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Abstract 

It is acknowledged that public trust is the cornerstone of effective governance. There is a 

considerable relationship between trust and the uptake of e-governance offerings. The study 

provides a comprehensive overview of e-governance and factors that affect citizen trust in the 

e-taxation system in Bangladesh. The thematic analysis has been the explicit focus of this 

investigation. For this method, both primary and secondary data were used. Semi-structured 

and unstructured interviews were the primary means of gathering data for this research. Eight 

interview subjects were selected based on the convenience sample approach and snowball 

sampling method. Several crucial conclusions are drawn from the thorough investigation of 

the variables influencing citizens' confidence in Bangladesh's e-taxation system as opposed to 

paper-based taxation. These include mass awareness, ease of use, information security, 

accuracy, transparency, support system, system quality, and user-friendly features. These 

elements are essential for fostering trust in e-taxation in Bangladesh. 

Significant findings indicate that people are generally reluctant to accept new developments 

since they have not become accustomed to them. Thus, public awareness campaigns and 

support system are major in bringing taxpayers into the e-taxation system. taxpayers' 

perceptions are greatly influenced by ease of use. While most respondents believe e-taxation 

to be easier and more convenient than traditional paper-based tax systems, protecting 

personal and financial information is a significant issue. Respondents voiced concerns about 

information privacy, storage locations, and general security procedures. Most respondents 

have positive perceptions of the e-taxation system's accuracy. In e-taxation, automation 

lowers computational mistakes when compared to manual calculations. Additionally, a top-

notch platform minimises server lag and guarantees user privacy. The results emphasise the 

significance of having user-friendly interfaces with options for the native language, a robust 

quality system to prevent server slowdown and safeguard information privacy, face detection 

installed for secure site login, automated software to detect fraud and gaps in tax returns to 

avoid tax evasion, and sufficient digital literacy to promote trust in e-governance platforms. 

By putting these findings into practice, Bangladesh might improve its e-governance system 

and provide public services more efficiently, transparently, and inclusively. 
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1. Introduction 
The trust that people have in their governments has been slowly falling around the world. 

Public trust is recognised as the foundation of good administration (Hitlin & Shutava, 2022; 

Rothstein, 2011). The level of trust that citizens have in public institutions is crucial as it 

serves as a measure of effective governance and has an impact on the efficacy and 

proficiency of public policies (Ramesh, 2017). Trust has a favourable impact on attitudes, 

perceptions, behaviours, and performance results in organisational settings (Dirks & Ferrin, 

2001). According to Vanneste and Yoo (2015), trust-based governance is more effective when 

there is a clear differentiation between reliable and unreliable partners, and when 

organisations are willing to take risks despite uncertainties regarding reliability. Nevertheless, 

the connection between preexisting trust and governance complexity might vary, either 

positively or negatively, based on unique circumstances and whether trust enhances or 

diminishes the effectiveness of governance processes (Puranam & Vanneste, 2009).  Trust has 

a significant impact in the adoption of e-government services. By comprehending different 

forms of trust and their specific aspects and prerequisites, it is possible to enhance trust in e-

government services (Bayaga et al., 2020). The trustworthiness cues found in e-services, such 

as the immediate impact of outcomes on individuals, influence their faith in government 

entities (Smith, 2010). Trust has an important impact in deciding the extent to which e-

government is adopted in various countries, even when taking into account economic and 

socio-economic factors (Das et al., 2009). The degree of trust placed in governmental 

organisations and the calibre of electronic services play a pivotal role in influencing the level 

of adoption of e-government (Teo et al., 2008; Pinem et al., 2018).  

 

Lo et al. (2022) explains e-governance as a streamlined procedure that facilitates interactions 

between the government, individuals, and enterprises while improving confidence and 

security in governmental payments. E-governance promotes effectiveness in the provision of 

public services and presents boundless opportunities to address corruption and bureaucratic 

issues in the public administration system (Islam & Ehsan, 2013). According to Al-Rzoky et 

al. (2019), E-governance involves the integration of technology-based tools and components 

that are accessible to the public. This enables the use of real-time analytics and the 

deployment of online services without any delay and with increased precision. 
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E-taxation is a widely used e-government service, and its effectiveness relies on the 

willingness and acceptance of taxpayers to utilise it (Gercek et al., 2015). Nisha et al. (2016) 

state that e-tax filing is a developing aspect of e-government that seeks to enhance the tax 

filing process. Trust, effort expectation, performance expectation, and individual 

innovativeness all have an impact on e-taxation adoption. One important way to raise the 

value of services provided to citizens is through e-taxation.  The study by Hossain and Azam 

(2019) highlights the effectiveness of e-taxation in building e-governance. Currently, it is 

believed that using electronic tax (e-tax) filing is essential for streamlining and cutting costs 

associated with tax collection, hence increasing the effectiveness and transparency of 

government services (Chen, 2010; Hossain & Azam, 2019). It will be successfully 

implemented when e-taxation can offer a mandatory service delivery channel via the 

electronic platform. Businesses and individuals can use e-taxation to file their tax returns 

electronically and make payments online. Utilising e-tax offers taxpayers significant 

advantages, such as enhanced precision and efficiency compared to traditional paper-based 

filing, reduced expenses, and expedited refunds (Hossain & Azam, 2019). E-filing can lower 

tax return errors, streamline data analysis and "risk-based audit" selection, and lessen the 

likelihood of dishonest interactions between taxpayers and tax authorities (Fjord et al., 2023). 

In many nations worldwide, acceptance of e-taxation has emerged as a crucial e-government 

indicator (Chen & Huang, 2006).  

 

On the contrary, Bangladesh's situation diverges from other nations due to the 

nascent adoption and acceptability of electronic tax filing (Hossain & Azam, 2019). A 

notable proportion of electronic tax ID number (e-TIN) owners, specifically around 2.2 

million out of a total of 4.6 million, submitted tax returns for the fiscal year 2019-2020 

(NBR, 2020). Only 4 to 5 per cent of these files were submitted electronically, and fewer than 

1 per cent of taxpayers used the online payment method in the same assessment period. 

(Hossain & Azam, 2019). It depends on things like confidence in the Internet, faith in the e-

filer, perceived risks, and feelings of optimism whether or not someone wants to use e-filing 

(Schaupp & Carter, 2008). Shukla and Kumar (2019) state that trust is crucial in the adoption 

of e-tax filing. Its purpose is to build credibility and guarantee the accuracy of information. 

The study will give a thorough picture of e-governance in Bangladesh and the trust factors of 

Bangladeshi citizens in the e-taxation system. 
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1.1. Research Questions 

The general research question is, What factors affect citizens' trust in Bangladesh's e-taxation 

system compared to paper-based taxation? 

Sub- Questions are- 

• What is the current status of e-governance in Bangladesh? 

• What are the distinguished features of e-taxation compared to paper-based taxation in 

Bangladesh? 

• What factors affect the trust of citizens in the e-taxation system in Bangladesh? 

1.2. Relevance and Contribution of the Thesis 

This thesis substantially improves the comprehension of the implementation of e-governance 

in developing countries. This study elucidates the degree to which trust impacts taxpayer 

behaviour towards the e-tax filing system, underscoring the crucial significance of trust. The 

study provides insights that are relevant to the Bangladeshi context as well as contributes to 

the broader discussion on digital governance by emphasizing the attributes of trust that 

promote user acceptance. This is especially pertinent because governments worldwide are 

progressively adopting digital platforms to increase service delivery, streamline operations, 

and boost transparency. The findings can provide valuable insights for policy-making and 

development of e-governance initiatives, increase citizens' alignment with trust-related issues, 

and ultimately increase their level of involvement and compliance. 
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2. Theoretical framework 
This chapter presents the theoretical framework and discusses the analytic and theoretical 

lens through which the thesis is conducted. This thesis examines how ICTs in government, 

and society have been significantly greater. The study aims to identify the factors influencing 

citizens' trust in Bangladesh's e-taxation system compared to paper-based taxation. The 

chapter discusses the conceptual clarification and literature review to provide the necessary 

insights into citizens' trust in e-governance systems. 

2.1. Literature Review 

E-governance is a potent instrument for raising public participation, raising the standard of 

service delivery, and strengthening internal government efficacy (Parent et al., 2005). E-

government provides citizens with greater autonomy regarding their interactions with the 

government. Instead of physically going to a specific department or contacting government 

officials at a specific time, citizens have the flexibility to get these services at their place and 

time (Vinod et al., 2007). Consequently, various e-government initiatives have been 

implemented to construct services that are tailored to the requirements of citizens, enhancing 

the accessibility of government offerings to the public (Saha, 2008). In other words, the e-

government can deliver public services in a manner that is truly uniform, unbiased, effective, 

and comfortable for both the service provider and the service recipient. Governmental 

agencies can also act as recipients of e-government services in specific cases (Berdykhanova 

et al., 2010). In economic terms, the transaction costs associated with government services 

are reduced by the ability of citizens to access them at any time and from any location (Lee et 

al. 2008). In particular, online taxation is a critical function of e-government due to its close 

connection to the daily lives of citizens (Wu & Jian-Liang, 2005). 

According to Kalikakis et al. (2008), e-taxation aims to reduce bureaucratic procedures and 

improve transparency in tax filing and payment processes. However, it needs to address the 

issue of how tax revenues are utilised. Electronic taxation (e-taxation) facilitates paying taxes 

remotely from home, the office, a shop, or while travelling. This system has enhanced tax 

compliance in several countries (Umenweke & Ifediora, 2016). In addition, the e-tax, a 

widely used e-government platform, provides substantial advantages to the government and 

citizens. It helps lower costs, minimise errors by human, and shorten the processing duration 

for income tax returns (Rahman et al., 2020). E-tax impacts the dynamics between the 

government and citizens more than any other e-service (Wu & Chen, 2005). Individuals and 

organisations can file taxes and make payments online thanks to e-taxation (Chatfield, 2009). 
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Using e-tax can provide significant advantages for taxpayers, such as reduced expenses, 

quicker refunds, and increased efficiency and accuracy compared to paper-based filing 

(Peterson & Washington, 1993). Pant et al. (2004) state that e-taxation presents several 

benefits over conventional paper-based tax reporting, including expedited processes, reduced 

costs, and enhanced efficiency. 

Manly et al. (2005) state that e-tax filing systems are a rapidly developing e-government 

application worldwide. Acceptance of e-taxation has grown to be a crucial metric for 

evaluating e-government worldwide (Chen & Huang, 2006). However, Bangladesh's situation 

differs from other countries, as e-tax filing is still relatively new and has yet to be widely 

accepted. Though the country's declared aim is to create a society focused on digital 

technology, Bangladesh is presently undergoing a period of transformation. It is observing a 

notable advancement in creating digital operations across many government departments. 

During the development process, the government established several networks to connect 

citizens in various interior places to the government's primary network. This initiative, known 

as "Digital Bangladesh," aims to make digital technology the primary engine propelling the 

country's economy (Hossain & Azam, 2019). Online income tax filing, or "E-filing," is 

currently being implemented in Bangladesh (Sarker & Ahmed, 2022).  

The majority of studies on e-governance primarily examine the technological and practical 

aspects, neglecting a crucial factor: the requirements of citizens, who are the users (Bertot & 

Jaeger, 2006). Trust is an essential factor which motivates people to utilise e-governance 

technologies (Jafari et al., 2022). Trust is widely recognised as a fundamental factor driving 

the smooth implementation and acceptance of technological advancements, especially in e-

government frameworks (Shirish & Thompson, 2005; Warkentin et al., 2002). Trust and 

satisfaction with e-government services are tightly interconnected, with satisfaction being 

influenced by individuals' impressions of the service, particularly the government's provision 

of dependable information and the convenience of the service (Alsaghier et al., 2009). Trust 

is the anticipated result of delivering e-government products (Welch, 2004). The deficiency in 

trust may be the fundamental reason for the below-average performance of e-government 

systems, and the reinstatement of confidence can be accomplished through the improvement 

of service quality. Put simply, individuals need to have trust in the intelligence and technical 

capabilities of government agencies to successfully implement and safeguard these systems 

(Bélanger & Carter, 2008). 
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Trust in e-governance platforms is contingent upon various elements, including confidence in 

the government, the standard of services rendered, the degree of security and privacy, and the 

user's firsthand encounters. The degree of trust in government plays a pivotal role in deciding 

the level of trust in e-government platforms, whereas faith in technology alone has a lesser 

impact (Alzahrani et al., 2017; Li & Xue, 2021 and Teo et al., 2008). The essential factors for 

establishing trust in e-government offerings are the quality of information, systems, and 

service. The aforementioned studies (Kanaan et al., 2023; Teo et al., 2008; Pinem et al., 2018; 

Santa et al., 2019; Li & Xue, 2021) have identified certain quality elements that have a 

beneficial impact on consumers' trust and their propensity to utilise the services. The 

trustworthiness of e-government services is contingent upon the perception of their privacy 

and security. The trust and utilisation of e-government platforms by users depend on their 

sense of security and protection of data privacy (Kanaan et al., 2023; Li & Xue, 2021; 

Alharbi et al., 2016). Positive user experiences, which encompass user-friendly interfaces and 

high levels of satisfaction with the service, have a crucial impact in establishing trust in e-

government platforms. The confidence of users is also affected by the benefits they perceive 

and their happiness with using the service (Pinem et al., 2018; AlAwadhi et al., 2023; Khan et 

al., 2023; Li & Xue, 2021). Trust can be bolstered by placing confidence in endorsements 

from credible sources and acquiring a comprehensive comprehension of the e-government 

system. Training along with socialisation programs can improve users' familiarity and trust in 

the system (Pinem et al., 2018; Santa et al., 2019). Isaac (2007) found that making 

government information available to citizens is critical to developing trust of public in e-

governance interfaces. 

