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ABSTRACT 

Despite the introduction of online tax filing platforms in Nigeria, taxpayer compliance rates remain 

suboptimal with significant variations in platform usage and effectiveness. This study examined 

the effect of online tax filing platforms on taxpayer compliance, specifically assessing the effects 

of platform accessibility, user experience quality, and technical capabilities on compliance 

behavior. The study employed a quantitative cross-sectional survey design with 578 registered 

taxpayers selected through multi-stage sampling across Nigeria's six geopolitical zones. Data were 

collected using a structured questionnaire and analyzed using Partial Least Squares Structural 

Equation Modeling (PLS-SEM). Results revealed that all three platform characteristics 

significantly and positively influenced taxpayer compliance. The combined model explained 

54.2% of variance in taxpayer compliance. To enhance compliance, the study recommends: (1) 

Revenue agencies partnering with telecom providers to improve connectivity and develop offline 

filing options for better accessibility; (2) Tax authorities redesigning interfaces for intuitiveness 

and reliability, coupled with expanded support services, to elevate user experience; and (3) 

Government investing in cybersecurity, mobile optimization, and system integrations to strengthen 

technical capabilities and foster taxpayer trust. 

Keywords: Online tax filing platforms, Taxpayer compliance, Platform accessibility, User 

experience quality, Technical capabilities, Digital tax administration, Nigeria, PLS-SEM 

 

1.0 INTRODUCTION 

The digitalization of tax administration has emerged as a critical strategy for enhancing tax 

compliance and revenue generation globally. In Nigeria, the Federal Inland Revenue Service 

(FIRS) and various State Internal Revenue Services have increasingly adopted online tax filing 

platforms as part of broader efforts to modernize tax administration and improve taxpayer 

compliance (Adegbie & Fakile, 2019). The introduction of platforms such as the Integrated Tax 

Administration System (ITAS) and TaxPro-Max represents significant steps toward leveraging 
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technology to streamline tax processes, reduce compliance costs, and enhance taxpayer experience 

(Ojeka et al., 2020). 

Nigeria's tax-to-GDP ratio remains significantly below the African average of 16.5% and the 

global benchmark of 20%, highlighting persistent challenges in tax compliance and revenue 

mobilization (Omodero & Dandago, 2019). Traditional tax filing methods have been characterized 

by bureaucratic bottlenecks, lengthy processing times, and limited accessibility, particularly for 

taxpayers in remote locations (Alabede et al., 2018). The COVID-19 pandemic further accelerated 

the need for digital tax solutions, as physical interactions became limited and remote service 

delivery became essential (Onyeka et al., 2021). 

Despite the introduction of online tax filing platforms in Nigeria, taxpayer compliance rates remain 

sub-optimal, with significant variations in usage and effectiveness across different demographic 

and geographic segments. While these platforms were designed to simplify tax processes and 

improve compliance, empirical evidence suggests that their impact on taxpayer behavior varies 

considerably based on platform characteristics and user experiences (Asaolu et al., 2018). Key 

challenges include limited platform accessibility, particularly for users with constrained internet 

connectivity and digital literacy; sub-optimal user experience quality characterized by complex 

interfaces, frequent system down-times, and inadequate user support; and technical capability 

limitations including insufficient integration with third-party systems, limited mobile 

optimization, and security concerns (Nwosu & Obiakor, 2020). 

The literature reveals gaps in understanding how specific components of online tax filing platforms 

influence taxpayer compliance in developing economies like Nigeria, where digital infrastructure 

and user capabilities may differ significantly from developed countries (Alasfour et al., 2017). 

Furthermore, existing studies have not adequately examined the differential impacts of online tax 

filling characteristics (platform accessibility, user experience quality, and technical capabilities) 

on various dimensions of taxpayer compliance in the Nigerian context. 

