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Mechanisms to Inhance the competitiveness
to evaluate the performance of tax services
using the Balanced Scorecard
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Abstract

The balanced scorecard is measuring performance styles of
advanced accounting to evaluate the performance as the style is
traditional (financial and non-financial) help be used to reduction
the cost especially cost of tax revenue electronic and expenditure
of spending on infrastructure and information to an network to
provide all the services tax, in addition to evaluation of those
services are achieved balance in performance. And to identify
whether she had contributed to maximizing the revenue from
income tax as a measure of financial, or contributed to the high
degree of satisfaction of taxpayer and increase the confidence
indicators in transaction tax non-financial indicators as well as to
consolidation the concepts and procedures for tax accounting.

The study aimed to develop a framework for evaluating the
performance of electronic tax services using balanced scorecard to



optimize the cost of services provided to taxpayers online, and
increasing tax revenue through improved quality of tax services
provided through e-government portal.

The study assumed of a major hypotheses included four tests
and sub-commensurate with the four perspective of the card of
the financial perspective and the perspective of the taxpayer and
the perspective of internal processes and the perspective of
learning and growth, showed a statistical analysis (SPSS) to test
hypotheses in accordance with the output , rejected hypotheses
and effect balanced scorecard on measuring the balanced
performance electronic tax services in a way that contributes to
maximizing the tax revenue and maximize taxpayer satisfaction
and reducing time to service tax and the development of skills of
tax officer, as reflected on raising efficiency and increase their
effectiveness.
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A9 Al laay) Jaladl) milis (adda 3 (1) a8 Jean

Cases

Included Excluded Total

N Percent N Percent N Percent

M1 97 98.6% 4 3.6% 98 | 100.0%
M 2 97 98.6% 4 3.6% 98 | 100.0%
M 3 97 98.6% 4 3.6% 98 | 100.0%
M 4 97 98.6% 4 3.6% 98 | 100.0%
M5 97 98.6% 4 3.6% 98 | 100.0%
M 6 97 98.6% 4 3.6% 98 | 100.0%
M7 97 98.6% 4 3.6% 98 | 100.0%
M 8 97 98.6% 4 3.6% 98 | 100.0%
M9 97 98.6% 4 3.6% 98 | 100.0%
M 10 97 98.6% 4 3.6% 98 | 100.0%

alila¥) A @l Jalad gilid o(¥) a8, Ja
Reliability Statistics

Cronbach's

Alpha Based

on

Cronbach's | Standardized
Alpha Items | N of Items
1036 108 12

Ouelial (il g (g jlmall il AV g (abesad) Jaca 1) o (£) a8 J g2 (g
L AanY) ua (e i N (B el A ) paad) (ulila JS (g gia o 9Y) daildl)

do¥) o shaiall dpca) diluaal) (ulBall 5(€) ol J g2

g sig T Variance Stz.an.d.a rd Mean | sl cubial)
Division
6 0.00 43.22 2.144 2.035 5.16 97 ) &
8 0.00 33.35 2.325 1.189 5.08 97 () &
11 0.00 26.35 2.365 2.352 5.08 97 (") A
7 0.00 50.32 2.365 2.365 4.66 97 (%) f2
9 0.00 28.65 2.365 2.365 4.66 97 oS
3 0.00 69.25 0.365 0.365 5.89 97 (V) A
5 0.00 60.26 1.325 2.360 5.89 97 Ors
13 000 | 2232 2.365 2.125 468 | 97 | (M
12 000 | 2469 2.365 2.236 489 | 97 | (M)
9 0.00 30.58 2.365 2.365 5.19 97 (V) Ak
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) AN e dadial) <l ) 3Y) das " B Shaiall g A gY) Aadlllly Aari g g
DAY Gl Al e Juan (el Galoliall g 11 (A Ay pual A il ) 8N Jaa)
YR IPPY IR [ PR =B gl Cilead A " b Jiaiall g oY) Aaililly
gy ) giall £1aY) an il B 43U el ) gliial) daaly (alay Lagd 1t cilaladiny)
o) Ailany) (uliia I T 4 JS ) (T-test) Jaidl gdagh Las | ailad) andies
geaila dlld ) 4BV ¢ 990 A pira (s glana i Ay gina 35 Laa Al gand) (e
dran (A9 AN 53 udbaad) ulall oy T sl Jalaty aldl) (9) o Jg2a (s
Lad o) iy laa v e v Apinadajag 46,70 @iy dpilan) Ao e e
L JY) Ustaially (glaiy Lagd o )3 () gall (ull) AUy aladin) aic (ulBal) 128