The perceived level of convenience of digital government offerings significantly influences 

the level of trust users place in these services. This, in turn, affects their desire to utilise these 

services. Several studies have supported this relationship, including those conducted by 

Carter et al. (2016), Ayyash et al. (2013), AlAwadhi et al. (2023), and Turel & Gefen (2013). 

According to Mensah (2018), having trust in the internet is a strong indicator of how easy it is 

considered to use. However, it may not necessarily affect how beneficial it is perceived to be.  

Users’ express apprehension regarding the security measures in place while sharing sensitive 

information online and will only engage in transactions if they have established a certain 

degree of trust (Saha, 2008). The relationship between security and trust has been the subject 

of numerous studies. According to Tassabehji and Elliman (2006), for citizens to have 

confidence in e-taxation, they must have faith in the security of their sensitive data 
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throughout online transactions. The issue of the security of digital transactions was brought 

up with the extensive implementation of e-taxation technology in Brazil, as demonstrated by 

the case study.  Security concerns were recognised as a major barrier to the mainstream 

acceptance of public services in e-government in other nations. Security refers to the 

protection of information or systems from unauthorised intrusions or leaks. Most research has 

identified that the creation and expansion of information systems are impacted by concerns 

about inadequate security (De Vasconcellos & Rua, 2005). Privacy and trust are significant 

determinants of people's future intentions to avail e-government services. This emphasises the 

importance of integrating these attributes into the creation and implementation of e-

governance platforms (Iqbal et al., 2018). Therefore, the users' perception of the electronic 

tax-filing systems' capacity to ensure secure transactions is a pivotal determinant that might 

influence the acceptance and use of these systems (Berdykhanova et al., 2010). 

New vulnerabilities and risks can impact the trust that individuals have in online services. 

Despite the lack of reliable numbers, experts unanimously agree that the financial 

implications of online crimes, such as website defacement, virus and Trojan horse 

distribution, denial of service assaults, and unauthorised access, are significant. Moreover, the 

possible outcomes of a coordinated and intentional attack on our digital civilisation by 

determined opponents are a major worry (Pearson & Balacheff, 2003). System quality in e-

government can be assessed by evaluating an online system's integrity, usability, 

dependability, flexibility, and reaction time. It denotes the website's technological 

competence in offering users easy, fast and integrated information access while guaranteeing 

security and reliability. User satisfaction is contingent upon comfort, accessibility, 

interactivity, user-friendliness, stability, and ease of use (Rana & Rahman, 2022). The 

perceived utility of a system refers to how much one believes it can improve productivity at 

work. Rana and Rahman (2022) define perceived ease of use refers to the notion that utilising 

a particular technology necessitates minimal effort. Bhattacherjee (2001) discovered a strong 

association between the perceived utility of a technology, the user's satisfaction, and their 

intention to sustain its usage. Liao et al. (2009) discovered a link between user pleasure, 

perceived utility, and willingness to continue using government-provided e-services in 

Bangladesh. 

The connection between transparency in e-governance and trust among the public is a crucial 

field of research, particularly as governments progressively embrace digital channels for 

engaging with citizens. Transparency in electronic governance typically increases the 



Page | 15  
 

citizens’ confidence level in the government (Hartanto et al., 2021; Kim & Lee, 2012; Yu & 

Qing-liang, 2012). The level of transparency that individuals see has an indispensable impact 

on how they perceive usefulness and utilise of e-government services. This, in turn, promotes 

trust in these services (Mensah, 2018). According to Gritzalis et al. (2019), citizens perceive 

transparency-enabling information systems as dependable and capable of potentially 

increasing confidence. The impact of openness on trust-building is influenced by factors such 

as information accuracy, simplicity of use, and customisation of e-government offerings 

(Venkatesh et al., 2016). Nevertheless, there are situations in which enhanced openness does 

not result in greater trust, especially when citizens often express their opinions, which might 

create a poor sense of reliability (Porumbescu, 2015). 

 

2.2. Conceptualisation 

2.2.1. E-taxation 

ICTs are used in electronic governance, which is the process of providing government 

services by integrating numerous stand-alone systems between citizens-to-government 

(C2G), government-to-government (G2G), and business-to-business (B2B) services. It is 

frequently associated with administrative tasks and communications within the government. 

The populace may conveniently, effectively, and transparently access government services 

thanks to e-governance (Dasgupta, 2013). The aim behind e-governance is to use ICTs to 

enable the government to carry out its policy, service, and development duties to manage and 

steer stakeholder relations across many sectors non-hierarchically (Islam, 2012). They apply 

newly developed ICT to streamline public administration and government procedures. It is 

about giving people the freedom to decide how they want to communicate with their 

governments. 

Taxes are considered a constituent part of government revenue and, in principle, a significant 

revenue stream for the administrations of several nations (Adeniyi & Adesunloro, 2017). Tax 

collection primarily depends on taxpayers so that any noncompliance may impede income 

generation. Opportunity costs for time and other resource inputs, as well as psychological 

costs like stress and anxiety from adhering to tax regulations, often cause taxpayer 

noncompliance (Tran-Nam and Evans, 2014). E-taxation is a cornerstone of e-government 

services, garnering widespread popularity. Facilitating taxpayers and media outlets to submit 

tax claims at their convenience effortlessly is pivotal to e-government initiatives (Haruna et 
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al., 2021). It is a procedure for receiving, managing, and evaluating money via an electronic 

channel. It is a method by which governments everywhere use ICT to enhance how they 

provide citizens with information and services (Haruna et al., 2021). E-taxation facilitates 

online tax filing and payment for individuals and organisations (Chatfield, 2009). E-taxation 

saves time and money for the taxpayer and the tax collector by allowing online return 

preparation, submission, and payment from the comfort of one's home. Electronic tax filing 

also improves tax authorities' efficiency in evaluating and collecting taxes. It is believed that 

filing taxes electronically will lessen corruption and inefficiencies in the tax administration 

process. Governments worldwide have established digitally based tax filing systems or are 

preparing to do so after realising the many advantages of electronic filing (Hossain & Azam, 

2019). According to Pant et al. (2004), there are several advantages for taxpayers who use e-

tax, such as increased efficiency and accuracy compared to paper-based filing, reduced 

expenses, and quicker refunds. Nonetheless, significant disparities still exist amongst 

international tax payment systems. Although taxpayers in certain nations are considering 

using the system, taxpayers in more technologically advanced countries are used to it since 

they have sophisticated infrastructure and state-of-the-art e-tax filling technology (Hossain & 

Azam, 2019). 

In Bangladesh, The National Board of Revenue (NBR) developed the e-tax filing method to 

decrease incomplete forms, which are common when conventional tax returns are used 

(Habib, 2018). The NBR gets many annual partial or extremely erroneous income tax returns 

(Rinaudo 2019). The NBR's processing and administrative expenses for tax refund activities 

are increased by incomplete tax forms (Mannan et al., 2020). Because the E-file system 

ensures taxpayers pay attention to important information before proceeding to the next stage 

of the tax filing process, taxpayers are expected to submit accurately completed tax returns. 

Moreover, E-filing reduces the possibility of any computation errors because it automatically 

determines the amount of tax that must be paid (Mannan et al., 2021). E-filing, e-payment, 

and universal self-assessment have lowered the burden on Bangladesh taxpayers, but have 

not appreciably altered the tax structure (Ete, 2023). “To establish dynamic revenue 

management in the tax department and to comply with government’s vision of establishing 

digital Bangladesh, NBR has initiated to establish many online services like online tax 

registration, online Tax Payer Identification Number (TIN) registration and online VAT 

calculation. Online tax filing system in Bangladesh, although in existent, does not provide 

convenience to the individual taxpayer. For example, the official website of NBR provides a 
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window to submit income tax return online which requires scanned copy of manually 

prepared income tax return form. Tax payers must have a user ID and password which is 

designed to be provided by the local income tax office for online return submission following 

the above-mentioned procedures which projects a slow move in digitalization process in tax 

collection system. The comprehensive implementation of online tax filing system in 

Bangladesh is still underway which posits a question how to implement the system by 

providing user convenience in the near future.” (Hossain and Azam, 2019, p-3).  

2.2.2. Trust 

Trust is a complex idea in the social sciences with many interpretations and uses (Jamil & 

Askvik, 2015). Trust relies on something you have no control over, such as fate or chance, to 

acquire what you desire or need (Britannica, 2023). Being trustworthy makes one more 

reliable and reduces the cost of transactions (Kim, 2005). Transactions can be social 

connections (such as those between neighbours or coworkers) or commercial ties (such as 

those between buyers and sellers). A good experience interacting with another person reduces 

danger, uncertainty, and vulnerability while boosting trust. McEvily and Tortoriello (2011) 

assert that trust in psychology is based on two fundamental components: The necessity for the 

individual to exhibit vulnerability and the anticipation of receiving preferential treatment or 

having reasonable expectations regarding the actions, behaviour, or others’ intentions. 

The traditional notion of trust in e-government relates to confidence in a specific 

organisation—such as the government—and the reliability of the technology supporting it. 

Even with increased government financing for electronic services, citizens still prefer 

traditional methods of communicating with the government, such as phone calls or in-person 

visits, over online channels (Carter & Bélanger, 2005). Therefore, studies on e-government 

trust are essential for encouraging cooperative behaviour. The high reliability of e-

government services and applications is the main reason for the rise in citizen engagement 

with online public services (Kumar et al., 2007). Nevertheless, Bélanger and Carter (2008) 

contend that a lack of confidence hinders the acceptance of e-government services by 

citizens. As government agencies invest additional expenditures to implement and sustain e-

government programs, it is imperative for them to acknowledge and address trust issues that 

arise. Ensuring citizen trust is paramount for fostering receptivity towards information and 

active participation in the e-government system. 
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Dombrowski et al. (2014) defined Awareness refers to the level of consciousness an 

individual has regarding a certain service or e-government effort, as well as the benefits that 

the service can provide. Familiarity is a phase in which individuals employ their prior 

experiences (Luhmann, 1979), communications, and education to understand the reasons, 

locations, timetables, and actions of others (Gefen, 2000). Luhmann (1979) argues that trust 

is a necessary condition for familiarity, and that trust is formed inside a familiar setting. The 

modification of the well-known attributes of the world can subsequently impact the capacity 

for trust to cultivate in human relationships (Luhmann, 1988). Alsaghier et al. (2009) found 

that during the early phases of e-government, it is crucial for citizens to get a better 

understanding of the e-government environment. This understanding significantly impacts 

citizens' faith in e-government. The dissemination and digitisation of public information to 

the entire population, along with the implementation of specific conditions and regulations 

for the sharing, collection, safeguarding, and utilisation of information by individuals, the 

government, and the private sector through e-governance systems, are factors that enhance 

the trust of citizens in e-governance platforms (PaskalevaShapira, 2006; Dawes, 2008, 2009). 

The perception of ease of use pertains to the level of simplicity in using the website 

(Corritore et al., 2003). AlAwadhi et al. (2023) state that users' faith in digital government 

services is significantly influenced by the content and design quality and the perceived ease 

of usage. This, in turn, affects their behavioural intentions and satisfaction. Users should be 

able to use e-government apps or websites with minimal effort. User trust is contingent upon 

the presence of user-friendly systems and aesthetically pleasing, well-structured designs that 

incorporate extensive, relevant, and accurate information. Trust, as delineated by Saha 

(2008), encompasses beliefs concerning the integrity, user-friendliness, competence, and 

predictability of e-services. According to Alsaghier et al. (2009), there is a significant 

correlation between the level of trust established and the satisfaction of people with e-

government services. The usability and accuracy of government data significantly influence 

individuals' perceptions and levels of satisfaction with the service. 

According to Nulhusna et al. (2017), the efficacy of e-government, specifically the calibre of 

information and systems, significantly influences the level of trust bestowed upon it by the 

people. Trust has an essential part in encouraging people to actively participate in e-

government tasks regularly and share positive experiences through electronic word-of-mouth.  
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A study conducted by Studio Archetype and Sapient in 1999 found that the way websites are 

presented and how easy they are to use are important design elements that make people trust 

them more. A study by Teo et al. (2008) discovered that faith in government and e-

government sites is linked to success. It is also good for the quality of information, processes, 

and services when people trust the government and e-government websites. The study 

conducted by Hwang and Kim in 2007 found that the perceived website quality, namely in 

terms of its service contents, has a favourable impact on e-trust. This effect is influenced by 

the user's degree of satisfaction and anxiety while utilising customer self-service platforms. 

