.

Service bus

Complex links between applications and data fildshe reduced to simple and
standardized links in the so-called “Belastingdie®ervicebus”. This service bus
provides the communication between the applicatamtsthe data files.
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Second phase: fundamental changes in the proceb#eature

In the 13 regions of the Belastingdienst a highrée®f integration has been reached; all tax
laws are handled in it. The software systems gopating this integration insufficiently,
because every system has been developed for exaetliaw; almost each functionality is
specific. Moreover, there are a lot of duplicatesh functions that are the same being
developed for every law and so for every systenaisgply. Also, the systems are developed
in their era of time and over the years adaptedexppanded, without good revision and
supervision.

The Belastingdienst now chooses for a new proaesst@cture with a shift from tax laws
orientation towards an orientation on businesstfans, that suit more processes. Although,
this seems to be an internal issue, [MINFO7] stateminly has an external effect:

* People and companies will be served faster andrett

» Less time needed for implementing new laws in thstieg systems;

» The automated systems will be standardized angratected better against the future.

The most important business functions within thé&aBngdienst are:
» Gathering and collecting information;
* Determining basic principles;
* Formalizing rights and duties;
» Settling the financial position.

The total of those business functions forms thenass functions model. When something
happened in the life of someone, there has to tegrdeed a fiscal result for this happening.
The data management provides information abouhdppening and the fiscal laws result
into the determination of a basic principle. Nekis principle will be formalized en then an
amount will be paid out or desired.

With the new architecture of business functiondiappons and data files will be separated,
making communication between applications less ¢exngr even needless, because an
application just uses the central stored data.filass change of focus to business functions
makes it also possible for the Belastingdienst &@ruse of commercial software, instead of
developing and maintaining itself. This used talmsic principle in the organisation,
because the Belastingdienst is the only tax org#ioisin the Netherlands and so there is no
market for specific tax software with all rules andasures.

But, with the change to more generic software Bakastingdienst also wants to start using
commercial software, by prefer open standard seéwehis implies that not every detail of
the complex tax laws can be automated and the ggseséhave to be adapted to the software,
instead of the other way round. Of course, the 8rlgdienst has to make sure the
information in the software remains confidentialmatter what.

What does this change mean for people and com@Pawed, when something changes in the
situation of people or companies, they had to comaate this change to every relevant tax
department, with the corresponding formalities.t@mside of the Belastingdienst, employees
had to combine information from different system#tform people as good as they could.

In the new situation, with the focus on businesgfions, the Belastingdienst will define
important events (such as birth, marriage, divaemog death) and the corresponding fiscal
aspects. All together this has to result into éefagnd improved service towards people and
companies.
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As a final note, [MINFO7] states that — becausevibed is changing all the time — the plan is
not a final rigid plan for the next years. The phas to change together with changes in the
world of the Belastingdienst and the Ministry oh&nces will report the state and plans every
half year. Those reports | will discuss in the needtion.

Summary

We have seen the Belastingdienst has releasead aoptaduce complexity in its
organisation. This report consists of two main ggtie current organisation and the
future organisation. In the future organisation pi@ses have been determined: one to
realise some basic facilities and a next one witfddmental changes in the process
architecture

5.2 Updates

5.2.1 Update 1: February 2008
[MINO81] is the first update given by the Ministoy Finances about the project of reducing
complexity at the Belastingdienst. | will discubg imost important aspects of the report here.

Reducing complexity in the current organisation
In the plan several measures were announced toedta complexity in the current
organisation. What are the states of those medsures

1. Bother people not more than necessary
Due to problems with the wages declarations, ttredluction of the pre-filled out
declaration has been postponed to 2009. In 200@tanpll start for the income
declarations of 2007. As of 2009 pre-filled out ldeations will be expanded,
depending on the quality and availability of theded information (especially the
information about wages).

2. More and improved service over the Internet
Since 26 September 2007 a new search functiondasimplemented on the website,
which scores maximally in the test of “Stichting &vimerk drempelvrij.nf*

As of September also a digital news service has bestalled on the website:
“Belastingdienst Actueel”. In a period of time mamed more news on paper will be
replaced by this digital news service.

Since 1 January 2008 digital forms are online atwikbsite for delay requests and
appeals. As of 1 April 2008 it has to be possiblesturn those forms directly and
digitally as well. Private individuals sign thoserhs with theiDigiD, while
enterprisers sign in their personal domain.

Futhermore, the Belastingdienst investigates thssipdities for providing the services
to people and companies to third parties (sucloasudates) as well. It is unknown yet
when this could be implemented.

! Stichting Waarmerk drempelvrij.nl; http://www.dregdvrij.nl/
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3. Be accessible for people
With 88%, 89% and 89% in October, November, Deceinthe accessibility of the
Belastingtelefoonvas above the norm of 80%. Those measures ard bagbe new
measure method that has been introduced withiBdtestingdienst.

The pilot with reminder and collection telephonéschas been finished and evaluated.
Although people are satisfied with this method, Be¢astingdienst has decided not to
implement this measure yet, because the resultsoateetter while the costs are much
higher.

In busy periods thBelastingtelefoonvas opened longer. The effect of this measure
was very positive, so the Belastingdienst has @ekcid continue this measure.

4. Serve people in a better way
The pilot with mutations via thBelastingtelefooias been evaluated in the fourth
guarter of 2007. This has resulted into a contionadf the mutations by telephone
and the Belastingdienst is investigating to makeokinds of mutations possible as
well.

5. Speed up processes for people
The percentage of people that have been calledibdtcke was 91%, 89% and 80%
in October, November and December. We can conchel8elastingdienst has
realised this measure. For the processing of apaeal complains, some
improvements are necessary, because the Belagtirgjdicores below the norm at this
point.

Fast mutations on bank account numbers and calogllphyments with open tax
assessments have been implemented. The realizdt{tast) paybacks has been
implemented partial, but as of November 2007 thixseded in 100% of the cases.

Reducing complexity in the future organisation
This part of the update focuses on reducing conifpléxthe future organization of the
Belastingdienst. It discusses the current statkeoplanned measures (what has been done
already) and the changes that have been made toi¢fireal plan (what the Belastingdienst is
going to do). Firstly, the four main targets of thgeration are summarized:

* Improving theservicetowards people and companies;

* Guaranteeing theontinuityof the processes of the Belastingdienst;

* Improving theadaptivity,

* Reach aost levelin accordance with the market.

In the report has been stated that the Belastingtlleas decided to trust people more in case
of mutations. To serve people in a faster way natwill be processed in advance and will
only be undone when a data registry doesn’t vaitla¢ information. Just in some cases the
information will be checked (to detect fraud) aniden the Belastingdienst thinks someone
tries to fraud, the mutations will only be proceksdien validated by the data registry.

Then an update about the two phases has beenigittes report:

First phase: basic facilities
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This first phase has to be realized until May 2808 steps into the existing ICT facilities. It
grants the continuity of the Belastingdienst an@siults into long-term problem solving.

Phase 1 is important in itself, but it also formsase for the measures of the second phase. In
other words, the products of phase 1 (the basilities) are the basis of the second phase.

In phase 1 we have four steps:
1. Cleaning up the existing portfolio, such as sofeyapplications and licences
In this step not only the existing systems willdbeaned up, but also consists of some
measures to prevent new pollution. The targetisfdtep is to have less software
maintenance and management need and to reachfiiuee vulnerability. This step
contributes to theontinuity, adaptivityandcost levelmain targets.

To reach this, applications will be cleaned up bgasing one application out of
several different applications that are carryingtbe same tasks at the moment.
Furthermore, the existing programming will be ckedup to make sure all
functionalities have been programmed once and uitgiobs.

Those steps will be carried out in 2008.

2. Delivering of generic facilities
Besides the generic facilities of the plan, in first update also a new facility has
been introduced; production control and steeririgs Tacility makes it possible to
follow and monitor the complete automated process fthe start to the finish. This
supports bug tracking and tracing.

The generic facilities keep on developing, makimgn flexible and the
Belastingdienst must find a balance between a atdrgblution — which are stable,
generic and cheap) — and special wishes for apigitsa— which are incidental,
different and expensive).

This step forms a condition for cleaning up, migrgtand eliminating and installing
new facilities. It contributes to trentinuity, adaptivityandcost leveimain targets.

To reach this, in the first half of 2007 a lot eéparation work has been done. In 2008
the facilities will be built and expanded where ae: Also, the facilities will be
installed in the “Belastingdienst Servicebus”, whweill continue even after 2008.

3. Migration and elimination of existing applicatioasd systems to suit the generic
facilities
We can talk about savings when the old and experiaailities will be replaced by
cheaper and generic facilities in new processeistigg software systems will be
adapted to suit the generic facilities.

Target of this step is to decrease the maintenaeed and so this step contributes to
theservice continuityandcost leveimain targets.

To reach this in 2007 a plan has been made famtgeation and elimination of old
facilities and to replace them with new generidlitaes. In 2008 this plan will be
carried out with the installation of an infrasturet for several large applications with
the service bus. Some existing portals will be aiiggd en eliminated into one generic
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portal, with information of different kinds of tax@nd applications. The existing
document management system will be migrated inebcamtent management system
with unambiguous information for people and compani

4. Installation and connection of the facilities, whiwill be designed in such a way they
use the new generic facilities
Target of this final step is to make use of theggenfacilities to decrease the develop
need and to shorten the run time. So, this stepibates to theservice continuity,
apdaptivityandcost levelmain targets.

To reach this in 2007 the Belastingdienst has detexd which generic facilities could
be used by basic registries and an automated apphchas been developed (KLOP2),
which gives all personal information about a taygyaon the screen of employees of
theBelastingtelefoonKLOP2 is a practice experiment to prove the gerfacilities

of step 2 are currently working fine. In 2008 tirstfrelease of KLOP2 has to be in
use and then this application will be adapted aqédeded, based on user comments.
KLOP2 will also be expanded with more personalimfation.

It has been planned to have created a basis fp2ste the end of 2008.

Second phase: fundamental changes in the proceb#eature
The following activities are planned in this phase:
1. Continue developing business functions architecture

To make internal processes less complex and maneatdized a new business
functions architecture will be developed. Targeabisnodel all aspects (execution,
information systems and infrastructure) in detad #inked as generic as possible.
This has to result into the delivery of serviced products in a fast, flexible and
cheap way. So, this step contributes tosierice adaptivityandcost leveimain
targets.

To reach this, in 2007 a business functions archite at concern level has been
composed, as result of intensive discussions wghagement and staff of the
Belastingdienst and experts. Based on preliminesgarch principles of control have
been determined. In 2008 the architecture willdsteld with practice experiments (see
step 2) and completed. Furthermore, a frameworklets will be composed to process
specific events. The technical architecture wilcbenpleted at the end of 2008 and
the used market products are just temporary; taetise experiments will make use of
components that are available in the Belastingdligets The definitive fulfilment of

the architecture will be realised after 2008.

2. Practice experiments of two complex situations wiibt of interaction between the
Belastingdienst and people and companies
This step is the preparation of a broader impleatent of the new business functions
architecture. The practice experiments have tofghmonew architecture actually
works and they have to make people used to it.idée behind it is that people have
only once contact with the Belastingdienst in cafsgn event. This step contributes to
theserviceandadaptivitymain targets.

The practice experiments have been prepared in. 20@D08 those experiments will
be carried out and the results will result intdanpf change, after an evaluation of
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the results and effects. The experiments also rpa&ple get used to the new
architecture.

3. Preparation of the change process implementatisméss architecture
The decision-making has to be prepared to the approf change after the practice
experiments and the results of those experimentth$ step contributes to the
serviceandadaptivitymain targets.

In 2008 a plan of change will be composed as dtresateps 2 (and 1). In this plan
every aspect (such as organisation, personnel,d@T),will be reflected.

The Algemene Rekenkamiesis concluded that a lot of ICT projects at thécBgovernment
are not manageable, because they get too comptearahitious due to a combination of
political, organisational and technical factorseTecommendations of tddgemene
Rekenkameare:

* Begin small and show it works;

e Build in phases to the desired situation;

» Secure the relation with the current organisation.

In this first update the project plan of tdereenvoudigingsoperatleas been expanded with a
new — fifth — area of attention: steering of thd I@-ganisation of the Belastingdienst. This
area has the following principles to make projectsageable again, based on the advice of
the Algemene Rekenkamer

» Decision-takers will be drawn into the planning;

» Decision-taking will be done in phases, so thingsld be rethought;

» Decisions will be taken based on good businessgase

« Decisions can be judged on feasibility and effestess by external and internal

parties.

Besides financial advantages, the project for reducomplexity has several non-financial
benefits for the Belastingdienst. The realisatibthe four main targets has to result into:

* Increasing the compliance;

* Increasing service level;

e Less administrative tasks for people and companies;

« A faster total overview of the fiscal position afgple and companies;

* People and companies have to inform the Belastmgdijust once in case of an event;

» Better product quality, with less error recovery.

5.2.2 Update2: May 2008
The second update [MIN082] was published in May&0is report looks back from March
2008 until May 2008 and also describes the schezhdeplans. | will here discuss this report.

Reducing complexity in the current organisation
In the plan several measures were announced toeedlla complexity in the current
organisation. What are the states of those medsures

1. Bother people not more than necessary
The pilot with the pre-filled out declarations wiasshed and the Belastingdienst was
satisfied with the results. Several points of dattenand improvements have been
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determined for the final process. The evaluatiothefpilot will be finished in June
2008.

The pre-filled out declaration has to grow gradydiased on the results of preceding
steps, the quality and the — in time — availabiityhe information that has to be filled
out. In 2009 the pre-filled out declaration will bsed incrementally.

. More and improved service over the Internet

As of January 2008 new forms are available at tblsite of the Belastingdienst for
requesting delay and appealing. Those forms cdilldx out electronically, printed
and send. It was also possible to send a delaystgia Internet.

Since 31 March 2008 entrepreneurs have the pasgtoilrequest a delay via their
personal domain. Sending in appeals will be possblof 1 July 2008. Private
individuals sign those with thedigiD, while entrepreneurs can do so in their personal
domain.

The Belastingdienst is still investigating the pbsisies for providing the services to
people and companies to third parties (such asutates) as well. It is unknown yet
when this could be implemented. In [MINO82] thewg #ninking about a system in
which authorized people can make use of the sexvice

. Be accessible for people

In January th8elastingtelefoomad a low availability score (68%). They poinaat
unexpected high demand and technical problemsusesaMoreover, due to the low
availability, there was also a lot of repeat t@ftiith people calling back over and
over trying to get in touch with an employee.

