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ABSTRACT

Malaysian government has spent a huge amount of money in developing the e-filing system which is receiving much
attention and there has been an upward trend in the adoption of the system in the recent years. However, while initial
acceptance is very important in realizing information system success but its eventual success depends on its
continued use rather than first time use. As such, the purpose of this paper is to examine the effect of trust in the
system variables (correctness, response time and security) and perceived risk in influencing the attitude of taxpayers
in influencing the continuance usage intention of e-filing system. The study was done in the 2 urban cities in the
northern region of Malaysia which covers Penang and Perak. A set of 550 questionnaires were distributed to the
taxpayers in Penang and Perak and a total of 253 questionnaires were returned with 235 complete and usable
questionnaires. Data was analyzed using the partial least squares (PLS) software. The result shows a significant
relationship of trust in the system variables; correctness and response time towards taxpayers’ attitude and an
insignificant relationship of security towards attitude. Surprisingly, perceived risk was also found to be
insignificantly related to attitude. Hence, the Inland Revenue Board of Malaysia (IRBM) must enhance the trust
factors of the e-filing system to attract more taxpayers to believe and utilize the system and to create strategies to
further boost the trust of the taxpayers.
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INTRODUCTION

Information and Communication Technology (ICT) is changing the way the society functions. Internet is one
of the biggest revolutions in human history. The impact of ICT can be felt in all economic and social activities in a
very conceivable manner [54].The increasing number of internet users has actually led many private organizations in
utilizing the internet as a new way of conducting business, known as “e-commerce”. The speedy growth in the use
of the internet and the emergence of e-commerce has eventually increased the pressure on the government to
administer to citizens’ needs via this new medium which is known as “e-government” [60].

E-government is a technological innovation that offers citizens improved and more reasonable access to
government services [4]. The incredible ICT development has encouraged more countries to focus in providing e-
government services to achieve maximum cost savings and provide better services. Ultimately, the adoption and
success of e-government services depends on various factors. For instance, in the case of Singapore,its e-
government success which was ranked first in the world by Waseeda University [65]are primarily due to its
systematic and efficient attention in addressing the dimensions of trust which includes “citizen trust”; citizen trust of
the government and citizen trust in the technology [55].Trust appeared with the kindness and the development of
collective interaction. Almost every aspect of a person’s life is connected to trust in one way or another[17]. The
concept of trust is closely linked to risk and expectations: trust is used as a substitute for risk [11]. In
[49]convincedthat trust is crucial in any long term relationship and it is even more critical wherever risk, uncertainty
and interdependence exist because it alleviates risk. Therefore, taking into consideration the importance of trust, the
objective of this paper is to evaluate the role of trust in the system and perceived risk towards the attitude in
influencing the continuance usage intention of e-government services in Malaysia focus on the e-filing system.
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E-Filing System in Malaysia

E-Filing system in Malaysia which was introduced in 2006 as a whole integrates tax preparation, tax filing and
tax payment which serves as a major advantage over traditional manual procedure [5]. The adoption of the e-filing
system in Malaysia has shown a tremendous increase since its introduction particularly for individual taxpayers. The
number of submissions grew year by year from 186,271 (2006) to 873,095 (2007) [9] and 1,171,105 (2008) to
1,466,507 (2009) [8] to 1,666,134 [7]. In total, it shows that 33% of the total registered individual taxpayers
(5,040,782) have filed their income taxes via e-filing in 2010 [7]. A further increase was also observed in 2011 and
2012 whereby the number of submissions increased to 1,914,110 and 2,268,258 respectively (Jali, M.A., May 3,
2013. IRBM, e-mail communication).
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Figure 1: Submission via e-filing
THEORETICAL BACKGROUND AND THE RESEARCH MODEL

Based on the evaluation of the theoretical finding from previous literatures as well as the recommendations
from previous researches, the research model as illustrated in Figure 2 were constructed to explore the relationship
expected in this study. Basically, the theoretical framework proposed that there exist a direct relationship of attitude
towards e-filing continuance usage intention and also the indirect effect of trust in the system (correctness, response
time and security) and perceived risk through attitude. The major area of this study is the continuance usage
intention, whereby customers’ repurchasing or loyalty is critical to the success and profitability of online stores [15].
Significantly, while there has been encouraging interest shown in determining continuance usage intention,
however, very little effort is undertaken in determining the effect of trust in the system, perceived risk and attitude
on the continuance usage intentions particularly in e-government perspectives. Therefore, this study intends to fill
the aforementioned gap. Figure 2 represents the theoretical model.

