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Abstract: This study assessed the effectiveness of electronic tax management systems in Malawi taking a case study of 

AYSYCUDA World system inspired by the fact that there was a little local research in this area hence the remained 

unknown of the effectiveness of these introduced systems.  The study looked at the user satisfaction of the electronic tax 

management systems, the cost effectiveness of electronic tax management systems and the time effectiveness of the 

electronic tax management systems. Problems affecting the performance of these systems were also analyzed and possible 

solutions provided. The study adopted a case study and cross-sectional survey design to obtain information on electronic 

tax management system effectiveness taking into account of ASYCUDA World users. A sample of 79 respondents were 

selected using a simple random selection. Data was collected by using questionnaires (with a 96% response rate) and 

documentary review. Quantitative data were analyzed by using Statistical Package for Social Science (SPSS) and 

Microsoft Excel while qualitative required the use of Microsoft Word.  Findings revealed that the users are satisfied with 

the systems although there are some structures that are hindering the user satisfaction hence affecting the effectiveness of 

the electronic tax management systems. It also revealed that the ASYCUDA World is not cost effective although the cost 

benefit analysis indicated that the benefits that are being realized by the user are outweighing the costs. The ASYCUDA 

World has also led to the reduction in the time taken to clear goods due to easiness of payments. However, the study 

revealed some of the challenges affecting the effectiveness of electronic tax management systems including the 

ASYCUDA World. These problems were: lack of user awareness campaigns, power outages, poor ICT infrastructures and 

poor network connectivity. The study recommended that the user awareness campaigns be provided, MRA should improve 

on solving the system query once received from the users, and MRA improve on the accessibility and availability of 

electronic tax management systems that is through different electronic gadgets like phones and tablets. 

INTRODUCTION TO THE STUDY 

The developing countries like Malawi are facing a lot of challenges in tax collection and management (Awasthi and Engels 

chalk, 2018). This affects the delivery of the public goods and services by collecting the taxes below the budget in different 

fiscal years. As a solution to tackle this challenge, the Malawi Government through the Malawi Revenue Authority (MRA) 

embarked on having the major tax reforms. These reforms involved both the taxation systems and the tax administration 

reforms. For example, the administration reforms involved include the implementation of the electronic systems of tax 

management such as the Electronic Fiscal Devices project, the launching of electronic payment systems in 2016, the 
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upgrade of the Automated System for Customs Data ++ to Automated Systems for Customs Data World (ASYCUDA 

World) and the newly introduced Msonkho Online System. 

Lemgruber et al (2015) argued that the sound taxation systems should identify the surpluses in the economy and should 

tax in a fashion as to cause minimal damage to productivity. The tax collection should act as a catalyst for economic 

growth. In addition to that, while designing the tax collection systems, they should be made in a manner such that they 

should supply adequate revenue in an effective and efficiency manner, achieve practical and workable tax systems, achieve 

economic stability and reduce the economic inequality. As such, the implemented systems are supposed to be assessed 

over time to determine their efficiency and effectiveness. 

This paper begins with the background information which provides the general overview of the Malawi Revenue Authority 

(MRA) history and its tax collection systems and their efficiency and effectiveness. Chapter two presents literature review, 

chapter three the methodology of the study, chapter four study findings, chapter five interpretation of result, and concludes 

with recommendations in chapter six.   

1. BACKGROUND TO THE STUDY 

The MRA is a government agency that was established in 1998 by the section 3 of the Malawi Revenue Authority Act. It 

started its operations in the year 2000 in place of the Division of Customs and Excise and Income tax in the Ministry of 

Finance. The Authority has two revenue Divisions the Customs Division and Domestic tax Division (MRA, 2017). The 

Customs Division is responsible for administration and enforcement of customs and excise Act and for the collection of 

Imports Duties, Export Duties, Import Excise, Import Value Added Tax (VAT) and trade statistics. The Domestic Tax 

Division administer and enforce the Taxation and VAT Act and for the collection of direct income taxes from individuals 

and corporations in the form of Pay as You Earn (PAYE), Provisional Taxes, Fringe Benefits Taxes and Withholding 

Taxes and for the collection of domestic VAT and domestic Excise. 

As a response to increased population and the increased business activities, the expansion of the tax base has been an 

important policy goal. The MRA has more than 30 stations spread across the country to help with its mission of 

maximization of revenue and to promote voluntary compliance. These include the Lilongwe Inland Port, Blantyre Inland 

port, Mzuzu Inland Port, Kamuzu International Airport, Chileka Airport, Dedza Border and Songwe Border post among 

others. According to the article by the MRA (2017) and the Malawi Revenue Authority working paper by Chafuwa et. al 

(2017) the Authority has conducted different reforms to implement the electronic systems in place of manual paper systems 

to help the Authority in maximizing the revenue collection and compliance by the taxpayers. These reforms include the 

implementation of electronic payments, implementation of Electronic Fiscal Devices Project, the roll out of cargo scanning 

and tracking at the major boarders, the ongoing implementation of Msonkho online service and the roll out of ASYCUDA 

World which is the focus point in this paper. The ASYCUDA World system aimed at improving the efficiency and 

effectiveness of management of the customs in the borders of Malawi in order to improve the tax collection. With the 

adoption 

2. RESEARCH METHODOLOGY  

Chapter Overview  

This chapter describe the research design and methods employed in this study. The first part describes the main aim and 

the supporting objective that are the frame for the data collection process. The next section is the area and the population 

of the study explaining the main respondents in this study. This is followed by the data collection strategies and the research 

design used in conducting this study. The subsequent sections are the data analysis procedure, ethical considerations and 

the summary in general.  

2.1 Research Design and Methods 

Bryman et al. (2018) recognizes five major types of research designs which are experimental, cross-sectional also known 

as survey, longitudinal, case study and comparative research designs. This study adopted a case study and cross-sectional 

survey design to obtain information on electronic tax management system effectiveness taking into account of ASYCUDA 

World users. The qualitative data was used to a large extent with a little of quantitative data. On the other hand, the 

quantitative study involved the collection of data using system user statistics. Data were collected from primary sources 

through the use of a well-structured questionnaire distributed to the target respondents randomly. The questionnaire was 
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designed to apply to a heterogeneous population, where the respondents come from the general open public, with no bias 

to gender, education and background. The methods and techniques adopted are described below. 

2.2 Area and the Population of the Study 

This study focused on the users of ASYCUDA world system used by the MRA in the Customs and Excise Division. The 

whole data collection process was conducted around Lilongwe city as the respondents are reachable at minimum costs 

being the area where the researcher resides.  The population involved include the Clearing Agents, the Bonded warehouse 

owners, Selected Commercial banks and Importers and Exporters and the MRA Customs Officers. 