The government should implement a complete digital infrastructure to streamline all 

government services, operations, and payments to cater to the citizens' requirements 

(AlAwadhi et al., 2023).  

The incorporation of robust security measures in e-governance systems plays a crucial role in 

fostering trust among citizens (Jafari et al., 2022). According to Shareef et al. (2011), security 

concerns play a significant role in establishing confidence among residents when using e-

governance technologies. Kanaan et al. (2023) state that factors like quality, security, and 

privacy make people trust internet-based government services and want to use them. Abbas et 

al. (2022) have highlighted the significant role of robust security measures in promoting the 

development of e-government and the utilisation of ICT in Asia. Wong, et al. (2007) found 

that having policy and regulation in place increases the feeling of security and confidence 

among individuals when they participate in digital interactions with the authorities. The 

existence of security and privacy regulations instils a sense of assurance among citizens 

regarding the authorities' commitment to thwarting criminal acts in the realm of cyberspace, 

specifically of privacy breaches and unauthorised access by hackers to any e-governance 

system (Jafari et al., 2022). 

As technology becomes increasingly intertwined with society, the importance of citizens' 

perspectives on the accuracy and reliability of e-services will increase. For government 

agencies to mandate individuals to reveal sensitive information and carry out private 

transactions on the web, they need to acknowledge and enhance citizens' confidence in the 

reliability of digital government services (Bélanger & Carter, 2008). The accuracy and 

completeness of information are essential factors that influence the willingness of individuals 

to use e-government services. Openness and confidence are crucial factors in this context 

(Venkatesh et al., 2016).  
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Transparency has an indispensable role in establishing trust in e-governance, as citizens tend 

to be content with the electronic dissemination of information (Welch, 2004). according to 

Nilashi et al. (2016) the level of transparency that consumers perceive is just as crucial as the 

quality of recommendations in establishing trust in e-governance. Hochstetter et al. (2023) 

argue that transparency in electronic operations has the effect of decreasing corruption and 

facilitating the sustainable and efficient use of financial resources in e-government 

procedures. 

Utilising user assistance services, such as live chats and question forms, with experienced 

workers, is essential for efficiently resolving difficulties. Therefore, this can enhance the 

effectiveness of digital services and minimise redundant applications, so aiding in the prompt 

response to residents and restoring their confidence (AlAwadhi et al., 2023).  

 

The current study approaches to look for possible depth analysis of following variables 

relating to trust in taxation in Bangladesh. 

 

 

 

 

 

 

 

 

 

 

Figure 1: Analytical Framework of the Study. 

Source: Prepared by the researcher on the basis of Alsaghier et al. (2009); Corritore et al., 

(2003); AlAwadhi et al. (2023); Jafari et al., (2022); Shareef et al. (2011); Venkatesh et al., 

(2016); Nilashi et al. (2016); Welch (2004); Teo et al. (2008) and field research.  
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• Mass awareness 

• Ease of use 

• Security of information 

• Accuracy 

• Transparency 

• Support system 

• System Quality 

• User-friendly features (field 

research) 
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Mass awareness 

Mass awareness can be defined as the extensive and in-depth information and knowledge that 

a large population possesses about a specific issue. In this context, it pertains to the extensive 

distribution of information regarding e-taxation, ensuring that taxpayers are knowledgeable 

and comfortable in utilizing the platform. 

Ease of use 

In the context of e-taxation system, "ease of use" pertains to the level of simplicity and 

convenience in navigating and completing the online tax procedure.  

 

Security of Information 

Security of information refers to the measures and assurances that are implemented to 

safeguard personal and financial information from fraudulent access, breaches, and misuse. It 

entails the establishment of clear communication from the authorities regarding the protective 

measures, as well as the maintenance of confidentiality, integrity, and appropriate data 

management.  

 

Accuracy 

Accuracy is defined as the system's capacity to carry out standardised calculations that reduce 

computational errors and guarantee the correctness of the tax return using the available 

information.  

Transparency 

Transparency refers to the clarity and openness with which the tax filing process, security 

measures, and data storage protocols are communicated.  

Support system 

An e-taxation support system is a complete framework that aims to provide prompt and easily 

accessible assistance to taxpayers, specifically resolving technical concerns and simplifying 

the rectification of errors.  

System Quality 

System quality pertains to the server infrastructure's capacity to manage a large number of 

simultaneous logins without experiencing any downtime, while also encompassing seamless 

and secure login procedures.  

User-friendly features 

A platform that is accessible to a broad spectrum of users without technical expertise and is 

equipped with components and functionalities that facilitate navigation. These features are 
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designed to prioritise convenience and simplicity, thereby enabling users to complete their 

tasks with minimal effort and anxiety. 

2.2.3. E-taxation and Trust Nexus 

The acceptance of e-taxation has become a prominent indicator of e-government in numerous 

countries throughout the world (Chen & Huang, 2006). Interpersonal trust is assessed by 

factors such as mutual reciprocity, benevolence, and civic participation, as stated by Putnam 

(1993). The assessment of trust in public institutions is determined by citizens' confidence in 

them, meaning that they function per citizens' normative expectations (Kim, 2010).  

Most countries are focusing on implementing electronic taxation systems. For an e-taxation 

system to be successful, taxpayers must embrace it. Several factors influence taxpayers' 

intentions to utilise electronic taxation (Gercek et al., 2015). The objective of e-government 

services is to establish trust (Welch et al., 2005). Insufficient trust may be the root of 

underperforming e-government systems, yet enhancing service quality can effectively address 

this issue. In another way, people need to think that government organisations are smart 

enough and have the means to put these systems in place and keep them safe (Bélanger & 

Carter, 2008). 
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3. Methodology 
This chapter will describe the research methodologies used to answer the core research 

question and its sub-questions using the theoretical framework outlined in the previous 

chapter. Two phases comprised the research methods: data collection and data analysis.  

3.1. Research Design 

This study is exploratory research, aiming to delve into the factors that affect the trust in e-

taxation compared to paper-based taxation. To acquire a comprehensive understanding, the 

researcher conducted interviews with both users and officials. This study has done explicitly 

on the thematic analysis. A research technique called thematic analysis was used to find and 

analyse themes or patterns in a set of data; it frequently produces new viewpoints and insight 

(Naeem et al, 2023). Discourse analysis and other qualitative techniques might benefit from 

the thematic analysis technique's guiding principles, which include coding data, locating 

themes, honing those topics, and summarising the results (Flick, 2022). Both primary and 

secondary data utilised in this technique. The primary data collection methods for the study 

were semi-structured and unstructured interviews. A total eight interviewees chosen based on 

snowball sampling method and convenience sampling method. The snowball began in a 

WhatsApp group of former Comilla University students in Bangladesh, where the researcher 

posted about looking for a taxpayer who had already filed a tax return online. Consequently, 

the interviews were carried out using Zoom, WhatsApp and Messenger app. The researcher 

prioritised the participants' preferences for selecting an online platform. The interviews were 

carried out in Bengali, and the researcher subsequently translated the transcripts. Notably, all 

participants used the e-taxation system in Bangladesh. The respondents demonstrated a clear 

understanding of the study's objectives and had prior experience with online interactions. 

They were fully informed of their right to withdraw from the study at any time without facing 

any negative consequences, ensuring that their participation was entirely voluntary and their 

responses remained anonymous. The participants actively given consent to participate in the 

interviews. The thematic method and the two data collection techniques were able to provide 

the appropriate insights into the citizens’ trust in e-governance platforms through qualitative 

discussions and descriptions of the stakeholders. For secondary data, policy documents, 

annual reports, research publications, journal articles, books, and internet browsing are used 

to gather contemporary and substantial evidence. The secondary sources provide a knowledge 

base (Guarino, 1995) and help better understand and interpret the study issue. 
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3.2. Sampling 

The entire sample size of this study was eight from the two segments. I noticed that no new 

themes or substantial variations in the data were emerging after conducting eight interviews. 

The recurrence of the same issues, benefits, and concerns suggested that I had reached data 

saturation. Continuing to conduct additional interviews would likely yield redundant 

information instead of new viewpoints. The snowball sampling method was employed to 

collect data through semi-structured interviews. Snowball sampling is a method that involves 

initially selecting a small number of participants and then, upon completion, requesting them 

to provide a list of prospective participants to identify further potential participants for 

sampling (Edgar & Manz, 2017). These semi-structured interviews were carried out to obtain 

taxpayers' perspectives on the e-taxation system, given that they are using the platform. 

Consequently, they were capable of elucidating the reality of the situation through their 

lenses. Six of the respondents were from diverse professional backgrounds, including two 

teachers, two bank employees, and two private service holders. Age category was 25 to 35 

years. Because, Digital natives (under 34) are more inclined to adopt and use technology 

because of its functionality, user-friendly operation, fashion participation, and flow (Yang & 

Shih, 2020). Furthermore, educational background was considered during the respondent 

selection process. University graduates were participated in the interviews to ensure a more 

comprehensive understanding of taxation in Bangladesh. The unstructured interviews were 

conducted with two tax employees. The interviewees were chosen by convenience sampling 

method. Convenience sampling is a sampling method that involves selecting samples based 

on their convenient proximity to a specific place or internet service (Edgar & Manz, 2017). A 

mid-level tax employee and an upper mid-level tax employee were participated in the 

interviews. 

Table 1: Summary of Respondents' Perspectives from Both Semi-Structured and Unstructured 

Interviews 

 

 

Respondents Category Age Profession/position Educational qualification 

1 Taxpayer 29 Private sector employee Master’s degree 

2 Taxpayer 32 Teacher Master’s degree 

3 Taxpayer 29 Banker Master’s degree 
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4 Taxpayer 30 Private sector employee Bachelor’s degree 

5 Taxpayer 34 Teacher Master’s degree 

6 Taxpayer 31 Banker Master’s degree 

7 Tax employee 35 Inspector Master’s degree 

8 Tax employee 40 Deputy commissioner Master’s degree 

 

3.3. Data Collection 

The forthcoming methods employed in the process of data collection: 

Semi-structured interviews: Data were collected through semi-structured interviews with 

taxpayers representing a range of ages, demographics, educational backgrounds, and 

professional experiences. The primary criterion for selecting interviewees was their 

experience with the e-taxation system. These interviews yielded valuable insights into the 

selection of the e-taxation system and the factors influencing trust in e-taxation. 

Unstructured interviews: Data were gathered through two unstructured interviews with tax 

employees. The unstructured interview provides an opportunity to engage in open-ended 

discussions that allow for obtaining more than just data from the participants. Unstructured 

interviews were conducted with tax employees, who serve as crucial informants in the field 

of e-taxation due to their extensive knowledge of the platform. These employees offered 

valuable insights into the distinctive features of e-taxation compared to paper-based taxation 

systems, as well as the factors influencing citizens' trust in e-taxation. 

3.4. Data Analysis 

Thematic analysis, a commonly used tool in qualitative research, was employed to analyse 

the interview transcripts. According to Nowell et al. (2017), thematic analysis is a systematic 

research approach that involves the careful examination of textual data to derive significant 

and useful results. The study conducted a meticulous examination aimed at identifying 

keywords, coding data, generating themes, and conceptualising findings through the 

interpretation of these elements.  

 

The conceptualisation of trust in e-taxation systems leads to some significant themes. These 

themes have guided researcher to define the concept of mass awareness, ease of use, security 
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of information, accuracy, transparency, support system, system quality and user- friendly 

features which are the core theoretical and empirical extract of this study. In data coding and 

analysis, concepts were crucial in developing the framework and evaluation criteria. For 

example, "mass awareness" has influenced attempts to make detailed documentation and 

tutorials publicly available, thereby enhancing user knowledge and comfort. "Ease of use" 

impacted the design of simple user interfaces and streamlined navigation routes; "information 

security" prompted to integrate robust encryption and authentication systems; and "accuracy" 

drew attention to exact algorithms to decrease tax computation errors. Transparency 

motivates user to talk explicitly about our procedures and security protocols. The "support 

System" was designed for real-time support and troubleshooting, allowing users to fix 

problems rapidly. "System quality" guides backend infrastructure decisions, delivering high 

availability and consistent performance under demand. Finally, "user-friendly features" 

prompted to develop the platform such that it was accessible and simple to use for all users, 

regardless of technical ability, ensuring an overall seamless and stress-free experience. 

 

3.5. Ethical Considerations  

This thesis is written in partial fulfilment of the degree of the Master of Public Administration 

at the Faculty of Behavioural, Management, and Social Science (BMS) at the University of 

Twente. Research involving human subjects, whether directly or indirectly, or utilizing 

potentially sensitive data requires approval from the faculty's ethical committee. Given that 

this study involves direct interaction with human subjects through interviews, the researcher 

submitted an ethical review request. The committee identified no ethical concerns, and the 

request was approved under file number 240697 by the Ethical Committee of the BMS 

Faculty at the University of Twente. Compliance with UT guidelines was ensured through 

measures such as conducting discreet and anonymous interviews, obtaining informed 

consent, and allowing participants to withdraw from the interview if necessary. All 

participants provided their consent and voluntarily engaged in the interviews, with their 

identities remaining anonymous. 
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4. Results  

4.1. Current status of e-governance in Bangladesh  

In the current digital era, e-governance is crucial. It increases accessibility, convenience, and 

efficiency for public services. When governments encourage accountability, transparency, and 

responsiveness, using ICT tools can increase public trust (Ntulo & Otike, 2013). Globally, the 

implementation of digital government holds promise for advancing sustainable and socially 

inclusive communities (Manoharan et al., 2022).  

