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Abstract

The advancement of information technology has changed the way of
performing all activities and the use of the Internet in the economy and
business, especially in the banking industry, has grown significantly. One
of its important achievements is electronic banking. The electronic banking
industry plays a significant role in improving the performance of the
country’s tax system. Using electronic transactions of banks in the tax system
can increase transparency, reduce tax evasion, increase the supervision of
tax officials, increase efficiency, and reduce executive costs. Examining the
effect of electronic exchanges on the creation and strengthening of social
trust in the tax system seems to be very necessary. Therefore, according to
the importance of the subject, this research seeks to design and explain the
social trust model in the country’s tax system, relying on B2B electronic
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transaction mechanisms in the banking system (Sepah Bank’s case study). In the
first phase of qualitative research, to find the primary categories and design the
primary model or framework, by applying the case study strategy and collecting
information through structured interviews, and by applying Thematic Analysis
method, the research model is designed. In the second phase, to explain the
social trust model in the country’s tax system, relying on B2B electronic
transaction mechanisms in the banking system, questionnaires and data analysis
using Delphi methods are used.

Introduction

The development and application of information technology in different fields,
especially in the banking sector, is due to the effectiveness of information
technology in today’s business world. Besides enhancing the speed and efficiency
of financial operations, the application of electronic banking transactions can
positively affect the development of the countries’ tax systems. Due to the
openness of information in electronic banking, policymakers and researchers
consider that taxes can be collected from electronic payments rather than cash.
Unlike cash, electronic transactions involve financial intermediaries and create
an electronic record and trail that the tax authorities can use for tax assessments.
Thus, trust in the Internet banking environment is even more critical than in the
traditional one because the creation and strengthening of trust become the main
priorities when uncertainty and risks prevail. In the Internet environment, users
worldwide can open vital files on computers and transfer information from the
Internet. Hence, customer distrust of the Internet environment is higher than that
of traditional ones.

Another benefit of electronic banking in the tax system is the improved
efficiency by reducing tax evasion. In the case of electronic banking, individuals’
financial information and their transactions can be recorded and monitored in
a precise and appropriate manner. This can have a great effect because it can
help to decrease tax evasion. Also, adopting electronic banking can enhance tax
authorities” monitoring and supervisory role in business operations. As a result
of'the increased access to individuals’ transaction information, the authorities get
more confident in collecting correct taxes, and the levels of taxpayer fraud are
reduced, which makes it possible to plan for better and fairer collection of taxes.
Based on these points, it can be stated that the analysis of the effects of electronic
transactions on the formation and consolidation of social trust in the taxation
system 1is a critical issue. The enhancement of taxpayers’ confidence in the
country’s tax system contributes to the enhancement of the country’s economic
and social performance and the achievement of sustainable development.
As a result, it is important for the tax system and the banking industry that
businesses’ trust increases to achieve economic success. To reach this goal, it
is necessary to know the mechanisms for creating trust (Yazid et al., 2023).
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Methods and Material

In this research, the first step is to clearly understand the phenomenon under
investigation. Applying qualitative research instruments such as literature review,
participatory observation, open interviews, etc., is very useful in establishing
and justifying the research objectives based on the experts’ perceptions. After
we have provided a sufficient description of the phenomenon by expanding the
statistical population, we try to get the view of the whole community on the
issue under consideration. The research method of this study is qualitative and
quantitative and is carried out in two steps as follows:

Phase 1: Qualitative

In the first phase of qualitative research, a case study strategy is used to identify
the initial categories and design the first model or framework. Data is gathered
by structured and unstructured interviews. Thus, the research model is developed
based on the Thematic Analysis method.

Phase 2: Quantitative

In the second phase, to explain the social trust model in the country’s tax system
based on B2B transaction mechanisms in the banking system (case study: In
Bank Sepah), the Delphi method is applied by questionnaires and data analysis.
The model is expected to be tested and explained using quantitative methods in
this phase.

The following elaborates on the research method:

Thematic Analysis Method:

Thematic analysis is a repetitive process between the data set, coded summaries,
and data analysis. The analysis writing starts from the first stage. In general,
it is impossible to identify a specific method of beginning to study thematic
analysis. The six phases of thematic analysis are data familiarization, initial
code generation, theme search, theme review, theme definition and naming,
and theme analysis. It should be noted that the process of Thematic Analysis
is iterative, and there is a cycle-like transition between the mentioned stages.
However, Thematic Analysis is not an event that occurs at a specific point in time.