2.3 Sampling  

According to Bryman et al. (2018) sampling is an element of data collection and is defined as the fragment or section of 

the population that is selected for the research process. The sampling technique used for the selection from the study 

population was the simple random sampling. The basic idea of sampling the population was that the sample draw the 

conclusions and generalization about the entire population. The research attempt to assess the effectiveness of electronic 

tax management systems. As such the sampled population include the users of the electronic systems of managing the 

revenues by the MRA especially the ASYCUDA World system. These involved the clearing agents, MRA officers, and 

importers. The recommended sample size is 30 items when the statistical analyses are adopted (Bluman, 2012). This study 

adopted a sample of 43 respondents.  

2.4 Methods of Data Collection 

This research adopted a case study approach to collect data from the involved participants following a survey strategy. It 

involved both primary and secondary data. The researcher collected primary data from respondents by the use of self-

administered questionnaires to those with a capability to interpret the questionnaire and interviews to other respondents. 

Secondary data involves the data previously collected by someone else prior to this research project. This source of data 

was taken from related literature like recognized journals and the published MRA reports also available on the MRA 

website. 

2.5 Tools for Data Collection     

This research adopted questionnaire in the collection of data to assess the effectiveness of electronic tax management 

systems used by the MRA. It therefore involved two types of questionnaires namely the self-administered and interview 

administered. The self-administered questionnaire was to be completed by the respondent without intervention or guidance 

of the researcher while the interview- administered, the responses were to be recorded by the researcher. The questionnaire 

consisted of both open ended and close ended questions, and it was divided into different sections whereby the first section 

consists of the respondent’s background information and the other section consists of questions structured to obtain the 

information on the perception of respondents on the effectiveness of electronic tax management systems. 

2.6 Tools for Data Analysis  

The large part of this analysis was based on inferential and descriptive statistics and these included frequencies, 

percentages, whereby Statistical Package for Social Sciences (SPSS) and Excel was used to analyze descriptive statistics. 

This was used to come up with the estimates of frequencies, percentages, and means. 

  

3 Theoretical Literature Review 

3.1 Information System Efficiency and Effectiveness 

Effectiveness of a system can be measure using the two views; system-resource view and goal-centered view (Eydi, 2015; 

Eydi, 2015). The system-resource measures the success of a system in terms of viability of the resources. For example, the 

assessment of the quality of the system is a system resource view. On the other hand, the goal-centered view evaluates the 

effectiveness by looking at the achievement of the objectives of the system.  

The information system effectiveness can be measured using the economic, financial and non-financial indicators (ACCA, 

2017). The economic measures include the measure of impacts on the economic performance of an organization and the 

cost and benefit analysis or the measure of economic benefits of the information system or the technology. The financial 

measure includes the return on investment as a result of investing in a technology or an information system by an 
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organization. On the other hand, the non-financial measures of effectiveness of an electronic system include the system 

usage measures which can also be called the user perceived effectiveness. Such measures include the relevance of an 

electronic system which can be assessed by looking at the timeliness of the system, understandability of the system which 

may include the flexibility of the language used during the modeling of the whole system, and the accuracy which may be 

measured by the quality of the system (Eydi, 2015). All these described measures relate to different theories that relate to 

different technologies and systems as described by different authors. Some of these theories include the Technology 

Acceptance Model (TAM), DeLone and McLean Information Success Model and Task Technology Fit (TTF). These have 

been used by different researchers when assessing the efficiency and effectiveness of different technologies. In this paper, 

they are described below as regard to the effectiveness of the electronic tax management system in Malawi.  

3.2 The Technology Acceptance Model (TAM) 

In the opinion of Marangunic and Granic (2015), the constant improvement and progress in technology, especially ICT 

related applications, makes the choice to decide on matters of acceptance and rejection a dilemma. This research utilized 

the technology acceptance model for revenue administration system since it is an information system theory that models 

how the users accept and use the electronic system. The theory was advanced by Venkatesh and Davis (1989) and provides 

an explanation on what determines the usage of technology adopted by an organization. It describes that the user behavior 

to use the technology is determined by two believes that is the perceived usefulness and the perceived ease of use 

(Taherdoost, 2018). The perceived usefulness is explained as the way people tend to use or reject the technology to the 

extent that in their opinion, they think will accelerate the performance of their work (Hussain, 2017). As such it can be 

noted that the perceived usefulness influences the user attitude towards the acceptance of the technology directly while 

indirectly affecting the behavior to use it. On the other hand, the perceived ease of use is simply defined as the belief that 

the usage of a technology will be free from much effort (Taherdoost, 2018). Even if the technology is much useful to the 

population, it will only be accepted if the costs and efforts of usage are outweighed by the benefits that the users get in 

using the system or the technology. Thus, it can be explained that the easiness of a technology will be a dependent variable 

to the usefulness of an electronic system taking other variables to be constants. 

These two variables, the perceived usefulness and the perceived ease of use can be affected by variables such as the 

accuracy, completeness of the system, reliability, flexibility, accessibility, timeliness, cost effectiveness and all these affect 

the system and information satisfaction which will lead to the usage of the system. This is shown in the diagrammatic 

presentation in the figure 2.1 below. This theory can thus be used in this study as it relates to the system usage behaviors 

and believes variables which are the indicators to the efficiency and the effectiveness of the system. 

 

 

 

 

 

 

 

 

Figure 2.1: Technology Acceptance Model 

Source: based on the work by Davis et al (1989) 

3.3 DeLone and McLean Information System Success Model 

To evaluate the effectiveness of an information system or a technology, there is a need to identify and understand the 

factors that can be used as the indicators to measure the technology (Smith, 2017). In this model developed by DeLone 

and McLean, the indicators to measure the success and effectiveness of a technology were identified as the system quality, 

information quality, user satisfaction, the individual impact and the organization impacts (DeLone and McLean, 2016).  
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The system quality was defined by Smith (2016) as the ability to produce the necessary information which can be measured 

through the ease of use, reliability, flexibility, portability, data processing and the compliance to the system. On the other 

hand, the information quality is all about the output quality of the information processed. This can be characterized by the 

accuracy, accessibility, completeness, timeliness, the system intelligence, and the information system consistency. The 

user satisfaction measures the usage of the system and how the individuals using the system are satisfied with the system. 

Lastly the individual and organization impact measures in general, the effectiveness of the information system as regards 

to the individuals and organizations using the system or the technology.  These include the general reduction of costs, 

increased revenue, and expanded revenue area and time savings as a result of using the system.  