In February and March the availability score wasimbetter with 83% and 82%.

Still, in busy periods thBelastingtelefoomas extra opening hours and the availability
on Saturdays was good with an average score of 98%.

. Serve people in a better way

As of 1 May 2008, mutations by telephone are expdmndth income mutations.
Furthermore, direct mutations (by employees ofBbkastingtelefoonwill be possible
as of 2009. In general, there will be a shift dhaties from back office to front office,
making the number of contact moments as small ssilple to help people as fast as
possible.

. Speed up processes for people

In the first three months of 2008 the percentageeoiple that have been called back in
time was (cumulative) 92%. This is an improvemeithwegard to de score of 85% in
2007.

The norm of 100% for processing appeals and comgplaas not been reached in the
first three months of 2009, with a score of 83%.d8ptinuously paying attention to
decreasing inventories and by speeding up the gsotg the Belastingdienst hopes to
increase the score.
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In the first quarter of 2008 87% of the complairesvprocessed in time. With a norm
of 100% still some improvements are necessary &realeghe Belastingdienst wants to
improve the score by increasing the executive atien

The target of fast mutations on bank account nusnaed calculating payments with
open tax assessments have been implemented abddraseached in the first quarter
of 2008 again with a score of 100%.

Reducing complexity in the future organisation
Again the two phases of this aspect are discusspdIN082]:

First phase: basic facilities
The four steps of this phase 1:
1. Cleaning up the existing portfolio, such as sofeapplications and licences
The Belastingdienst has finished checking whichiegions could be replaced by
some common facilities and what the consequeneesfahose replacements. In the
following period the applications actually will lseganised and cleaned up.

In May 2008 a call for tenders has been startextliect one or more suppliers for
reducing the excesses within the applications.

2. Delivering of generic facilities
Five subprojects have been started:
* Realizing of generic facilities Data managements Bnd Portal,
* Realizing of generic facility Product control artdexing;
» Realizing of generic facility Port;
» Realizing of generic facility Administrative inforation facility;
* Realizing of infrastructural facilities for the garc facilities.

The Bus facility has been developed and is almpsthfed. The Belastingdienst wants
this facility be delivered in the beginning of JU2®08.

A new OIT part (Order management Intensive Monitgyiof the generic facility
Product control and steering has successfullyestayh 2 March 2008. Advantages of
this part are improvement of sorting, searchingiamdntory management. The first
experiences are positive.

An analysis has been finished of how BRI (Basici&egtion Income) optimally can
use the new generic facilities.

3. Migration and elimination of existing applicatioasd systems to suit the generic
facilities
There are six sub projects within this activity:
* Migrating and eliminating with Port;
* Implementing KLOP2 and eliminating KLOP1;
* Migrating by Content Management;
* Migrating and eliminating with the Bus;
* Migrating and applying Production control and sitegr
* Migrating and eliminating with the Portal.
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The orders for this activity are in the exploratmgmase or have finished this phase
already. The orders can be carried out when thergefacilities have been developed
and are in production.

4. Installation and connection of the facilities, whiwill be designed in such a way they
use the new generic facilities
At this moment two sub projects are being carried o
» Orders that come close to the generic facilities &ud Data management;
* Realization of KLOP2.

In March 2008 KLOP2 has been test as an experirméi.application has been
realized with the generic facilities Data managetmBas and Portal. KLOP2 has been
installed as a pilot and on a small scale. By uKih@P2 the processing time of a
telephone call will be decreased. In 2008 the &fetusing KLOP2 will be measured.

Second phase: fundamental changes in the procebgesture
The following activities are planned in this phase:
1. Continue developing business functions architecture
The first version of the business architectureldesn delivered at the end of last year
(2007). At this moment this architecture is beirgeloped further and tested by the
results of the process designs. Shortly a newseleathe architecture will be released,
where this new release is being test at this moment

2. Practice experiments of two complex situations wifbt of interaction between the
Belastingdienst and people and companies
In Augustus 2008 the practice experiment “deatHl start, followed by “starting
entrepreneur” a month later.

3. Preparation of the change process implementatieméss architecture
The activities in preparation of the plan of chaage ongoing. This summer the plan
will be worked out further in workshops, with battternal and external people
involved.

Steering of the ICT organisation of the Belastiegdit

There has been installed a (relatively) small té@mmanagement and architecture, which is
going to support the management team of the Balgignst. This team will be expanded
with external people, because the Belastingdieglg\es this mix of internal/external
together decentral/central suits best in the osgdian.

At this moment selection talks are held to findi® QChief Information Officer), who will be
added to the team as well to ensure maximal attewti the management team to steering of
the ICT organisation.

In the beginning the new team has focussed onrthlysis of the causes of some damage
cases. This analysis resulted into improvementisrae areas:
* Improvement of the test path
An external organisation has investigated theftagttion of the Belastingdienst and
they came up with a plan of improvements, conggstin8 sub activities:
o Phased start of production must be the implememassumption;
o Set-up of a Risk Inventory Team;
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Installation of a adequate tracking of damage dithto a even adequate
processing of it;

Active monitoring of the Port;

Management of the manufacturing chain;

Development and implementation of a test strategy;

Realisation of an assembly test environment;

Realisation of an acceptance test environment.

O O O0OO0O0o

» Control of input
A first global inventory of the incoming flows hbhsen finished and now for every
flow an approach will be designed.

» Control of output
Existing appointments have been renewed and ithgilthecked if those new
appointments will be complied.

5.2.3 Update 3: November 2008

The second update [MINO83] was published in Noven2B€8. This report looks back from
April 2008 until November 2008 and also descrithessdchedule and plans. | will here discuss
this report.

Reducing complexity in the current organisation
In the plan several measures were announced toeedlla complexity in the current
organisation. What are the states of those medsures

1. Bother people not more than necessary
In 2009 there will be a broad scaled pilot with-filled out declarations for people
who send in their declarations electronically. A2 darch 2009 a special version of
the declaration software program will be availahlerhich personal information can
be picked up.

2. More and improved service over the Internet
Sending in appeals via Internet has been avaitabte 1 July 2008. Private
individuals sign with theiDigiD, where entrepreneurs can do so in their personal
domain. All desired digital forms have now beerireal.

It is still being investigated if and how thosevsegs can be made available to third
parties — such as tax consultants — as well.

3. Be accessible for people
In the months April until September the availalibtore was 80%, 81%, 78%, 82%,
85% and 90%. When calculated on a year, an avhijaftore of 80% is achievable.
In busy months this score is lower than the yearaye. [MIN083] concluded a
improved availability has been achieved.

4. Serve people in a better way
Those measures are finished.

5. Speed up processes for people
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Processing appeals and complains in time still s@ddt of attention. It is necessary
to decrease the number of old appeals that hakerit processed yet, because a
paradox applies to the current situation; the msicg of old appeals results into a
lower in time score for current appeals.

The score of 89% of in time processed complainsvstibis aspect has been improved
again, but it is still (far) below the norm of 95%.

Reducing complexity in the future organisation
Again the two phases of this aspect are discusspdINO83]:

First phase: basic facilities
In general the focus in 2008 was on the realizaticthe generic facilities.

The four steps of this phase 1:

1. Cleaning up the existing portfolio, such as sofeapplications and licences
Cleaning up the applications portfolio is moreidifft than expected, because the
applications and its data files are connected,dvared dependent of each other in a
very complex way (as stated in the project plathefoperation). At this moment a
research is ongoing to find out ways to reach treggof this step (partially) anyway.

The project of cleaning up technical excesses baa put out. The research to this
cleaning has started in October 2008.

2. Delivering of generic facilities
The states differ per generic facility:

* The internal Portal is being tested with the urdiarelopment application
KLOP2. For the external Portal some security is$ize® to be solved. The
planned delivery of the external Portal is in 2009.

* The Content Management facility has been finishetlexisting systems could
be migrated to this new generic facility. Next ydas facility will be finished.

* The experiences with KLOP2 have resulted into changthin the
development of the facilities Bus and Data managenBoth facilities now
are planned to be ready mid-2009.

* In the previous months there has been done researttite generic facility
Port to be able to decide whether a new Port wiltlbveloped (based on
components available on the market) or the exidtiog will be expanded. A
decision will be made when the definition study ghédetails follow) has
been finished.

« The planned activities around the generic facHtgduction control and
steering have been finished mainly. The processrdadnation architecture
has been delivered like being planned. The enrdiimie®@IT 6.0 (Order
management Intensive Monitoring) has been finisiiéds gives tax regions
the possibility to regulate their work flows.

* In 2008 a generic facility has been added to tbggamme: Business
Intelligence. The first phase — determining ananfaliating research and
program plans — of this facility has been finisie@008. At this moment a
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definition study has been started and there has peehased a SAPackage,
which has to be adapted to the use within the Baldienst.

3. Migration and elimination of existing applicatioasd systems to suit the generic
facilities
Only when the generic facilities have been deligetbe migration and elimination
can be started.

» The first migration orders have been given andedawrith the help of the
generic facilities Content Management and Portal.

* The migration of current processes to new facditdT and IPC (Integral
Planning and Control) has been started with thp bkthe facility Production
control and steering. This provides people and @ngs information that is in
time, complete and correct. Furthermore, it willdkearer where in the process
inventories are formed and/or failures arise.

* As aresult of the changes in the schedule ofah#ities Data management,
Bus and Portal, the linked migration and eliminatooders are delayed as well.

4. Installation and connection of the facilities, whiwill be designed in such a way they
use the new generic facilities
As of March 2008 a new release of KLOP2 has ruanasxperiment on a small scale
in the production environment. Several experierreslerived, which have resulted
into adaptations. As of October the applicatiorursning again and the test users are
satisfied with it. The experiences have also lechianges in the generic facilities and
this made the release had to be rebuilt in somgoaents. The consequences of this
are that a new KLOP2 application will be delivenedhe second quarter of 2009.

Second phase: fundamental changes in the procebgesture
The following activities are planned in this phase:
1. Continue developing business functions architecture

There has been created a new business architéctsee on consequently separating
business functions, rules and data with also staiion of business functions. The
separation and standardization are the conditiomfproved service, adaptivity,
continuity and cost control. A second version a$ grchitecture has been finished at
the end of June 2008. At this moment some ext@eaple are reflecting on this
architecture. The experiences of the practice éxyats can force other changes of
the architecture.

2. Practice experiments of two complex situations wiibt of interaction between the
Belastingdienst and people and companies
As of the end of November the practice experimeegth” — in which people can
communicate the death of somebody just once t8#hastingdienst, that processes
this change in all appropriate tax departmentslistart in region Zuid-Oost Brabant.
This experiment will be supported by a service tedthe Belastingdienst. In January
2009 a web portal will be opened which shows charmgel makes it easy to process
the experiment. The experiment will be finishedha first quarter of 2009 and has to
give evidence that this way of working results into

« Improved service to people thanks to a event-drpy@cessing;

! SAS; http://www.sas.com
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* One information position, shared by a citizen armairgloyee of the
Belastingdienst;

« On-term cost savings, because people can helpshlees and cheaper
products or services.

Also, a second practice experiment — “startingeprgneur” — will start. In this
experiment a web portal will be used, too, with shene facilities as used in the
“death” experiment. Starters can decide which le¥electronic service they want to
have from the Belastingdienst. This experimenttbgsoof that an event-driven
treatment results in improved service. Also thekiay of one information position
has to be proven, with adaptivity and cost savargsother effects. At the latest in
2008 this experiment will start in region Randmeren

3. Preparation of the change process implementatisméss architecture
The plan of change describes how the Belastingtlansdd transform from the
current tax oriented way of working to a way of Wiag based on events and business
functions. The results of the practice experimangsimportant inputs of the plan of
change and because those experiments are delagguaanh of change will be
delivered somewhat later on as well.
The plan of change offers a base for controllechgbanaking the interests of people,
companies and the Belastingdienst balanced ansipaaent.

Steering of the ICT organisation of the Belastiegdi

In the second update only some short-term meabaresbeen discussed, but in [MINO83]
also several structural long-term measures areduotred. | will discuss both the short-term
and long-term measures here.

Short-term measures

The risk-reducing measures of the recent monthshareing results now, with the number of

production failures being decreased. Furthermbee(lO has been installed as of 15

September 2008 and team ICTRA (ICT Control and fipnitee Architecture) has been

completed as of 1 September 2008. This team wiltrobthe following short-term measures:
» Determining a procedure for production failures

* Improving test path
Four measures have been implemented:
o Phased starting of production;
o Installation of the Risk Intervention Team,;
o0 Adequate detection and processing of productidaris;
0 Active monitoring of the Port
Those measures have prevented the Belastingdrensisix production problems with
saved costs of 550,000 euro).
Moreover, as of December more test managers whiiteel.

» Control of input and output
Measures have been implemented to secure messaitpesreceiving process.
Electronic messages will be checked when signedafiadbeing signed they will be
saved. In all channels backups will be made andages will be buffered and
archived to prevent loss of information. Still meesearch in ongoing on how to
secure every way of information delivery.
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Random control of output has been implemented #s 8&veral production runs
were recovered and fixed. Moreover, the correspandirors in the applications were
checked and when possible fixed to prevent the gaitoees in the future.

In several flows the number of random controls Wélincreased, because wrong
messages have passed the checks anyway.

Structural measures

At 1 January 2009 the plan of improvement meadiare2009 will start. At 30 June 2009 the
latest, a plan will be presented for improving k& organisation in 2010, 2011 and 2012.
For now, three priorities have been chosen, whighl ldiscuss here:

Information facility strategy and control

Responsibilities have been made clear and bas#tediusiness strategy of the
Belastingdienst there will be defined frames, etab sourcing, execution of e-
Government policy and the distribution of finanaiesources. The result of those
measures has to be a clear information facilityanigation which works faster with
less chance of failures.

Business architecture and portfolio management

The focus here is on reducing complexity in thecpeses within the Belastingdienst
and improved service to the people. A first versibthe information facility strategy
will be delivered in December, which is the baseportfolio management: steering of
the execution of projects, products and services.

Also in December the so-called Architecture Boailtistart. This Board is an
institution that makes it possible to steer andmdmut of architecture.

Those measures, together with the results of phase¢he operation reducing
complexity in the future organisation, will struclly improve the information facility
at the Belastingdienst.