" slS Jalat il 1 (0) B Jsan
Chi-Square Test

M1| M2 M3 M4| M5| M6| M7 M8| M9 | MI10
il 67.837 | 50.395 | 54.233 | 48.884 | 37.372 | 94.651 | 88.302 | 28.070 | 57.953 | 67.605
Squar
df v v v v v v v v v v
I;AsSyI;n .000 | .000 | .000 | .000 | .000 | .000 | .000 | .000 | .000 .000

by Jsta dad gy Mg F-Test sl sl a) ai gl 4y gina e (il
Lo L gina 385 Laa Al gaal) (e ST A5 ¥,V 80 L) F Al miags 9 (1)
Jo¥) Al daua aue 2S5 9 gt pira () ad Laa L0 0 0 Ay gina (g g
F-Test i Lad) ilss (1) a8 Joia

ANOVA

Sum of Mean
Squares df Square F Sig

Between People | 136.308 aA 1.604
Within Between | ) g62 15 3651 £14A| 000

People Items

Residual | 1056.238 846 1.381

Total | 1089.100 887 1.407

Total | 1225.408 965 1.427

Grand Mean =4.42
Laa J oY) 2l by oY) Aailill ilaa¥) Jaladl) (e cualll iy Ml g
A 99 Jn A pal) il il (i Aplian) AN @id (g9 8 a9 Al ) udy
pa sl (B o) () sl (uloll) Ay aadid) ais (el ghalal) dan] sad (5 8 52
Aaddd) Al CAIS ¢ g (e ilad) andiad ) A g S Ay pudal) Aaadld) o)
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2529 399 Joa Aol al) clid cilla s Asilian) A0 @d 590 o sy
Ly aial £ 10Y) an o5 8 )BT ¢y 51 giall (uloil) A8Uay aladiu (5 s g DA

Al d}“j‘

S GanlBa JAaS A 5 (TY-VY) ad) (a GanlBal) All) A ailal) culania

Aaild AT aaad da Adial) giliill padla (V) ady Jgda (e iy g AU (Al
Ailsa) gama g il o il LI il (A) oy g g G LaS ¢ plualiin
Al B ) i Laa 0 AAS Eload g S (e dad iy Cua Lgale SlaieY)
Ll e Ao Y) Alsa) o 2S5 9 asall aa) )
A 9Y) Aadlill dlaa¥) Juladll milis (adla 1 (V) a8 Jean

Reliability Statistics

Cases

Included ‘ Excluded Total

N Percent N Percent N Percent
M11 97 98.6% 4 2.3% 98 100.0%
M12 97 98.6% 4 2.3% 98 100.0%
M13 97 98.6% 4 2.3% 98 100.0%
M14 97 98.6% 4 2.3% 98 100.0%
M15 97 98.6% 4 2.3% 98 100.0%
M16 97 98.6% 4 2.3% 98 100.0%
M17 86 98.6% 4 2.3% 98 100.0%
M18 86 98.6% 4 2.3% 98 100.0%
M19 86 98.6% 4 2.3% 98 100.0%
M20 86 98.6% 4 2.3% 98 100.0%
M21 86 98.6% 4 2.3% 98 100.0%
M22 86 98.6% 4 2.3% 98 100.0%

ey 2 Gl Jdad @il : (M) a8 Jgsa

Cronbach

's Alpha

Based on
Cronbac | Standardi N of
h's Alpha| zed Items| Items
.889 .168 12
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ujlfm LsBiall el Agilaay) Guulial) %) ?BJ Jea

il sig T | Variance | Standard | Mean | 2 i)
Division
8 0.00 33.35 2.235 1.189 5.08 97 (OY) e
11 0.00 26.35 2.365 2.352 5.08 97 (")
7 0.00 50.32 2.365 2.365 4.66 97 0% e
9 0.00 28.56 2.365 2.325 4.66 97 (V) ey
3 0.00 69.25 0.365 0.365 5.89 97 (Vo) &
5 0.00 60.26 1.325 2.360 5.89 97 O e
13 0.00 22.32 2.365 2.125 4.68 97 (V) e
12 0.00 24.69 2.365 2.236 4.89 97 ON) &
8 0.00 33.35 2.325 1.189 5.08 97 (9 e
11 0.00 26.35 2.365 2.235 5.08 97 (Y4 e
7 0.00 50.32 2.365 2.365 4.66 97 (YY) &
9 0.00 28.65 2.365 2.325 4.66 86 (YY) &