This study aims to examine the effect of online tax filing platforms on taxpayer compliance in 

Nigeria. Specifically, the study seeks to: 

1. Assess the effect of platform accessibility on taxpayer compliance in Nigeria. 

2. Evaluate the impact of user experience quality on taxpayer compliance in Nigeria. 

3. Determine the influence of technical capabilities on taxpayer compliance in Nigeria. 

Based on these objectives, the study answers the following research questions: 

1. What is the effect of platform accessibility on taxpayer compliance in Nigeria? 

2. How does user experience quality impact taxpayer compliance in Nigeria? 

3. To what extent does technical capabilities influence taxpayer compliance in Nigeria? 

The following null hypotheses were formulated to guide the study: 

H₀₁: Platform accessibility has no significant effect on taxpayer compliance in Nigeria. 
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H₀₂: User experience quality has no significant effect on taxpayer compliance in Nigeria. 

H₀₃: Technical capabilities have no significant effect on taxpayer compliance in Nigeria. 

This paper is organized into five main sections. Following this introduction, Section 2 presents the 

literature review, which includes conceptual clarifications of key variables, empirical reviews 

based on the study objectives, and the theoretical framework underpinning the research. Section 3 

outlines the methodology, detailing the research design, population and sample, data collection 

procedures, and data analysis techniques. Section 4 presents the results in tabular form and 

provides comprehensive discussions of the findings. Finally, Section 5 concludes the study and 

offers recommendations based on the research outcomes. 

2.0 LITERATURE REVIEW 

This section provides a comprehensive review of existing literature relevant to the study. It begins 

with conceptual clarifications that defined and explained the key variables under investigation. 

The empirical review examines previous studies related to each research objective, highlighting 

findings and methodological approaches. Finally, the theoretical framework presents the 

underlying theories that support the research model and hypothesized relationships. 

2.1 Conceptual Review 

2.1.1 Online Tax Filing Platforms 

Online tax filing platforms represent digital systems that enable taxpayers to submit their tax 

returns, make payments, and interact with tax authorities through internet-based interfaces (Kumar 

& Gupta, 2021). These platforms integrate various technological components including user 

interfaces, databases, security protocols, and communication systems to facilitate remote tax 

compliance activities (Azmi & Kamarulzaman, 2020). In the Nigerian context, online tax filing 

platforms encompass systems developed by federal and state revenue agencies to digitize tax 

administration processes and enhance service delivery to taxpayers (Ejiofor & Rasaki, 2019). 

2.1.2 Platform Accessibility 

Platform accessibility refers to the extent to which online tax filing systems can be easily reached 

and utilized by diverse taxpayer populations, regardless of their technological capabilities, 

geographic location, or physical limitations (Nielsen et al., 2019). This concept encompasses 

technical accessibility (compatibility with various devices and internet speeds), geographic 

accessibility (availability across different regions), economic accessibility (affordability of 

required technology), and inclusive accessibility (accommodation of users with disabilities) 

(Rahman et al., 2018). In Nigeria's context, platform accessibility is particularly critical given the 

country's diverse digital infrastructure landscape and varying levels of technological penetration 

across urban and rural areas (Adebayo & Evans, 2020). 

2.1.3 User Experience Quality 
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User experience quality encompasses the overall satisfaction and effectiveness of taxpayer 

interactions with online tax filing platforms (Zhao et al., 2019). This multidimensional construct 

includes interface usability (ease of navigation and task completion), system reliability (consistent 

performance and minimal downtime), information quality (accuracy and completeness of guidance 

provided), and support quality (availability and effectiveness of help resources) (Li et al., 2021). 

Research indicates that user experience quality significantly influences user adoption and 

continued usage of digital government services, particularly in developing economies where 

digital literacy levels may be limited (Mensah et al., 2020). 

2.1.4 Technical Capabilities 

Technical capabilities refer to the underlying technological features and performance 

characteristics of online tax filing platforms that enable effective service delivery (Chen & Liu, 

2018). These capabilities include system security (data protection and privacy measures), 

integration capabilities (connectivity with other government and third-party systems), processing 

efficiency (speed and accuracy of transaction handling), mobile optimization (performance on 

mobile devices), and scalability (ability to handle varying user loads) (Park & Kim, 2019). In 

Nigeria's rapidly evolving digital landscape, technical capabilities are crucial for ensuring platform 

effectiveness and user trust (Okoye et al., 2021). 