Bangladesh has effectively implemented e-government as part of the Digital Bangladesh 

programme, which has decreased the average wait time for a visit, boosted user satisfaction, 

and decreased the number of in-person journeys required to access government services. With 

positive outcomes, hundreds of public services have retrained thousands of public servants in 

digital delivery (Chowdhury, 2020). 

4.1.1. Evolution of e-governance in Bangladesh 

Following a long period of colonial rule, Bangladesh, a nation in South Asia with an area of 

147,570 square kilometres and the eighth-largest population in the world at 163,882,000, 

achieved independence in 1971 after a violent war for liberation. Managing this immense 

population within a limited land area was a substantial governance obstacle for every 

successive administration. Bangladesh, a parliamentary democracy, has a constitutional duty 

to ensure that all of its inhabitants have equal access to all essential services. In this regard, e-

government turned out to be the preferred method (Ahmad, 2021). 

Siddiquee (2013) said that Bangladesh's e-government evolved over the course of three 

phases. Bangladesh Railway's ticketing system was automated in the mid-1990s, marking the 

beginning of the Infrastructure Building Phase (1990–2005). The computerization of the 

Bangladesh Bureau of Educational Information and Statistics (BANBEIS) and the Rajshahi 

City Corporation's e-birth registration initiative were two other noteworthy efforts during this 

time. These initiatives improved efficiency by automating current services. To support and 

carry out ICT and e-Government initiatives, a powerful ICT Task Force was established in 

1997, and Support to the ICT Task Force (SICT) was established in 2001. Each ministry 

established an e-Governance Cell to coordinate e-Government initiatives. The Ministry of 

Information and Communication Technology changed its name to the Ministry of Science 

and Technology in 2002. The task of supporting e-Government initiatives fell to the National 

Computer Council, which was established in 1983 and subsequently renamed the Bangladesh 
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Computer Council (BCC) in 1990. In 2002, Bangladesh passed its first ICT policy 

designating ICT as a push sector. Planning among ministries and government offices began to 

gradually switch from a top-down to a participative approach during the Isolated E-services 

Phase (2006–2009). The fundamental objective of the Access to Information (a2i) 

Programme, which was initiated in 2006, is to guarantee that every person has trouble-free, 

affordable, and reliable access to high-quality government services. A2I seeks to empower 

public workers, encourage non-governmental organisations to collaborate with government 

agencies, and make it easier for individuals to participate in e-government initiatives by 

setting up physical and virtual access points where citizens can conveniently, reliably, and 

economically obtain public services. The government unveiled its vision for a digital 

Bangladesh in 2009. The vision was to construct a transparent and efficient government that 

can deliver services to the underprivileged, while also enhancing Bangladesh's capacity to 

compete more efficiently in the global economy. Both the ICT Act and Policy were enacted in 

2009. The government's inclination to view e-government services as integrated, 

interconnected, and transactional rather than separate is exemplified by the Integrated and 

Transactional Services Phase (2010 to present). To integrate government services across 

agencies and platforms, significant measures have been taken. In 2014, a National Portal was 

created. A Digital Service Accelerator has been formed to assist ministries in efficiently 

delivering e-Services. Leveraging ICT for Growth Employment and Governance (LICT) 

(2013-2019) was a World Bank-funded project that improved the performance of the ICT 

sector and assisted the government in providing digital services. The Bangladesh Computer 

Council (BCC) developed the e-Government Interoperability Framework (e-GIF) and the 

Bangladesh National Digital Architecture (BNDA). Improved citizen-centric governance, 

cooperation and coordination amongst government agencies, economical and astute service 

delivery, recycling of infrastructure and services, and establishment of standards for ICT 

goods and services are among the advantages of the Big Data and Analytics (BNDA). The 

National E-Service Bus is being used by numerous departments to link their e-services. The 

renowned WSIS prize was won by BNDA. Bangladesh is implementing a "Whole of 

Government" ICT Strategy to give its citizens access to faster, more secure, and better digital 

services. BCC has effectively created the Blockchain platform, which is widely regarded as 

the world's most secure technology, to link online systems and services with the goal of more 

securely preserving documents. This platform will mainly monitor the usage of forged 

documents, such as admission cards (Ahmad, 2021). 
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4.1.2. Progress in E-Governance in Bangladesh 

Bangladesh has made significant progress in e-governance, as proven by the government's 

extensive digitisation of public services. The government's unwavering commitment to the 

'Digital Bangladesh' agenda has been pivotal in bringing about this transformation. (World 

Economic Forum, 2020; Rahman and Malik, 2020). Bangladesh's e-governance expansion 

has resulted in fewer in-person trips to receive government services, shorter waiting times per 

visit, and more customer satisfaction. With positive outcomes, hundreds of public services 

have benefited from retraining thousands of public employees in digital delivery. This is a 

component of the government's citizen-centric policy, aimed at providing individuals with a 

prompt, effortless, and transparent encounter (World Economic Forum, 2020). 

The country has also made considerable strides in providing crucial services online. 

Bangladesh has inquired why it is not giving pension applications and national ID cards 

online and is looking for alternatives. This has been especially crucial for the younger 

generation, accustomed to e-commerce with rapid processing and real-time order tracking. 

However, it faces numerous challenges, such as inadequate infrastructure, insufficient 

governmental backing, insufficient human resources, the digital divide, etc. (Rahman & 

Malik, 2020). Despite these challenges, the country has achieved significant strides in its e-

governance initiatives (Rahman & Malik, 2020). 

E-Governance has made significant progress worldwide, with countries investing in digital 

infrastructure to improve public service delivery. Bangladesh is a prominent example of this 

accomplishment, having achieved significant strides in E-Government efforts. According to 

the UN E-Government Survey 2022, Bangladesh moved up eight notches, ranking 111th 

among 193 countries in this 2022 UN E-Government Development Index (The Daily Star, 

2022). In 2014, eight years ago, it held the 148th position. This indicates a significant 

increase of 37 positions during a span of eight years. In 2020, the country ranked 119th. 

However, despite the challenges posed by a global epidemic, it has managed to improve its 

position by eight places in the preceding two years (Uzzaman, 2023). This rise in ranking 

demonstrates the country's commitment to embracing digital technologies for public service 

delivery (A2i, 2022). The EGDI is a composite metric that measures human capacity, 

telecommunication connectivity, and online service availability—three critical aspects of e-

government. The objective of the EGDI is not to assess the absolute level of e-government 

development, but rather to provide a comparative evaluation of national governments' 

performance in this area (United Nations [UN], 2022). 
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Table 2. E-governance rankings of Bangladesh 

 

  

 

 

Source: Uzzaman, (2023) 

Bangladesh's EGDI value for 2022 was 0.563035, suggesting that its e-government 

infrastructure is developing positively. This development is a direct outcome of the 

government's diligent endeavours to enhance the fairness and straightforwardness of public 

service provision. The UN E-Government Survey 2022 is the 12th iteration of the UN 

assessment of digital governance among the 193 Member States. The survey encompasses an 

examination of data in both local and regional environments, an exploration of local e-

government advancement within global and regional frameworks, an investigation into 

inclusion within the hybrid digital society utilising the United Nations Local Online Service 

Index (LOSI), and a concluding chapter that outlines forthcoming directions and trends in 

digital government (UN, 2022). 

Bangladesh's climb in the EGDI rankings over the years demonstrates the country's 

dedication to digital transformation. The government has intensively created digital projects 

that improve public service delivery, increase transparency, and promote inclusive growth. 

Bangladesh's development in E-Governance, as evidenced by its improved placement on the 

UN E-Government Development Index, demonstrates its digital transformation journey. The 

government's commitment to using digital technology to offer public services has increased 

service quality while promoting inclusivity and openness. As Bangladesh invests in its digital 

infrastructure, it will likely improve its standing in future UN E-Government Surveys. 

Bangladesh's E-Participation Index (EPI) ranking indicates how successful e-participation has 

been. As an addition to the United Nations E-Government Survey, the E-Participation Index 

(EPI) is derived (UN, 2022). Bangladesh also achieved 75th place with a score of 0.5227 in 

the e-Participation Index (EPI) in the most recent survey (Dhaka Tribune, 2022), in 2020, the 

rank increased by 20 places to reach 95th position. Bangladesh holds the highest position 

among the least-developed countries (LDCs) on the list (Uzzaman, 2023). This achievement 

Index Year: 2022 Year: 2020 

E-government development index (EGDI) 111th  119th  

E-participation index (EPI) 75th  95th  
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underscores the country’s improvement in e-participation and its commitment to fostering an 

inclusive and participatory governance process (The Daily Star, 2022). 

In 2021, the national web site received a monthly average of 60 million hits, hosted over 1 

million e-directories, had more than 46,000 registered offices, served 2 million e-service 

users, and included 5 million goods. As of 2023, there were more than 1.05 crore subject-

specific information and 657 e-services accessible on the internet. On average, the service 

receives a daily visit from 1.5 million users. In addition, the web provides access to programs 

like "Uttoradhikar Calculator," which has been downloaded by over 100,000 individuals from 

Bangladesh (Uzzaman, 2023).  

 

At the moment, 16,170 entrepreneurs are working in 8,468 union digital sites across the 

country. There are more than 300 state and private services available at these centres, such as 

banking and online shopping. As of the beginning of 2022, these centres provided a total of 

625 million services, which saved people an average of 17,450.2 working hours (78.14%) 

(Islam, 2023).  

 

E-mutation is an online platform that enables applicants to transfer the title of land ownership 

from the former owner to the present owner. Over 8.8 million applications have been 

submitted through the system up until now, with over 8.32 million of those cases being 

resolved. The digital filing system has substituted the traditional paper-based approach with 

an electronic one, resulting in time and cost savings. The digital filing system has currently 

released more than 21 million files (Uzzaman, 2023). Various government entities offer their 

services through a centralised digital platform known as 'MyGov'. As of July 2024, the my 

gov platform has a total of 4,187,915 registered members. Within this platform, 2,928,000 

applications have been submitted for various services, and 2,710,272 of these applications 

have been resolved (mygov, n.d.). 

4.1.3. E-Government Policy and Legal Regime in Bangladesh 

To understand how the policy and legal regime in Bangladesh has influenced citizens' trust in 

e-governance platforms, specifically in the context of e-taxation, we must examine the 

evolution and impact of several key initiatives and policies outlined in recent years. The 

government's commitment to modernizing its infrastructure and governance through ICT 

advancements has been instrumental in this transformation. 
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4.1.3.1. Digital Bangladesh: Vision 2021 

The goal of the government's Digital Bangladesh agenda is to digitalise the majority of a 

citizen's life (UNDP, 2021; ICT Division, 2019). Digitalising government services, such as e-

banking, e-commerce, e-books, e-voting, e-health, e-filing, e-mutation, e-paper, and more, is 

the primary objective of this strategy. The tenets of Digital Bangladesh include safeguarding 

the democracy and rights of the populace, fostering accountability and openness, instituting 

justice, and utilising technology to bring public services directly to citizens' doorsteps. 

Human Resource Development, IT Industry Promotion, Digital Government, and Connecting 

Citizens are the four main parts of Digital Bangladesh (ICT Division, 2019). 

As part of the Digital Bangladesh plan, the Bangladeshi government executed a nationwide e-

governance system in most government offices (Uzzaman, 2023). To create a pro-citizen 

administration, this rollout used a citizen-centric approach to cut down on people's travel time 

and related expenses (Uzzaman, 2023). Without a doubt, the widespread implementation of 

digital technology across many sectors of society and government organisations has been the 

main factor behind the significant fourfold increase in the nation's GDP per capita over this 

period, as well as the enhancement in service provision (UNDP, 2021). 

The Digital Bangladesh agenda's citizen-centric strategy has decreased the number of in-

person trips required to obtain government services, reduced the time spent waiting between 

visits, and increased user satisfaction (World Economic Forum, 2020; Chowdhury, 2020). 