3.4 The Task Technology Fit (TTF) 
This theory emphasizes on the individual impacts towards the technology or an information system. It refers to the degree 

at which a certain information system or a technology supports the task at hand (Chung Woo, 2019). The individual impact 

in this regard refers to the improved efficiency, effectiveness and quality. As long as the technology fits the user’s tasks 

and workflow, the user will accept and use the technology during the performance of his or her tasks. On the other hand, 

if the technology interrupts the user’s workflow and tasks, the user will not use the technology at all. The good fit between 

the task and technology is to increase the likelihood of utilization and also to increase the performance impacts since the 

technology meets the task needs and wants of users more closely. The user perception approach of measuring the 

technology success can be a good measure of effectiveness of an electronic tax management system in this regard (Rabes, 

2017). This will measure the degree at which an organization electronic system meets the information needs of users. 

These measures include the accessibility, compatibility of the system and data accuracy. Different dimensions can be used 

to measure the fit of a technology which includes the task march, ease of use and ease of learning. The task march is 

defined as the ability of a system functionality to serve the intended user tasks. On the other hand, the ease of use refers to 

the levels of believe that the users view that the system will be free of effort to be used. The ease of learning is the adequacy 

of the user of the user support methods provided for ease learning of the system (Chung Woo, 2019).   

3.5 Conceptual Literature Review 
Kapera (2017) conducted research to evaluate the effectiveness of the Electronic Fiscal Devices (EFD’s) on the tax 

collection process following a case study approach by targeting the city of Arusha, Tanzania. The study used both 

descriptive and explanatory research design whereby data was collected using the questionnaires and interviews targeting 

the registered Value-Added Taxpayers and the Tanzanian Revenue Authority staffs. It was found that the introduction of 

EFD’s has a negative impact on the revenue collection. Before the EFD project, the VAT collection was increasing while 

after the project revenue collected started to fall.    

Maisaba and Atambo (2016) conducted a research to evaluate the effect of electronic tax management system on the 

revenue collection efficiency of the Kenya Revenue Authority. They followed a case study design whereby the Uasin 

Gishu country was the target area of study. According to these researchers, any computerized system designed with the 

purpose of handling the tax management processes such as the registration of clients, claiming of refunds from the Revenue 

Authority, and the general payment of the tax liabilities to the Revenue Authority, is an electronic tax management system.  

Bekere, (2015) explored the efficiency of electronic service delivery taking the Ethiopian Revenue and Customs Authority 

ASYCUDA system as a case study. The questionnaire was employed to gather data from a sample of 130 respondents. 

The findings in the study indicates that even though the ASYCUDA system is facilitating the importation and exportation 

process, it faces a lot of implementation problems which creates the inefficiency in the maximization of the economic 

benefits expected from the implementation of the ASYCUDA system.      
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4 PRESENTATION OF RESEARCH FINDINGS 

4.1 Chapter Overview 

This chapter presents the findings that were collected from the users of the ASYCUDA World system to help in assessing 

the effectiveness of electronic tax management systems in Malawi. Firstly, this chapter provide the demographic 

information of all the respondents involved including the gender, education background and the professional of 

respondents. This is followed by the presentation of the research findings based on the specific research objectives. As 

such the findings are divided under into three sections, of which each one represents a single specific research objective. 

Section A covers the user satisfaction of the electronic tax management systems, section B covers the cost-effectiveness 

of electronic tax management systems, and lastly the section C presents the time-effectiveness of the electronic tax 

management. These sections are at last supported by the presentation of opinions of respondents on what can be done to 

tackle the challenges affecting the effectiveness of electronic tax management systems in Malawi. 

The quantitative data presented in tabular forms and pie charts were made up of a sample size of 79 ASYCUDA users 

including the MRA staffs, Clearing agents and importers. This represents a 96% response rate. Data from documentary 

sources were used to support the raw data in order to provide concrete results.  

4.2 The Analysis of General Information or Demographic distribution of respondents  

This study started with examining the demographic and social details of its respondents. Under this section the aspect of 

sexes of respondents was given prior consideration. 

4.2.1 Sex of Respondents 

The aspect of sexes of respondents was assessed and presented to justify the participation of both genders in the study. 

This would also help the researcher to know the group which was more willing to cooperate in the course of the study. 

Findings on this aspect are presented in figure 4.1. 

 

Figure 4.1: Sex of Respondents 

According to the analysis in Figure 4.1, 67% of the respondents were males while 33% were females. This implies that the 

participation of men in the study surpassed that of women.  
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4.2.2 Academic Qualification of Respondents  

The distribution of respondents according to education level is presented on the figure 4.2. The aspect of education levels 

of respondents was scrutinized in this study as the education level presents the knowledge of an individual in a specific 

field besides the capacity working of an individual.  

 
Figure 4.2: Education Background of Respondents 

 

As presented in Figure 4.2 findings show that 46 % of respondents were bachelor’s degree holders, 42% were diploma 

holders, and 12% of respondents were certificate holders.  

4.2.3 Profession/ Occupation of respondents  

The professionalism of the respondents using the ASYCUDA World system is presented in figure 4.3. The occupation was 

ascertained to make sure the participation of different users of electronic tax management systems including the 

ASYCUDA World. These incudes the clearing agents, importers and the MRA staffs. 
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Figure 4.3: Occupation/ Profession of Respondents 

As presented in Figure 4.3, Most of the respondents are the clearing agent representing 53% of the total respondents. The 

MRA staff are the following majority with a percentage of 26 while the remaining 21% represents the importers. 

4.2.4 Number of Years in Business/ Work 

The figure 4.4 presents the distribution of respondents by the number of years involved in clearing of customs or they 

have been engaged in importation of goods. The greater the number of years engaged the more will be the experience in 

both manual and automated customs clearing systems.

 

Figure 4.4: Number of Years Involved by the Respondents in Clearing of Customs 
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The findings from the study show that most of the respondents have been involved in clearing for a period between 4 to 6 

years. This came out with a total of 32 respondents. 20 respondents have been involved in the business for a period between 

1 to 3 years, 17 respondents said they have been involved for a period of 7 to 9 repents and lastly 10 respondents have 

been involved in clearing for over 10 years. 

4.2.5 ASYCUDA World Knowledge  

Under this sub-section respondents were primarily asked to indicate if they know about the ASYCUDA World system. 

This is presented in figure 4.5 below.  

 

Figure 4.5: ASYCUDA World Knowhow by the Respondents 

As depicted in figure 4.5, findings indicate that 95% of the respondents said they know about the ASYCUDA World as 

they say yes “Yes”. 5% of respondents somehow have heard about ASYCUDA World system while No respondent indicate 

that they don’t know ASYCUDA World. As such the research dealt with only the respondents with knowledge about the 

subject matter. 

4.3 The System User Satisfaction to the Electronic Tax Management Systems 

In this study on the assessment of the effectiveness of electronic tax management systems in Malawi, the first research 

objective was to assess the user satisfaction of the electronic tax management systems taking into account the ASYCUDA 

World system. Under this specific research question the researcher aimed at examining whether the users are satisfied with 

the ASYCUDA World in terms of structure, connectivity, security and the availability or information dissemination by the 

system among others. To come up with findings to achieve this objective, various questions were posed to respondents. 