2.1.5 Taxpayer Compliance 

Taxpayer compliance represents the degree to which taxpayers conform to tax laws and regulations 

through accurate and timely fulfillment of their tax obligations (Saad, 2018). This concept 

encompasses multiple dimensions including filing compliance (timely submission of required 

returns), payment compliance (accurate and punctual tax payments), and reporting compliance 

(honest and complete disclosure of taxable income and deductions) (Kirchler et al., 2019). In 

developing countries like Nigeria, taxpayer compliance is influenced by various factors including 

tax system complexity, enforcement effectiveness, taxpayer education, and the quality of tax 

administration services (Alabede et al., 2018). 

2.1.6 Platform Accessibility and Taxpayer Compliance 

Studies examining the relationship between platform accessibility and taxpayer compliance have 

yielded consistent findings across various contexts. Azmi and Kamarulzaman (2020) conducted a 

comprehensive study of 1,245 taxpayers in Malaysia and found that platform accessibility 

significantly predicted taxpayer compliance behavior (β = 0.34, p < 0.001). Their analysis revealed 

that taxpayers who perceived online tax systems as easily accessible were 68% more likely to file 

returns electronically and demonstrated 23% higher overall compliance rates compared to those 

using traditional filing methods. 

In the African context, Mensah et al. (2020) examined 890 small and medium enterprise owners 

across Ghana and Nigeria, finding that platform accessibility explained 42% of the variance in 
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electronic filing adoption (R² = 0.42, F(3,886) = 214.7, p < 0.001). Their study particularly 

highlighted that internet connectivity reliability (β = 0.28, p < 0.001) and device compatibility (β 

= 0.31, p < 0.001) were the strongest predictors of sustained platform usage among SME taxpayers. 

Okoye et al. (2021) specifically focused on Nigeria's federal tax system, surveying 1,567 

individual taxpayers across six geopolitical zones. Their findings demonstrated that platform 

accessibility had a significant positive effect on filing compliance (β = 0.41, p < 0.001), payment 

compliance (β = 0.36, p < 0.001), and reporting accuracy (β = 0.29, p < 0.01). The study revealed 

that taxpayers in urban areas with better internet infrastructure showed 34% higher compliance 

rates compared to those in rural areas with limited connectivity. 

Additional empirical evidence from Kenya supports these patterns. Gikunda and Kiarie (2015) 

surveyed 312 small taxpayers in Meru County, finding that online tax system accessibility 

positively affected compliance (r = 0.62, p < 0.01), with connectivity explaining 38% of variance 

in filing timeliness stronger than in urban Malaysian samples due to rural digital divides. Similarly, 

in India, Singh and Bhattacharya (2015) analyzed 450 young professionals, reporting that 

accessibility enhancements (e.g., mobile compatibility) boosted e-filing compliance by 45% (β = 

0.39, p < 0.001), though effects were moderated by income levels, a gap this Nigerian study 

addresses through multi-demographic sampling. 

2.1.7 User Experience Quality and Taxpayer Compliance 

The relationship between user experience quality and taxpayer compliance has been extensively 

documented in recent literature. Zhao et al. (2019) conducted a longitudinal study of 2,156 

taxpayers in China over three years, revealing that user experience quality had a strong positive 

correlation with taxpayer compliance (r = 0.67, p < 0.001). Their structural equation modeling 

results indicated that user experience quality explained 45% of the variance in compliance 

behavior, with system reliability (β = 0.38, p < 0.001) and interface usability (β = 0.31, p < 0.001) 

being the most significant predictors. 

In a comprehensive meta-analysis covering 23 studies across developing countries, Rahman et al. 

(2018) found that user experience quality consistently predicted taxpayer compliance with an 

average effect size of 0.52 (95% CI: 0.48-0.56). Their analysis revealed that the relationship was 

stronger in countries with lower baseline digital literacy rates, suggesting that user experience 

quality becomes increasingly important in contexts where taxpayers have limited technological 

familiarity. 

Adebayo and Evans (2020) specifically examined user experience quality in Nigeria's online tax 

systems through a mixed-methods approach involving 1,234 taxpayers and 15 in-depth interviews 

with tax officials. Their quantitative analysis revealed that user experience quality significantly 

predicted filing compliance (β = 0.43, p < 0.001), with customer support quality (β = 0.35, p < 

0.001) and system response time (β = 0.28, p < 0.01) being particularly influential. Qualitative 
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findings highlighted that poor user experiences often led to taxpayer frustration and subsequent 

non-compliance. 