TRUST IN THE SYSTEM

CORRECTNESS RESPONSE TIME SECURITY
E-FILING
PERCEIVED RISK > ATTITUDE » CONTINUANCE USAGE
INTENTION

Figure 2: Proposed research model
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LITERATURE REVIEW

Continuance Intention

Continuance intention is defined as one’s intention to continue using a service in the post acceptance stage it is
similar to ones repurchase decision as both decisions are influenced by initial usage [10]. Research with the
continuance usage intention have been examinedby both at the organizational and individual level of analysis [43].
The individual level of analysis assumes that information system (IS) continuance behavior is the continued usage of
IS by the adopters, which following an initial acceptance decision [32]. However, unlike initial acceptance decision,
IS continuance depends on various factors that affect the individuals’ decision to continually using a particular
system [44].

Attitude

Attitude refers to “the degree of a person’s favorable and unfavorable evaluation or appraisal of the behavior in
question”. Attitude plays an important role in predicting and explaining human behavior [1]. Previous researches
such as [39, 40, 37, 12, 27]have proven this relationship.According to [66], attitude is nurtured by experiences in life
such as learning and influence by people surrounding the consumers. Motivation, perception of learning and attitude
is the major psychological factor that affects a consumer’s decision making. Attitude further serves as the link that
connects consumers’ background characteristics and their satisfaction towards the utilization. Since attitude is
something that is hard to change [66], understanding the effect of attitude on the continuance usage intention will
enable to predict the success of the system provided.

Trust in the System

In [49] has emphasized that consumer’s trust in the service provider is considered as an important antecedent
for the continuation of exchange relationships, where such belief depends on the perceived risk with the service
provider by the consumers. In electronic commerce, trust is important when there is a risk of negative outcomes
especially when financial transaction or personal information is involved [33].Nevertheless, the role of trust in e-
government services is even more significant and critical because citizens using e-government websites are unable
to find alternative websites serving the same purpose. As such, in the absence of sufficient trust in the e-government
websites, users may be motivated to revert to the traditional way of interacting with the government [57].

Perceived Risk

Perceived risk is defined as “the expectation of losses associated with purchase and acts as an inhibitor to
purchasing behavior” [51] and “the citizen’s subjective expectation of suffering a loss in pursuit of a desired
outcome[63]. Further, perceived risk was also defined as “the potential loss in the pursuit of a desired outcome of using
an e-service” [20]. In [35] on the other hand defined perceived risk as “a fear of losing personal information and fear of
being monitored on the internet”. They further elaborate that perceived risk is negatively related to adoption.

HYPOTHESES DEVELOPMENT

Attitude and Continuance Intention

Studies have found that there exists a significant relationship between attitude and continuance intention. In [29]
based on their study on online gaming communities reveals that attitude plays an important role in influencing the
intention to continue playing the online game. This is supported by [37]whose study also found a significant
relationship between attitude and users’ continuance intention toward e-learning. Similarly, the individuals’ attitude
was proven to positively influence the individual’s future purchase intentions in e-commerce environment
particularly for experienced customers [26].

In the same way, positive attitude towards using the online booking system was found to be the major reason for
customers to continually purchase their airline tickets online [34]. Indeed, in [29] found that attitude exhibits a
stronger influence on continuance intention compared to other antecedents in shaping continued ICT usage
intention. The study also suggested that attitude will have a stronger impact on continuance intention when the
individuals have prior experience. Thus, it is hypothesized that:

HI: Attitude has a direct positive relationship towards continuance usage intention

Trust and Attitude
Although attitude in the initial adoption of online shopping was found to be jointly predicted by trust, perceived
usefulness and perceived ease of use, however the effect of trust on attitude was found to be the most significant
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[64]. Similarly, in[19] disclosed thatin explaining the attitude towards the use of EHCR system among medical
professionals, the institutional trust plays an important role. Further,in [46] revealed that trust based on vendor,
internet and third parties positively influences attitude towards online purchasing. This finding is supported by [24]
who found that in understanding consumers’ acceptance of e-shopping, attitude is significantly affected by the trust.
Trust was also found to have a significant impact on attitude towards adopting online banking [3].Moreover, in
addressing the role of online trust in internet stores, it was revealed that a higher level of trust in the internet store
will enhance the positive attitude towards willingness to buy [18].Thus, it is hypothesized that:

H2a: Correctness has a direct positive relationship on attitude towards continuance usage intention
H2b:Response Time has a direct positive relationship on attitude towards continuance usage intention
H2c:Security has a direct positive relationship on attitude towards continuance usage intention

Trust and Perceived Risk

Although trust is crucial in any long term business relationship, but its contribution is even more critical
wherever risk, uncertainty and interdependence exist because it alleviates risks [49]. Consumers’ trust in the web
vendor is considered as an important precursor for the continuation of exchange relationships, where such belief
depends on the perceived risk with the web vendor by the consumers’ [49]. Thus, in the electronic commerce
environment, trust is considered as an important predictor when there is a risk of negative outcomes especially when
financial transaction or personal information is involved [33]. In addition, in [46] explores the role of trust towards
online purchasing and discover that in a business to consumer relationships trust in the vendor is vital for the
consumer to accept any risk related to the transaction. Further, in [58] discovered a strong negative relationship
between trust and perceived risk, whereby their study confirmed that high level of trust will decrease the perception
of risk in an online purchasing environment. Thus, it is hypothesized that:

H3a:Correctness has a direct negative relationship on perceived risk towards continuance usage intention
H3b:Response Time has a direct negative relationship on perceived risk towards continuance usage intention
H3c:Security has direct negative relationship on perceived risk towards continuance usage intention

Perceived Risk and Attitude

Perceived risk also was found to have a negative relationship towards attitude of consumers. Perceived risk was
found to have a negative relationship towards the attitude in determining social network loyalty among residence in
Spain [50] and towards street food [16]. Apart from that, perceived risk also was found to have a negative
relationship towards attitude of consumers. Perceived risk was found to have a negative relationship towards the
attitude in determining social network loyalty among residence in Spain [50] and towards street food [16].Thus, it is
hypothesized that:

H4: Perceived Risk is negatively related to attitude towards continuance usage intention
RESEARCH METHOD

Data Collection Method

A total of 550 questionnaires were distributed among the taxpayers in two urban states in the north of
Peninsular Malaysia which is Penang and Perak using self- administered questionnaire. A total of 253 questionnaires
were returned and out of it, 235 were completed whereas the other 15 were incomplete. As such, the response rate
was 42.7%. The questionnaire consists of 6 sections. The first section elicited the screening questions, the second
section collected the demographic data, the third section extracted information on trust in the system dimensions,
section four measured the perceived risk, section five on the user attitude and last section measured continuance
intention. The sample selected were taxpayers who had used the e-filing system before at least once as the measures
required them to express the trust in the system, perceived risk, attitude and continuance intention based on their
previous usage.

Measures

The measures were all adapted from the published literature. The measures for continuance intention were from
[10]. Attitude measures were adapted from [42] measure of perceived risk were adapted from [23], whereas
measures for correctness were adapted from [47], security from [52] and response time from [45].
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Sample Profile

The demographic of the respondents were derived from descriptive analysis. The majority of the age group
(21.3%) was in the category of 30-34 years old. Male (51.1%) outnumbered the females (48.5%). In terms of
ethnicity, the majority of the respondents were Malays (59.6%), followed by Chinese (20.4%) and Indians (19.6%)
which somewhat reflects the ethnic group distribution in Malaysia. About 35.3% of the total respondents are highly
educated with Master degree and followed by Bachelor degree. The majority of the respondents (34%) are earning
within RM3000-RM3999 per month with the majority (79.6%) are married respondents. Lastly, about 81.3% and
55.7% of the respondents claimed to have experience in computer usage and internet usage approximately 10 years
and above respectively.