These are presented next. 

4.3.1 The Level of Agreements to Some Statements Regarding the User Satisfaction to ASYCUDA World System  

The respondents were asked to rate how far they agreed to the following statements according to their experience regarding 

usage of the ASYCUDA World system. The statements were to be ranked on a scale of 1-5 where 1= Strongly Agree; 2= 

Agree; 3= Disagree; 4= Strongly Disagree; 5= Maybe.  

These were analyzed by mean rankings and standard deviations of the responses obtained, which are as shown in table 4.1 

below.  
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Table 4.1: Extent of Agreeing or Disagree to Some Statements Regarding User Satisfaction 

STATEMENTS Mean  Standard 

deviation 

ASYCUDA World is easy to use and understand (structure and 

interface) 

1.3721 .81717 

ASYCUDA World connectivity and accessibility is easy (24 7 

operation) 

2.4651 1.18219 

The queries are quickly solved 2.8605 1.08192 

The ASYCUDA World system captures all the information 

required 

2.0465 1.30846 

 

As illustrated in table 4.1 above, most respondents strongly agreed that ASYCUDA World is easy to use and understand, 

in terms of structure and interface, with a mean of 1.3721 and standard deviation of .81717. The other statement which the 

respondents agreed for is that the ASYCUDA World system captures all the information required. This has a mean of 

2.0465 and standard deviation 1.30846 indicating that the respondents agreed for the statement. However, the respondents 

disagreed that the ASYCUDA World connectivity and accessibility is easy, and that the queries are quickly solved. These 

two statements were ranked with a mean and standard deviation of 2.4651and 1.18219, and 2.8605 and 1.08192 

respectively.  

4.3.2 Clients Profile Availability after Registration  
Respondents were required to agree or disagree with the statement that the client’s profile is readily revealed after the 

registration with the MRA for the ASYCUDA World system. These were put on a scale of 1 to 5 again for 1= Agree; 2= 

Strongly Agree; 3= Disagree; 4= Strongly Disagree; 5= Maybe. The results are as indicated in the table 4.2 below. 

Table 4.2: Respondents responses on the Clients Profile availability after ASYCUDA World registration 

 Frequency Percent Mean  Std deviation  

 

Strongly Agreed 30 38   

Agreed 46 54   

Disagreed 4 5   

Strongly Disagreed 2 3   

Total 79 100 1.4884 .70279 

 

As indicated in table 4.2, the majority of the respondents agreed that the client profile is readily revealed which is 46% of 

the total respondents. 30% strongly agreed to the statement. 5% and 3% disagreed and strongly disagreed to the statement 

that the client profile is readily revealed after registration. As such a cumulative total of 92% of the respondents agreed to 

the statement while only 8.0% disagreed. This is also indicated by the mean ranking and standard deviation which is falling 

at 1.4884 and 0.70279 respectively. 

4.3.3 ASYCUDA World Security  

Respondents were asked if they view that the ASYCUDA World is more secure than the manual system. These were again 

analyzed on a scale of 1 to 5 where 1= Agree; 2= Strongly Agree; 3= Disagree; 4= Strongly Disagree; 5= Maybe. The 

results are as indicated in the table 4.3 below. 
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Table 4.3:  The Respondents Responses on the ASYCUDA World Security 

   

 Frequency Percent Mean Std deviation 

 

Strongly Agreed 33 42   

Agreed 40 50   

Strongly Disagreed 3 4   

Maybe 3 4   

Total 79 100.0 1.6047 .82056 

 

The results in table 4.3 indicates that 50% of the total respondents agreed that the ASYCUDA World is more secure as 

compared to the manual systems while 42% strongly agreed that the ASYCUDA is more secure. This indicates that 92% 

of the respondents cumulatively agreed that the ASYCUDA World is more secure as indicated by the mean ranking and 

standard deviation of 1.6047 and 0.82056 respectively. Only 4% and 4% respectively disagreed and were uncertain as to 

whether the ASYCUDA World system is more secure than the manual system. 

4.4 The Assessment of the Cost Effectiveness of Electronic Tax Management Systems  

This section addresses the second objective of the study which is to assess the cost effectiveness of the electronic tax 

management system by analyzing the ASYCUDA World. To achieve the objective different questions were asked through 

the questionnaire to the respondents. These are analyzed in the following sections under this heading.  

4.4.1 The Level of Agreement to whether ASYCUDA World has decreased the Clearing Costs  

The respondents were asked to give opinion on whether the ASYCUDA World has decrease the costs that they spend to 

clear goods. The results are shown in table 4.4 below.  

Table 4.4: Extent of Agreeing or Disagreeing on Clearing Cost Decrease after ASYCUDA World Introduction 

 Frequency Percent 

 

Strongly Agree 38 48 

Agree 15 19 

Disagree 17 22 

Strongly Disagree 9 11 

Total 79 100.0 

 

Table 4.4 indicates that 38 respondents strongly agreed that the ASYCUDA World has decreased the clearing costs which 

represents 48% of the total respondents, while 15 respondents agree that ASYCUDA World has decrease the clearing cost 

representing 19%. On the other hand, 17 respondents disagreed that the ASYCUDA World has decreased the cost of 

clearing goods while 9 respondents strongly disagreed representing 22% and 11% respectively. Cumulatively 67% of the 

total respondents agreed while 33% disagreed. 

4.4.2 Service Cost Effectiveness  

Under this, the Respondents were asked to agree or disagree if they are able to get the services with the ASYCUDA World 

at an effective cost. They were required to indicate “Yes” or “No” and the results are shown in figure 4.6 below.  
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Figure 4.6: Responses on whether the users are able to get ASYCUDA World Service at an Effective Cost 

From the figure 4.6 above, 52% of the total respondents indicated that they are able to get the services at an effective cost 

by using the ASYCUDA World system. The remaining 23% of respondents indicated they don’t receive the services at an 

effective cost. Hence the majority of the respondents agreed that they are able to get the services at an effective cost.   

4.4.3 The Comparisons of Processing Fees Expenditure before and After the Introduction of ASYCUDA World 

System  

This section also addresses the second objective of the study which is to assess the cost effectiveness of electronic tax 

management systems. The respondents were asked in two different questions to indicate the processing fees before and 

after the introduction of ASYCUDA World system. The results of this analysis are indicated in Figure 4.7, Figure 8.8 and 

in Table 4.5. Different fees were rated under this analysis to come up with a concrete analysis. The fees under Mk2, 000 

were presented by 1, fees between Mk3, 000 and Mk5, 000 were presented by 2, fees between 6000 and 8000 by 3, and 

lastly fees over 9000 were presented by 4. 