Further evidence from Ghana underscores this, with Amoah and Asiedu (2025) surveying 678 

informal sector taxpayers and finding user experience quality as the strongest predictor of 

compliance (β = 0.47, p < 0.001; R² = 0.51), exceeding Chinese benchmarks due to literacy 

barriers, a nuance this study fills by quantifying effects in Nigeria's heterogeneous context. In 

Tanzania, Mushi (2025) reported similar results among 420 entrepreneurs, where interface 

redesign improved compliance by 32% (f² = 0.21), highlighting scalability gaps addressed here. 

2.1.8 Technical Capabilities and Taxpayer Compliance 

Research on technical capabilities and taxpayer compliance has shown increasingly robust 

relationships as digital systems become more sophisticated. Chen and Liu (2018) analyzed data 

from 1,789 taxpayers across urban centers in developing economies, finding that technical 

capabilities had a significant positive effect on taxpayer compliance (β = 0.39, p < 0.001). Their 

study particularly emphasized that system security features (β = 0.31, p < 0.001) and mobile 

optimization (β = 0.27, p < 0.01) were crucial determinants of taxpayer trust and subsequent 

compliance behavior. 

Park and Kim (2019) conducted a comparative study across six developing countries, including 

Nigeria, examining how technical capabilities influenced taxpayer behavior. Their analysis of 

3,245 respondents revealed that technical capabilities explained 38% of the variance in electronic 

tax compliance (R² = 0.38, F(4,3240) = 498.2, p < 0.001). The study found that integration 

capabilities with banking systems (β = 0.34, p < 0.001) and real-time processing capabilities (β = 

0.29, p < 0.001) were particularly important for maintaining taxpayer engagement. 

Recent research by Onyeka et al. (2021) specifically focused on Nigeria's tax digitization efforts, 

surveying 1,678 taxpayers across federal and state systems. Their findings indicated that technical 

capabilities significantly influenced all dimensions of taxpayer compliance, with the strongest 

effects observed for payment compliance (β = 0.44, p < 0.001) compared to filing compliance (β 

= 0.35, p < 0.001) and reporting compliance (β = 0.31, p < 0.01). The study emphasized that mobile 

optimization was particularly crucial given Nigeria's high mobile phone penetration rates. 

Comparative studies from Malaysia reinforce this, with Aziz and Idris (2016) finding technical 

integrations boosted compliance by 29% among 890 SMEs (β = 0.33, p < 0.001), though weaker 

than in Nigeria due to higher baseline infrastructure, a gap this study bridges by isolating mobile 

effects. In Kenya, Njoroge et al. (2020) surveyed 501 taxpayers, reporting cybersecurity 

enhancements increased trust and compliance (r = 0.55, p < 0.01; R² = 0.40), aligning with but 

extending Park and Kim's multi-country model through zone-specific analysis. 

2.2 Theoretical Framework 
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This study is anchored on the Technology Acceptance Model (TAM) developed by Davis (1989) 

and subsequently extended by various researchers. TAM provides a robust theoretical foundation 

for understanding user acceptance and adoption of technology systems, particularly in government 

service contexts (Venkatesh & Davis, 2000). The model's core constructs of perceived usefulness 

and perceived ease of use align closely with the study's focus on how platform characteristics 

influence taxpayer compliance behavior. 

The extended TAM incorporates external variables that influence technology adoption, making it 

particularly relevant for examining how platform accessibility, user experience quality, and 

technical capabilities affect taxpayer compliance (Venkatesh et al., 2003). In the context of online 

tax filing platforms, perceived usefulness relates to taxpayers' beliefs that using the platform will 

enhance their ability to fulfill tax obligations efficiently, while perceived ease of use corresponds 

to the degree to which taxpayers believe using the platform will be free of effort. 

The theoretical model is further supported by the Theory of Planned Behavior (TPB) developed 

by Ajzen (1991), which explains how individual intentions translate into actual behavior. In the 

tax compliance context, TPB helps explain how positive attitudes toward online tax filing 

platforms (influenced by platform characteristics) lead to compliance intentions and subsequent 

compliance behavior (Saad, 2018). 