Table 1: Demographic of the respondents

Age Frequency Percent
20-24 years 2 0.9
25-29 years 30 12.8
30-34 years 50 213
35-39 years 33 14.0
40-44 years 39 16.6
45-49 years 31 13.2
50-54 years 37 15.7
55 years and above 13 5.5
Gender
Male 121 51.5
Female 114 48.5
Ethnicity
Malay 140 59.6
Chinese 48 20.4
Indian 46 19.6
Others 1 0.4
Education
Diploma/ College Level 51 21.7
Bachelor Degree 59 25.1
Masters Degree 83 353
Doctoral Degree 8 3.4
Others 29 12.3
Income
RM2000-RM2999 39 16.6
RM3000-RM3999 80 34
RM4000-RM4999 51 21.7
RM5000-RM5999 29 12.3
RM6000-RM6999 17 7.2
RM7000-RM7999 8 34
RM8000-RM8999 5 2.1
RM9000-RM9999 2 0.9
RM10000 and above 2 0.9
Marital Status
Single 45 19.1
Married 187 79.6
Others 3 1.3
Computer Usage
1-3 years 7 3
4-6 years 13 5.5
7-9 years 23 9.8
10 years and above 191 81.3
Internet Usage
1-3 years 11 4.7
4-6 years 46 19.6
7-9 years 47 20
10 years and above 131 55.7
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DATA ANALYSIS

Smart partial least squares (PLS) version 2.0, a variance based Structural Equation Modelling (SEM) was used
to analyze the hypotheses generated. The reasons for using this technique are as follows:
a. PLS is known for its ability to handle both reflective and formative measures
b. PLS places a minimal restriction on the sample size [14]

The two step analytical procedures suggested by [6] were adopted to analyze data whereby the measurement
model was evaluated first and then followed by the structural model. Also following the suggestion of [14], the
bootstrapping method (500 resample) was done to determine the significant level of loadings, weights and path
coefficients. Figure 3 shows the Research Model.

| toorrs | | rcomez | | Tcore | | Tsecure | | rsecure | | Tsecums |

| TRTIMEL || TRTIME2 || TRTIME3 |

Corregtness

ResponseTime

Continuance Intenfion

| PRISKL || PRISK2 || PRISK3 |

Figure 3: Research model

Measurement Model

Convergent validity is the degree to which the items that are indicators of a specific construct should converge
or share a high proportion of variance in common [25]. According to [25], factor loadings and Average Variance
Extracted (AVE) of more than 0.5 and Composite Reliability (CR) of 0.7 or above is deemed to be acceptable. As
can be seen from Table 2, all loadings and AVE are above 0.5 and the composite reliability values are more than 0.7.
Therefore, we can conclude that convergent validity has been established.

Table 2: Result of the measurement model

Convergent Validity
Construct Item Factor Loading AVE Composite Reliability

PRISK1 0.928 0.841 0.941

PRISK2 0.936

Perceived Risk PRISK3 0.886
ATT1 0.935 0.864 0.962

ATT2 0.936

ATT3 0.946

Attitude ATT4 0.900
TCORRI1 0.909 0.797 0.922

TCORR2 0.908

Correctness TCORR3 0.861
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TSECURI1 0.937 0.887 0.959

TSECUR2 0.967

Security TSECUR3 0.921
TRTIMEI1 0.883 0.742 0.896

TRTIME2 0.917

Response Time TRTIME3 0.777
CINT1 0.946 0.906 0.975

CINT2 0.970

CINT3 0.941

Continuance Intention CINT4 0.950

Next, we assessed the Discriminant Validity which is the extent to which a construct is truly distinct from other
constructs [25]. This can be established by the low correlations between all the measure of the interest and the
measure of other constructs. To address discriminant validity, the square root of the AVE is compared against the
correlations of the other constructs, when the AVE extracted is greater than its correlations with all the other
constructs then discriminant validity has been established [22].

Table 3: Discriminant validity of constructs

Constructs 1 2 3 4 5 6
1) Attitude 0.929
2) Continuance intention 0.846862 0.952
3) Correctness 0.738926 0.729164 0.893
4) Perceived risk -0.261103 -0.19963 -0.251484 0.917
5) Response time 0.689857 0.663443 0.690201 -0.224751 0.861
6) Security 0.349558 0.323013 0.475829 -0.107596 0.53993 0.942

Note: Diagonal represents the square root of AVE while the other entries represent squared correlations

