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Abstract

Digital transformation in the tax system, as one of the strategic imperatives
of the contemporary economy, can play a pivotal role in enhancing
transparency, reducing tax evasion, and advancing social justice. In Iran,
the implementation of the Law on the Terminals of Sales and the Taxpayer
System has further underscored the need for a comprehensive model for
managing customer expectations within the context of intelligent tax systems.
Accordingly, this study aimed to design and explicate a model for fulfilling
customer expectations through the intelligentization of information systems,
with a particular focus on the Iranian Taxpayer System. The study adopted a
qualitative research approach using thematic analysis as its research strategy.
Data were collected through semi-structured interviews with eight managers
from the General Department of Taxation and four university professors
specializing in marketing management, public administration, and financial
management. Participants were selected using snowball sampling, and data
collection continued until theoretical saturation was reached. The findings
revealed that customer expectations can be conceptualized through four
overarching themes: intelligent processes, intelligent tax services, government
performance, and taxpayer performance, encompassing 17 organizing
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themes, including information transparency, rapid responsiveness, security and
privacy, a favorable user experience, tax justice, and the enhancement of tax
culture. The principal contribution of this study lies in developing a theoretical
and practical framework for modeling customer expectations within intelligent
tax systems, thereby contributing not only to the enrichment of the academic
literature but also to the formulation of important policy implications. Based
on the findings, it is recommended that tax policymakers focus on developing
data-driven infrastructures, strengthening system security and transparency,
and enhancing taxpayer education to facilitate the sachievement of the broader
objectives of the country's economic system.

Introduction

Contemporary research underscores that in today's dynamic market, shaped by
the proliferation of information technology within organizations, the pursuit of
robust infrastructures, including sophisticated information systems, presents a
strategic challenge. Throughout various periods, managers have endeavored
to glean pertinent insights from their systems through the implementation of
diverse information systems (Yuan et al., 2021). Organizations have come to
recognize that incremental, superficial changes are no longer sufficient to address
their challenges; fundamental, infrastructural transformations are imperative for
organizational survival (Hosseini & Aghaei, 2022). In this context, "intelligence"
is not merely a tool, product, or system, but a novel approach to organizational
architecture. It emphasizes the rapid analysis of information to facilitate precise
and intelligent business decisions in minimal time—a crucial solution for
modern organizations (Nguyen et al., 2021). Information systems, particularly
tax systems within governmental bodies, hold significant importance. However,
despite the necessity of taxes in addressing issues such as non-cooperation in
public goods provision, market failure control, and the right to social equality
through resource allocation, the provision of public services often faces
challenges and difficulties (Nakiyimba, 2024). The primary goal of taxation is
to promote economic growth and efficiency, while the allocation of resources
and provision of valuable public services, especially in health and education, are
vital for achieving social justice and economic equity but have been neglected
(Bakhshi et al., 2023). Furthermore, satisfaction stems from fulfilling customer
needs and expectations. Merely meeting customer needs does not guarantee
satisfaction; customers perceive it as their minimum entitlement. Satisfaction
arises when customer expectations are also addressed (Gronroos, 2022).
Therefore, research in the domain of sales terminals and taxpayer systems in Iran
is of paramount importance, given the substantial positive impacts observed in
other countries. Building upon these premises, this research seeks to investigate
the optimal model for meeting customer expectations through the intelligent
automation of information systems.


https://taxjournal.ir/article-1-2521-fa.html

[ Downloaded from taxjournal.ir on 2026-11-01]

139 | Hosseinzadeh et al.

Methodology

This research employed a qualitative research method, specifically thematic
analysis. Participants included eight managers from the General Department of
Taxation and four university professors holding doctoral degrees in marketing
management, public administration, and financial management. Interviews were
conducted until theoretical saturation was achieved. A purposive and snowball
sampling method was utilized. To ensure data reliability, Cohen's Kappa
coefficient was used to assess inter-coder agreement. For this study, 15% of the
interviews coded by the researcher were provided to an expert for evaluation.
The results of the coding by the two researchers indicated a Kappa coefficient
of 0.798, calculated using SPSS software. Given that this value exceeds 0.6
and the significance level is less than 0.05, the hypothesis of independence of
extracted codes is rejected, confirming the interdependence of the codes. The
characteristics of the experts as qualitative participants are detailed below.

Findings

The research findings encompassed four overarching themes: expectations
of intelligent processes, expectations of intelligent tax services, expectations
of government performance, and expectations of taxpayer performance.
Additionally, seventeen organizing themes were identified, including optimized
taxpayer portfolios, direct tax processing, indirect tax processing, outputs, rapid
responsiveness, information transparency and accuracy, accessibility, pleasant
user experience, security and privacy, education and awareness, upgradeability
and updates, taxpayer relationship management, social welfare, economic
welfare, tax justice, customer satisfaction, and promotion of taxpayer culture.

Conclusion

This research aimed to design and explicate a model for fulfilling customer
expectations based on the intelligent automation of information systems within
the tax system. The findings suggest that meeting customer expectations in this
domain has broad dimensions and is not limited to improving tax processes.
Rather, it requires attention to the expectations of various stakeholders, including
taxpayers and the government, in areas such as intelligent processes, intelligent
tax services, government performance, and taxpayer performance. Specifically,
the results indicate that taxpayers and other stakeholders expect intelligent
information systems to facilitate tax affairs by providing optimized portfolios,
rapid and accurate processing of direct and indirect taxes, and reliable outputs.
Furthermore, these systems are expected to enhance customer satisfaction
through rapid responsiveness, information transparency, easy accessibility, and
a pleasant user experience. Other aspects such as security and privacy, education
and awareness, and upgradeability are also identified as key factors in meeting
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customer expectations. Ultimately, this model emphasizes that the intelligent
automation of information systems in the tax system is not merely a technical
tool but a comprehensive approach that can improve taxpayer relationship
management, enhance social and economic welfare, achieve tax justice, increase
customer satisfaction, and promote a positive tax culture in society. Therefore,
tax organizations should consider these dimensions and meet the expectations of
various stakeholders when designing and implementing intelligent information
systems.
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