B duan (V1) ad (ubllal) i 5 0 (9) ) Allay J gaad) (e ey
Ol gaall Lia ) sdipa ' b Jhiaiall g Auilil) Aaililly Airan | g 9o Lay A g¥) A )
" Jhaiall g AU Aadlally AW Gl e Juaa (Y €) B Gulidall g " (%)
Laaly gty Lad " (312) (O gaall Ay puall ABUAY) 288) Cplaal) & (Gl gaal)
O A8 ula S8 dilaa¥) T dad o (T-test) LT pua gl LS Jgaall jgliia
st daida gila Sl ABLAYL ¢« 0,90 4 gina (g glwa dle Ay gina 2S5 Laa Al gaal)
Qﬁig&ﬁLm;j;\*ﬁquiuJ;dm(ﬂi)eiJWW\ohv‘jls&..\hﬁ(\q‘;ﬁJ
ABUay aladiin die (uliBal) 1a par] ) pediLaa v 000 dginady jag dY AVY
LGl alially alats Lasd )aSU () 31 giadl (il

Y - e 2
W lad milid 2 (Y +) a2, Jgia

Chi-Square Test

M11 M12 M13 M14 M15 M16 M17 M18 M19 M20 M21 M22

Chi- 24.349 9.465 1.674 22.023 19.814 92.977 88.837 16.209 43.419 50.977 38.070 71.558
Square

df v v v v v v v v v v v v

ASYS":; 000 | .050 | 795 | .000| .001| .000| .000| .003| .000| .000| .000| .000

dad gy sl g F-Test ULl gl ) ad SN Ga il 4 gina o (il

2875 Laa Al gaal) (e uSh A9 11, AAY L guaall F dagili g 9 (V) pd) Jgon

2 i) Anad p25 S50 L gine () s Lan oo v v A gina s hose 255 g e
T
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F-Test < Lid) it ;(V 1) 4y Jgaa

Sum of Mean
Squares df Square F Sig
Between People 175.275 85 2.062
G e 11 20.289 18.69 000
People
Residual | 1582.492 935 1.693
Total | 1805.667 946 1.909
Total | 1980.942 1031 1.921

Grand Mean = 3.73

A il b ) Al Aailall dlaay) Jaladl) (e ialldl oy il g
DAY 3 g g J e A ) il il i Aibaan) AN @d G502 3509 Aoyl
p sl o1 () phal) () A8y aladicd) aie Jgaal) jshiia dar] sad (5 050
. Aaddl) el CaISS ¢ g (e ilald) aadied ) A g SN Ay pdal) daddd) g
s Gl (i) LA

DAY 3 g J e Al al) clid cilla) Cu Asilaaa) ATYS &l (598 aa "
Al fya ) andA! )Y an o b oD ()31 gl (ull) A8Uay alaSAY (5 A g
M Ay pal) dasdl

DA (unlBa J5aT g (Y=Y Y) ad ) e ualial) AN A i) Cuiaias
Al AT 23l Ay Alal) @iliill padde (1Y) ady Joda (e el g Gl a0
Alsa) e g cllaY) B i) i) gl (V) ad ) Jgda Cw LaS ¢ plialiai
G Al B ) i L ¢ 40 ) Fload g S (e dad iy Eua Lgale Sl )
Ll e alaiey) LK) e 35 9 gmasall da gl

A Aillll dlaay) Juladl) milis (adla 1 (YY) ady Joa
Case Processing Summary(a)

Cases
Included \ Excluded Total

N Percent N Percent N Percent
M23 97 98.6% 4 2.3% 98 100.0%
M24 97 98.6% 4 2.3% 98 100.0%
M25 97 98.6% 4 2.3% 98 100.0%
M26 97 98.6% 4 2.3% 98 100.0%
M27 97 98.6% 4 2.3% 98 100.0%
M28 97 98.6% 4 2.3% 98 100.0%
M29 86 98.6% 4 2.3% 98 100.0%
M30 86 98.6% 4 2.3% 98 100.0%
M31 86 98.6% 4 2.3% 98 100.0%
M32 86 98.6% 4 2.3% 98 100.0%