Fuzzy Delphi Method:

The Delphi method is applied when it is required to analyze the opinion of a
panel of specialists on a specific topic. This method is a formalized procedure
for knowledge acquisition from a group of experts and specialists, which is
carried out by means of interviews, the distribution of questionnaires among the
people, and the controlled feedback of the received responses and opinions. The
Delphi technique is suitable for getting experts to agree on a particular subject
without having to meet in person. The Delphi process in the first stage starts
with an open questionnaire or an interview. In this open interview, the principles
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discussed in the subject’s literature review are assumed.

After collecting the responses, the researcher has to prepare a closed
questionnaire based on the information received at this stage. In the second
stage, every subject in this method is given a closed questionnaire that contains
the important points derived from the first stage. In this stage, the participants
have to sort and rank the dimensions of the topic under consideration. At the
end of the second stage, the areas of consensus and conflict in the opinions of
professionals will be determined. At this stage, consensus starts to emerge, and
participants’ responses can be shared with others for each other.

In the third stage, the researcher will receive the questionnaires with points
formulated from the previous stage to each panel member. At this stage, they are
supposed to change their stand on the raised issues or justify why the contentious
issues are wrong. This stage assists the panel members in elaborating on the
information and evaluation of the matters in question. In the fourth and last
step, the items that have both the panel members’ consensus and dissent are
presented. This stage is deemed the final point in the panel members’ ability to
have a change of mind and or decision. The Delphi method can have from three
to five iterations and rounds depending on the consensus level of the members.

Results and Discussion
Results of Thematic Analysis
The present study examined the influential factors based on the thematic analysis
method and the interviewees’ opinions. In data analysis, after the process of
reading through the text several times, the unit of analysis was the sentence,
and from the sentences, 212 initial codes were generated. In this section, the
researcher discusses the connections between the initial themes that emerged
from interviews and the foundational framework of the research (dimensions,
components, and indicators of the social trust model in the country’s tax
system based on B2B transaction mechanisms in the banking system). The
researcher tries to make a logical, coherent, and consistent relation between the
aforementioned topics to derive themes out of the main categories developed to
present the desired model in the field of developing and presenting a social trust
model in the country’s tax system based on B2B e-commerce in Iranian banks.
The results of qualitative studies using the Thematic Analysis approach
extracted from previous research showed that factors affecting social trust in
the country’s tax system, relying on B2B electronic transaction mechanisms in
Iranian banks, have 7 main dimensions: It is also possible to distinguish such
broad categories as e-commerce performance, education and research, ethical
and social, support and services to businesses, virtual space management,
security, and transparency, and 49 sub-themes have been identified.
Delphi Results
The questionnaire in this study’s Delphi stage consists of two main parts. In the
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first part, several questions were designed to identify demographic variables
(gender, age, education, work experience). The second part consists of two
sections and three stages. Respondents were asked to answer questions designed
to provide an appropriate model of social trust based on B2B e-commerce in
Iranian banks (case study: Bank Sepah) in the first stage, considering two
options: relevance and irrelevance. In the second stage, a 9-point scale was used.
In the third stage, the same scale was used again to reach a consensus among
experts. This section includes demographic information of 22 experts in areas of
education, gender, age, and level of expertise on the subject.

Conclusion

The results of qualitative studies using the Thematic Analysis approach
extracted from previous research showed that factors affecting social trust in
the country’s tax system, relying on B2B electronic transaction mechanisms
in Iranian banks, have 7 main dimensions: The following subcategories are
included in the e-commerce performance, education and research, ethical and
social, support and services to businesses, virtual space management, security,
and transparency:

E-commerce performance: Social media management, widespread access to
taxpayers and identification of new taxpayers, increased efficiency in the tax
collection system, localization based on taxpayer needs and alignment with
tax laws, improvement of data tracking and analysis to reduce tax evasion, and
addressing transaction errors and reducing tax disputes.

Education and research: Benefits of e-commerce, e-commerce requirements, the
importance of enhancing financial and tax knowledge, and staying up-to-date.
Ethical-social: Environmental responsibilities, prioritizing ethical values and
inclination to increase tax compliance, prioritizing human values, privacy
concerns and confidentiality of taxpayer information, and creating security.
Virtual space management: Role of the tax administration’s website and banking
network, the value of the electronic trust symbol, the role of advertising in
e-commerce success, the role of marketing in trust-building, and implementation
of technical documentation.

Support and services for businesses: Providing guidance and consultation on
using services and addressing business requests and needs.

Security: High-security standards protect taxpayer information within the
confidentiality framework, prevent potential misuse, and ensure strong
encryption.

Transparency: complete and transparent information, quick response to
taxpayers, payment policies, and explanations of tax laws concerning financial
transactions.

Keywords: Social Trust, B2B Electronic Transactions, Sepah Bank, Tax System.
JEL Classification: 210, L81, G21, H25
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