Information facility strategy and control

As for 2009 a set of measures has been announaegbtove the quality of the ICT
service. The mentioned short-term measures wilipgemented in the test process
and they will be made structural as well. Moreoeestandardized approach based on
the market standarfimapwill be developed and all activities in increasthg ICT
knowledge by education and hiring will be continued

Furthermore, the predictability and controllabildlyICT projects at the
Belastingdienst can be improved for the aspectsna, budget and quality. Measures
to reach this target are the installation of thggut management meth&dince I, the
use of standard reports, the installation of Gayesgaiews and the ongoing criteria on
business cases of a project.

Finally, there is being worked on uniform and csetesit work methods in the
designing and building of systems.
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6 Dataanalysis

The questionnaire was online from 4 March 2009l @7tiMarch 2009 and in that period 39
people filled it out. In this section | will discsishe results and analyze the answers for my
research.

6.1 Compliance

First, | have filtered out the respondents who haesie taxes over their income in 2008 and
2009 and who have made use of the system of dagizhrations at least twice. After this

first step 27 respondents were left. With theiveagrs | continued and | analyzed their
answers following the influencers and concepts ptresearch model. As we have seen in the
Method section, every influencer was covered byamaore statements in the questionnaire.

| calculated the average score for every influeigecalculating the average score of the

statements that are covering that influencer. I8 tve get (n = 27):

Statement Aver age Score
Ik heb het gevoel dat de informatie die verschaiftd/bij de digitale aangifte 3,7
objectief is

Ik heb het gevoel dat de informatie die verschaiftdibij de digitale aangifte 3,8
bruikbaar is

Ik denk dat de informatie die verschaft wordt tjdigitale aangifte correct is 3,8
Influencer: Information Quality 3,8
Statement Average Score
Ik denk dat de informatie die verschaft wordt jdigitale aangifte correct is 3,8

Ik heb het gevoel dat de digitale aangifte voldeeheveiligd is 3,8

Ik heb het gevoel dat de informatie die verschaitdivbij de digitale aangifte 3,8
bruikbaar is

Ik heb het gevoel dat de informatie die verschaftdibij de digitale aangifte goed 3,7
wordt onderhouden en indien nodig wordt bijgewerkt

Influencer: System Quality 38
Statement Aver age Score
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende 3,8
mogelijkheden om contact op te nemen met een nifkaskélpdesk

Bij eventuele problemen worden deze naar mijn tiembeid opgelost 3,8
Als ik mijn digitale aangifte wil gaan invullen eersturen is dit altijd mogelijk en 3,8

lukt dit zonder problemen

Influencer: Service Quality 3.8
Statement Aver age Score
Er zijn naast de mogelijkheid van digitale aangiftg voldoende andere 2,6
mogelijkheden voor mij om mijn aangifte in te vulle

Influencer: Forced Use 2,6
Statement Average Score
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende 3,4
mogelijkheden om contact op te nemen met een nikaskélpdesk

Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende 3,4
mogelijkheden om mijn aangifte alsnog in te vullen

Influencer: Fallback Option 34
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Statement Average Score
Mijn ervaring met de digitale aangifte is tot oplba positief 4,2
Influencer: Previous Experience 4.2
Statement Aver age Score
Door gebruik te maken van digitale aangifte krigrieer inzicht in de belastingwetten 2,8

en - regels

Door gebruik te maken van digitale aangifte bemikder tijd kwijt met het doen van 4,1

mijn aangifte

Ik vind de mogelijkheid van digitale aangifte ngtti 4,6
Influencer: Perceived Usefulness 3,8
Statement Average Score
Ik vind dat het programma voor digitale aangiftédelijk is en gemakkelijk te 4,0
gebruiken is

Ik vind dat het me niet zoveel moeite kost om egpamma voor digitale aangifte te 4,0
gebruiken

Door het gebruik van het programma voor digitalegifée hoef ik minder moeite te 3,9
doen om mijn aangifte te doen

Het lukt me om het programma voor digitale aangd#téaten doen wat ik wil dat het 4,0

doet

Influencer: Perceived Ease of Use 4,0
Statement Average Score
Voor mijn gevoel heeft de belastingdienst er gesat bij om mijn gegevens te 4,0
vervalsen

Ik heb het gevoel dat de digitale aangifte vold@eheveiligd is 3,8

Ik vind dat het programma voor digitale aangiftédelijk is en gemakkelijk te 4,0
gebruiken is

Influencer: Trust 4,0

Overview of influencers:

I nfluencer Average Score
Information Quality 3,8
System Quality 3,8
Service Quality 3,4
Forced Use 2,6
Fallback Option 3,4
Previous Experience 4,2
Perceived Usefulness 3,8
Perceived Ease of Use 4,0
Trust 4,0

With those influencers we can calculate a scor¢h@other concepts, as follows:

I nfluencer Score
Information Quality 3,8
System Quality 3,8
Service Quality 3,4
Concept: User Satisfaction 11,0/15

51



Influencer Score
Forced Use 2,6
Fallback Option 3,4
Previous Experience 4,2
Perceived Usefulness 3,8
Perceived Ease of Use 4,0
Trust 4,0
Concept: Attitude towards TBSS 22,0/ 30
Influencer Score
Forced Use 2,6
Fallback Option 3,4
Concept: Attitude towards Service Provider 6,0/ 10
Influencer Score
Trust 4,0
Concept: Perceived Behavior Control (PBC) 40/5
Influencer Score
Trust 4,0
Concept: Subjective Norm (SN) 40/5

With those concepts we can calculate a total Sooréne Intention to (re)use, which
represents the compliance:

Concept Score
User Satisfaction 11,0
Attitude towards TBSS 22,0
Attitude towards Service Provider 6,0
Perceived Behavior Control (PBC) 4,0
Subjective Norm (SN) 4,0
Compliance: Intention to (re)use 47,0/ 65

Furthermore, | have done some analysis on comm@iancelation to:
* Age;
e Sex;
» Education;
* Profession;
* Times made use of system for digital declarations.
The results of this analysis | will give in thelsving sections.

6.2 Compliance and age

I have split the respondents up following their,agpeevery respondent is in exactly one of

those categories:
e <20 yearsold;
e 20-29 years old;
* 30-39 years old;
e 40-49 years old;
* 50-59 years old;
« >59 years old.



With my results of the questionnaire, the respotslemere divided in those categories:

Category # respondents
<20 years old 1
20-29 years old 6
30-39 years old 5
40-49 years old 6
50-59 years old 8
>59 years old 1
Total # respondents 27
Statement Aver age Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Ik heb het gevoel dat de informatie die verschaftdibij de digitale| 3,0 | 4,0 | 3,8 3,2 3,9 3,
aangifte objectief is
Ik heb het gevoel dat de informatie die verschaftdibij de digitale| 3,0 | 4,0 | 3,8 3,5 4,1 4,
aangifte bruikbaar is
Ik denk dat de informatie die verschaft wordt gjdigitale aangifte | 3,0 | 4,0| 3,6 4,0] 3,7 4,
correct is
Influencer: Information Quality 30 140 | 37|36 | 39| 37
Statement Aver age Scor e
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Ik denk dat de informatie die verschaft wordt gjdigitale aangifte | 3,0 | 4,0| 3,6 4,0] 3,7 4,
correct is
Ik heb het gevoel dat de digitale aangifte vold@ehdveiligd is 300 3,7 40 42 3 3
Ik heb het gevoel dat de informatie die verschaiftdibij de digitale| 3,0 | 4,0 | 3,8 3,5 4,1 4,
aangifte bruikbaar is
Ik heb het gevoel dat de informatie die verschaftdibij de digitale| 2,0 | 3,8 | 3,8 3,7/ 3,6 4,
aangifte goed wordt onderhouden en indien nodigitvoijgewerkt
Influencer: System Quality 28 | 39 | 38| 38| 38| 38
Statement Average Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 40| 3,7| 34| 32| 34 3,0
voor mij voldoende mogelijkheden om contact opegman met een
menselijke helpdesk
Bij eventuele problemen worden deze naar mijn @améeid 10| 35| 32| 32 31 30
opgelost
Als ik mijn digitale aangifte wil gaan invullen esersturen is dit 20| 40| 38| 4,0 35 4.
altijd mogelijk en lukt dit zonder problemen
Influencer: Service Quality 23 | 37| 35| 34| 33| 33
Statement Average Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Er zijn naast de mogelijkheid van digitale aangiftg voldoende 20| 28| 26| 26| 26 1.
andere mogelijkheden voor mij om mijn aangiftedrvullen
Influencer: Forced Use 20 | 28 | 26 | 26 | 26 | 10
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Statement Average Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 30| 3,7| 34| 32 34 3,
voor mij voldoende mogelijkheden om contact opegman met een
menselijke helpdesk
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 40| 3,2| 3,0 3,00 4,0 4.
voor mij voldoende mogelijkheden om mijn aangiftenag in te
vullen
Influencer: Fallback Option 3513413231 |37]| 35
Statement Average Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Mijn ervaring met de digitale aangifte is tot oplba positief 40| 4,21 42 45 4, 4
Influencer: Previous Experience 40 | 42 | 42 | 45 | 40 | 40
Statement Aver age Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Door gebruik te maken van digitale aangifte krijgnieer inzichtin | 2,0 | 2,8 | 3,2 2,7/ 3,0 1,
de belastingwetten en - regels
Door gebruik te maken van digitale aangifte bemikder tijd kwijt | 3,0 | 4,3 | 4,0 4,0] 4,1 4.
met het doen van mijn aangifte
Ik vind de mogelijkheid van digitale aangifte ngtti 40| 4,7| 48| 42 49 4
Influencer: Perceived Usefulness 30 1 39|40 | 36 | 40 | 30
Statement Average Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Ik vind dat het programma voor digitale aangiftédeilijk is en 40| 3,7| 42| 3,5 4,6 4,0
gemakkelijk te gebruiken is
Ik vind dat het me niet zoveel moeite kost om hegpamma voor | 4,0 | 4,0| 4,0 33| 4,4 4.
digitale aangifte te gebruiken
Door het gebruik van het programma voor digitalegifte hoef ik 30| 3,7| 38| 38 4,6 20
minder moeite te doen om mijn aangifte te doen
Het lukt me om het programma voor digitale aangdtéaten doen | 4,0 | 42| 4,0 3,7/ 4,0 4,
wat ik wil dat het doet
Influencer: Perceived Ease of Use 3813940 | 36 | 44 | 35
Statement Average Score
< 20- | 30- | 40- | 50- >
20 | 29 | 39 | 49 | 59 | 59
Voor mijn gevoel heeft de belastingdienst er gesat Ibij om mijn 40| 38| 42| 3,7/ 44 40
gegevens te vervalsen
Ik heb het gevoel dat de digitale aangifte vold@ehdveiligd is 300 3,7 40 42 3 3
Ik vind dat het programma voor digitale aangiftédeilijk is en 40| 3,7| 42| 3,5 4,6 4,
gemakkelijk te gebruiken is
Influencer: Trust 37137141 38| 43| 37
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Overview of influencers:

I nfluencer Average Score

<20 20-29 30-39 | 40-49 | 50-59 >59
Information Quality 3,0 4,0 3,7 3,6 3,9 3,7
System Quality 2,8 3,9 3,8 3,8 3,8 3,8
Service Quality 2,3 3,7 3,5 3,4 3,3 3,3
Forced Use 2,0 2,8 2,6 2,6 2,6 1,0
Fallback Option 3,5 3,4 3,2 3,1 3,7 3,5
Previous Experience 4.0 4,2 4,2 4.5 4,( 4.0
Perceived Usefulness 3,0 3,9 4,0 3,6 4,0 3,0
Perceived Ease of Use 3,8 3,9 4,( 3,6 44 5
Trust 3,7 3,7 4,1 3,8 4,3 3,7

With those influencers we can calculate a scoréhfeiother concepts, as follows:

Influencer Scor e

<20 20-29 30-39 40-49 50- 59 > 59
Information Quality 3,0 4,0 3,7 3,6 3,9 3,7
System Quiality 2,8 3,9 3,8 3,8 3,8 3,8
Service Quality 2,3 3,7 3,5 3,4 3,3 3,3
Concept: User Satisfaction 81/15 | 116/15 | 11,0/15 | 10,8/15 | 11,0/15 | 10,8/15
Influencer Score

<20 20-29 30-39 40-49 50- 59 > 59
Forced Use 2,0 2,8 2,6 2,6 2,6 1,0
Fallback Option 3,5 3,4 3,2 3,1 3,7 3,5
Previous Experience 4.0 4,2 4,2 45 4,0 4,0
Perceived Usefulness 3,0 3,9 4.0 3,6 4.0 3.(
Perceived Ease of Use 3,8 3,9 4,0 3,6 4.4 3,b
Trust 3,7 3,7 4,1 3,8 4,3 3,7
Concept: Attitude towards 20,0/30 | 21,9/30 | 22,1/30 | 21,2/30 | 23,0/30 | 18,7/30
TBSS
Influencer Score

<20 20-29 30-39 40-49 50- 59 > 59
Forced Use 2,0 2,8 2,6 2,6 2,6 1,0
Fallback Option 3,5 3,4 3,2 3,1 3,7 3,5
Concept: Attitudetowards 55/10 6,2/ 10 58/10 5,7/10 6,3/ 10 45/10
Service Provider
Influencer Score

<20 20-29 30-39 40-49 50- 59 > 59
Trust 3,7 3,7 4,1 3,8 4,3 3,7
Concept: Perceived Behavior 3,7/5 3,7/5 41/5 38/5 43/5 3,7/5
Control (PBC)
Influencer Scor e

<20 20-29 30-39 40-49 50- 59 > 59
Trust 3,7 3,7 4,1 3,8 4,3 3,7
Concept: Subjective Norm 3,7/5 37/5 41/5 38/5 43/5 3,7/5
(SN)
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With those concepts we can calculate a total Sooréne Intention to (re)use, which

represents the compliance:

=

Concept Score

<20 20-29 30-39 40-49 50- 59 > 59
User Satisfaction 8,1 11,6 11,0 10,8 11, 10,
Attitude towards TBSS 20,0 21,9 22,1 21,2 23,( 18,
Attitude towards Service Provider 55 6,2 5,8 5,7 36 4,5
Perceived Behavior Control (PBC 3,7 3,7 4,1 3,8 3 4, 3,7
Subjective Norm (SN) 3,7 3,7 4,1 3,8 4,3 3,7
Compliance: Intentionto (re)Juse | 41,0/65 | 47,1/65 | 47,1/65 | 453/65 | 48,9/65 | 41,4/65

6.3 Compliance and sex

| have split the respondents up following their dgm so every respondent is in exactly one of

those categories:
* Male;
* Female.