 

 
Figure 4.7: Respondents Expenditure in processing Fees before and After the Introduction of ASYCUDA World system 
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Table 4.5: Means for Respondents Expenditure in processing Fees before and After the Introduction of ASYCUDA World system 

 ASYCUDA World processing fees 

Expenditure 

Manual system processing fees 

Expenditure 

                                       
Valid 79 79 

                                         

Mean 3.6744 2.2791 

 

As indicated in figure 4.7, the majority of the respondents, 78.48%, indicated that they use a processing fee of over MK9, 

000 with ASYCUDA World system which is far more to the processing fee usage with the manual system. This is shown 

as the majority indicated that they used to spend a processing fee between MK3, 000 and MK5, 000 before the introduction 

of ASYCUDA World system.  

These processing fees were also rated using the mean and median as shown in table 4.5 above. The ASYCUDA World 

processing fees Expenditure came with a mean of 3.6744 indicating that the majority used processing fees of over Mk9, 

000 again. Manual processing fee expenditure came out with a mean of 2.2791 indicating that the majority of respondents 

really indicated that the used a processing fee between Mk3, 000 and Mk5, 000.  

4.5 The Time Effectiveness of Electronic Tax Management Systems  

4.5.1 The Level of Agreement to whether ASYCUDA World Allow for the Timely Access to Information 

The respondents were asked to give opinion on whether the ASYCUDA World has made the access to information easy 

and faster. The results are shown in table 4.6 below.  

Table 4.6: Extent of Agreeing or Disagreeing on Timely Access to Information with ASYCUDA World 

 Frequency Percent 

 

Strongly Agreed 31 39 

Agreed 28 36 

Disagreed 12 15 

Strongly Disagreed 4 5 

Maybe 4 5 

Total 79 100.0 

 

Table 4.6 exhibits that 39% of respondents strongly agreed that the ASYCUDA World allow for a timely access to 

information, while 36% of respondents agreed. On the other hand, 15% of respondents disagreed that the ASYCUDA 

World allow for a timely access to information while 5% strongly disagree that the ASYCUDA has led to timely access to 

information. The remaining 5% were uncertain to whether the ASYCUDA World has led to a timely access or not. Thus, 

in total, 75% of respondents agreed and 20% disagreed. 

4.5.2 Service Timeliness  

The Respondents were asked to give their opinions on whether the ASYCUDA World has made it possible to provide 

services in time by indicating “Yes” or “No”. The results are shown in figure 4.9 below.  
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Figure 4.8: Responses on whether the users are able to get ASYCUDA World Service in time when assisting others or being assisted 

Figure 4.9 indicates that 81% of the respondents agreed that they are able get ASYCUDA World services, either when 

being assisted or assisting others in case of the MRA officers, in time. The 81 percent is equal to 64 out of the 79 

respondents who retained the questionnaires. The remaining 19% indicates they don’t get the services in time. Hence the 

majority of the respondents agreed that they are able to get the services at an effective cost. Thus, the majority of the 

respondents get service in time with the coming of ASYCUDA World. 

4.5.3 The Comparisons of Time Taken to Clear Goods and to Receive Feedback on System Queries before and 

After the Introduction of ASYCUDA World System  

The respondents were asked in three different questions to indicate the processing time before and after the introduction 

of ASYCUDA World system in addition to the solving of the system query problems. During the SPSS analysis different 

periods were ranked on a scale of 1 to 4 whereby 1=Minutes, 2=Hours, 3=Days, and 4=Week. Figure 4.10, figure 4.11 and 

the Table 4.7 shows the results from the analysis.  

 
 

Figure 4.9: Time Taken to Clear Goods before and after ASYCUDA World 
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Table 4.7: The Respondents Response on the Processing time taken to Process Everything with and Without ASYCUDA World 

 Goods Clearing with ASYCUDA 

World 

Goods Clearing with Manual 

System 

 
Valid 43 43 

   

Mean 2.3256 2.8140 

 

As indicated in figure 4.10 the majority of the respondents indicated that it takes days to clear the goods with both the 

manual and automated systems. 81.01% of the respondents indicated that it takes days to clear the goods with the manual 

system and only 45.7% of the respondents indicated that it takes days to clear goods with the automated system. The figure 

also indicated that 8.86% of the respondents indicated that it is possible to clear goods in minutes using automated system, 

but it is not possible using the manual system to clear goods in minutes.  

The figure also shows that 2.53 of the respondents indicated that it takes even weeks to clear the goods with the manual 

system as opposed with using automated system. 

In conclusion, as indicated in table 4.7, on average it took only Hours to clear goods with ASYCUDA World system. This 

is indicated with a mean of 2.3256 which is falling in the ranking of hours processing time of 2. The table also indicates 

that it used to take about days for respondents to process all what they want before the introduction of ASYCUDA World. 

This is indicated by the mean of 2.8140.  

4.6 Electronic Tax Management Systems Challenges and Future Improvements  

This section intends to scrutinize some challenges that the users of ASYCUDA World are facing in sing the system. The 

areas that can be improved were also assessed. These are under the following subsections. 

4.6.1 Factors affecting the ASYCUDA World Performance   

The respondents were asked to give their ratings on how some of the factors that affect the performance of a technology 

or an information. The statements were to be ranked on a scale of 1-5 with 1= Agree; 2= Strongly Agree; 3= Disagree; 4= 

Strongly Disagree; 5= Maybe. The results are shown in table 4.7 below. 

Table 4.8: Extent of Agreeing or Disagreeing on Challenges affecting ASYCUDA World 

 Poor 

network 

connectivity  

Lack of user 

awareness 

Campaigns 

Poor ICT 

infrastructures  

Corruption  Power 

outage  

 
Valid 79 79 79 79 79 

      

Mean 1.5581 1.8140 1.7674 3.4884 2.1628 

Std. Deviation .73363 1.02947 1.34230 1.09918 1.34395 

 

According to the results in table 4.8 on the factors affecting the ASYCUDA World performance, on average the 

respondents agreed that the poor network connectivity affect the performance of ASYCUDA with a mean and standard 

deviation of 1.5581 and 0.73363 respectively. The respondents also strongly agreed that the lack of user awareness 

campaigns affect the performance of ASYCUDA World system. This came out with a mean and standard deviation of 

1.8140 and 1.02947 respectively. The other statements in which the respondents agreed for to be affecting the ASYCUDA 

performance is poor ICT infrastructure and power outage, yielding a mean and standard deviation of 1.7674 and 1.34230, 

and 2.1628 and 1.34395 respectively. However, the respondents disagreed that corruption is affecting the performance of 

ASYCUDA World as it came out with a mean of 3.4884 and standard deviation of 1.09918.  
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4.6.2 Future Improvement Expectations  

In addition to the above analysis on the on the challenges affecting the ASYCUDA World performance, respondents were 

asked to demonstrate the extent to which they agreed or disagreed on whether they see any future improvement 

expectations towards the system. Findings on the extent of their agreement and disagreement are presented in Figure 4.13.    