86 98.6% 4 2.3% 98 100.0%
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Reliability Statistics
Cronbach's Alpha Based on
Standardized Items
2.365 0.685 15
A o Juan (Y0) ol ) (uilall i 5 0 () £) B A Jgaad) e gty
pamadall g laall cuBigh 1 el g ALY AailBIl Aan] i g Lay (A oY)
A0 Gl 8 Atiaiad) g At cildaal) 0 a8y Lay ' (Cle b 312) paaill
& (YY) Al ubiall Juaa Laly ¢ B gl Jule Lpauilia ) (e A pual) i) 2y
Alaa] / el adiuy) cld g puaall’ & Jhaiall g AN Aailllly AY) Gullal) 4
1Y) g ol B A SR A2 0al cildeal) | pdaie dranly gdaty Lagh 110/ i) oY)
JS diluaa¥) T dad o) (T-test) JLid) gl gh Las | ailal) apliad Ciagy 031 el
UM BV ¢ 980 4y gina (g gl diS ATy gina S Laa Al gaal) (e Ao (uilia
Ao Aef Ao Juan (Y0) ad) ubial) oy LS (el (10) o g daia giba
ool Al Aizanf ) sdo Laa o0 v v dggina da iy VALAYY il dpiliaa

Cronbach's Alpha N of Items

L Auda)al) cillant)
Slolaall) ) g datall A wl) Ailasy) Guuldal) ; (V9 PEJ BTLEN
(Z\.AM.\J\ Aoy pal)
il sig T Variance | Standard | Mean | 2 aliial)
Division
A 0.00 ¥vyo YYYe YAA | oA 97 | (YY) A
X 0.00 | Yu.re Y.rie YYev | oA 97 | (V%)
v 0.00 oYY Y.re Y.re £.11 97 | (Y°)ady
q 0.00 YARS Y.rve YYYe | ¢.% 97 | (YY) by
¥ 000] nave e B 97 | (Ve
° 0.00 KA V¥Yo YY1 | e.Ad 97 [ (M) b
'Y 0.00 YY.vY Y.¥ve Y.AYe £ A 97 | (%) ady
X} 0.00 [PRT Y.rve YYYR | ¢.A4 97 [ (") e
A 0.00| rr.ve Y.¥Yo RIS EERL 97 | (*V)ad
W | 000]| Tvire Y.rve KN ERY 97 | (*V) &,

TS Jalad il s () 0) B Jgia
Chi-Square Test

M23 M24 M25 M26 M27 M28 M29 | M30 | M31 M32

Sqf:r'; 20279 | 65.744 | 78.971 | 75.093 | 71.186 | 48.186 | 9.116 | 5.279 | 25.047 | 47.605
df 4 4 4 4 4 4 4 4 4 4
ASV’S“iZ' 000 | 000 | .000 .000| .000 .000| .058| .260| .000 | .000
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dadagy g F-Test Jdl ol ) af Gl (i ,81 &g gina g2 (bl

Laa Al gaall (ra ST g VoL A Dygiadl F oAl udagy 9 (V1) o) Jsna

dava pae 4S9 Lgtigina (o) gl Laa o 0 o0 Aggina (o gl LS Lgt gina ASTy
Gl o il

F-Test <l bl gitis :(V 1) ady Jgaa

ANOVA

Sum of Mean
Squares df Square F Sig

Between People 150.838 85 1.775
Within — Between |, 9 17134 | 10089 | .000

People Items

Residual 1299.290 765 1.698

Total | 1453.500 774 1.878

Total 1604.338 859 1.868

Grand Mean = 3.78
Al I} (2 y81) (b ) AN AalBl iluaa) Jaladl) (e dualll prualy

SR 9> LAY 39 9 g Al pall b e G Ailan) AN @13 358 252
¢ (Qmaaill g pandl) A Ay pal) cilpl 2y Adda) cllead) | gliia raal 530 5o
Aaadl) p1a) an o B )BT ¢y 31 gial) (pulogil) ABUay aladion e GG g Baial)
Aladl) Al GBS o) 59 cpa dlal) adind ) A g S Ay puall
: &I Gl L

CEA) 3 s J o Al al) clid clla) Cp Anilaa) AN @3 G908 aa gy "
Orlabadl € jlga Asalil o1V 2y 585 8 o) ()31 giall (ull) ABUay 20350 (5 8 52
Magiile B Bal 3 g agleliS ad o (usady o)) padll o

A e ST B g (£Y-FY) ad) (e unbiial) Aoy ) Aailil) culaad
Aaild AT dasl Ay Al guiliill Gadla (VV) ad ) Jgda (e gl g 2l N O Al
Alsa) saa g cllaY) B il i) il (VA) ad ) Jods G LaS ¢ plialiai
G Al B ) iy Laa 0 AAY Floai g SN (e dad iy Eua Lgale SlaieY)
L e sldieY) Ak Lo 359 gauall aa) 6l
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Case Processing Summary