With my results of the questionnaire, the respotslemmere divided in those categories:

Category # respondents

Male 19

Female 8

Total # respondents 27

Statement Aver age Score
Male Female

Ik heb het gevoel dat de informatie die verschafitdibij de digitale 3,7 3,5

aangifte objectief is

Ik heb het gevoel dat de informatie die verschafitd bij de digitale 4,1 3,4

aangifte bruikbaar is

Ik denk dat de informatie die verschaft wordt lgjdigitale aangifte 3,9 3,6

correct is

Influencer: Information Quality 3,9 3,5

Statement Average Score
Male Female

Ik denk dat de informatie die verschaft wordt gjdigitale aangifte 3,9 3,6

correct is

Ik heb het gevoel dat de digitale aangifte voldeeheveiligd is 3,8 3,8

Ik heb het gevoel dat de informatie die verschaitdibij de digitale 4,1 3,4

aangifte bruikbaar is

Ik heb het gevoel dat de informatie die verschaitdibij de digitale 3,8 3,4

aangifte goed wordt onderhouden en indien nodigitvoijgewerkt

Influencer: System Quality 3,9 3,5
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Statement Average Score
Male Female

Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor 3,4 3,4

mij voldoende mogelijkheden om contact op te nemeheen

menselijke helpdesk

Bij eventuele problemen worden deze naar mijn waméeid opgelost 3,3 2,8

Als ik mijn digitale aangifte wil gaan invullen eersturen is dit altijd 3,7 3,9

mogelijk en lukt dit zonder problemen

Influencer: Service Quality 3,5 3,3

Statement Average Score
Male Female

Er zijn naast de mogelijkheid van digitale aangiftg voldoende 2,6 2,6

andere mogelijkheden voor mij om mijn aangiftedrvullen

Influencer: Forced Use 2,6 2,6

Statement Aver age Score
Male Female

Als ik tegen problemen aanloop bij mijn digitalengite, zijn er voor 3,4 3,3

mij voldoende mogelijkheden om contact op te nemeheen

menselijke helpdesk

Als ik tegen problemen aanloop bij mijn digitalengite, zijn er voor 3,6 3,0

mij voldoende mogelijkheden om mijn aangifte alsimote vullen

Influencer: Fallback Option 3,5 31

Statement Average Score
Male Female

Mijn ervaring met de digitale aangifte is tot oplba positief 4,2 4,3

Influencer: Previous Experience 4.2 43

Statement Aver age Score
Male Female

Door gebruik te maken van digitale aangifte krigrieer inzicht in de 29 2,7

belastingwetten en - regels

Door gebruik te maken van digitale aangifte bemikder tijd kwijt 4,3 3,5

met het doen van mijn aangifte

Ik vind de mogelijkheid van digitale aangifte ngtti 4,7 4.4

Influencer: Perceived Usefulness 4,0 3,5

Statement Average Score
Male Female

Ik vind dat het programma voor digitale aangiftédeiijk is en 4,1 3,8

gemakkelijk te gebruiken is

Ik vind dat het me niet zoveel moeite kost om egpamma voor 4,2 3,5

digitale aangifte te gebruiken

Door het gebruik van het programma voor digitalegifée hoef ik 4,1 3,5

minder moeite te doen om mijn aangifte te doen

Het lukt me om het programma voor digitale aand#étéaten doen wat 4,1 3,6

ik wil dat het doet

Influencer: Perceived Ease of Use 4,1 3,6
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Statement Average Score
Male Female

Voor mijn gevoel heeft de belastingdienst er geat Ibij om mijn 4,1 3,9

gegevens te vervalsen

Ik heb het gevoel dat de digitale aangifte vold@ebeveiligd is 3,8 3,8

Ik vind dat het programma voor digitale aangiftédeilijk is en 4,1 3,8

gemakkelijk te gebruiken is

Influencer: Trust 4,0 3,8

Overview of influencers:

Influencer Average Score

Male Female
Information Quality 3,9 3,5
System Quiality 3,9 3,5
Service Quality 3,5 3,3
Forced Use 2,6 2,6
Fallback Option 3,5 3,1
Previous Experience 4.2 4,3
Perceived Usefulness 4,0 3,5
Perceived Ease of Use 4,1 3,6
Trust 4,0 3,8

With those influencers we can calculate a scor¢h@other concepts, as follows:

Influencer Score

Male Female
Information Quality 3,9 3,5
System Quality 3,9 3,5
Service Quality 3,5 3,3
Concept: User Satisfaction 11,3/15 10,3/15
Influencer Score

Male Female
Forced Use 2,6 2,6
Fallback Option 3,5 3,1
Previous Experience 4,2 4,3
Perceived Usefulness 4,0 3,5
Perceived Ease of Use 4,1 3,6
Trust 4,0 3,8
Concept: Attitude towards TBSS 22,4/30 20,9/30
Influencer Score

Male Female
Forced Use 2,6 2,6
Fallback Option 3,5 3,1
Concept: Attitude towards Service Provider 6,1/10 57/10
Influencer Score

Male Female
Trust 4,0 3,8
Concept: Perceived Behavior Control (PBC) 40/5 38/5
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Influencer Score

Male Female
Trust 4,0 3,8
Concept: Subjective Norm (SN) 40/5 38/5

With those concepts we can calculate a total Soorde Intention to (re)use, which

represents the compliance:

Concept Score

Male Female
User Satisfaction 11,3 10,3
Attitude towards TBSS 22,4 20,9
Attitude towards Service Provider 6,1 5,7
Perceived Behavior Control (PBC) 4,0 3,8
Subjective Norm (SN) 4,0 3,8
Compliance: Intention to (re)use 47,8165 445/ 65

6.4 Compliance and education

| have split the respondents up following their @iion, so every respondent is in exactly

one of those categories:

e WO;
+ HBO;
« MBO;

* Voortgezet Onderwijs;
* Anders.

With my results of the questionnaire, the respotslemmere divided in those categories:

Category # respondents
WO 4
HBO 12
MBO 7
Voortgezet Onderwijs 3
Anders 0
Total # respondents 26
Statement Aver age Score
WO | HBO | MBO | VO
Ik heb het gevoel dat de informatie die verschafitdbij de digitale 4,3 3,5 3,5 3,7
aangifte objectief is
Ik heb het gevoel dat de informatie die verschafitd bij de digitale 4,3 4,0 3,6 3,7
aangifte bruikbaar is
Ik denk dat de informatie die verschaft wordt gjdigitale aangifte 4,0 3,9 3,6 4,0
correct is
Influencer: Information Quality 42 3,8 35 3,8
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Statement Average Score

WO | HBO | MBO | VO
Ik denk dat de informatie die verschaft wordt hgjdigitale aangifte 4,0 3,9 3,6 4,0
correct is
Ik heb het gevoel dat de digitale aangifte vold@eheveiligd is 4,5 3,8 3,6 3,7
Ik heb het gevoel dat de informatie die verschaitdivbij de digitale 4,3 4,0 3,6 3,7
aangifte bruikbaar is
Ik heb het gevoel dat de informatie die verschafitdw bij de digitale 4,0 3,7 3,6 3,7
aangifte goed wordt onderhouden en indien nodigitvoijgewerkt
Influencer: System Quality 42 3,8 3,6 3,8
Statement Average Score

WO | HBO | MBO | VO
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor | 3,8 3,1 3,9 3,3
mij voldoende mogelijkheden om contact op te nemeheen
menselijke helpdesk
Bij eventuele problemen worden deze naar mijn geméeid opgelost 3,8 3,0 3,1 3,
Als ik mijn digitale aangifte wil gaan invullen eersturen is dit altijd | 3,5 3,8 3,7 4,3
mogelijk en lukt dit zonder problemen
Influencer: Service Quality 3.7 33 3,6 3,6
Statement Aver age Score

WO | HBO | MBO | VO
Er zijn naast de mogelijkheid van digitale aangiftg voldoende 4,0 2,1 2,7 2,0
andere mogelijkheden voor mij om mijn aangiftearvtllen
Influencer: Forced Use 4,0 2,1 2,7 2,0
Statement Average Score

WO | HBO | MBO | VO
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor | 4,0 3,2 3,4 3,3
mij voldoende mogelijkheden om contact op te nemeheen
menselijke helpdesk
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor | 3,8 3,1 3,9 3,0
mij voldoende mogelijkheden om mijn aangifte alsimote vullen
Influencer: Fallback Option 3,9 31 3,6 3,2
Statement Aver age Score

WO | HBO | MBO | VO
Mijn ervaring met de digitale aangifte is tot oplba positief 4,0 4,3 4,1 4,3
Influencer: Previous Experience 4,0 43 4,1 43
Statement Average Score

WO | HBO | MBO | VO
Door gebruik te maken van digitale aangifte krifgrieer inzicht in de| 3,5 2,7 2,7 2,3
belastingwetten en - regels
Door gebruik te maken van digitale aangifte bemikder tijd kwijt 4,0 4,2 4,0 4,0
met het doen van mijn aangifte
Ik vind de mogelijkheid van digitale aangifte ngtti 5,0 4,5 4.4 4.7
Influencer: Perceived Usefulness 4,2 3,8 3,7 3,7
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Statement Average Score
WO | HBO | MBO | VO
Ik vind dat het programma voor digitale aangiftédeilijk is en 4,0 4.1 4,0 4,0
gemakkelijk te gebruiken is
Ik vind dat het me niet zoveel moeite kost om egpamma voor 4,3 4,1 3,7 4,0
digitale aangifte te gebruiken
Door het gebruik van het programma voor digitalegifte hoef ik 3,5 4,2 3,7 4,0
minder moeite te doen om mijn aangifte te doen
Het lukt me om het programma voor digitale aangddtéaten doen wat 4,3 4,1 3,7 4,0
ik wil dat het doet
Influencer: Perceived Ease of Use 4,0 41 3.8 4,0
Statement Average Score
WO | HBO | MBO | VO
Voor mijn gevoel heeft de belastingdienst er geat Ibij om mijn 4,5 4,0 4,0 3,7
gegevens te vervalsen
Ik heb het gevoel dat de digitale aangifte vold@ebeveiligd is 4,5 3,8 3,6 3,7
Ik vind dat het programma voor digitale aangiftédeiijk is en 4,0 4.1 4,0 4,0
gemakkelijk te gebruiken is
Influencer: Trust 43 3,9 3,9 3.8
Overview of influencers:
Influencer Average Score
WO HBO MBO VO

Information Quality 4,2 3,8 3,5 3,8
System Quality 4,2 3,8 3,6 3,8
Service Quality 3,7 3,3 3,6 3,6
Forced Use 4,0 2,1 2,7 2,0
Fallback Option 3,9 3,1 3,6 3,2
Previous Experience 4,0 4,3 4,1 4,3
Perceived Usefulness 4,2 3,8 3,7 3,7
Perceived Ease of Use 4,0 4,1 3,8 4,0
Trust 4,3 3,9 3,9 3,8
With those influencers we can calculate a scor¢h@other concepts, as follows:
I nfluencer Score

WO HBO MBO VO
Information Quality 4,2 3,8 3,5 3,8
System Quality 4,2 3,8 3,6 3,8
Service Quality 3,7 3,3 3,6 3,6
Concept: User Satisfaction 12,1/15 10,9/15 10,7/15 11,2/15
Influencer Score

WO HBO MBO VO
Forced Use 4,0 2,1 2,7 2,0
Fallback Option 3,9 3,1 3,6 3,2
Previous Experience 4,0 4,3 4,1 4,3
Perceived Usefulness 4,2 3,8 3,7 3,7
Perceived Ease of Use 4,0 4,1 3,8 4,0
Trust 4,3 3,9 3,9 3,8
Concept: Attitude towards TBSS 24,4/ 30 21,3/ 30 21,8/ 30 21,0/ 30
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Influencer Score

WO HBO MBO VO
Forced Use 4,0 2,1 2,7 2,0
Fallback Option 3,9 3,1 3,6 3,2
Concept: Attitude towards Service Provider 79/ 10 52/10 6,3/10 52/10
Influencer Score

WO HBO MBO VO
Trust 4,3 3,9 3,9 3,8
Concept: Perceived Behavior Control (PBC) 43/5 39/5 39/5 38/5
Influencer Score

WO HBO MBO VO
Trust 4,3 3,9 3,9 3,8
Concept: Subjective Norm (SN) 43/5 39/5 39/5 38/5

With those concepts we can calculate a total Soorde Intention to (re)use, which
represents the compliance:

Concept Score
WO HBO MBO VO

User Satisfaction 12,1 10,9 10,7 11,2
Attitude towards TBSS 24,4 21,3 21,8 21,0
Attitude towards Service Provider 7,9 5,2 6,3 5,2
Perceived Behavior Control (PBC) 4,3 3,9 3,9 3,8
Subjective Norm (SN) 4,3 3,9 3,9 3,8
Compliance: Intention to (re)use 53,0/ 65 45,2/ 65 46,6 / 65 45,0/ 65

6.5 Compliance and profession
| have split the respondents up following theirfpssion, so every respondent is in one or
more of those categories:

* ICT gerelateerd;

* Belasting gerelateerd;

e Anders.