 

Figure 4.10: Respondents Expectation on Future ASYCUDA World Improvement 

As indicated in figure 4.13, the majority of the respondents expect a future improvement with the performance of 

ASYCUDA World yielding 85% of the total respondents. A cumulative 15% either don’t expect any future improvement 

or are uncertain to whether there will be a future improvement with ASYCUDA World system.  

In addition to the above finding on expectation for future ASYCUDA improvement, information from questionnaires as 

mentioned by respondents has outlined the areas in which MRA can improve as regard to the ASYCUDA World system. 

The respondents were also asked to give their recommendations on what can be done to improve the electronic tax 

management systems including the ASYCUDA World in general. These are presented in table in Table 4.9.  

Table 4.9: Areas That Can Be Improved in ASYCUDA World 

Areas to be improved/ recommendations to improve electronic tax management systems 

including ASYCUDA World  

MRA officers must improve in resolving queries as it is doubtful that MRA gets notification after 

queries are sent by agents   

Frequent Civic education to the users of ASYCUDA and other electronic tax management systems 

Release orders to be done within an hour 

Government should help with computer cost reduced for the ASYCUDA users  

Improving physical examination department in terms of break bulk trucks. They should introduce 

other ways of checking goods rather than sending officers to check with their eyes   

Building reliable network that may improve access to information 

 

85%
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13%

Yes

No

 Maybe

http://www.ijrti.org/


© 2022 IJNRD | Volume 7, Issue 10 October 2022 | ISSN: 2456-4184 | IJNRD.ORG 

IJNRD2210032 International Journal of Novel Research and Development (www.ijnrd.org)  

 

a273 

Seeing Table 4.9, it is showing some of the suggestions provided by the respondents on the possible areas in which MRA 

can improve to facilitate the performance of the ASYCUDA World system. It also shows the recommendations in order 

to improve the ASYCUDA World system and other electronic tax management systems.  

4.7 Chapter Summary 

In this chapter descriptive and inferential statistics were used to present the findings. These includes the tables and figures 

which presented the frequencies and percentages, and the mean, median and the standard deviations. The next chapter 

present the discussion of the above findings. 

 

CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

5.1 Chapter Overview  

Research findings should be treated scientifically and used by different consumers for different purposes including solving 

the problem that inspired the conduction of the research study. As regard to this study, this chapter presents the research 

summary, conclusion, and recommendations which the major stakeholders to this research study should work on to 

enhance the effectiveness of the electronic tax management systems in Malawi.  

5.2 Conclusion 

5.2.1 Summary of the Major Findings  

Based on the analysis, it was indicated that the study was centered on three objectives. These are to assess the user 

satisfaction of the electronic tax management systems, to assess the cost effectiveness of electronic tax management 

systems and to assess the time effectiveness of the electronic tax management systems. In addition, the study also evaluates 

some of the challenges that are affecting the effectiveness of electronic tax management systems including the AYSCUDA 

World and the improvements that can be done.  

 In order to achieve objectives, set for the study. 

i. It was found that the users of electronic tax management systems including the ASYCUDA World are being satisfied 

with some of the components of the electronic tax management systems while dissatisfied with other components 

which the MRA must work on to facilitate the effectiveness of these systems. 

ii. The cost of meeting the electronic tax management systems is not that affordable as compared to the former manual 

system. These costs are in form of processing fees paid per transaction, the costs of purchasing the computers and the 

cost of getting access to the internet connection. However, the benefits that user are realizing still outweigh the costs 

that they spent as per findings from the study. 

iii. The electronic tax management systems have facilitated the timeliness of payments for the goods to the MRA. The 

findings indicated that the introduction of ASYCUDA has decrease the time taken to clear goods by the importers and 

the clearing agents as compared to the old manual system. However, the MRA has to work on query solving when sent 

by the users as it takes long for the users to get feedback than expected. 

ii. Lastly the study has revealed some of the challenges that are hindering the effectiveness of electronic tax management 

systems which both of the stakeholders of the systems including the MRA must work on.  

5.2.2 Implications of this Research  

The Government 

It was found that the power outages and poor internet connectivity are among the challenges affecting the effectiveness of 

electronic tax management systems including the ASYCUDA World as such this study will be useful to the government 

in correcting power outages problems and internet availability to facilitate revenue collection.   

The MRA 

The Malawi Revenue Authority can employ the findings in this research study since to a large extent it has based on the 

electronic tax management Systems (the ASYCUDA World) which was introduced for effective collection of customs by 
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it.  It can use the findings of the study to take necessary steps in improving the general electronic systems such as the 

EFD’s, electronic and mobile payments, Msonkho Online and the much-discussed ASYCUDS World system. 

Taxpayers 

It has been reported that there is a need for public awareness campaigns to the general public that are the users of the 

electronic tax management systems. The enhancement of taxpayer’s education on how to effectively use the electronic 

systems of paying taxes through the media is important for the facilitation of effectiveness of these systems. 

5.3 Recommendations to Electronic Tax Management Systems Users  

The Malawi Revenue Authority needs to continually review its electronic systems of tax collection, and strategies to keep 

pace with the effectiveness of the systems. That is why study suggests the following: 

The MRA should ensure that the ASYCUDA World connectivity and accessibility is improved. Possibly the system should 

work 24 7 for the primary users to be satisfied with it.  

The MRA should improve on solving the system query problems once have been sent by the users of the ASYCUDA 

World. This is similar to the other electronic tax collection systems.  

5.4 Recommendations for Future Studies 

This study assessed the effectiveness of electronic tax management systems in Malawi, A case of Automated System for 

Customs Data World. Further studies need to be done in the future on the following issues.  

Since this study based on the ASYCUDA World system, another study, for comparative purposes, is recommended to 

assess the effectiveness of electronic tax management systems in another area such as the EFD machines, electronic and 

mobile payments.  

The challenges affecting the effectiveness of electronic tax management systems as tis research study did not based on that 

matter.  

To what extent has the MRA been able to solve the challenges affecting the effectiveness of electronic tax management 

systems? 

5.5 Summary  
This chapter concludes this research study. The data that was collected for the study effectively answered the research 

objective and the supporting objectives.  

 

ACKNOWLEDGEMENT 

At the outset, from beneath my heart, I thank the ALMIGHTY GOD for the blessings showered on me in all the stages 

in the journey of my task of completing this project work, without any obstacles. 

I stand indebted in gratitude to our beloved Founder and Chancellor Rev.Fr. Dr. J.E. ARUL RAJ. OMI & DMI group of 

Institutions, Zambia for his support without which the accomplishment of this study would not have been possible. 