With positive outcomes, hundreds of public services have benefited from retraining 

thousands of public employees in digital delivery. Government process reengineering and 

streamlining initiatives, like Bangladesh's a2i (a joint programme between the PM's office, 

Cabinet office, and ICT ministry), have advanced rapidly (World Economic Forum, 2020). In 

addition to making life easier for the populace, this strategy has encouraged accountability 

and openness within the administration (Rahman and Malik, 2020). The Digital Bangladesh 

initiative and the nation's successful e-governance deployment have significantly improved 

public service delivery and national government. The main objective of this method was to 

minimise the time, expenses, and frequency of trips required to access a service, with a focus 

on the needs of the citizens. Additional services were placed atop the "foundational" services 

initially implemented (World Economic Forum, 2020). Bangladesh's continued adoption of 

the digital revolution is anticipated to make e-governance even more critical in determining 

the nation's course. 
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The government has declared the "Vision 2021" with the aim of creating a resourceful and 

contemporary country by 2021 through the proper utilisation of Information and 

Communication Technology (ICT), thus achieving a "Digital Bangladesh". The government 

has introduced many projects in the areas of e-governance, e-commerce, e-banking, and the 

expansion of mobile-phone network capabilities. (Habib & Baizid, 2010).  

Several substantial initiatives aimed at establishing a digital Bangladesh by 2021 have 

already been implemented. The main goal of the digital Bangladesh program is to digitalise 

government services. Nowadays, a significant number of tasks can be efficiently completed 

remotely from the comfort of one's own home. Online payment is available for utility bills. 

Today, many services like as online registration, online income tax return filing, online public 

test result checking, and online transportation ticket booking are easily accessible. Mobile 

banking enables swift and effortless movement of funds between locations in a matter of 

seconds. Over one million textile industry employees have received their wages via mobile 

banking. The government has commenced the widespread implementation of the National 

Information and Communication Technology policy to cultivate a proficient workforce. A 

total of 39 ministries have participated in the execution of 306 action plans. A total of 385 

land offices have been digitised. A total of 3800 unions have been connected to high-speed 

internet through the Digital Centre Optical Fibre. A total of 8000 educational institutions have 

established digital laboratories to generate employment opportunities in the field of 

information and communication technology (ICT). Additionally, plans are underway to 

establish an additional 5000 laboratories soon. A total of 250 Agriculture Information Centres 

have already been established. A pilot initiative known as Digital Village has been 

implemented in 100 rural areas to digitise agricultural practices. (“Digital Bangladesh - 

Vision 2021: The Secret of Bangladesh’s Transformation,” 2021) 

52.58 million people in Bangladesh were using the internet as of January 2022. This suggests 

that there is a sizable user base for online services. At the beginning of 2022, 31.5 percent of 

people were using the internet. Between 2021 and 2022, Bangladesh's internet user base grew 

by 5.5 million (+11.6%) (Kemp, 2022). Over 12 million individuals in the country seek 

medical guidance by dialling 16263. Emergency services can be accessed exclusively by 

dialling 999. The government also aims to digitise 2800 services across 56 Ministries by 

2025. The Teen Portal, also known as the Kishor Portal, is an effort that connects 2.7 million 

adolescents and provides access to over 31,000 educational resources. (“Digital Bangladesh - 

Vision 2021: The Secret of Bangladesh’s Transformation,” 2021).  
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4.1.3.2. National ICT Policy 

Bangladesh's National Information and Communication Technology (ICT) Policy is a 

strategic framework for developing the country's ICT industry. The policy, launched in 2002, 

has been amended several times to keep up with the quickly changing technology world (ICT 

Division, 2021). Eight strategic issues are the focus of the most recent revision, the National 

ICT Policy 2018: social equity, digital governance, digital security, research and innovation, 

research and education, skill development, job creation, and bolstering domestic capacity to 

deal with emerging technologies (ICT Division, 2021). The Ministry of Science, Information, 

and Communication Technologies is in charge of implementing and monitoring the policy. 

4.1.3.3. Digital Security Act, 2018 

This new law, which replaced the ICT Act of 2006, was enacted to safeguard public safety 

and the country and prevent and control cybercrime. The definition of cybercrime has been 

expanded by this act to encompass propaganda against the Liberation War and the Father of 

the Nation, inciting hatred towards certain ethnic or religious groups, uploading objectionable 

content to hurt others, digital fraud and forgery, and cyberterrorism (Ahmad, 2021). It 

recommends severe penalties for many kinds of cybercrimes. 

4.1.3.4. Information Security Policy Guideline, 2014 

A thorough framework that offers direction on guaranteeing the security of information in 

numerous industries is Bangladesh's Information Security Policy Guideline 2014 (GoB, n.d.; 

ICB, 2015). Numerous subjects are covered by this guideline, such as identity and access 

management, network and infrastructure security, incident management, threat and 

vulnerability management, physical and environmental security, application security, data 

security, and human security. There are other guidelines for using ICTs unique to a specific 

technology, social media, cloud computing, virtualization, and mobility. The policies apply to 

all users of the organization's information resources. It is reviewed regularly to keep up with 

the rapidly evolving technical landscape. Implementing this rule reduces the likelihood of 

security breaches by guaranteeing information resources’ secure and efficient use (GoB, n.d.; 

ICB, 2015). 

 

The evolution of Bangladesh's policy and legal regime reflects a clear trajectory towards 

fostering a digital society where e-governance platforms are central to citizen interaction with 

the government. The government's strategic focus on ICT, security, and innovation forms the 
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backbone of this trust, ensuring that citizens feel secure and confident in using digital 

platforms for their governance needs. 

4.1.4. Selected E-Government Initiatives in Bangladesh 

The various e-government initiatives in Bangladesh collectively contribute to a central goal 

of enhancing public service delivery, increasing citizen engagement, and promoting 

transparency and accountability in governance. These initiatives create a digital ecosystem 

that fosters trust in e-governance platforms, including e-taxation.         

4.1.4.1. Access to Information (a2i) Programme 

The Access to Information (a2i) Programme is a worldwide digital transformation catalyst 

launched by the Bangladeshi government. It was developed at the Prime Minister's Office in 

2008 as the flagship programme of the government's well-known Digital Bangladesh 2021 

plan (a2i, 2018). It coordinates with the Cabinet Division to oversee the development of a 

public service innovation ecosystem and delivery infrastructure on behalf of the Prime 

Minister's Office. The a2i programme has contributed significantly to Bangladesh's digital 

development. A2i's major initiatives include the establishment of Digital Centres, Expatriate 

Digital Centres, the National Portal, the National Information Hotline (333), the e-filing 

System, Digital Land Services, the Digital Service Design Lab, the Service Process 

Simplification, the Agriculture Portal and Krishok Bondhu Phone Seba (3331), the Judicial 

Portal, the ekSheba platform, the Grievance Redress System, Mygov, and the SDG Tracker 

(A2i, n.d.). 

4.1.4.2. National Web Portal 

The National Web Portal is a focal centre for all e-government activities and directs citizens 

to relevant links (GoB, 2024). Bangladesh's National Web Portal was launched in 2014. 

Every administrative unit in Bangladesh, from local to national, is fully connected through 

this platform. Interestingly, the Bangladesh National Web Portal has become the world's 

largest public portal, hosting over 25,000 websites. It has included two million documents 

and an e-directory with information on 700,000 government employees and authorities. 

(GoB, 2022).  

4.1.4.3. Bangladesh Forms Portal 

The Bangladesh Forms Portal is important in the country's e-government ambitions. It was 

founded in 2015 and enables citizens with a single platform to download, fill out, and submit 
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numerous government forms and applications (GoB, 2024). Currently, the web contains 

1,400 forms, 1,200 of which are editable in PDF format. This lets citizens fill out paperwork 

digitally, making it easier to obtain government services (GoB, 2021).  

4.1.4.4. Bangladesh Trade Portal 

The official source of all regulatory information for traders wishing to import goods into 

Bangladesh or export them to other countries is the Bangladesh Trade Portal (BTP). 

Bangladesh's Ministry of Commerce launched the Portal to increase the predictability and 

openness of the country's trading rules and processes. The Portal is also a one-stop shop for 

information on exporting from and importing into Bangladesh. Click on the appropriate links 

on this page to find the tariffs applicable to each product, any special measures, the 

procedures for applying for permits, licences, and Customs clearance, and much more. The 

Guide to Trade, located at the top menu of this page, offers a complete set of instructions and 

rules in clear English that are neatly organised by topic (Ministry of Commerce, 2024). 

4.1.4.5. Union Digital Centres 

One major e-government project in Bangladesh is the Union Digital Centres (UDCs). On 

November 11, 2010 (a2i, 2023), the Prime Minister Sheikh Hasina launched them. The count 

of UDCs has experienced a substantial surge, rising from 4,501 in 2010 to 6,686 in 2020. 

Nationwide, the number of UDCs stood at 8,280 as of November 2021. The UDCs boosted 

their service delivery to 270 in 2020, and by November 2021, they were providing over 300 

services. In just ten years, UDCs have produced 13,372 entrepreneurs nationwide. These 

centres offered about 555 million services over the same period (TBS, 2020). 

4.1.4.6. Digital One-Stop Services 

Digital One-Stop Services is part of more significant e-government initiatives in Bangladesh. 

They intend to provide citizens easy access to government services via a unified digital 

platform. Under the Access to Information Programme, Bangladesh launched a series of 

digital one-stop services in 2018, including Eksheba, Ekpay, and Ekshop (UNDP, 2021). 

These systems were created to support e-commerce, ease utility bill payments, and expedite 

various government activities (UNDP, 2021). By serving as a middleman, Eksheba gives 

citizens access to government programmes. With aspirations to grow to almost 3,000, it now 

provides 162 services (CRI, 2023). Citizens can pay energy bills, water bills, fees associated 

with their school, and other bills via the Ekpay website, which serves as a one-stop shop (The 
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Asian Age, 2019). Conversely, Ekshop is an online marketplace that links rural business 

owners with consumers and industry participants, promoting rural goods (Vambell, 2022). 

4.1.4.7. Birth Registration Information System 

The Birth Registration Information System (BRIS) was implemented in 2010. The 

government can follow each thanks to this system, making planning and providing the 

required services possible. There are 5,082 registration offices nationwide, comprising 319 

municipalities, 4,571 union councils, 15 cantonment boards, and 124 zonal offices of 11 city 

corporations. In addition, Bangladeshi missions maintain 53 registrar offices spread across 42 

nations (GoB, 2023). 

4.1.4.8. e-Tathyakosh  

In 2011, Jatiyo e-tathyakosh, the national electronic content repository, was formally 

founded. With 10,000 categories and over 100,000 items related to health, education, 

agriculture, law and human rights, non-farm activities, disaster management, employment, 

science and technology, trade and commerce, and more, Bangladesh's most extensive content 

compilation. This digital compilation has developed into a primary hub for the 

straightforward distribution of livelihood knowledge (Ahmad, 2021). 

4.1.4.9. e-TIN and Online Tax Payment 

The National Board of Revenue (NBR) issues a unique 10-digit e-TIN (Electronic Tax 

Identification Number) to identify taxpayers in Bangladesh. It is a critical necessity for all 

Bangladeshi taxpayers. The e-TIN registration provides multiple benefits, including the 

opportunity to file income tax returns, pay taxes online, and access other government services 

(Maria, 2023). One can register on the NBR website by going to the e-return system. The e-

Payment Portal is a secure and convenient one-stop shop for the online payment of income 

tax, VAT, and customs duty (Uddin, 2021). As of April 25, 2024, the number of Taxpayer 

Identification Number (TIN) holders in Bangladesh surpassed 1.02 crore (10.2 million). The 

government has implemented several programmes to broaden the tax base, so new taxpayers 

are joining the tax system. The number of TIN holders has gradually increased since it 

became obligatory to prove receipts for income tax return submission to obtain various 

services (Bangladesh Sangbad Sangstha, 2024). 
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4.1.4.10. E-Mutation 

The government of Bangladesh has digitised one of its several public services, known as e-

mutation. The online platform enables applicants to modify the ownership title of a piece of 

land, transferring it from the prior owner to the present owner (Talukder, 2019). In the past, 

changing a piece of land for taxes purposes required many trips to government offices, long 

wait times, and large payments to a broker in order to complete the process. In seven 

Bangladeshi upazilas (subdistricts), the government launched the nation's first-ever e-

Mutation system on February 1, 2017. In the event that property is being transferred or sold, 

citizens can digitally alter or transfer ownership records from one person to another in official 

records using the e-mutation.  The e-mutation was executed nationwide on July 1, 2019. Over 

6,600 offices, including 20 circle offices and 492 sub-districts throughout Bangladesh, are 

currently using the system (Uzzaman, 2023). 

4.1.4.11. Digital Filing System: E-Filing 

The government offices in Bangladesh previously kept records using a manual system that 

was based on paper. In an effort to create a "paperless government," the government of 

Bangladesh introduced the E-Nothi (E-Filing) digital filing system in March 2016. 

Furthermore, the E-Filing system facilitates civil officials' ability to locate their files and 

documents through its mobile application, hence augmenting government accountability, 

transparency, and responsiveness. E-filing unifies the management of all official files for 

19,000 government offices and 150,000 officials, catering to the country's 160 million 

citizens. The system has saved approximately BDT 1,895 million between 2016 and 2021 

since it drastically reduces the amount of paper that is needed for file storage, letter-writing, 

and other uses (Uzzaman, 2023).  
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Overall, several key findings emerge from the extensive review of e-governance in 

Bangladesh. First, Bangladesh has made substantial strides in e-governance under its Digital 

Bangladesh agenda, focusing on improving transparency, efficiency, and citizen accessibility 

to government services. Implementing digital technologies across various sectors has 

significantly reduced in-person visits, waiting times, and overall service delivery costs, 

enhancing citizen satisfaction and administrative efficiency (Chowdhury, 2020; World 

Economic Forum, 2020). 