Structural Model

The structural model represents the relationship between constructs or latent variables that were hypothesized in
the research model. The goodness of the theoretical model is established by the variance explained (R?) of the
endogenous constructs and the significance of all path estimates [13]. Together, the R? and the path coefficients
indicate how well the data support the hypothesized model [14]. Figure 4 and Table 4 show the results of the
structural model from the PLS output. The attitude was found to be significantly related to Continuance Intention (3
= 0.847, p<0.01), thus supporting H1 of this study. Correctness (f = 0.512, p<0.1) and Response Time (§ = 0.381,
p<0.01) was found in this study to be significantly related to Attitude, hence supporting H2a andH2b. Security on
the other hand although shows a significant impact on attitude (f = -0.106, p<0.05), but the hypotheses H2¢c was
rejected due to the inverse relationship between the variables. Correctness (f = -0.193, p<0.01) were found to be
significantly related to Perceived Risk, therefore supports the H3a. However, Response Time and Security were
found to be insignificantly related to Perceived Risk (B = -0.117 and 0.048)respectively thus rejecting H3b and H3c.
Lastly, Perceived Risk was found to be insignificantly related Attitude towards Continuance Usage Intention (f = -
0.058), hence rejecting H4. A closer look at the findings reveals thatAttitude can explain 71% of the variation in
Continuance Usage Intention.

Hesponse

Cormregtness

Continuance I...

Perceived Risk

Figure 4: The structural model
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Table 4: Summary of the structural model

Path Hypotheses Path Coefficient Standard Error T-Value Results
Attitude -> Continuance Intention H1 0.847 0.035 24.278*** Supported
Correctness -> Attitude H2a 0.512 0.108 4.746%** Supported
Response Time -> Attitude H2b 0.381 0.116 3.280%** Supported
Security -> Attitude H2c -0.106 0.064 1.661 Not supported
Correctness -> Perceived Risk H3a -0.193 0.123 1.573* Supported
Response Time -> Perceived Risk H3b -0.117 0.125 0.933 Not supported
Security -> Perceived Risk H3c 0.048 0.144 0.329 Not supported
Perceived Risk -> Attitude H4 -0.058 0.058 1.003 Not supported

Note: ¥** p <0.01, ** p <0.05, * p<0.1

Apart from that, “blindfolding” procedure was also performed to measure the predictive relevance (Q?) of the
model fit. The Q? “represents a measure of how well observed values are reconstructed by the model and its
parameter estimates” [14]. Models with Q? greater than zero imply that the model has predictive relevance. Table 5
shows the result of the blindfolding results. Omission distance of 7 was utilized as [14] indicates that values between
5 and 10 are feasible (refer to Table 5).

Table 5: Blindfolding results

Construct CV Red CV Comm
Attitude 0.523 0.747
Perceived risk 0.054 0.822
Continuance intention 0.646 0.900
DISCUSSION

The purpose of this study was to test the role of trust in the system and perceived risk towards the attitude in
understanding the continuance usage intention of e-government services in Malaysia particularly on e-filing system.
The study also examines the relationship between the three elements of trust in the system; correctness, response
time and security; attitude and perceived usefulness towards continuance usage intention.

The result of this study which reveals a positive and significant relationship between the trust in the system
variables, correctness andresponse timetowards attitude is similar to the previous studies [36, 61, 67].Similarly,
insignificant relationships between security and attitude are also consistent with study by[62] which reveals that the
security of the e-government system was not a barrier in influencing the adoption of e-government
websites.However, an interesting finding from this study is the inverse relationship between security and attitude
which implies that security may be considered as a “threshold” variable whereby it is important at the beginning
stage of the usage only. As in the case of this study, since the respondents are experienced ones and the majority of
them are highly educated, they believe in their ability to engage in a secured website. This has been highlighted by
[59] whose study found that once a certain evaluation level is reached the “threshold” variables will no longer
contributes to a favorable attitude. These variables will only affect attitude on a low evaluation level.

The result of this study also consistent with findings by [28, 40, 41] whereby attitude was found to be positively
influenced continuance usage intention. Conversely, an insignificant negative relationship between perceived risk
and attitude which was found to contradict with previous studies by[50, 16]. However, it is consistent with the study
by [38] who found that social risk has an insignificant relationship towards attitude. One possible explanation could
be due to the fact that usage of the e-filing system is voluntary rather than mandatory,as such taxpayers who engage
in the usage of the system are aware of the risk involve.