With my results of the questionnaire, the respotslemmere divided in those categories:

Category # respondents
ICT gerelateerd 4
Belasting gerelateerd 1
Anders 23
Total # respondents 28

People could fill out more than one answer to gpisstion, so the total number of
respondents could (and here, is) larger than th@keal number of respondents.
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Statement Average Score

ICT Belasting Anders
Ik heb het gevoel dat de informatie die verschaiftdibij de 4,0 5,0 3,6
digitale aangifte objectief is
Ik heb het gevoel dat de informatie die verschaitdibij de 4,0 4,0 3,8
digitale aangifte bruikbaar is
Ik denk dat de informatie die verschaft wordt kajdigitale 4,3 5,0 3,7
aangifte correct is
Influencer: Information Quality 41 47 3,7
Statement Average Score

ICT Belasting Anders
Ik denk dat de informatie die verschaft wordt ksjdigitale 4,3 5,0 3,7
aangifte correct is
Ik heb het gevoel dat de digitale aangifte vold@eheveiligd is 4,0 4,0 3,8
Ik heb het gevoel dat de informatie die verschaiftdibij de 4,0 4,0 3,8
digitale aangifte bruikbaar is
Ik heb het gevoel dat de informatie die verschaiftdibij de 4,0 4,0 3,6
digitale aangifte goed wordt onderhouden en indietig wordt
bijgewerkt
Influencer: System Quality 41 43 37
Statement Aver age Score

ICT Belasting Anders
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 3,5 3,0 3,4
voor mij voldoende mogelijkheden om contact opgsman met
een menselijke helpdesk
Bij eventuele problemen worden deze naar mijn gaméeid 3,8 4,0 3,0
opgelost
Als ik mijn digitale aangifte wil gaan invullen eersturen is dit 4,0 4,0 3,7
altijd mogelijk en lukt dit zonder problemen
Influencer: Service Quality 3.8 37 34
Statement Aver age Score

ICT Belasting Anders
Er zijn naast de mogelijkheid van digitale aangiftg voldoende 2,8 2,0 2,5
andere mogelijkheden voor mij om mijn aangiftearvtllen
Influencer: Forced Use 2,8 2,0 25
Statement Average Score

ICT Belasting Anders
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 3,3 3,0 3,4
voor mij voldoende mogelijkheden om contact opaman met
een menselijke helpdesk
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 3,5 2,0 3,4
voor mij voldoende mogelijkheden om mijn aangiftenag in te
vullen
Influencer: Fallback Option 34 2,5 34
Statement Aver age Score

ICT Belasting Anders
Mijn ervaring met de digitale aangifte is tot oplba positief 4,3 5,0 4,2
Influencer: Previous Experience 43 5,0 42
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Statement Average Score

ICT Belasting Anders
Door gebruik te maken van digitale aangifte krigrieer inzicht in 3,0 3,0 2,8
de belastingwetten en - regels
Door gebruik te maken van digitale aangifte bemikder tijd 4,5 5,0 4,0
kwijt met het doen van mijn aangifte
Ik vind de mogelijkheid van digitale aangifte ngtti 4,5 50 4,6
Influencer: Perceived Usefulness 4,0 4,3 3,8
Statement Aver age Scor e

ICT Belasting Anders
Ik vind dat het programma voor digitale aangiftédeilijk is en 4,3 5,0 4,0
gemakkelijk te gebruiken is
Ik vind dat het me niet zoveel moeite kost om egpamma voor 4,3 5,0 3,9
digitale aangifte te gebruiken
Door het gebruik van het programma voor digitalegifte hoef ik 4,5 5,0 3,8
minder moeite te doen om mijn aangifte te doen
Het lukt me om het programma voor digitale aangd#téaten doen 4,3 5,0 3,9
wat ik wil dat het doet
Influencer: Perceived Ease of Use 43 5,0 3.9
Statement Aver age Scor e

ICT Belasting Anders
Voor mijn gevoel heeft de belastingdienst er gegatt bij om mijn 4,3 5,0 4,0
gegevens te vervalsen
Ik heb het gevoel dat de digitale aangifte vold@ehdveiligd is 4,0 4,0 3,8
Ik vind dat het programma voor digitale aangiftédeilijk is en 4,3 5,0 4,0
gemakkelijk te gebruiken is
Influencer: Trust 4,2 4,7 3,9
Overview of influencers:
I nfluencer Average Score

ICT Belasting Anders

Information Quality 4,1 4,7 3,7
System Quality 4,1 4,3 3,7
Service Quality 3,8 3,7 3,4
Forced Use 2,8 2,0 2,5
Fallback Option 3,4 2,5 3,4
Previous Experience 4,3 5,0 4,2
Perceived Usefulness 4,0 4,3 3,8
Perceived Ease of Use 4,3 5,0 3,9
Trust 4,2 4,7 3,9

With those influencers we can calculate a scoréhfeiother concepts, as follows:

Influencer Score

ICT Belasting Anders
Information Quality 4,1 4,7 3,7
System Quality 4,1 4,3 3,7
Service Quality 3,8 3,7 3,4
Concept: User Satisfaction 12,0/15 12,7/ 15 10,8/ 15
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Influencer Score

ICT Belasting Anders
Forced Use 2,8 2,0 2,5
Fallback Option 3,4 2,5 3,4
Previous Experience 4.3 5,0 4,2
Perceived Usefulness 4,0 4,3 3,8
Perceived Ease of Use 4,3 5,0 3,9
Trust 4,2 4.7 3,9
Concept: Attitude towards TBSS 23,0/ 30 235/30 21,7/ 30
Influencer Score

ICT Belasting Anders
Forced Use 2,8 2,0 2,5
Fallback Option 3,4 2,5 3,4
Concept: Attitude towards Service Provider 6,2/ 10 45/10 59/10
Influencer Score

ICT Belasting Anders
Trust 4,2 4.7 3,9
Concept: Perceived Behavior Control (PBC) 4215 4715 39/5
Influencer Score

ICT Belasting Anders
Trust 4,2 4,7 3,9
Concept: Subjective Norm (SN) 42/5 4715 39/5

With those concepts we can calculate a total Sooréne Intention to (re)use, which

represents the compliance:

Concept Score

ICT Belasting Anders
User Satisfaction 12,0 12,7 10,8
Attitude towards TBSS 23,0 23,5 21,7
Attitude towards Service Provider 6,2 4,5 59
Perceived Behavior Control (PBC) 4,2 4,7 3,9
Subjective Norm (SN) 4,2 4.7 3,9
Compliance: Intention to (re)use 49,4/ 65 49,4/ 65 46,3/ 65

6.6 Compliance and times made use

| have split the respondents up following the nundfé¢imes they made use of the system of

digital declarations, so every respondent is ircyxane of those categories:

e 2times;
o 3times;
e 4times;
* 5times;

* more than 5 times.
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With my results of the questionnaire, the respotslemere divided in those categories:

Category # respondents
2 times 5
3 times 2
4 times 4
5 times 1
>5 times 15
Total # respondents 27
Statement Aver age Score

2 3 4 5 >5
Ik heb het gevoel dat de informatie die verschaiftdybij de digitale| 3,5 | 3,5| 4,0 5,0| 3,5
aangifte objectief is
Ik heb het gevoel dat de informatie die verschaftdybij de digitale| 3,6 | 4,0| 3,8 5,0/ 3,9
aangifte bruikbaar is
Ik denk dat de informatie die verschaft wordt lgjdigitale aangifte| 3,6 | 40| 4,0 4,0| 3,8
correct is
Influencer: Information Quality 36 | 38 | 39| 47 | 37
Statement Aver age Score

2 3 4 5 >5
Ik denk dat de informatie die verschaft wordt lgjdigitale aangifte | 3,6 | 40| 4,0 4,0| 3,8
correct is
Ik heb het gevoel dat de digitale aangifte vold@ehdveiligd is 36| 40 3,3 5 3,
Ik heb het gevoel dat de informatie die verschaftdybij de digitale| 3,6 | 40| 3,8 5,0/ 3,9
aangifte bruikbaar is
Ik heb het gevoel dat de informatie die verschaftdwbij de digitale| 3,6 | 4,0| 3,8 4,0| 3,6
aangifte goed wordt onderhouden en indien nodigitoijgewerkt
Influencer: System Quality 36 | 40 | 37 | 45| 38
Statement Average Score

2 3 4 5 >5
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 34| 35| 35| 4,0 33
voor mij voldoende mogelijkheden om contact opaéman met een
menselijke helpdesk
Bij eventuele problemen worden deze naar mijn gaméeid 26 | 35| 3,0/ 50 3.2
opgelost
Als ik mijn digitale aangifte wil gaan invullen esersturen is dit 38| 40| 35| 4,00 37
altijd mogelijk en lukt dit zonder problemen
Influencer: Service Quality 33 137 | 33| 43| 34
Statement Average Score

2 3 4 5 >5
Er zijn naast de mogelijkheid van digitale aangiftg voldoende 22| 35| 20| 50 25
andere mogelijkheden voor mij om mijn aangiftedrvullen
Influencer: Forced Use 22 | 35120 ] 50| 25
Statement Aver age Score

2 3 4 5 >5
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 32| 35| 33| 500 34
voor mij voldoende mogelijkheden om contact opegman met een
menselijke helpdesk
Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er 32| 40| 25| 4,0 3,6
voor mij voldoende mogelijkheden om mijn aangiftenag in te
vullen
Influencer: Fallback Option 32 1 38|29 | 45| 35
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Statement Average Score

2 3 4 5 >5
Mijn ervaring met de digitale aangifte is tot oplba positief 421 4,0 3,8 5 43
Influencer: Previous Experience 42 | 40 | 38 | 50 | 43
Statement Aver age Score

2 3 4 5 >5
Door gebruik te maken van digitale aangifte kriggrieer inzichtin | 2,4 | 35| 2,5 3,0] 2,9
de belastingwetten en - regels
Door gebruik te maken van digitale aangifte bemikder tijd kwijt | 3,6 | 4,0| 4,3 5,0| 4,1
met het doen van mijn aangifte
Ik vind de mogelijkheid van digitale aangifte ngtti 44| 45| 48| 5,0 4,6
Influencer: Perceived Usefulness 35140138 ] 43| 39
Statement Average Score

2 3 4 5 >5
Ik vind dat het programma voor digitale aangiftédeilijk is en 40| 25| 4,0| 5,0 41
gemakkelijk te gebruiken is
Ik vind dat het me niet zoveel moeite kost om hegpamma voor | 3,8 | 3,5| 4,0| 5,0 4,0
digitale aangifte te gebruiken
Door het gebruik van het programma voor digitalegifte hoef ik 32| 40| 40| 20 4,2
minder moeite te doen om mijn aangifte te doen
Het lukt me om het programma voor digitale aanddétéaten doen | 3,8 | 40| 4,0 5,0| 3,9
wat ik wil dat het doet
Influencer: Perceived Ease of Use 37 135|140 | 43 | 41
Statement Average Score

2 3 4 5 >5
Voor mijn gevoel heeft de belastingdienst er geat Ibij om mijn 44| 35| 38| 50 4,0
gegevens te vervalsen
Ik heb het gevoel dat de digitale aangifte voldeeheveiligd is 36| 40 33 5 3,0
Ik vind dat het programma voor digitale aangiftédeiijk is en 40| 25| 4,0| 5,0 471
gemakkelijk te gebruiken is
Influencer: Trust 40 | 33 | 37 | 50 | 40
Overview of influencers:
Influencer Average Score

2 3 4 5 >5

Information Quality 3,6 3,8 3,9 4,7 3,7
System Quiality 3,6 4,0 3,7 4,5 3,8
Service Quality 3,3 3,7 3,3 4,3 3,4
Forced Use 2,2 3,5 2,0 5,0 2,5
Fallback Option 3,2 3,8 2,9 4,5 3,5
Previous Experience 4,2 4,0 3,8 5,0 4.3
Perceived Usefulness 3,5 4,0 3,8 4,3 3,9
Perceived Ease of Use 3,7 3,5 4, 4,3 41
Trust 4,0 3,3 3,7 5,0 4,0

With those influencers we can calculate a scor¢h@other concepts, as follows:

Influencer Score

2 3 4 5 >5
Information Quality 3,6 3,8 3,9 4,7 3,7
System Quality 3,6 4,0 3,7 4,5 3,8
Service Quality 3,3 3,7 3,3 4,3 3,4
Concept: User Satisfaction 10,5/15 | 11,5/15 | 10,9/15 | 135/15 | 10,9/15
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Influencer Scor e

2 3 4 5 >5
Forced Use 2,2 3,5 2,0 5,0 2,5
Fallback Option 3,2 3,8 2,9 4,5 3,5
Previous Experience 4.2 4,0 3,8 5,0 4,3
Perceived Usefulness 3,5 4,0 3,8 4,3 3,9
Perceived Ease of Use 3,7 3,5 4,0 4,3 4,1
Trust 4,0 3,3 3,7 5,0 4,0
Concept: Attitudetowards 20,8/30 | 22,1/30 | 20,2/30 | 28,1/30 | 22,3/30
TBSS
Influencer Score

2 3 4 5 >5
Forced Use 2,2 3,5 2,0 5,0 2,5
Fallback Option 3,2 3,8 2,9 4,5 3,5
Concept: Attitude towards 54110 7,3/10 49/10 95/10 6,0/ 10
Service Provider
Influencer Scor e

2 3 4 5 >5
Trust 4,0 3,3 3,7 5,0 4,0
Concept: Perceived Behavior 40/5 33/5 3,7/5 50/5 40/5
Control (PBC)
Influencer Score

2 3 4 5 >5
Trust 4,0 3,3 3,7 5,0 4,0
Concept: Subjective Norm 40/5 33/5 3,7/5 50/5 40/5
(SN)

With those concepts we can calculate a total Soorde Intention to (re)use, which

represents the compliance:

Concept Score
2 3 4 5 >5

User Satisfaction 10,5 11,5 10,9 13,5 10,9
Attitude towards TBSS 20,8 22,1 20,2 28,1 22,3
Attitude towards Service Provider 5,4 7,3 4,9 9,5 .06
Perceived Behavior Control (PBC 4,0 3,3 3,7 5,0 0 4,
Subjective Norm (SN) 4,0 3,3 3,7 5,0 4,0
Compliance: Intentionto (re)Juse | 44,7/65 | 48,2/65 | 43,7/65 | 60,1/65 | 47,2/ 65
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7  Requirements

Following [KULAO4] a requirement is something tleatomputer application must do for its
users; a specific function, feature, quality, dngiple that the system must provide to merit
its existence.

With requirements there is a difference betweertianal and non-functional requirements.
[KULAO4] defines functional requirements as what thsers need for the system to work
(functions and features), while non-functional regments have been defined as the hidden
areas of the system that are important to the @sens though they may not realize it.

In this section of my thesis | will discuss theuggments the respondents of my
guestionnaire came up with, with regard to thetdigleclaration software of the
Belastingdienst. Following my method | have ordetezim to their priority score. Finally, 11
respondents had filled out points of which theykhi could improve the digital declaration
software. Together with the six “requirements stests” of my questionnaire this has
resulted in the requirements | will discuss now.