 

The Digital Bangladesh agenda encompasses several pivotal initiatives, such as the Access to 

Information (a2i) Programme, National Web Portal, various online platforms, and Union 

Digital Centres, which have streamlined service delivery and enhanced citizen engagement 

(a2i, 2018). Bangladesh's e-governance initiatives have many significant strengths. First and 

foremost, they have greatly improved the accessibility and effectiveness of government 

services. According to Rahman & Malik (2020), these initiatives underscore Bangladesh's 

commitment to leveraging ICT to foster inclusive growth, reduce poverty, and improve 

governance effectiveness. In addition, the government has streamlined administrative 

procedures and reduced the risk of corruption by implementing digital systems for tasks such 

as tax payment and property record management. Implementing UDC has expanded the 

availability of digital services, guaranteeing that even those living in isolated areas can access 

e-governance. Bangladesh is always trying to improve its e-governance policies, like the 

National ICT Policy and Digital Security Act. These policies show that the country is 

working to make laws and cybersecurity measures stronger so that digital transactions and 

citizen data are safe (ICT Division, 2021). These policy interventions are crucial in building 

trust and confidence among citizens, ensuring that e-government initiatives remain resilient to 

cyber threats and technological disruptions (GoB, n.d.; ICT Division, 2021). 

 

The government of Bangladesh has demonstrated a clear commitment to digital 

transformation by implementing various initiatives. These efforts have significantly advanced 

the digitalization of public services across all sectors. As a result, every government office 

now operates online platforms, allowing citizens to access essential services digitally. 

Bangladesh's digitalization process includes implementing an e-taxation system. This system 

is essential to the more significant digital transformation agenda to streamline tax-related 

operations. This transition simplifies tax compliance for people and businesses and helps 

improve the country's overall public service delivery. 



Page | 40  
 

Bangladesh's e-governance initiatives, despite their strengths, are not without their 

shortcomings. The reach and impact of e-governance are still limited in many rural areas due 

to a lack of digital literacy and inadequate internet connectivity. Furthermore, the current ICT 

infrastructure, despite its improvements, faces limitations, including insufficient bandwidth 

and an unstable power supply. Not all individuals in the country were affected by these 

initiatives. The number of consumers of these institutions is significantly lower than that of 

the country's citizens. Another area of concern is the reluctance of the public sector to adopt 

new methods in some sectors, where traditional methods are deeply entrenched. Alam & 

Ahmed (2008) identified many problems encountered by e-governance initiatives in 

Bangladesh, including limited access to ICT tools, insufficient understanding among public 

servants and citizens, and financial constraints for capital-intensive projects. Hossen et al. 

(2017) identified several key deficiencies in e-governance initiatives in Bangladesh, 

including government policy, a shortage of competent personnel, inadequate funding, a lack 

of strategic planning, and the socio-educational context of the country. Additionally, there is a 

need for more comprehensive cyber security measures to protect sensitive information from 

cyberattacks and breaches. Finally, the emphasis on quantity over quality in certain initiatives 

leads to implementation gaps, where services are accessible but not fully functional or user-

friendly. Hasan (2014) states that Bangladesh's performance in the global e-government index 

reveals a discrepancy between initiatives and actual outcomes, necessitating increased 

oversight and efficient cooperation among authorities. 

 

Looking forward, Bangladesh's Smart Bangladesh Vision 2041 aims to further integrate 

digital technologies across sectors like education, healthcare, and agriculture, fostering a 

digitally inclusive society (Khan, 2023). This vision underscores the government's 

commitment to sustainable development through technological innovation and enhanced 

public service delivery. 

 

Bangladesh's journey towards digital transformation through e-governance and e-taxation has 

been marked by significant achievements in enhancing administrative efficiency, citizen 

engagement, and transparency. The adoption of digital technologies has not only improved 

service delivery but also laid the groundwork for future governance and economic growth 

advancements. However, ongoing challenges such as the digital divide, infrastructure 

limitations, and cybersecurity threats require continuous attention to sustain and expand the 

benefits of e-governance in Bangladesh (UNDP, 2021; World Economic Forum, 2020). 
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4.2. Distinguished features of e-taxation compared to paper-based taxation 
in Bangladesh 

 
4.2.1. Flexibility 

Respondents indicated that the flexibility of the e-taxation system is its most appreciated 

feature. In contrast, the traditional paper-based taxation system requires taxpayers to engage 

in various bureaucratic procedures, necessitating visits to multiple desks within the tax office, 

resulting loss of at least one working day due to the lack of flexibility inherent in the 

traditional system. With the e-taxation system, such office visits are eliminated, allowing 

taxpayers to submit their tax files without encountering hard and fast rules  

 

“The primary drawback of submitting paper-based tax returns is the lack of flexibility 

it offers. As a professional, submitting these returns requires me to take at least one 

full day off work since it must be done during office hours. In contrast, electronic 

taxation has significantly simplified the tax filing process. Online, I can complete and 

submit my returns in just 30 minutes from the comfort of my home in the evening”.  

(Respondent 1, 29 years old, a private sector employee) 

 

In addition, filing tax returns using the e-taxation system get taxpayers rid of from being in 

the que and other related sufferings. Moreover, the tax payment deadline can be extended 

beyond the stipulated time. For instance, while paper-based filing closes in November, online 

filing remains available until December and, in some cases, extends into January. 

Additionally, tax offices are closed on Fridays, Saturdays, and public holidays, whereas e-tax 

filing can be completed from any location and at any time. 

 

"I work in Dhaka but as I am registered in the Comilla taxes zone, and I pay my taxes 

in Comilla, necessitating a trip to submit the necessary documents. Therefore, I found 

the electronic tax system to be convenient, as it allows me to submit my return from 

home."  

(Respondent 3, 29 years old, a banker) 

Overall, the e-taxation method is highly esteemed for flexibility, which sharply contrasts with 

the laborious and time-consuming nature of the conventional paper-based approach. The 

latter requires a personal visit to the tax office and involves bureaucratic procedures, often 
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consuming an entire workday. Taxpayers can submit their tax files through the e-taxation 

system from anywhere.  

4.2.2. Time saving 

According to the respondents, the most significant benefit is the time saved by submitting 

taxes online. The filing process can take two to three days for individuals who file their tax 

returns using a paper-based system. On the other hand, e-tax filing takes very little time, 

provided everything is organized, and the homework has been completed.  

"I can quickly file my return online in a short time, which would have taken two to 

three days with paper methods. Assuming that I have all the necessary materials and 

completed my homework, online submissions typically take between 20 to 30 

minutes.” 

 

(Respondent 1, 29 years old, a private sector employee) 

 

Furthermore, in the context of paper-based taxes, individuals who wish to submit their tax 

returns are required to authenticate and review their documents, perform manual 

computations, and maintain records. Consequently, officials are burdened with a substantial 

amount of labour. However, in e-taxation, officials are not required to do a lot of paper work. 

As a result, e-taxation has decreased the amount of labour for tax officials.  

“The use of online taxation has partially reduced our workload. It is observed that 

individuals who come to pay taxes must verify the accuracy of their files or records. 

However, due to the prevalence of online platforms, all papers, including certificates, 

are now accessible online. As a result, our burden is decreasing.” 

(Respondent 8, 40 years old, a tax employee) 

In general, the process of preparing and submitting paper-based tax documents takes two to 

three days. However, if everything is well-organised, the same activity might be completed in 

less than one hour.  
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4.2.3. Storage and accessibility  

The interviewees emphasized that a major advantage of electronic taxes is the ability to store 

data for unlimited time, which is not feasible with a paper-based system. Due to limited 

storage capacity, physical documents related tax information cannot be retained indefinitely 

and must be thrown away after a certain period of time. However, this is not the case with 

online storage, where data can be stored for a longer duration.  

” Due to the fact that space is a question of storage, it is obvious that the documents 

related to paper-based tax cannot be preserved for an entire lifetime and must be 

destroyed over a specific period of time. On the other hand, if this information is 

online, then it is a virtual store that is yours to keep. It is possible to store data for an 

entire life time.” 

(Respondent 7, 35 years old, a tax employee) 

 

In addition, it is possible to access any information of taxpayers in the event of applying 

changes or producing tax certificate. Under those circumstances, they are able to retrieve all 

of the information from their online profile or account. The fact that all of the information is 

stored gives them the impression that it is within their reach, and it is also quite simple for 

them to access it whenever they want, which is not possible with the traditional paper-based 

method.  

“One major benefit is that, my tax information is digitally stored in my tax profile. I 

have the flexibility to access the information at any time or download it as necessary. 

Additionally, the data is securely stored, allowing me to seek assistance with tax 

payments at a later date if desired. I successfully downloaded the tax certificate and 

returns document easily.”  

(Respondent 2, 32 years old, a teacher) 

 

In general, e-taxation can retain information indefinitely. As a result, taxpayers can retrieve 

their information and obtain tax certificates at any moment. Conversely, paper-based taxes 

necessitate the storage of tangible papers, which must be disposed of after a specific amount 

of time due to limited capacity of storage.  
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4.2.4. Automated calculation 

E-taxation is appealing since it allows for calculations to be performed automatically. 

Participants noted that if they choose to submit their taxes using paper-based method, they 

are required to manually compute their taxes and determine the amount of tax that they are 

required to pay for each sector. However, when they submit the tax to the online system, they 

are merely entering the data. At the same time, the amount of tax that they are required to pay 

in any part is automatically computed with these calculations. They also stated that it is 

simple to compute the amount of tax that is owed in any sector, and that it is a system that is 

organised for the payment of taxes. The paper-based technique of filing taxes is an entirely 

manual process, in which a variety of forms must be filled out by handwriting.  

 

“I found that with a paper-based system, many calculations have to be done, and the 

form needs to be filled out in different formats before filing tax. When I enter the tax 

information for the electronics, it is quite simple to do so, and there is an automated 

calculation that eliminates the need to fill out or compute something manually.” 

(Respondent 3, 29 years old, a banker) 

 

Overall, e-taxation provides automated calculation, while the paper-based method requires 

taxpayers to manually calculate their assets and liabilities. If the taxpayer inputs information 

into the e-taxation system, the calculation of assets will be automated.  

 

4.2.5. Less chance for Manipulation 

It was claimed by participants, particularly those working in the tax department, that there is 

no chance for tax manipulation in the electronic taxation system. Paper-based methods, on 

the other hand, perceive a chance for manipulation because of the nature of the method. In 

addition, if someone is granted permission to edit the data in the electronic taxation system, 

then the information regarding which ID has been modified using which device will also be 

stored after the modification has been made.  

 

“Paper-based taxation presented an opportunity for manipulation. Additionally, the 

manipulation is no longer feasible due to the online presence. Once more, if an 
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individual is permitted to modify the data, the ID associated with the corresponding 

device will be stored.” 

(Respondent 7, 35 years old, a tax employee) 

 

At glance, the e-taxation system is less susceptible to manipulation compared to the paper-

based method due to its inherent characteristics. If someone is granted permission to alter 

data on the e-taxation platform, any modifications made will be stored online.  

 

4.3. Trust Factors in e-taxation in Bangladesh 

 
4.3.1. Mass awareness  

Respondents underscored the necessity of widespread taxpayer awareness regarding the e-

taxation system. They highlighted that fostering awareness about the platform is crucial to 

establishing trust among taxpayers. With adequate knowledge and understanding of the e-

taxation system, taxpayers will likely develop the confidence to engage effectively. 

Consequently, comprehensive outreach and educational initiatives are essential to ensure 

taxpayers are well-informed and comfortable using the electronic taxation system. This, in 

turn, will facilitate a smoother transition to digital tax processes and enhance overall 

compliance. 

"If I approach ten individuals, eight will decline and opt for paper-based tax returns. 

They perceive the process to be complex and prefer the traditional paper-based 

method due to insufficient information about online filing."  

(Respondent 6, 31 years old, a banker)  

In essence, Users underscored the significance of ensuring that taxpayers are adequately 

informed about the e-taxation system to foster active participation and increase trust. They 

advised the implementation of vital outreach efforts to facilitate the seamless transition to the 

digital tax system. 
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4.3.2. Ease of use 

Respondents emphasised the importance of an easy platform in establishing trust among 

taxpayers. They discovered that e-taxation is easier to use than traditional paper-based 

taxation. However, they have included additional remarks stating that individuals without 

technical expertise or familiarity with internet usage may find it challenging. A lack of 

knowledge or understanding of a particular subject might result in a complex situation.  

"In light of certain challenges, online taxation appears easier. My team members need 

to be acquainted with e-taxation, comprehend it, lack access to technical support, 

maintain a website that is not user-friendly, and not file online. They are utilising the 

assistance of lawyers to complete the form. Consequently, they issue paper-based 

returns due to their need for more understanding." 

