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Abstract

Todays, outsourcing public services and utilizing the capacity of the private
sector in providing public services are effective strategies in saving costs
and improving the quality of public services. A prominent example of such
measures is outsourcing tax services to capable individuals.

The landscape of providing tax services, which was traditionally carried out
by tax consultants, accountants and other tax professionals, is changing. The
expansion of the Internet, social media, mobile platforms, cloud computing
and big data technologies and advanced data analytics all create opportunities
and options for businesses. New developments in the modern digital world
create challenges for tax administrations in the traditional way of interacting
with taxpayers and other stakeholders, but on the other hand, they provide
new opportunities for tax administrations in the field of tax collection, support
for taxpayers and increase compliance levels through new technologies and
tools (BRITACOM, 2021: 2).

Tax administrations are looking for a secure and sophisticated digital identity
to access an increasing range of taxpayer services, including registration,
electronic invoicing, filing and refunding tax returns, and paying taxes
(OECD, 2022: 10).
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Todays, the use of ICT is not a choice for tax administrations, but a necessity.
Technological changes are affecting organizational structures, business
processes, and human resource policies. True digitalization of the tax authority
requires a comprehensive legal and institutional transformation that goes beyond
the mere adoption of new tools and technologies. This transformation includes
all the necessary adjustments to traditional operating models in order to achieve
long-term and sustainable efficiency, provide new and improved services to
taxpayers, and develop new capabilities (Junquera-Varela et al., 2022: 10).

In the digital age, technological developments and the emergence of new
tax service solutions based on these developments have greatly affected the
relationships between tax administrations, tax service providers and taxpayers
and how they work together. These developments promise a bright future,
especially for small and medium-sized businesses, which have traditionally
faced relatively high tax compliance costs and can now receive better tax
services at lower costs. Tax administrations also have a valuable opportunity to
integrate taxes into business processes, thereby increasing taxpayer compliance
and significantly reducing their costs by adopting a systems and data-driven
approach instead of a traditional approach (OECD, 2016). With the increasing
role that technology plays in everyday life, taxpayers’ expectations of tax services
also seem to be increasing. For tax administrations and service providers, this
requires a review of their respective strategies. A smart tax system is based
on innovation in taxation, and within this framework, long-term perspectives
should be explained (Novianto et al., 2024).

One of the important points in the use of TSPs is the strategies for regulating
their relationships, and these strategies vary depending on the context and
requirements in different societies. One of the fundamental questions raised in
this area, which is the main issue of this research, is: Given the dimensions
and contextual factors governing the country’s tax system, what strategies
for managing outsourcing services and monitoring TSPs lead to the highest
efficiency?

In this study, the development of new technologies of the digital age in the field
of providing tax services, such as cloud computing and mobile phones, big data,
and advanced analytics, has been examined, and while explaining the role and
nature of TSPs in the Iranian tax system, systemic approaches to outsourcing
tax services and network strategies for regulating TSP relationships and their
various dimensions have been examined. Finally, while analyzing the data and
opinions collected through the Delphi method and using questionnaires and
interviews, by identifying the contextual factors affecting the outsourcing of tax
services, appropriate strategies in this area have been drawn and introduced in
the form of strategic models based on contextual factors for the country’s tax
system based on factor correlation analysis.
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Methods and Materials

This research is applied in terms of purpose and is a Delphi expert method
in terms of type. The Delphi technique is used to “identify” and “screen” the
most important decision-making indicators that can be used, which is based
on the opinions of experts in the research field, and in this research, it has been
used to screen contextual factors and reach an agreement on the importance
of variables affecting tax service outsourcing strategies (Helmer, 1977). The
sampling method is purposive, and in this framework, experts in the field of
tax service outsourcing were first selected from among the CEOs of trusted tax
service providers (16 people) and tax experts (5 people from the INTA senior
managers). In this regard, the research topic and problem were first explained
during the distribution of a researcher-made questionnaire (with simple content
validity and confirmed reliability with Cronbach’s alpha of 0.89) and structured
interviews for the experts, and the views and data were collected in the form of
the aforementioned tools in three stages. Irrelevant content was removed and
common views were summarized. The analysis of the findings was based on the
quantitative average of the opinions and the conclusion was reached based on
the final consensus of the experts. Finally, in the analysis of the collected data,
the correlation test was used to determine the relationship between the identified
contextual variables and the types of outsourcing strategies appropriate to those
variables.

Results and Discussion

The Iranian National Tax Administration (INTA) has adopted a hybrid closed
network strategy in its approach to TSPs, level of cooperation with them,
distribution of power, value proposition for taxpayers, new products and
services, and regulations governing TSPs, and a controlled network strategy in
the dimensions of information infrastructure and data and information sharing
(Table 1).
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Table 1. Strategic Position of INTA in the Dimensions of Tax Service Outsourcing

Dimensions Current Conditions Network Strategy for TSPs
INTA considers itself responsible
Strategy towards .
TSP and takes steps to regulate the Hybrid Closed Network
S
TSPs
collaboration with . . .
TSP Medium level of cooperation Hybrid Closed Network
S

INTA sets the rules, and TSPs
L do not play a significant role in .
Power distribution ) Hybrid Closed Network
developing standards, rules, and

designing new tax services

The provided services are less

transparent to taxpayers, but

. receiving these services with

Value proposition for .. . .

some customization capabilities Hybrid Closed Network
taxpayers .
has provided a moderate level
of comfort and convenience for

taxpayers

New products and The ability of TSPs to offer new
services (genericor  products and services is relatively Hybrid Closed Network
(custom solutions  limited

The regulations governing
TSPs are based on professional
Regulations governing standards within a specific

Hybrid Closed Network
TSPs regulatory framework, and TSPs
have a limited level of authority
and self-regulation
. completely centralized within the
Information . .
. INTA and without the connection Controlled Network
infrastructure ..
and participation of TSPs
Low level of data sharing with
Scope of Data and TSPs in information systems and
Controlled Network

information sharing  moderate use of data generated
by TSPs

Source: Research finding.

Based on the findings of this study and based on feedback from TSP CEOs and
tax experts, the Tax Administration can adopt supportive policies as follows to
support the business of TSPs:

a) Creating a separate, facilitating path for TSP services (including a dedicated
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path for sending electronic invoices) compared to other unlicensed tax service
providers.

b) Increasing deadlines for completing tax duties (for example, the deadline
for sending electronic invoices) and facilitating tax compliance for taxpayers
covered by TSPs compared to other taxpayers and unlicensed intermediary
suppliers.

c¢) Outsourcing the other tax services that can be outsourced by the INTA to
TSP.

Conclusion

The Contextual factors affecting the provision of tax services, including the
size and scope of taxpayers, the life cycle and professional maturity of TSPs
and their number, as well as data security and information confidentiality, can
have a significant impact on the adoption of interactive strategies by the Tax
Administration with TSPs. As the size and scope of the target population of
tax services (taxpayers) and the professional maturity of the TSPs increase, the
organization can, within the framework of an adaptive approach by changing its
supervisory approaches, take broad support for innovative solutions of trusted
companies and delegate other non-governmental matters to them.

On the other hand, with the increasing number of TSPs and the importance
of maintaining data security and confidentiality, monitoring approaches and
information infrastructures that are fully centralized within the tax administration
with minimal sharing of that information are recommended.
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