7.1 Non-functional requirements

Most of the improvement points have resulted in-huttional requirements, with people
stating they want things clearer and easier to Als®, the six statements of my questionnaire
about points which the respondents would like toisgroved were non-functional. The
scores of those statements are:

Statement Averagescore | Priority score
Ik vind dat de kwaliteit van de verschafte inforfeah de digitale aangifte 3,1 310
verbeterd moet worden

Ik vind dat de kwaliteit van de service door deddthgdienst — in geval 3,0 300
van problemen bij het gebruik van de digitale afiegi verbeterd moet

worden

Ik vind dat de digitale aangifte leerzamer zou rapetijn; ik vind dat ik e 2,9 290
meer van zou moeten leren

Ik vind dat de digitale aangifte gemakkelijker ebguiken moet zijn 2,9 290
Ik vind dat het systeem van digitale aangifte bb#areiligd moet worden 2,7 270
Ik vind dat de digitale aangifte sneller in te eullmoet zijn 2,6 260

| have translated all of them in the following nfamctional requirements:

NF 100 Usability Priority score:
2330
NF 101 A first page with just information (for a alindeclaration) and after this| 324 + 126 + 20
front page a possibility to navigate to more andentetailed +310=780

information, including jurisprudence. A more contpléelp function
with very detailed information about all fiscal layfunctions and
measures in a language that everybody understands

NF 103 Clearer interfaces with just the questioesiarks and information that | 144 + 216 =360
are applicable for this specific tax payer

NF 104 The quality of the service — in case of j{@wis — should be improved | 300

NF 106 The system should be easier to use in genera 290

NF 107 The system should be more instructive 290

NF 105 The digital declaration should be filled daster 260
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NF 102 In a two persons declaration the most faalolerspreading of costs and 50
benefits should be suggested automatically
NF 400 Security Priority score:
270
NF 401 The system’s security should be improved 270
NF 300 Availability Priority score:
264
NF 301 New versions should contain less (no) emodsfailures 264
NF 200 Traceability Priority score:
68
NF 201 Show information about the amount of taxesviery band has been 68
calculated

The italic printed requirements have been derivethfthe six statements of the questionnaire.

7.2 Functional requirements

Just one of the improvement points turned out ta henctional requirement, being a desired
feature of the system of digital declarations.Jdeade a single use case for this requirement:

Use Case Number
Use Case Name
Initiating Actor
Description

Completeness
Use Case Complexity

001

User copies declaration of last year

User

When a user copies his declaration of last ydldata has to be copied,
where now some information is not being copied.

Facade

High (because at this moment a complete newtaithre of systems and
applications is being developed and implementeded

Architectural Priority Low
Business Priority Low
Dependency Low
Sour ce User
Comments -
7.3 Remarks

Some respondents had filled out improvement pogdgarding pre-filled out declarations. |
have decided to ignore those points when deriviiegéquirements to improve the current
system, because those things already are paré @lyfitem as of this year. Because the
possibility of making use of pre-filled out digitdéclaration forms was there in 2009 and
some people still coming up with this as an improgat point, the Belastingdienst may

wonder if the possibility of pre-filled out decléi@s has been acquainted with the tax payers.
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8 Results

Here | will relate my research to my research qaest The results of my research are the
answers to those questions, which | will discuse he

8.1 TheBelastingdienst and the recent faults

In the news research | have found and discussed serent faults and failures at the
Belastingdienst. Dutch State Scretary of FinaneasKkes de Jager reacted on those faults by
announcing some measures to fix and prevent thu$passible future mistakes. But, what
really has been done about it? Which of those mieadave actually been implemented

within the Belastingdienst? | will discuss the et state of the announced measures in this
section to see if and how the Belastingdienst dasikd from its faults.

Globally, De Jager announced five measures:
» The installation of a department “ICT managemert architecture”;
* More backups;
* The installation of a Chief Information Officer;
« All departments get an ICT manager and managerargE T update course;
* Implementation of a Service-Oriented Architecture.

8.1.1 ICT management and ar chitecture
As of 1 September 2008 team ICTRA (ICT Control &mderprise Architecture) has been
completed. This team will control the following stiterm measures:

* Determining a procedure for production failures;

* Improving test path;

« Control of input and output.

We have seen that the improved test path has pexéme Belastingdienst from six

production problems with saved costs of 550,000.eMessages now are being secured when
they have been received. They are being checkedigndd and then they will be saved. In
the output several production runs have been reedwand fixed.

In the future several structural measures have tiplemented as well:

» Clearer responsibilities and defined frames, rdl&besourcing, execution of e-
Government policy and distribution of financial sesces, based on the business
strategy;

* Reducing complexity in the processes within theaB&hgdienst and improved service
to the people;

* The Architecture Board — which makes it possiblsteer and control out of
architecture — will start in December 2009;

* Improve the quality of the ICT service. The shertat measures have to be made
structural,

» Uniform and consistent work methods in the desigrind building of systems.

Together, all those measures have to result iodalization of a clear information facility
organisation which works faster with less chanctibdires.
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8.1.2 Morebackups

As we have seen in the project plan of Wegeenvoudigingsoperatimeasures have been
implemented to secure messages in the receivirgpgso Electronic messages will be
checked when signed and after being signed thdywisaved. In all channels backups will
be made and messages will be buffered and archoveicevent loss of information. Still more
research in ongoing on how to secure every wagfofmation delivery.

So, when people send in their digital declaratibose will be checked and signed. After that
they will be saved and a backup will be made. Hiais to prevent the Belastingdienst of
losing sent in declarations, as we have seen infNOB1].

8.1.3 Chief Information Officer

As of 15 September 2008 Wim Sijstermans is the fGhfermation Officer at the
Belastingdienst. In [COMO084] he stated that the esel always has to play a central role
when designing and developing (new) software syst&mrthermore, he wants more realistic
time schedules and cost estimations. The instatiaif this Chief Information Officer is part
of the steering of the ICT organisation in thereenvoudigingsoperatad the Belastingdienst,
which we have seen has to control the input anatiteut and which implies clearer
responsibilities and defined frames, related ta@ag, execution of e-Government policy
and distribution of financial resources, basedhenliusiness strategy.

8.1.4 ICT manager and ICT update course

In [COMO091] has been released the Belastingdidresady gives managers an ICT course,
but this course is not the course that is beingld@ed as part of the
Vereenvoudigingsoperatid@he new CIO is in charge of this measure antiatnhoment the
content of the course is being determined. Furtbegthe Belastingdienst is investigating
whether this ICT update course will be sourced ougiven by one of the preferred suppliers.

8.1.5 Service-Oriented Architecture

In theVereenvoudigingsoperatepplications within the Belastingdienst have beeparated;
data files are unlinked from its corresponding aapion and the data files will be stored in a
central place. The implementation of this Data ngen@ent facility is somewhat more
difficult than expected, but still the Belastingals¢ aims for a separation in applications. The
communication between the applications and theggpijate data files goes by the generic
facility Service bus.

Moreover, a Digital port makes the communicatiothvtine people more flexible and faster
and one central port could be better secured. digital port is based on Service Oriented
Architecture, which makes it possible to call tipp@priate services (and thus the data files).

Furthermore, some information Portals have beeeimented. With KLOP2 the
Belastingdienst now can get available informatibawt somebody all together. This KLOP2
works with the Service bus also, with getting dadan different departments and data files.
With this KLOP2 application, based on SOA, emplsyettheBelastingtelefooran get an
overview of all information about somebody, inste&thaving to enter different applications
with each different data files. This makes the Betgdienst can offer better and faster
service to people.

72



8.2 TheBelastingdienst and three per spectives on compliance

In the theoretical framework | have introduced ¢hperspectives on compliance:
* Compliance from a public administration perspective
« Compliance from a public philosophical perspective;
« Compliance from an organizational perspective.

Here | will describe how the Belastingdienst islohepwith those perspectives on compliance.

8.2.1 Compliancefrom a public administration perspective

From [BEKKO1] we have seen that ICT challenges miay$orders by connecting compyter
systems all over the worléilereis available ovethereandthereis availableover here

People have less face-to-face contact, but thegnare transparent. The Belastingdienst has
more and better information about people throughue of ICT systems. In [BEKKO01] was
stated that the Belastingdienst even could fillmedple’s tax forms. And now, eight years
later, in 2009, a broad scaled pilot with pre-tilleut declarations will be started for people
who send in their declarations electronically.

Moreover, the Belastingdienst has started devetpgeneric facilities for supporting its
processes. The focus is now on business functatisevents are playing a central role.
When an event occurs, a process will be starteathaeeds one or more generic facilities to
process the event. | have discussed the term “naangfstaat” in which every information is
available everywhere, with people are being abknter their own information. The
Belastingdienst deals with this aspect by implemngra Portal, which is expected to be
finished in 2009. In this Portal actual informatieiil be available anytime, anywhere. In
Data management applications have been separatadtf data files, which now are stored
in one central file. This makes the communicatietwkeen applications — through the Bus —
easier and more flexible. Those generic facilitnegly that information is available wherever
needed, because an application can just call theatelata file.

There already has been a pilot with KLOP2, whicimbmes personal information of people
to present a complete overview with just one bupss. The experiences of users are very
positive, so there is still development on KLOP2hgon.

Furthermore, there is still ongoing research onrifementation of a Digital port, which
regulates the communication between the Belastmgtliand people. With this port people
can communicate changes (events) and informatisiereaith the Belastingdienst and the
Belastingdienst can inform people in a better @stelr way. The Belastindienst already has
provided the possibility to fill out and send irrrizs electronically for appealing and
requesting delays. The digital port has to expartsapport this service.

Of course, at the Belastingdienst people were avede to enter their own information
(sending in their declarations is one big inforrmatcommunication), but the Belastingdienst
is trying to improve this to increase the complet people to do so. The mentioned
measures and facilities are examples of this.

The “mainframestaat” also contains a modern andhiel image. The Belastingdienst tries to
improve its image in this way by trying to provin®re, better and more complete
information to people and companies. This also make people feel the Belastingdienst is
more accessible form them, with tBelastingtelefootbecoming a kind of Customer Centre
and which will be opened longer in busy perioddsTheasures speeds up the information
processing which increases the people’s acceptandethus) compliance. Moreover, more
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and more events can be communicated electronieglfifling out and sending in digital
forms.

The second term that was discussed in the pubhgrastration perspective on compliance
was the “internetstaat” in which ICT makes the goweent stepping back and more hybrid.
Systems are connected in networks in networksintieenet. Knowledge and intelligence are
available everywhere and people are the requegtirtyg, with voluntary and solidarity being
the key principles. The Belastingdienst deals withse issues by redesigning its complete
ICT architecture. The current portfolio (being sate, applications and licences) are being
cleaned up. This is more difficult than expectextlss measure is still ongoing and research
has been done to find out how to complete the elgaanyway.

Furthermore, applications and its data files waldeparated and are all together connected to
a Belastingdienst Servicebus. This makes the cormation between them less complex and
the data is available everywhere and when need®dulse in this new situation those files

are stored in a central place and not in just @pdéi@ation anymore.

In [BEKKO1] we have also seen that people wantjoethe advantages of online services
rather than use the internet for payment servitkes. feeling of people of course is difficult
(impossible?) to change and this feeling is vergimelated to the compliance issue, which
is a target of th&ereenvoudigingsoperatas a whole. So, the Belastingdienst tries to
increase the compliance with this operation andelhdp increase the compliance to make
people rather want to use the internet for payraentices.

8.2.2 Compliancefrom a public philosophical perspective

We have seen that The Belastingdienst now is rgdiegj its complete ICT architecture to
create familiarity, trust and loyalty with the tpayer. [BEKKO01] suggested the
Belastingdienst has to create suitable new integfdélgat can only show these screens that
have to be showed to a specific user, which imgliggamic information processing. The
Belastingdienst does so by implementing a new sotwsystem called KLOP2. In KLOP2
information of different areas about a tax paygrressented combined from different data
files in just one overview.

To serve people in a faster way mutations will becpssed in advance and will only be
undone when a data registry doesn’t validate tfegnmation. Just in some cases the
information will be checked (to detect fraud) aniden the Belastingdienst thinks someone
tries to fraud, the mutations will only be proceksdien validated by the data registry. This
gives people an improved feeling of trust, with Bedastingdienst processes their input
immediately and just checks afterwards when thanwkteomething is wrong.

When looking at my questionnaire and the result$Hfe concept Trust, | can conclude the
trust of people in the digital declaration systenthe Belastingdienst is very good with a
score of 4,0 (out of 5).

Here again, loyalty is difficult (impossible?) thange and this feeling is very much related to
the compliance issue, which is a target of\fleeeenvoudigingsoperatas a whole. So, the
Belastingdienst tries to increase the compliandh thiis operation and hopes to increase the
compliance to make people become more loyal wiglaneto use the digital tax declaration
system. On the other hand, [BEKKO1] suggests tHadliegdienst has to encourage personal
contact, face-to-face and one-to-one. The Beladiiemgt tries to do so by calling back people
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more and faster, but at the same time the commitimricis becoming more digital with digital
forms on the website and the implementation obfimiation) portals.

| think the Belastingdienst has to pay more attento the fallback option and forced use
aspects of my research model. Those two concepispreven antecedents of the attitude
towards both the system and the Belastingdienstsd attitudes then were proven
antecedents of the intention to (re)use the sy&tesending in digital declarations. Actually,
at this moment the Belastingdienst focuses verylmmncautomating its processes, but | think
they have to keep in mind there will always be grotipeople who falls behind when talking
about using ICT. Those people have to be suppontee and better and they must have a
good alternative way for sending in their digitakthrations if they can’t or don’t want to use
the digital system for it.

Familiarity is being reached by improving the astaitity and by calling people back when
needed. In this way people get a feeling that thkag®ingdienst tries to serve them as good as
possible with maximum effort. Furthermore, the Balegdienst has made the
Belastingtelefoormore important, more effective and has givenntae central role in the
service process. Thgelastingtelefoomecomes a kind of a Customer Centre, where people
get help immediately when needed and where thegaammunicate mutations, which will be
processed faster.

8.2.3 Compliancefrom an organizational perspective

From the organizational perspective we have thusiness cases: integration and
disintegration, aggregation and disaggregationiatedmediation and disintermediation. In
case of integration and disintegration people becpanrt of the system. The Belastingdienst
IS trying to integrate people in the system bymgvMhem the opportunity to enter their own
information more and more and by processing timgiui immediately. This is based on the
implemented Service-Oriented Architecture, whictkesait possible to get personal
information from different services and show ietmployees who are communicating with
the people. In the future it has been plannedue geople their own personal website on
which they can maintain their own information, vaith having to communicate with
employees anymore. This has been related to treelibsiness case of intermediation and
disintermediation. Consultants, who help peopléheir tax declarations, increase the
distance between people and the Belastingdien&.ifiplies a decreasing compliance. The
Belastingdienst now tries to be a consultant itlsglhelping people more and better with their
declarations, with the personal websites being go@anples of this.