 

(Respondent 1, 29 years old, a private sector employee) 

“Initially, taxpayers were afraid of online taxation processes and unsure how to 

navigate them. However, after engaging with the system, they reported positive 

experiences. There is often a reluctance to embrace new methods, but users became 

comfortable and proficient with the procedure with time and practice.”  

(Respondent 7, 35 years old, a tax employee) 

In addition, except for some concerns, respondents asserted that e-taxing is a convenient and 

more streamlined alternative to the traditional paper-based taxation system. 

“Online tax return submission is far more convenient than paper-based. If I had to rate 

the paper-based tax return system on a scale of ten, I would give it a score of 2. In 

contrast, I would give the online-based electronic tax filing system a score of 8.” 

(Respondent 6, 31 years old, a banker)  

In essence, the key determinant for placing trust in e-taxation is the level of ease of use. In 

general, e-tax filing is a convenient and efficient alternative to the traditional paper-based 

taxation system. However, individuals without familiarity with the internet or lacking basic 

skills may find it difficult to utilise e-taxation. 
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4.3.3. Security of information 

Respondents expressed concerns regarding the safety of their personal and financial 

information. They are still determining whether their data is encrypted, unclear where their 

data is stored or managed, and uncertain about the measures to secure it. Additionally, the 

authorities have not provided any information or announcements about how clients' data is 

being managed and protected, which has heightened their worries about information security.  

"I am uncertain about the location and nature of the storage for this information, and I 

have significant concerns regarding the security and confidentiality of my data. There 

are doubts about whether the data is securely and appropriately stored, preventing 

unauthorised access. Authorities must clearly explain the measures taken to protect 

our information and ensure its security." 

(Respondent 5, 34 years old, a teacher) 

 

Due to recent security incidents involving the Bangladesh Bank and the National 

Identification (NID) server, there are growing concerns about the integrity of the e-taxation 

system. Respondents worry that if personal information falls into the wrong hands, 

individuals could face significant trouble, including identity theft and privacy breaches. 

Additionally, there is a fear that compromised information could be exploited for unsolicited 

promotional activities, leading to further disturbance and inconvenience for the affected 

individuals. 

 

“When entrusting all my information to NBR, I am concerned about the security of 

my data. This apprehension arises from the need to disclose sensitive details such as 

my financial assets and liabilities. If this information were to be accessed by any 

financial institution, it could potentially be used to target me with promotional offers 

or credit card solicitations.”  

(Respondent 4, 30 years old, a private sector employee)  

 

“Certainly, an online-based taxation system should complement paper-based tax 

systems. In the event of a complete online system failure, similar to the Bangladesh 

Bank reserve theft incident, the consequences could be severe. Our taxation websites 

are comparatively weak and can crash anytime, potentially resulting in data loss.” 
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(Respondent 8, 40 years old, a tax employee) 

 

In contrast, some respondents express a lack of concern regarding the security of their 

personal and financial information, believing it to be secure on national servers. They find the 

national system trustworthy and perceive a minimal risk of data leakage. 

 

The security of personal and financial information is an essential factor that influences 

citizens' trust in e-taxation. Users' concerns regarding the confidentiality and security of their 

personal information. They lack knowledge of the management of their data. Citizens desire a 

sense of safety and security when engaging in e-taxation. 

 

4.3.4. Accuracy  

Respondents indicate a high level of reliability in the accuracy of online tax return systems, 

attributing this to the automation and pre-configured functions inherent in these systems, 

which significantly reduce the likelihood of computational errors. The manual calculations 

required for paper-based returns are prone to errors, whereas the automated calculations in e-

taxation ensure accuracy due to their standardised and universal nature. Consequently, 

respondents trust the accuracy of online tax return systems, as the system's functionality is 

uniform from one user to another. 

“The accuracy of electronic taxation appears to be quite standard. The format is well-

designed, and the system performs automatic calculations based on the information 

provided. While some manual input is still required, the overall accuracy is enhanced 

because percentage-related calculations are automated. By entering specific 

information on the website, the calculations are performed effortlessly, minimising 

the risk of errors.” 

(Respondent 5, 34 years old, a teacher) 

 

“Online taxation is more accurate than paper-based taxation, as it eliminates the 

possibility of errors. Mistakes may occur during data entry, but beyond that, there is 

minimal risk of inaccuracies.” 

(Respondent 7, 35 years old, a tax employee) 
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On the other hand, there is an alternative perspective. The complexity of the taxation system 

raises concerns about its accuracy. Online taxation software cannot detect tax evasion or 

fraud.  

“Online-based taxation is not entirely free from errors. Currently, no software or 

supporting tool can automatically scrutinise tax returns. For instance, while a taxpayer 

may be paying taxes, no software is available to detect whether they are evading taxes 

or engaging in any other fraudulent activities. The development of such software is 

necessary.” 

(Respondent 8, 40 years old, a tax employee) 

 

In essence, the platform's accuracy is essential for establishing trust in e-taxation. The 

automatic calculation and uniform functionality of online tax return systems, which reduce 

the possibility of errors compared to paper-based methods, are the primary reasons users 

generally trust their accuracy. Nevertheless, some have raised concerns about the complexity 

of the tax system and the software's ability to detect fraud or tax evasion, pointing to areas 

that could be improved. 

 

4.3.5. Transparency 

Interviewees highlighted the importance of transparency, noting that it is a crucial aspect of 

the tax filing process. They appreciate the system's clarity and openness, particularly the 

ability to receive a PDF version of their tax return after submission. This feature allows them 

to review their filed return thoroughly and make necessary corrections. However, 

interviewees have concerns about the security measures and data storage procedures, which 

they feel need to be communicated. Despite these concerns, they find the tax filing process 

transparent and satisfactory. 

“The level of openness is exceptionally high, allowing me to view my inputs. After 

final submission, the resulting PDF document enables me to identify any errors and 

provides an opportunity for corrections.” 

(Respondent 1, 29 years old, a private sector employee)  

 

Overall, the users’ appreciated the transparency in the tax filing process, including the option 

to review pdf files of their returns to identify any mistakes. Nevertheless, they voiced concern 
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regarding the communication of security protocols and the techniques employed for data 

preservation. 

 

4.3.6. Support system 

Some taxpayers urge that a quick support system is essential to create a convenient system 

for taxpayers as it is a technical matter. They also mentioned that the current support system 

has some limitations. In the paper-based method, it is possible to rectify easily any errors; 

however, in the e-taxation system, the process of correction is time-consuming.  

"There is not enough customer support to address the technical issues, though e-

taxation appears to be simple for me. For some reason, the customer service number is 

unavailable on the website, and it is impossible to contact customer service directly. 

Once more, there is an opportunity to rectify errors in paper-based taxation. However, 

if any incorrect input is provided in this taxation, a correction issue would arise, 

necessitating a significant amount of time to resolve.”  

(Respondent 5, 34 years old, a teacher) 

Furthermore, Respondents indicated that the current support system requires significant 

improvement. When a large number of individuals attempt to pay their taxes online, various 

issues arise. Unfortunately, immediate online support is often unavailable, leading to 

complications. As a result, taxpayers become frustrated and lose interest in using the online 

tax payment system. This underscores the necessity of enhancing the support infrastructure to 

ensure timely assistance and maintain taxpayer engagement.  

"In numerous instances, technical support is inaccessible directly or promptly, leading 

to complications. For instance, a helpline offering 24/7 services ensures that 

individuals can immediately seek and receive solutions to their queries anytime." 

(Respondent 1, 29 years old, A private sector employee)  

 

Overall, Taxpayers emphasise the importance of a comprehensive support system for the e-

taxation process, citing its current deficiencies, including the time-consuming error correction 

process and the absence of direct customer service contact.  
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4.3.7. System quality 

Taxpayers and tax employees have expressed concerns about occasional server slowdowns, 

particularly during high simultaneous logins. The resulting server downtime causes anxiety 

among taxpayers. They have articulated a robust need for an enhanced server infrastructure 

that ensures reliability, thereby mitigating instances of downtime and the resulting 

inconveniences. This improvement is crucial to meet taxpayer expectations and improve 

overall operational efficiency in the system. 

“The server has never experienced a crash; however, it tends to slow down under 

heavy load, particularly during peak periods such as tax deadlines, due to increased 

taxpayer activity.”  

(Respondent 8, 40 years old, a tax employee) 

To enhance security and protect users’ privacy, they advocate for an improved login 

procedure, incorporating facial recognition technology to simplify and secure access to the 

platform. 

“If an incorrect password is entered thrice during login, the account will be locked, 

and office staff cannot resolve the issue. Implementing facial recognition technology 

will enhance the security of personal financial information.” 

(Respondent 2, 32 years old, a teacher) 

Finally, taxpayers and tax officials are expressing concern about server slowdowns during 

peak periods and are advocating for improved server infrastructure to guarantee a strong 

system quality. Furthermore, taxpayers support the integration of facial recognition 

technology to protect their personal and financial information and improve sign-in 

procedures. 

4.3.8. User-friendly features 

Respondents highlighted the need for user-friendly features in the e-taxation system, 

especially in the context of Bangladesh, emphasising that the current technical complexities 

should be simplified. They pointed out that many aspects of the system should be considered 

for making trust a trustworthy platform. They suggested adding Bengali language as a native 
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language of citizens of Bangladesh, option in the forms and linking tax numbers with bank 

accounts to make more convenience of using the platform. Furthermore, the payment system 

needs to be easier. The tax authorities should offer the convenience of making tax payments 

through any bank or mobile banking platform. By integrating multiple banking options and 

mobile banking services, individuals and businesses will have greater flexibility and ease in 

making their tax payments. It is also mentionable that, by integrating with the banks, it will 

receive financial data and automatically calculate the amount of tax. These changes would 

make the process of filing taxes much more accessible.  

"The system requires enhancements to improve user-friendliness. It should 

incorporate a feature that allows for linking tax numbers with bank accounts. 

Currently, payments are inconvenient as they can only be processed through Sonali 

Bank, with no options available for using other banks. Enabling payments via bank 

cards would be beneficial for all users."  

(Respondent 3, 29 years old, a banker) 

“To enhance the service, I propose the integration of bank accounts with the tax 

server. By linking bank accounts, tax calculations can be simplified using the 

individual's National ID number. This integration would streamline our processes, 

eliminating the need for covert operations to identify tax evasion. The server 

automatically receives financial data as the bank accounts are connected, facilitating 

accurate tax calculations.” 

(Respondent 7, 35 years old, a tax employee) 

 

Additionally, respondents have indicated that the amendment process within the e-taxation 

system is complex and time-consuming, leading to user frustration. If correct information is 

entered into the system, making corrections becomes easier.  

“There are numerous complaints from users about frequently entering incorrect 

information. In such cases, correcting the information is highly complicated, creating 

significant issues. For instance, if someone is granted permission to modify a file or 

information, the process requires approval sequentially from a second person, then a 
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third person, with the final approval given by the third person. When this process 

becomes time-consuming, there are suggestions from users to simplify it.” 

      (Respondent 7, 35 years old, a tax employee) 

To mitigate user dissatisfaction and complexity, the tax system must be simplified by 

incorporating user-friendly features, such as native language option, the integration of tax 

identification numbers with bank accounts, the ability to pay through a variety of banks and 

mobile banking platforms, and the simplicity of the correction process, as emphasised by 

users. 
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5. Discussion and Conclusion  

5.1. Discussion 

This study investigates the factors influencing citizens' trust in Bangladesh's e-taxation 

system compared to traditional paper-based taxation. It seeks to delineate the distinguished 

features of e-taxation versus paper-based method and identify the key factors shaping citizen 

trust in the e-taxation system.  

5.1.1. Distinguish features of e-taxation compared to paper-based taxation in 
Bangladesh 

Based on detailed research on e-taxation versus paper-based tax systems in Bangladesh, 

several findings that emphasise electronic systems' transformative impact on tax 

administration and citizen engagement emerge. 

First, the flexibility offered by e-taxation has significantly made the tax system popular with 

citizens. Unlike traditional paper-based systems, which require physical visits to tax offices 

and filing taxes during office hours, e-taxation taxpayers can conveniently file their income 

tax returns anywhere and anytime. According to Umenweke and Ifediora (2016), electronic 

taxation allows individuals to pay their taxes remotely, whether at home, in the office, at their 

place of business, or travelling. Nurhayati et al. (2023) assert that digital taxation benefits 

taxpayers by enhancing tax compliance, decreasing tax evasion, and offering round-the-clock 

access to electronic tax services. This flexibility also reduces bureaucratic hurdles, significant 

working hours savings and other advantages in filing taxes electronically compared to 

traditional methods.  

Secondly, time saving are essential advantages of e-taxation. Respondents consistently 

highlighted that the online tax filing process takes much less time than required for paper-

based filing. Rahman et al. (2020) highlights that electronic taxation reduces costs, decreases 

human errors, and accelerates the processing time for income tax returns. Where the latter has 

to consume several days due to manual processes and bureaucratic delays, e-taxation 

streamlines the process in mere minutes, assuming all the necessary documents are prepared. 

This skill is crucial in a country like Bangladesh, where time is a precious resource for 

individuals and businesses. 