I am immensely indebted to our beloved President of University Council Dr. T.X.A. ANANTH, DMI group of Institutions, 

Zambia for his constant support in innumerable ways which enabled me to complete my project work. 

I would like to express my deep sense of gratitude to Director of Education Dr. IGNATIUS A. HERMAN, DMI group 

of Institutions, Zambia for his constant support and encouragement to complete my project work. 

I further proudly express my sincere gratitude to Rev. Sr. FATHIMA MARY, Secretary to the University Council, Dr. 

R. KAVITHA, Deputy Vice Chancellor, Dr. R. SAKTHIVEL Registrar (Admin) and Fr. T. AMALRAJ Dean of 

Academy for their assistance and guidance towards completion of my project work. 

I thank Dr. S. Arun Kumar HOD, Department of Management Studies and the internal guide and staff members of the 

Department for their valuable support to finish my project. 

http://www.ijrti.org/


© 2022 IJNRD | Volume 7, Issue 10 October 2022 | ISSN: 2456-4184 | IJNRD.ORG 

IJNRD2210032 International Journal of Novel Research and Development (www.ijnrd.org)  

 

a275 

I would finally like to thank my family and riends for their support in carrying out this project and my guide, Dr. Benedict 

Valentine for being able to successfully guide me through the entire process of carrying out the research. 

REFERENCES 

[1] ACCA Approved (2017) P5 Advanced Performance Management, UK, Becker Professional Education. 

[2] Amended Value Added Taxation Act number 27 (2018) Malawi Government 

[3] Awasthi, R. and Engelschalk, M. (2018) Taxation and The Shadow Economy: How the Tax System Can Stimulate and 

Enforce the Formalization of Business Activities. World Bank group, Washington DC, Governance Global Practice, 

Retrieved 24th April 2020 from World Wide Web: http://documents.worldbank.org/curated/en/497071522428886160 

[4] Bekere, G. (2015) Efficiency of Electronic Service Delivery: A Case Study of Automated System for Customs Data in 

Ethiopian Revenue and Customs Authority (ERCA). MPHIL Thesis, Addis Ababa University 

[5] Bolton, L. (2017) Effectiveness of Tax Reform Interventions, K4D Helpdesk Report. Brighton, UK: Institute of 

Development Studies 

[6] Blokdyk, G. (2018). Electronic Federal Tax Payment Systems: A Clear and Concise Reference. USA, Create space 

independent publishing platform 

[7] Bluman, A.G (2012) Elementary Statistics: A step by Step Approach, 8th Edition, USA, McGraw-Hill. 

[8] Bryman, A., Bell, E. and Harley, B. (2018) Business Research Methods, 5th Edition, UK, Oxford University Press. 

[9] Casey, P. and Castro, P. (2015) Electronic Fiscal Devices: An Empirical Study of the Impact on Taxpayer Compliance 

and Administrative Efficiency. IMF Fiscal Affairs Department, Washington DC, international monetary fund 

[10] Chafuwa, C., Kenani, J. and Kaunda, S. (2017). Tax Policy and Administration Evolution and Revenue 

Performance in Malawi, Unpublished MRA working paper Available at: 

https://www.mra.mw/assets/upload/downloads/Tax_policy_Admin_Evolution_and_Revenue_Performance_in_Mala

wi.pdf&ved=2ahUKEwihzKPR6YjpAhWESBUIHURJDmgQFjADegQIAhAB&usg=AOvVaw04SHdy4vlqUBH9g

QctDTqG&cshid=1587998050420 (last accessed on 2nd July, 2022). 

[11] Chung Woo, P. (2019) Exploring a New Determinant of Task Technology Fit: Content Characteristics, Journal of 

International Technology and Information Management: Vol 27: No. 3, Article 6.   

[12] DeLone, W.H and McLean, E.R. (2016) Information System Success Measurement: Foundations and Trends in 

Information Systems, edited, Vol 2, no. 1, USA, Now Publishers.   

[13] Eilu, E. (2018). Empowering Domestic Revenue Mobilization in African Countries Using ICT: A Literature 

Review Analysis in S. Saeed, T. Ramayah and Z. Mahmood (Eds), Switzerland, Springer 

[14] Eilu, E. (2018) Improving Domestic Revenue Mobilization in African Countries Using ICT: A Literature Review Analysis. In S. Saeed, 

T. Ramayah, & Z. Mahmood (Eds.), User centric e-government, Cham, Switzerland: Springer. https://doi.org/10.1007/978-3-319-

59442-2_3 

[15] Eydi, H. (2015) Organizational Effectiveness Models: Review and Apply in Non-Profit Sporting Organizations, 

International Journal of Economics, Finance and Management: Vol 1: No. 5 

[16] Eydi, H. (2015) Analysis of Organizational Effectiveness Approaches: Case Study of Sporting Organizations Field, 

International Journal of Management Science, Vol X: No. X 

[17] Gall, M.D. (2015) Applying Educational Research: How to Read, Do, and Use Research to Solve Problems of 

Practices, 7th Edition, NY, Pearson.  

[18] Hussain, Z. (2017) leading to Intention: The role of Attitude in Relation to the Technology Acceptance Model in 

e-Learning, Precedia Computer Science, 105.   

[19] ICAM (2017) P6 Principles of Taxation, Malawi, ICAM  

[20] Kapera, O.M. (2017). Assessment of Effectiveness of Electronic Fiscal Devices (Efds) in Tax Collection in Tanzania: A Case of Arusha City 

Council. Master’s Dissertation, Master of Business Administration, Open University of Tanzania, Dares Salaam 

[21] Kelvin, G. (2017). The Impact of System Automation on Revenue Collection in Kenya Revenue Authority: A Case 

Study of Simba. University of Nairobi, MPRA Paper No. 80343.  

http://www.ijrti.org/
http://documents.worldbank.org/curated/en/497071522428886160
https://www.mra.mw/assets/upload/downloads/Tax_policy_Admin_Evolution_and_Revenue_Performance_in_Malawi.pdf&ved=2ahUKEwihzKPR6YjpAhWESBUIHURJDmgQFjADegQIAhAB&usg=AOvVaw04SHdy4vlqUBH9gQctDTqG&cshid=1587998050420
https://www.mra.mw/assets/upload/downloads/Tax_policy_Admin_Evolution_and_Revenue_Performance_in_Malawi.pdf&ved=2ahUKEwihzKPR6YjpAhWESBUIHURJDmgQFjADegQIAhAB&usg=AOvVaw04SHdy4vlqUBH9gQctDTqG&cshid=1587998050420
https://www.mra.mw/assets/upload/downloads/Tax_policy_Admin_Evolution_and_Revenue_Performance_in_Malawi.pdf&ved=2ahUKEwihzKPR6YjpAhWESBUIHURJDmgQFjADegQIAhAB&usg=AOvVaw04SHdy4vlqUBH9gQctDTqG&cshid=1587998050420
https://doi.org/10.1007/978-3-319-59442-2_3
https://doi.org/10.1007/978-3-319-59442-2_3