On the other hand, the significant relationship between correctness and perceived risk are consistent with
previous study by [31].However,the insignificant relationship of response time and security towards perceived risk
were consistent with previous studies such as [53, 68, 2, 41]. This could be due to the fact that since e-filing system
is a government initiated system and govern by the government, the issue of security and perceived risk may not be
an important issue that will be considered by the taxpayers. Similarly, response time has been considered as a
relative advantage of e-government website by previous researchers whereby relative advantage is defined as the
degree to which an innovation which is perceived to be better than the pioneer version [48] and as a system quality
[41, 56, 30] which is more likely to provide convenience and operational efficiency to the users [41]. As such, the
direct effect of this variable on the perceived risk is deemed to be irrelevant.

The model adopted in this study shows that the attitude can explain about 71.7% of the variance in continuance
usage intention. This result shows that the simplified model has relatively good predictive power on continuance

14



J. Appl. Environ. Biol. Sci., 6(3S)7-18, 2016

usage intention. Further, the blindfolding result shows that the CV Comm and CV Red are all above 0 which
indicates the model has predictive relevance [21].

The implication of the findings can be divided into two; theoretical and practical. Theoretically, this study adds
to the growing body of literature that focus on the post adoption environment which is the continuance usage
intention. It also contributes to the evidence in support for the determinants of continuance usage intention of
taxpayers especially in Malaysian context. Practically, since the variables of correctness and response time was
found to have a significant relationship on attitude towards e-filing continuance usage intention, the Inland Revenue
Board of Malaysia (IRBM) needs to pay more attention to boost the trust level of the taxpayersand continuously
improve the correctness and response time of the system from time to time to enhance a positive attitude towards the
system. In the case of e-filing system in Malaysia, since more than 33% of the taxpayers are using the e-filing
system, a systematic and vigilant management of the trust factor is very important.

LIMITATION AND SUGGESTION FOR FUTURE RESEARCH

The study tested the effect of trust in the system, perceived risk and attitude on the continuance usage intention
of e-filing system among tax payers in the Northern Region of Peninsular Malaysia. Despite the useful findings of
this study, there are several limitations that need to be acknowledged. Firstly, due to time and resource constraints,
the sample size of the study is only limited to 235 respondents. Secondly, the findings cannot be generalized
extensively in Malaysia as the scope of the study is only limited to the taxpayers in two states in the Northern
Region only. As such, caution need to be taken when generalizing to the whole country. Lastly, this study only focus
on testing the effect of trust in the system, attitude, perceived risk and continuance usage intention and does not
incorporate the actual usage behavior in the proposed model.

Therefore, this research can be done further in the future by (1) expanding the study to other states in Malaysia,
(2) extend the model by incorporating the actual usage behavior or any other relevant variables based on the latest
literatures suggestions and (3) replicate the study to any other e-government services.

CONCLUSION

In this study, it was found that trust in the system variables; correctness and response time are significantly
related to attitude and correctness with perceived risk towardsthe continuance usage intention of e-filing system. The
findings provided by this study may enable the IRBM to think seriously about enhancing the trust factors of the e-
filing system to attract more taxpayers to believe and utilize the system and to create strategies to further boost the
trust of the taxpayers. In addition, this study also reveals that the attitude of taxpayers is an important indicator
towards continuance usage intention, as such the IRBM must focus on creating awareness campaigns to encourage
more taxpayers to use the e-filing system. Moreover, although perceived risk is insignificantly related to attitude
which indicate that the risk factor does not influence the attitude of taxpayers to use the system
continuously.However, the intelligent management of the risk factor by the IRBM is utmost important as many
previous studies have highlighted the significant relationship between risk and attitude.

Apart from that, the insignificant effect of security towards attitude and perceived risk may be due to the fact
that since the e-filing system is provided by the government, the security features are perceived to be higher and the
estimation of risk is underestimated. As such, a continuous effort by the policy makers to improve the security level
of the e-filing system is at utmost important. Therefore, it can be concluded that in the absence of adequate trust in
the e-filing system, the possibility of tax payers to revert to the manual way of submitting the income tax returns
may occur which will eventually lead to the failure of the system and heavy losses to the government.
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