With regard to the second business case the Bejd#tnst has re-designed its complete
process architecture and made a shift from a tag taiented architecture to event oriented
architecture. When an event occurs people commignibas to the Belastingdienst, where a
process will start, followed by all needed procedseprocess the event. Based on
experiences this architecture will be adapted forave. [BEKKO01] also states the
Belastingdienst has to think about outsourcingaints key processes (disaggregation) to
decrease the distance with the people. The Betabéinst has not outsourced key processes,
but has been involving third parties more and ntoneview and monitor (key) processes.
Furthermore, the Belastingdienst thinks about autsog an ICT update course for its ICT
managers.

When talking about re-designing processes throbghrternet, the Belastingdienst has taken
a lot of measures to increase the compliance ffosnpbint of view. The tax payer can find
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more, better and more recent information on thesitepthe search function has been updated
and information portals have been installed. Alge have seen that the Belastingdienst wants
to introduce a system with everybody having a peabwebsite to maintain his personal
information. People then can make mutations by Hedwes instead of having to call the
Belastingtelefoon

In the third business cases of intermediation asidtérmediation [BEKKO01] suggested the
Belastingdienst could play the role of intermediatghich are between the Belastingdienst
and the people — itself. The Belastingdienst tiwedo so now by providing more and better
information to the people in a more direct way. le@an enter their own information and
are being served in a faster and better way. M@eadkie Belastingdienst tries to help people
by providing them a pre-filled out declaration fqrofi which a pilot will start in 2009. With
those measures a person needs less help of advismssultants and so the distance
between the Belastingdienst and people has beeeaa$ed, with the compliance has been
increased.

Also the personal website is a good example ofliki@termediation at the Belastingdienst.
The Belastingdienst offers people more and monaes to communicate with the
Belastingdienst directly, without the help of coltants which [BEKKO01] states are
increasing the distance, and so decreasing thel@moe. When the Belastingdienst makes
things easier people need less help and they camaoaicate with the Belastingdienst
directly.

8.3 TheBelastingdienst and four factors of compliance

In the theoretical framework | have discussed the factors of compliance in [BEKKO1].
Those factors are frightening, sense of duty, cbastis and some other demographic factors.
In the chapter about theewBelastingdienst | have described Wereenvoudigingsoperatie
and all the measures within this project at theaBhgdienst. Here, | will conclude how the
Belastingdienst is dealing with the four factorgefternal) compliance.

The distance between tax payers and the Belastingtican be decreased by more and better
control and supervision. ICT supports this and reakeasier to control and supervise. But,
more control by ICT means people get frighteneduaibiteir privacy and will avoid using the
ICT. The Belastingdienst now is experimenting with pre-filled out digital declaration. This
gives more control and supervision, but people has® privacy. When more and more
information is being pre-filled out, people havederivacy, because the Belastingdienst then
has to gather information from banks too, for exemipthink this privacy issue will be an
obstacle when implementing this pilot.

More and better control are also the main targéh@fiCTRA team. As of 1 September 2008
this team ICTRA (ICT Control and Enterprise Arcbitgre) has been completed. This team
will control the following short-term measures:

» Determining a procedure for production failures;

* Improving test path;

» Control of input and output.

We have seen that the improved test path has pexéme Belastingdienst from six
production problems with saved costs of 550,000.edessages now are being secured when
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they have been received. They are being checkedigndd and then they will be saved. In
the output several production runs have been reedwand fixed.

In the future several structural measures have timiplemented as well:

» Clearer responsibilities and defined frames, rdl&besourcing, execution of e-
Government policy and distribution of financial sesces, based on the business
strategy;

* Reducing complexity in the processes within theaBihgdienst and improved service
to the people;

* The Architecture Board — which makes it possiblstaer and control out of
architecture — will start in December 2009;

* Improve the quality of the ICT service. The shertat measures have to be made
structural,

e Uniform and consistent work methods in the desigrind building of systems.

Together, all those measures have to result iodhlization of a clear information facility
organisation which works faster with less chanckibdres.

Tax payers have a high degree of sense of duffBEKK01] proposed to simplify tax laws
and rules. Instead of really changing the rulesland — which will be very difficult and will
have huge impact — ICT can help here by giving moi@e detailed and on demand
information. You then make the rules easier to ustded for people, which implies they can
fill out their declarations better and even faster.

The implementation of the information portals ane KLOP2 system are good examples of
this improved help service.

People want accessibility, clearer procedures aadifack. Th8elastingtelefoomas longer
opening hours, so it's more accessible in the filate. When people really are connected all
appropriate information is available for the emgeyhanks to KLOP2, which implies the
service is better. Procedures have been simphiyeeixpanding the number of digital forms.

Consultants, who help people with their tax detians, increase the distance between people
and the Belastingdienst. This implies a decreasimgpliance. The Belastingdienst now tries
to be a consultant itself by helping people more lagiter with their declarations. The generic
facilities are good examples of this and recenly been announced all people get a personal
website on which they can see and change theiopakreformation. [NUN091] With this
personal website the Belastingdienst wants to ritaikgs clearer for people and itself. People
need less help and can communicate with the Betahgnst directly.

Regarding the other demographic factors, the Bagdienst has to take care that every tax
payer still can fill out his declaration. Althoughge Belastingdienst works hard to extend en
improve the digital services, still 546.500 of tb&al number of declarations in 2009 were
sent in on paper (7,8%). [MINFO9] With a tenden€gxiensive use of ICT and making the
digital declaration system the only way for sendimgeclarations, the Belastingdienst has to
make sure every tax payers will be able to do $ahi& moment | think there will be always
people who don’t have a computer with an interioeinection or people who don’t have the
required computer skills to fill out a digital dachtion. Following my questionnaire people
still have a little perceived forced use of theitdilgdeclaration; with a score of 2,6 out of 5
this feeling is not very positive. People feel theye no alternatives for filling out their
declaration, besides the digital way. Based on tldenclude there still is some need for
other ways to send in tax declarations.
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84 Compliancetowardsthe Belastingdienst

From the data analysis in section 5, we can coedhe compliance of users towards the
digital declaration system of the Belastingdiesgfaodwith a score of 47,0. This conclusion
can be drawn based on the scale we have introdod¢kd method section.

People in the age of 50-59 have the highest dexgjreempliance towards the Belastingdienst,
followed by 20-29 and 30-39. Those age categomws lagoodcompliance score. Old (>59)
and young (<20) people have the lowest degreerptiance, that is with 41,4 and 41,0 only
average

When we look at sex, we can conclude that men hdugher compliance than women. Men
have a compliance score of 47,8 which we gaid Women have averagescore — although,
near bygood— with a score of 44,5.

Furthermore, people with a WO education have adrigbmpliance than people with other
educations. The compliance score of people with &dQ@cation isvery goodwith a score of
53,0. People with a VO and HBO education havedia$t compliance score: 45,0 and 45,2
which even iggood People with a MBO education havg@dcompliance as well, with a
compliance score of 46,6.

People who have an ICT or tax background have lzehidegree of compliance than people
who don’t have this background. People with an 6€a tax background both have a
compliance score of 49,4 whichgsod almostvery good People with other backgrounds
have a compliance score of just 46,3 which is eyaodas well.

When we look at the times made use of the digealatation system, we could state that
people who have used the program 5 times haveighest degree of compliance, which is
very goodwith a score of 60,1. Also, the compliance of mibian 6 times users good(47,2).
The compliance of 2 times and 4 times users i;tabbehind somewhat, with scores of 44,7
and 43,7 which still imverage The scores of 3 times userg@dwith a score of 48,2. We
can conclude (a bit careful) that more frequentsiBave a higher compliance than people
who don't use it very frequently (yet). The paradhexe is that those people maybe don’t
want to use the system anymore (because of thearloompliance).

The highestompliance we have seen at a Wducated mann the age of 50-59ears old,
with a ICT or tax relateg@rofession and who has made use of the systebtfores

The lowesttompliance we have seen at a ¥@Qucated womaryounger than 2§ears old,
with no ICT or tax relateg@rofession and who has made use of the systerhtfores

Because ICT and online services are part of a rewermtion, with young people are growing
up with it nowadays, those two statements seeniiscaittradictory. | had expected the
highest compliance to be in the age categoriesdmmi\80 and 50 years old. Not younger,
because those younger people haven't used thersystyy much already with studying for
example. It is surprising to see the highest coamgk is in the category 50-59 years old,
because those people are not part of the new gemeaad they haven’t grew up with ICT
and online services.
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My expectations are founded by [DEANO8] in whickearchers have done research to the
effect of age on the use of self-service basedp(stezhnologies. In [DEANO0S] the results
show that relatively older people (aged 49+) hass lconfidence in using self-serviced based
technology, and are missing human interaction. Maile fact we here are talking about
paying taxes, which is a very old phenomenon, malaer people have more compliance
than younger people, who maybe see it more asigatibh instead of having a sense of duty.

The fact that the lowest compliance is at a youriggn 20 years old, is a bit dubious, because
in my research just one respondent was in thaifspage category. Therefore, I think there

is no ground for concluding this category reallg ti@e lowest compliance. The chance of
getting just a disappointed user of the systerhisdategory is too large.

In [BELO84] we can see that as of 2003 the usagfadl declarations has been increased. In
2003 35% of the declarations was send in on thexriet, in 2004 42% and in 2005 62% of
the total number of declarations has been madaemternet. As of 2006 the use@ifyiD

was supported, with 6% of the declarations wer¢ isenith DigiD. Moreover, 68% was sent
in on the Internet. In 2007 the use of the Intehast decreased (29%), but the usBigiD
(45%) makes the use of digital declarations bemtggased again (74%).

Based on the results of my questionnaire, whichvsheagood compliance under users of the
digital declaration system, there is no grounddold whether the use of digital declarations
will stick. This has been confirmed by [MINF09] whi states that 7 million declarations have
been sent in (until 1 April 2009). Just 546.50@hafse were on paper (7,8%), so the
remaining 92,2% were sent in with the use of tigitali declaration system.

Moreover, the use of the pre-filled out digital @eations seems to be very successful. In
[MINFO09] has been stated about 2 million declaraibave made use of this new system for
sending in declarations.

When looking at my research model, we see thataheept User satisfaction has been
determined by the influencers Information Qualgystem Quality and Service Quality
together with Perceived Usefulness. The Belastemglitries to improve the quality aspects
with the implementation of information portals, thew Service-Oriented Architecture, a new
search function on the website and the introduatidLOP2. With those measures the
Belastingdienst wants to bother people not more tigcessary, to provide more and
improved service over the Internet, to be acces$drl people, to serve people in a better way,
to speed up processes for people and to solvegmshiogether with the people. Those six
measures also have to improve the attitude of pet@iards the system and towards the
Belastingdienst itself.

Furthermore, the Belastingdienst has improveitlastingtelefoomo make sure people can
reach somebody for help and when they are conn#otgdvill be helped sufficiently.
Employees of th&elastingtelefoomow have more and better information about theplegeo
who are calling.

Trust is being improved by checking more afterwaWiien people make mutations those
will be processed in advance and will only be uredaen a data registry doesn’t validate
the information. Just in some cases — when thesBetalienst thinks somebody tries to fraud
— the information will be check before it will begoessed.
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When talking about Perceived Usefulness and Pexddtase of Use, the Belastingdienst tries
to improve those influencers by speeding up prase@rore and more processes become
digital). The best example of this is the pre-@llleut digital declaration, which should save
people a lot of time when filling out their declaoas.

Based on my research model we can se®&@neenvoudigingsoperatad the Belastingdienst
consists of several measures that fit into the i | have used in this research to
determine the current degree of compliance, whigmtpabout making use of the digital
declaration system.

8.5 Improvethe compliance

In section 7 | have discussed the requirementsled@®ye regarding the digital declaration
system of the Belastingdienst. | will give hereuasnarization of the most important
improvement points. Most of the points mentionedh®yrespondents turned out to be non-
functional requirements, which | have defined a&shiuden areas of the system that are
important to the users even though they may ndizeed. Also, six statements in the
guestionnaire are about areas of improving theegysind those six statements were non-
functional as well.

The most important thing people want to be improweithe system of digital declarations of
the Belastingdienst is thesability of it, with two important requirements:
» Afirst page with just information (for a small daation) and after this front page a
possibility to navigate to more and more detail@drmation including jurisprudence.
A more complete helfunction with very detailed information about fdical laws,
functions and measures in a language that everybodgrstands
» Clearer interfacewith just the questions, remarks and informatiuat &are applicable
for this specific tax payer.

The second most important area to be improveckisetiurity and theavailability, with
people want new versions should contain less (moyseand failuresThe Belastingdienst has
announced that a standardized approach based amatket standard@mapwill be

developed for testing (new) software systems.

The single functional requirement is that peopleta data and information being copied
when he copies the declaration of last year. Tipg donction/feature in the systems needs to
be reviewed, checked and changed.

In [HUNGO09] about user acceptance of intergovermnalegervices training has been
determined as an antecedent of attitude of usesgkhsAlthough this concept wasn't really

in the scope of my own research, it doesn’t mdaawvk to ignore it when talking about
improving the compliance. | think a more traine@érusan use the system better, faster and
easier. This, we have seen in my research — imprihnecompliance. So, the Belastingdienst
has to think about how it could train users in gdime digital declaration system. A
possibility to do so could be the implementatiormddind of a digital assistant, such as the
paper-clipin Microsoft Office. To prevent users get annopgdt, it should be able being
switched off when people don’t want to use it (angje.

Furthermore, I think it would be good if the Belagtienst adds some questions to their
software for digital tax declaration. A kind of aagtionnaire immediately after somebody has
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used the system. You then will get answers wheplpdtave the most recent feeling about
using the system and this feeling has not beenantied yet. Those questions have to be
small and people should be able to answer thenfastavay. So, you can think of questions
that cover the influencers of my research modeg; li

| think the information quality is:
[ very good ] — [ good ] — [ average | — [ bad [ very bad ]

| think the quality of the system is:
[ very good | — [ good ] — [ average | — [ bad[| very bad ]

| think the service quality is:
[ very good ] — [ good ] — [ average | — [ bad [ very bad ]

| think the system is useful:
[true ] —[ false ] — [ neutral ]

| think the system is easy to use:
[ true ] —[ false ] — [ neutral ]

| trust the system:
[true ] —[ false ] — [ neutral ]

What do you think should be improved with the hgth@riority?
[...]

Although, a lot of people will skip those questipysu will get some feedback and the
Belastingdienst gives users a feeling they can teeimprove the system.
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9 Conclusions

In the results chapter | have answered my sub iguastvith a lot of information and all
appropriate results of my research. In this chaptell overview and summarize the most
important points and draw some clear conclusior@edver, | will discuss the answer to my
main research question.