© 2022 IJNRD | Volume 7, Issue 10 October 2022 | ISSN: 2456-4184 | IJNRD.ORG 

IJNRD2210032 International Journal of Novel Research and Development (www.ijnrd.org)  

 

a276 

[22] Lemgruber, M.A., Masters, M.A. & Cleary, M.D. (2015) Understanding Revenue Administration: An Initial Data 

Analysis Using the Revenue Administration Fiscal Information Tool, Washington DC, USA: International Monetary 

Fund 

[23] Lieng, J. and Bruemmer, H. (2017) Fundamentals of Electronic Design, NY, Springer publishing AG 

[24] MacMillan, J.H and Schumacher, S. (2014) Research in Education: Evidence-Based Inquiry, 7th Edition, Pearson 

Education, UK. 

[25] Madan, S. and Arora, J.B. (2016) Securing Transactions and Payment Systems for M-Commerce. Pennsylvania, 

Business science reference (IGI Global imprint) 

[26] Maisiba, G. J. & Atambo, D.W. (2016) Effects of Electronic-Tax System on the Revenue Collection Efficiency of Kenya Revenue Authority: 

A Case of Uasin Gishu County. Imperial Journal of Interdisciplinary Research (IJIR), 2(4), 815-827.  

[27] Marangunic, N and Granic, A. (2015) Technology Acceptance Model: A Literature Review From1986 to 2013. 

University Access Information Society  

[28] MRA (2017) Taxpayer Charter: Your Rights and Obligations. MRA Corporate Affairs Division, Unpublished 

article Available at: 

https://www.mra.mw/assets/upload/downloads/Taxpayer_Charter.pdf&ved=2ahUKEwiviZym7IjpAhWiwOYKHW4

OBLUQFjAIegQIBBAB&usg=AOvVaw223ey4zrjY1j0tTCYU3ybx (Last accessed on 2nd July, 2022) 

[29] Ndayisenga, E. and Shukla, J. (2016) The Effects of Electronic Tax Management Systems of Tax Collection in 

Rwanda: A Case Study of Rwanda Revenue Authority. International journal of business management (ISSN 2321-

8916), Retrieved 24th April, 2020 from:  

https://www.researchgate.net/profile/Jaya_Shukla6/publication/309717652_Effect_of_Electronic_Tax_Management

_System_of_Tax_Collection_in_Rwanda_Case_Study_of_Rwanda_Revenue_Authority_RRA/links/581e1a1908ae1

2715af5cfbb/Effect-of-Electronic-Tax-Management-System-of-Tax-Collection-in-Rwanda-Case-Study-of-Rwanda-

Revenue-Authority-RRA.pdf 

[30] Pope, R.T., Rupert, J.T., Anderson, E.K. (2015) Prentice Hall’s Federal Taxation 2016 Corporations, Partnerships, 

Estates and Trusts, 29th Edition, NY, Pearson Education. 

[31] Rabes, R.K (2017) How Ants Build Pyramids: The Concept of Task/Technology Fit in Crowd Sourcing, Germany, 

Springer. 

[32] Saunders, M., Lewis, P. and Thornhill, A (2016) Research Methods for Business Students, 7th Edition, UK, Pearson 

Education,  

[33] Smith, J.D. (2017) Reliability, Maintainability and Risk Practical Methods for Engineers, 9th Edition, UK, 

Butterworth-Heinemann 

[34] Smith, D.P. (2016). E-Government Initiatives Case Study: New Models for Success. International Journal of 

Applied Management and Technology: Volume 15, issue 1, Walden University. 

[35] Taherdoost, H. (2018). A Review of Technology Acceptance and Adoption Models and Theories. Procedia 

Manufacturing, Elsevier.  

[36] Turban, E., Outland, J., King, D., Kyu Lee, J., Liang, T. and Turban, C.D. (2017) Electronic Commerce 2018: A 

Managerial and Social Networks Perspective, 9th Edition, NY, Springer.  

[37] Wondemagegne, H. (2014) Customs and Revenue Reforms in Ethiopia: A case Study of ASYCUDA ++. M.Phil. 

Thesis, Addis Ababa University  

 

 

http://www.ijrti.org/
https://www.mra.mw/assets/upload/downloads/Taxpayer_Charter.pdf&ved=2ahUKEwiviZym7IjpAhWiwOYKHW4OBLUQFjAIegQIBBAB&usg=AOvVaw223ey4zrjY1j0tTCYU3ybx
https://www.mra.mw/assets/upload/downloads/Taxpayer_Charter.pdf&ved=2ahUKEwiviZym7IjpAhWiwOYKHW4OBLUQFjAIegQIBBAB&usg=AOvVaw223ey4zrjY1j0tTCYU3ybx
https://www.researchgate.net/profile/Jaya_Shukla6/publication/309717652_Effect_of_Electronic_Tax_Management_System_of_Tax_Collection_in_Rwanda_Case_Study_of_Rwanda_Revenue_Authority_RRA/links/581e1a1908ae12715af5cfbb/Effect-of-Electronic-Tax-Management-System-of-Tax-Collection-in-Rwanda-Case-Study-of-Rwanda-Revenue-Authority-RRA.pdf
https://www.researchgate.net/profile/Jaya_Shukla6/publication/309717652_Effect_of_Electronic_Tax_Management_System_of_Tax_Collection_in_Rwanda_Case_Study_of_Rwanda_Revenue_Authority_RRA/links/581e1a1908ae12715af5cfbb/Effect-of-Electronic-Tax-Management-System-of-Tax-Collection-in-Rwanda-Case-Study-of-Rwanda-Revenue-Authority-RRA.pdf
https://www.researchgate.net/profile/Jaya_Shukla6/publication/309717652_Effect_of_Electronic_Tax_Management_System_of_Tax_Collection_in_Rwanda_Case_Study_of_Rwanda_Revenue_Authority_RRA/links/581e1a1908ae12715af5cfbb/Effect-of-Electronic-Tax-Management-System-of-Tax-Collection-in-Rwanda-Case-Study-of-Rwanda-Revenue-Authority-RRA.pdf
https://www.researchgate.net/profile/Jaya_Shukla6/publication/309717652_Effect_of_Electronic_Tax_Management_System_of_Tax_Collection_in_Rwanda_Case_Study_of_Rwanda_Revenue_Authority_RRA/links/581e1a1908ae12715af5cfbb/Effect-of-Electronic-Tax-Management-System-of-Tax-Collection-in-Rwanda-Case-Study-of-Rwanda-Revenue-Authority-RRA.pdf

