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Abstract

Government services through electronic systems were developed and used to provide
services for filing personal income tax returns to create convenience for the citizens. However,
to make them more efficiently, this research studied the current situation of government
services through the electronic system for filing personal income tax returns and factors
affecting the acceptance and use of government services through electronic systems to develop
policy recommendations for further development of services. This research was a mixed-
methods research, using the interviews with 9 experts and experts in government services via
electronic systems and questionnaires with a total of 480 citizens who submitted personal
income tax online via the website of the Revenue Department in the Bangkok area. Tools
employed included questionnaires and interviews. Statistics for data analysis were mean,
standard deviation with structural equation modeling (SEM).

The research results found that

1. The Revenue Department was an important government agency and provided
services through an electronic system from e-Registration), e-filing, e-payment, e-Refund, e-
tax Invoice, to e-Withholding Tax to help businesses and citizens access to tax transactions
more conveniently.

2. The acceptance and use of government services via electronic systems for filing
personal income tax returns were consistent with empirical data at the statistical significance
level of 0.05 and were directly influenced by the intention to use.

3. Digital skills and abilities of government personnel should be improved to keep up
with the changes which could enhance work efficiency and the ability to respond to the needs
of the citizens respectively.

Keywords: Acceptance; Government Service Use Via Electronic Systems; Filing Tax Returns;
Personal Income
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