Thirdly, the storage and accessibility play a key role in applying e-taxation. Unlike paper-

based records, which are susceptible to physical damage and have limited storage capacity, 
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electronic documents can be stored indefinitely and conveniently accessed from digital 

profiles. This aspect not only enhances data security but also facilitates easy retrieval of tax 

information if needed for future reference or review, as emphasised by respondents like 

respondent 2, who appreciated the simplicity of accessing his tax documents online. 

Moreover, automating calculations in e-taxation makes the tax filing process significantly 

user-friendly. Electronic systems that automate tax calculations based on entered data 

eliminate manual calculation errors and the monotony of filling multiple forms by hand every 

day in paper-based systems. Motwani et al. (2015) state that the goal of e-taxation is to 

substitute the burdensome manual service systems with online delivery that is collaborative, 

efficient, process-driven, and secure. This feature reduces human error and ensures accuracy 

and compliance with tax regulations. 

Finally, e-taxation strengthens the integrity of the tax system, reducing the scope for 

manipulation compared to paper-based systems. The digital trail left by electronic filing 

ensures accountability and traceability, thereby increasing citizens' confidence in the tax 

system and reducing potential fraud or mismanagement, emphasises respondent 7. 

Bangladesh's transition from paper-based to e-taxation represents significant progress in 

administrative efficiency, taxpayer convenience, system capacity, and accessibility. The 

results indicate that e-taxation not only speeds up the tax filing process and reduces 

bureaucratic procedures but also increases information storage capacity, the accuracy of tax 

calculations and new dimensions in the tax system. These facilities are essential for building 

a trustworthy taxation system and improving compliance rates, contributing to the country's 

broader economic development goals. 

5.1.2. Trust Factors in e-taxation in Bangladesh 

Based on the comprehensive exploration of factors influencing citizens' trust in Bangladesh's 

e-taxation system compared to paper-based taxation, several vital findings emerge across 

different dimensions: ease of usage, security of information, accuracy and reliability, 

transparency, user-friendly, support system, system quality, and mass awareness. These 

factors are crucial for building trust in e-taxation in Bangladesh.  

Firstly, ease of usage plays a crucial role in shaping taxpayers' perceptions. Respondents 

generally find e-taxation more convenient and easier to use than traditional paper-based tax 
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systems. According to Shanab and Hammouri (2017), employee satisfaction with electronic 

tax systems is affected by factors such as ease of usage, IT expertise, incentives provided, and 

the influence of social factors. However, concerns arise among individuals lacking technical 

expertise or facing difficulties with the platform's accessibility. The adoption of e-filing can 

be hindered by a lack of understanding and technological proficiency among some taxpayers 

(Kumraswamy & B, 2022). Issues such as inadequate user support and technical complexities 

discourage some users, who alternative to traditional methods despite recognising the 

advantages of e-taxation in terms of ease of use. 

Secondly, security of personal and financial information emerges as a significant factor for 

trusting e-governance platforms, especially, e-taxation. Respondents expressed fears 

regarding information privacy, storage locations, and overall security measures. Preserving 

data security and upholding taxpayer confidence are essential for the extensive use of e-filing 

(Simorangkir & Fakhrorazi, 2023). Recent incidents like Bangladesh bank reserve hacking 

and the National Identification (NID) server issue have heightened these worries, 

emphasising the need for clear statements from authorities regarding data protection 

protocols. According to Jafari et al. (2022), ensuring the security of citizens' digital 

interactions with government agencies is essential due to the inherent vulnerabilities 

associated with the openness of technological systems such as the Internet. While some 

respondents trust the national system's security, others remain sceptical, fearing potential 

breaches and misuse of sensitive data. 

Thirdly, Transparency also plays a crucial role, with taxpayers appreciating the ability to 

review and correct their returns post-submission, although concerns about unclear data 

storage procedures remain. Noked (2018) argues that there needs to be more comprehensive 

tax transparency to ensure the effectiveness of anti-tax evasion measures. Lisi (2014) found 

that tax authorities can increase tax compliance and prevent tax evasion by using trust-

building measures, such as treating taxpayers with respect and following transparent and fair 

procedures. 

Additionally, several critical factors influence the trust of Bangladeshi citizens in the e-

taxation system. These include the platform's user-friendliness, such as offering a native 

language option, providing diversified payment methods, and integrating bank accounts with 

tax identification numbers within the tax server. As per Karamov et al. (2011), the initial trust 

in e-governance platforms is substantially increased by effective website design, which 
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encompasses visual, social cue, and content design. Generally, people are reluctant to adopt 

new changes due to a lack of familiarisation. Therefore, a rapid support system and 

widespread awareness initiatives significantly incorporate taxpayers into the e-taxation 

system. Trust can be enhanced and resistance to change can be mitigated through the 

implementation of effective awareness campaigns and enhanced website design that prioritise 

security and privacy (Lallmahomed et al., 2017). The study by Hossain and Azam (2019) 

underscores the significant influence of facilitating conditions on individuals' intentions to 

utilize online tax filing services. Taxpayers are inclined to use the online tax filing system, 

provided they are assured of the availability of a helpline to assist with any disruptions or 

interruptions encountered during the filing and payment process. The accuracy and reliability 

of the e-taxation system are perceived positively by most respondents. Automation reduces 

computational errors compared to manual calculations in paper-based filing. Despite this, 

users' concerns about the system's complexity persist, impacting their trust in the accuracy of 

online filings. E-filing offers taxpayers net benefits by providing pertinent, useful, and 

accurate information for tax reporting, as well as security guarantees and ease of use 

(Millenia et al., 2022). A high-quality platform also minimises server slowdowns and ensures 

user privacy protection. Research conducted in Nigeria demonstrates that quality elements 

such as information, system, and service quality have a substantial influence on taxpayers' 

desire to use and continued utilisation of the e-tax system (Haruna et al., 2023). Respondents 

have expressed concerns about their personal and financial information security, server 

breaches, and login procedures. To enhance the trustworthiness of the platform, it is essential 

to maintain a robust system quality. These factors impact taxpayers' trust and their intention 

to use the e-taxation system compared to traditional paper-based taxation. Kanaan et al. 

(2023) found that quality, security, and privacy aspects have a favourable influence on 

individuals' faith in e-government services and their willingness to use them. 

Although Bangladesh's e-taxation system provides benefits such as convenience, 

accessibility, and automated calculations compared to traditional paper-based methods, its 

broader adoption is hindered by challenges, including server slowdowns, inadequate technical 

support, security concerns, and perceived complexity. Enhancing user-friendliness, increasing 

awareness, improving support infrastructure, and implementing stringent security measures 

could significantly enhance citizens' trust and participation in e-taxation, facilitating a 

smoother transition to digital governance in taxation. 
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5.2. Limitations of the Study 

Despite its comprehensive approach, this study on citizens' trust in the e-taxation system in 

Bangladesh faces several limitations. Firstly, the sample size is relatively small, with only 

eight participants, which may only partially represent the diverse perspectives of all taxpayers 

in Bangladesh. This limited sample could influence the generalizability of the findings, as the 

views expressed may not reflect the broader population. Additionally, the study relies on 

snowball and convenience sampling methods, which, while helpful in accessing specific 

groups, can introduce biases and limit the diversity of the sample. 

 

Another area for improvement is the reliance on qualitative data through semi-structured and 

unstructured interviews. While these methods provide in-depth insights and a nuanced 

understanding of the participants' perspectives, they are also subjective and prone to 

interviewer and respondent biases. Translating interviews from Bengali to English could also 

lead to potential misinterpretations or loss of nuanced meanings, impacting the accuracy of 

the data interpretation. Furthermore, the study's focus on digital natives and university 

graduates may overlook the experiences and trust levels of older or less educated citizens, 

who might interact differently with and perceive the e-taxation system. This demographic 

skew limits the comprehensiveness of the findings and their applicability to the entire 

population of taxpayers in Bangladesh. 

5.3. Implications and Future Research 

Despite these limitations, the study provides valuable insights into the factors influencing 

citizens' trust in the electronic taxation system in Bangladesh. The findings highlight the 

importance of user-friendly interfaces with native language options, a robust quality system 

to reduce the slowdown of the server and to protect the privacy of information, installing face 

detection for securing login to the site, automated software within the system for detecting 

fraud and gaps in tax returns to avoid tax evasion, and adequate digital literacy for fostering 

trust in e-governance platforms. Policymakers can use these insights to improve the design 

and implementation of e-taxation systems, ensuring they cater to a broader audience and 

address the specific needs of diverse user groups.  

For future research to investigate trust in e-governance platforms, this study focused on the 

taxation system in Bangladesh. However, more is needed to draw definitive conclusions. 

Examining additional platforms would provide further insights. Expanding the sample size 
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and including a more diverse demographic range would enhance the generalisability and 

robustness of the findings. Quantitative methods, such as surveys or statistical analysis, could 

complement the qualitative data and provide a more comprehensive understanding of the 

factors affecting trust in e-taxation systems. Comparative studies between regions or 

countries could offer valuable insights into how various socio-economic and cultural contexts 

influence trust in e-governance platforms. 

 

Moreover, longitudinal studies tracking changes in trust levels over time as e-taxation 

systems evolve and citizens become more familiar with them would provide a dynamic view 

of trust development. Future research could also explore the impact of specific features or 

interventions, such as targeted training programs or enhanced security measures, on 

increasing citizens' trust in e-governance platforms. By addressing these aspects, future 

studies can build on the current research and contribute to the effective implementation and 

acceptance of e-governance systems globally. 

 

5.4. Conclusion 

The current state of e-governance in Bangladesh demonstrates significant progress and 

commitment toward digital transformation. The government's 'Digital Bangladesh' strategy 

has led to the substantial digitalisation of public services, resulting in increased efficiency, 

transparency, and customer satisfaction. This transformation has notably reduced in-person 

visits, shortened waiting times, and retrained thousands of public employees in digital service 

delivery. Despite challenges such as inadequate infrastructure, insufficient governmental 

backing, and the digital divide, Bangladesh has made commendable strides, as reflected in its 

improved rankings in the UN E-Government Development Index and the E-Participation 

Index. E-taxation, a crucial component of e-governance, has shown several advantages over 

traditional paper-based systems, including increased flexibility, time saving, automated 

calculations, better storage, and reduced chances of manipulation. However, trust factors like 

awareness, ease of use, information security, accuracy, transparency, and system quality must 

be addressed to make trustworthy platform and enhance user adoption. 

 

Integrating features such as Bengali language, tax number and bank account connection, and 

payment choices through multiple banking channels, including mobile banking services, will 

greatly enhance the user experience of the e-taxation platform. Implement a strong and 
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efficient support system, such as a round-the-clock helpline, to promptly address technical 

problems and ensure continued taxpayer involvement. Strengthen the security of personal and 

financial information by implementing robust safeguards such as two-factor authentication 

and facial recognition technologies. Authorities must issue explicit statements on data privacy 

safeguards and enhance server architecture to mitigate downtime. Develop and execute 

extensive outreach and instructional programs to enhance taxpayer knowledge and 

confidence in the e-taxation system. Disseminating information to the public regarding the 

advantages and simplicity of utilising the online system can expedite a more seamless shift 

from conventional techniques. Conduct periodic evaluations of the e-governance and e-

taxation systems to pinpoint areas that can be enhanced. It is important to build feedback 

systems to collect user thoughts and make any necessary improvements to the platform. By 

following these suggestions, Bangladesh has the potential to enhance its e-governance system 

and provide public services more efficiently, transparently, and inclusively. 
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7. Appendix 

7.1. Questions for semi-structured interviews and unstructured interviews 

 
Questions for Semi-structured Interviews (Tax Payers) 

 

Distinguished Features of E-Taxation 

1. Have you ever considered switching to the e-taxation system? Why or why not? 

 

Trust Factors in E-Taxation 

1. How easy or difficult do you think it would be to use the e-taxation system 

compared to the paper-based system? 

2. How concerned are you about the security of your personal and financial 

information when it comes to e-taxation? 

3. Do you have any confusions about the reliability and accuracy of the e-taxation 

system? 

4. Have you discussed the e-taxation system with your peers or colleagues? What 

have they shared about their experiences?  

5. Based on your current taxation experience, what improvements do you suggest for 

the e-taxation system? 

 

 
Questions for Unstructured Interviews (Tax Employee) 

 

Distinguishing Features of E-Taxation  

1. What advantages does e-taxation offer over the paper-based system? 

2. Are there any aspects of the paper-based system that you think work better or are 

more reliable? 

3. How has this transition impacted the reduction of errors in tax operations? 

 

Trust Factors in E-Taxation 

1. What kind of feedback have you received from taxpayers regarding the ease of use 

of the e-taxation system? 

2. Are there any specific features or functions that are frequently mentioned as 

difficult or problematic? 

3. Have there been any security incidents, and how were they handled? 

4. How transparent is the e-taxation system in terms of its processes and operations? 

5. What are the biggest challenges you see affecting citizens' trust in the e-taxation 

system? 

6. What improvements do you think are necessary to build greater trust among 

taxpayers? 