Cases
Included \ Excluded Total

N Percent N Percent N Percent
M33 97 98.6% 4 2.3% 98 100.0%
M34 97 98.6% 4 2.3% 98 100.0%
M35 97 98.6% 4 2.3% 98 100.0%
M36 97 98.6% 4 2.3% 98 100.0%
M37 97 98.6% 4 2.3% 98 100.0%
M38 97 98.6% 4 2.3% 98 100.0%
M39 86 98.6% 4 2.3% 98 100.0%
M40 86 98.6% 4 2.3% 98 100.0%
M41 86 98.6% 4 2.3% 98 100.0%
M42 86 98.6% 4 2.3% 98 100.0%

cllay) u.:‘- Ll Satas &l (VA PEJ Jeaa
Reliability Statistics

Cronbach's Cronbach's Alpha Based N of Items
Alpha on Standardized Items
2.635 1.325 15

350 o Jeas (1) Gl i O (V4) o8 I J sl e o
g e Calabal) B A0 B JAaiall g Ayl ) Aadlilly Adsar) gada g Lay (50
(T¢) ady (bl Juan Laly ¢ (d2e) cldlsal) g cild ) jdipe — Ay al) 5000
il g puna® b Jhaiallg pan¥) i cra dagl ) ALadily AY1 (bl 5 e
AT il gl LaS (%) 20 3l (lan] () A g SN L pudal) Aaddl) py ghali & gy
Lo A% gina 385 Laa Al gaal) (e Ao (ubia JS dilaa¥) T dad o) (T-test)
ol LS Jalatl (¥ 4) B Jgaa Aniagila M Gl ¢ 990 A gina (s g
voees Aggiaada pag ATT0Y iy dpiluas) Al e e Juas (£1) ubiall
. ol 138 Aadi ) s Laa

(saill g alsill) a1 slaiall Lpald) Ailan) GunlBall :(19) ad; g

| sig T Variance Str_;m_d_a rd Mean | 2l | (uldal)
Division
8 0.00 33.35 2.325 1.189 5.08 97 (*Y) &
11 0.00 26.35 2.365 2.352 5.08 97 (Ve)ady
7 0.00 50.32 2.365 2.365 4.66 97 (re) by
9 0.00 28.65 2.365 2.325 4.66 97 ") o
3 0.00 69.25 0.365 0.365 5.89 97 (YY) Ak
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5 0.00 60.26 1.325 2.360 5.89 97 ("A) ady
13 0.00 22.32 2.365 2.125 4.68 97 (") by
12 0.00 24.69 2.365 2.236 4.89 97 () ady
8 0.00 33.35 2.325 1.189 5.08 97 (£Y) Ay
8 0.00 33.35 2.325 1.189 5.08 97 (£Y) by

Chi-Square Test

TS Jalad il s (Y0) ady Jsan

M33 | M34 M35 | M36 | M37 | M38 | M39 | M40 M41 M42

Gl 8.767 43.884 | 30.977 | 41.093 | 64.349 | 13.651 | 49.116 | 32.953 83.651 | 75.395
Square(a)

df v v v v v v v v v v

Asymp. Sig. | .067 .000 .000 .000 .000 .008 .000 .000 .000 .000

daa g sl g F-Test il ) pa) ad gl ) ool 4y gina o (il

5&@@3&\@).\5\@3 £V dguaall F a*ﬁ@bxj(Y\)eédeég
i) A pis 2315 L sin ) i Laa oo v+ i s shean 255 L sina

L&A
F-Test @l bid) milid ;(Y)) a2y Jsaa
Sum of Mean
Squares df Square F Sig
Between People 122.093 85 1.436
Within Between 1 65112 9 6.679 | 4.186 | .000
People Items
Residual 1220.488 765 1.595
Total 1280.600 774 1.655
Total 1402.693 859 1.633

Al Al ) (ia A (iad ;) Aoyl ) AadlBll dlaa¥) Jodail) (e Cualill oy

S s> A 352 J s Al pall cilid cilla) G diluan) AN @3 398 2529
¢ (A mal) B )N Calalad) £ 59 4y} dpalill) gaill g alatl) ) glile Apad] (g2a sad
Aasil) £ ] oy g 8 £ )DL () 3) gial) () ABUay aladiing ade Al I gdatal)

CAadl) Gl GRS ¢ ) g (pa ilad) andind ) A g ) Ay pual)
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