From the problem statement chapter | here repeatefearch question:
How and why has the compliance of Dutch taxpayeenkaffected by the recent ICT failures
at the Belastingdienst and how can this compligha¢her) be increased?

Well, in the first place we have seen the Belasliagst has taken several measures to fix the
recent ICT failures and to prevent new ones. Adggpject called the
Vereenvoudigingsoperattes been started and several measures turneadl loelisticcessful
already. The most important aspects of this prdgeotduce complexity in the organisation of
the Belastingdienst are:

* Implementation of a Service-Oriented Architectuiithvapplications separated from
its data files;

» Several changes and measures in the organisatibe 8elastingdienst. A Chief
Information Officer has been installed and ICT ngera will get an ICT update
course;

e More and improved backups of all incoming messages;

* More and improved information supply (via the weédsvia theBelastingtelefoon
towards people;

* More and improved service (via the website, viaBb&astingtelefoontowards people.

Furthermore, the Belastingdienst gives people lnfpef trust with accepting mutations
immediately. Just when the Belastingdienst presunaesl, the information will be checked.
Also the pre-filled out declaration is a very gaoa actual example of tlmew
Belastingdienst. With filling out all available mrimation already, the Belastingdienst
provides a service to the tax payers, who now raacemore only have to check and sign
instead of filling out all information by themsebie

Here | have to point at the critical point of prtyaWhen more and more information is being
pre-filled out, people have less privacy, becabhseBelastingdienst then has to gather
information from banks too, for example. | can inm&gpeople could have objections to this
ongoing loss of privacy. | think the Belastingdiehas to pay more attention to this, because |
haven’t read much about it in the project plan apdates.

The compliance of the users of the digital declanasystem turned out to be good nowadays
— after the ICT failures of recent years | havedssed in the news research — with a score of
47,0. The results summarized with regard to sewkadographic factors:

* Men have a higher compliance than women;

* WO educated people have the highest complianceanCHBO educated people

have the lowest compliance;
* People with an ICT or tax background have a higoenpliance;
* More frequent users of the system have a higheptante.
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We have seen the compliance could be improved pyawing the usability, security and
availability of the system. Furthermore, when loakat the functionalities, people want an
improved copy function to copy the information a$t year into their current declaration.
With the upcoming pre-filled out declaration thisyrbe needless in the near future, but the
Belastingdienst has to take this requirement iocttmant anyway. Finally, | have also
discussed that training the users may improve ttweipliance or give them a feeling of
participating by asking to their experiences righer they have used the system.
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10 Reflection

In this final chapter | will discuss my researchaa®flection. What is good and what should |
have done in a different way? Also, | will suggesine future research, which could be based
on my research results.

When | had published my questionnaire, some pesyid or told me their findings about the
questions. There were some complains about duplepatstions, which were not in the
questionnaire actually. Because some statemerikg weae very similar to each other
(especially those statements within one concegdplimagine people thought there were
duplicate statements.

Moreover, some people told me they filled out thegjionnaire, but they don't fill out their
tax declaration themselves. Or some people tolthene even didn't fill out the questionnaire
for that reason. Because | only wanted people whsadto be part of my research and thus
research elements they were (automatically) reméread the research. This resulted in a
relatively small number of final respondents whiestiall of my criteria. From the 39 total
respondents only 27 respondents remained. Theréfoase to be careful with generalization
and drawing conclusions over the total group ofsiséthe digital declaration system. If and
why people indeed make use of consultants todiltbeir tax declarations now seems to be
an interesting aspect in future research basebteautcome of my research.

Although, | have to be careful with generalizataord drawing conclusions over the total
group of users of the digital declaration system rasearch shows the distribution of
compliance among those users very good. | haveyzethhot only the compliance in general,
but also in relation to several demographical fesiteuch as age and sex.

Also the improvements could be very useful for Betastingdienst to take into account. Here
it doesn’t really matter how much people have nwerd it, but the fact some point has been
mentioned at all could make the Belastingdienstrawdit.

Furthermore, the privacy issue in the pre-filled declaration has to be taken into account in
future research. Like stated, this gives more obr@ind supervision, but people have less
privacy. When more and more information is being-ilied out, people have less privacy,
because the Belastingdienst then has to gathematmn from banks too, for example. |
think this privacy issue will be an obstacle wheipiementing this pilot, but of course this
assumption has to be confirmed (or not) by decesgarch.

Another good subject for future research may bestfext of age on the compliance of a user.
In my research we have seen relatively older pelogle the highest degree of compliance,
which is contra-intuitive and | have found contdry research results. But, because taxes
are very old, | can imagine this needs a sepamtefuture research.

When | have derived the current degree of compéiarfaisers of the digital declaration
system of the Belastingdienst, it turned out tavdey difficult to find data (of before the ICT
failures) to compare with. The previous research al@out compliance of user in general,
where | have focussed on the use of the digitdbdaton. In the end | decided to compare
my results with the data of [BEL084], which contantata about the (re)use of the digital
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declaration. Future research can use the resuftg/aésearch to compare the then current
degree of compliance with the then previous degree.

Lastly, | will take a look at my research modehihk this model holds after my research.
The Belastingdienst has taken and is still takbnt af measures to reduce the complexity in
its organisation to increase the user satisfactutnch we have seen is an antecedent of the
intention to use the digital declaration systensdntion 8.4 | have described how those
measures fit into my research model.
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Appendix A: the questionnaire

This is the questionnaire | have used in my resedrevas online (in a digital form) from 4
March 2009 until 27 March 2009.

Compliance en de Belastingdienst
Enquéte

Deze enquéte is onderdeel van het afstudeerondevaoelohn Akkermans voor de opleiding
Informatiekunde aan de Radboud Universiteit Nijrmede dit onderzoek wil ik antwoord
krijgen op de vraag of het vertrouwen van mensateidigitale aangifte van de
Belastingdienst is aangetast door de fouten die exfgelopen tijd zijn opgetreden. Het
onderzoek is overigens niet in opdracht van dedBielgdienst, maar kan uiteindelijk wel
leiden tot een aanbevelingsrapport voor deze osgai

Alle resultaten — en dus ook uw antwoorden — zuli@strektanoniem worden behandeld!

Voor vragen en opmerkingen kunt u een e-mail stonear J.Akkermans@student.ru.nl

Voor elke vraag geldt dat er slechts één antwooodetijk is, tenzij uitdrukkelijk anders
vermeld.

Geslacht:
[ 1 Man
[ ] Vrouw

Leeftijd:
... jJaar

Hoogst genoten opleiding (afgerond of mee bezig):
[IWO
[1HBO
[ 1] MBO
[ ] Voortgezet Onderwijs
[ 1Anders, namelijk: ...

Beroep / vakgebied / studie (meerdere antwoordageii)k):
[1ICT gerelateerd
[ ] Belasting gerelateerd
[ ] Anders

Vult u in 2009als _particuliereen belastingaangifte in over uw inkomsten in 2008
[]1Ja
[ ] Nee
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Vulde u in_2008&als particuliereen belastingaangifte in over uw inkomsten in 2007
[]Ja
[ 1 Nee

Aantal uren per week (gemiddeld) dat ik gebruik kngan de computer:
... uur (aantal uren invullen)

Aantal uren per week dat ik gebruik maak van ontiieasten (zoals bankzaken,
belastingzaken, winkelen):
... uur (aantal uren invullen)

Dit jaar doe ik aangifte via de digitale mameor de:
...e keer (aantal keren invullen)

Op de volgende pagina’s worden u 26 stellingengelegd. Wilt u deze beantwoorden door
aan te geven in hoeverre u het eens of oneensrisrdlke stelling, volgens onderstaande
verdeling:

1 = zeer mee oneens
2 = mee oneens

3 = neutraal

4 = mee eens

5 = zeer mee eens

Ik heb het gevoel dat de digitale aangifte voldaeheveiligd is
1 2 3 4 5

Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende
mogelijkheden om contact op te nemen met een nifkeskélpdesk
1 2 3 4 5

Ik heb het gevoel dat de informatie die verschaitdivbij de digitale aangifte goed wordt
onderhouden en indien nodig wordt bijgewerkt
1 2 3 4 5

Als ik mijn digitale aangifte wil gaan invullen erersturen is dit altijd mogelijk en lukt dit
zonder problemen
1 2 3 4 5

Ik denk dat de informatie die verschaft wordt 8jdigitale aangifte correct is
1 2 3 4 5

Mijn ervaring met de digitale aangifte is tot oplba positief
1 2 3 4 5
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Ik vind dat de kwaliteit van de service door dedéhgdienst — in geval van problemen bij
het gebruik van de digitale aangifte — verbeter@tweorden
1 2 3 4 5

Door gebruik te maken van digitale aangifte krikgneer inzicht in de belastingwetten en -
regels
1 2 3 4 5

Ik vind dat de kwaliteit van de verschafte inforreah de digitale aangifte verbeterd moet
worden
1 2 3 4 5

Door gebruik te maken van digitale aangifte bemikder tijd kwijt met het doen van mijn
aangifte
1 2 3 4 5

Bij eventuele problemen worden deze naar mijn teméeid opgelost
1 2 3 4 5

Ik vind de mogelijkheid van digitale aangifte ngtti
1 2 3 4 5

Ik vind dat het programma voor digitale aangiftédelijk is en gemakkelijk te gebruiken is
1 2 3 4 5

Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende
mogelijkheden om contact op te nemen met een nifkeskelpdesk
1 2 3 4 5

Ik heb het gevoel dat de informatie die verschaitdibij de digitale aangifte bruikbaar is
1 2 3 4 5

Ik vind dat het systeem van digitale aangifte bbeareiligd moet worden
1 2 3 4 5

Ik vind dat het me niet zoveel moeite kost om hegpamma voor digitale aangifte te
gebruiken
1 2 3 4 5

Het lukt me om het programma voor digitale aandétiaten doen wat ik wil dat het doet
1 2 3 4 5

Voor mijn gevoel heeft de belastingdienst er gegat bij om mijn gegevens te vervalsen
1 2 3 4 5

Ik vind dat de digitale aangifte sneller in te emlmoet zijn
1 2 3 4 5
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Door het gebruik van het programma voor digitalegifée hoef ik minder moeite te doen om
mijn aangifte te doen
1 2 3 4 5

Als ik tegen problemen aanloop bij mijn digitalengdte, zijn er voor mij voldoende
mogelijkheden om mijn aangifte alsnog in te vullen
1 2 3 4 5

Ik heb het gevoel dat de informatie die verschaitdivbij de digitale aangifte objectief is
1 2 3 4 5

Ik vind dat de digitale aangifte gemakkelijker ebguiken moet zijn
1 2 3 4 5

Er zijn naast de mogelijkheid van digitale aangiftg voldoende andere mogelijkheden voor
mij om mijn aangifte in te vullen

1 2 3 4 5
Ik vind dat de digitale aangifte leerzamer zou rapetijn; ik vind dat ik er meer van zou

moeten leren
1 2 3 4 5

Tot slot, in welk(e) opzicht(en) zou u het systeean digitale aangiften verbeterd willen zien?

Hartelijk bedankt voor uw medewerking!
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Appendix B: explanation of the questionnaire

As a starting point for my questionnaire, | havalgred the questionnaire used in [WU2005].
Also some references in that article seemed tesb&las well to compose my own
questionnaire.

Information quality
Intuitive.

System quality
In [PRESO5] are four measures mentioned which cbeldseful indicators for measuring
software quality. So, for my questionnaire | widleuthose factors to measure the system
quality as perceived by my research elements. Tfmnsaneasures are:

1. Correctness

2. Maintainability

3. Integrity

4. Usability
| have used those four factors to formulate statést® measure system quality, because the
system in my research is the software system fptadlideclarations of the Belastingdienst.

For those factors | have formulated the followitafesments:

1. De informatie die verschaft wordt bij de digitakngifte is correct;

2. De digitale aangifte is voldoende beveiligd;

3. De informatie die verschaft wordt bij de digitalngifte is bruikbaar;

4. De informatie die verschaft wordt bij de digitakngifte wordt goed onderhouden en

indien nodig bijgewerkt.

Maintainability of the system is a bit difficult tneasure from the users, because this can be
perceived better from the viewpoint of the persar® have to maintain the system. |
decided to measure_it from the viewpoint of ther iiseasking how the user perceives the
information is maintained.

Service quality
Intuitive.

Forced use
Intuitive.

Fallback option
Intuitive.

Previous experience
Intuitive.

Per celved Usefulness

Following [SHENOG6] perceived usefulness is defibgdDavis as "the degree to which a
person believes that using a particular system dveahance his or her job performance”. In
this casgob performancevould beperformance to send in his or her declarati@o, |
formulated several statements to cover this déefimit
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1. Door gebruik te maken van digitale aangifte krijgrieer inzicht in de
belastingwetten en —regels

2. Door gebruik te maken van digitale aangifte bemikder tijd kwijt met het doen van
mijn aangifte

3. Ik vind de mogelijkheid van digitale aangifte ngtti

Per ceived Ease of Use
Following [VENK96] perceived ease of use can bedwsined by:
1. General computer self-efficacy of a user
2. Objective usability of a specific system will nave a significant impact in
determining perceived ease of use of a system éeiogct hands-on experience with
the system
3. Objective usability of a specific system will haaaignificant impact in determining
perceived ease of use of a system after directdianckxperience with the system.

So, in my questionnaire those findings have redutteéhe following statements to cover
those three factors:
1. Het programma voor digitale aangifte is duidelifkgemakkelijk te gebruiken;
2. Het kost me niet zoveel moeite om het programma daptale aangifte te gebruiken;
3. Het lukt me om het programma voor digitale aand#étéaten doen wat ik wil dat het
doet.

Trust
Following [GEFEOQ3] trust in an online environmeande determined by:
1. A belief that the vendor has nothing to gain byathn;
2. The belief that there are safety mechanisms irdavib site;
3. Having a typical interface;
4. Having a easy-to-use interface.

So, in my questionnaire | have formulated statesammich cover those four factors:
1. De belastingdienst heeft er geen baat bij om negegens te vervalsen;
2. De digitale aangifte is voldoende beveiligd;
3. Het programma voor digitale aangifte is duidelijkgemakkelijk te gebruiken.

Of course, questions that show up with more thanaategory will be asked just once.
After | have formulated those statements | havdflgilthem to be able to check consistency

in the respondent’s answers afterwards. Furtherniigqoeevents people from thinking they
are answering “the same” questions, because soewtigpus are related to each other.
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