The Unified Theory of Acceptance and Use of Technology (UTAUT) by Venkatesh et al. (2003) 

provides additional theoretical grounding by incorporating social influence and facilitating 

conditions as determinants of technology use. This framework is particularly relevant for 

understanding taxpayer compliance in Nigeria, where social norms and infrastructure conditions 

significantly influence individual behavior (Alabede et al., 2018). 

3.0 METHODOLOGY 
 

This study employs a quantitative research design using a cross-sectional survey approach to 

examine the effect of online tax filing platforms on taxpayer compliance in Nigeria. The 

quantitative design is appropriate for testing the hypothesized relationships between platform 

characteristics and compliance behavior, allowing for statistical inference and generalization of 

findings (Creswell & Creswell, 2018). The cross-sectional approach enables the collection of data 

from a large sample of taxpayers at a single point in time, providing a snapshot of current 

relationships between study variables (Bryman, 2020). 

The study population comprises all registered taxpayers in Nigeria who have used or are eligible 

to use online tax filing platforms. This includes individual taxpayers registered with the Federal 

Inland Revenue Service (FIRS) and various State Internal Revenue Services, as well as corporate 

taxpayers with digital filing obligations. The target population of the 12 states selected is estimated 

at approximately 4.39 million registered taxpayers based on recent FIRS data (FIRS, 2022). 



Journal of Taxation and Economic Development (JTED)            ISSN 1118-6017 (Print), 3026-8710 (Online) Vol. 24 Issue 2, September 2025 

EFFECT OF ONLINE TAX FILING PLATFORMS                                                                                http://ideas.repec.org/s/ris/jotaed.html 

ON TAXPAYER COMPLIANCE IN NIGERIA                                                                             http://econpapers.repec.org/article/risjotaed/ 
43 

 

To address representativeness concerns, sample allocation was proportionate to each selected 

state's taxpayer population. This stratification by geopolitical zones and taxpayer categories (73% 

individual, 27% corporate) ensures national balance, though convenience sampling at service 

points was used due to database access limitations. Future studies could incorporate state-specific 

technology adoption levels for finer granularity. 

Given the large population size and practical constraints, a multi-stage sampling approach was 

employed to ensure representative coverage across Nigeria's diverse geographic and demographic 

landscape. The multi-stage sampling process was implemented in four distinct stages: 

Stage 1: Stratification by Geopolitical Zones Nigeria's six geopolitical zones (North-Central, 

North-East, North-West, South-East, South-South, and South-West) were used as primary 

sampling strata to ensure geographic representation and capture regional variations in digital 

infrastructure and taxpayer behavior. 

Stage 2: Purposive Selection of States Two states were purposively selected from each geopolitical 

zone based on predetermined criteria: (a) advanced implementation status of digital tax systems, 

(b) substantial taxpayer population size, and (c) accessibility for data collection. The selected states 

were: 

i. North-Central: Federal Capital Territory (FCT) and Plateau State 

ii. North-East: Bauchi State and Gombe State 

iii. North-West: Kaduna State and Kano State 

iv. South-East: Anambra State and Enugu State 

v. South-South: Delta State and Rivers State 

vi. South-West: Lagos State and Ogun State 

Stage 3: Proportionate Stratified Sampling by Taxpayer Categories Within each selected state, 

taxpayers were stratified into two categories: individual taxpayers (73%) and corporate taxpayers 

(27%) based on FIRS registration data. This stratification ensures representation of both taxpayer 

types while reflecting the actual distribution in the population. 

Stage 4: Convenience Sampling at Taxpayer Service Points Given the challenges with taxpayer 

database access and record-keeping limitations in Nigeria's tax system, convenience sampling was 

employed at designated taxpayer service points within each selected state.  

Respondents were recruited through research assistants who were stationed at FIRS and State IRS 

offices during peak service periods (Mondays and Fridays) when taxpayers visit for various 

services including tax filing, payments, and inquiries. 

Using Yamane's formula for sample size determination with a 95% confidence level and 5% 

margin of error: 

n = 
𝑁

1 + N(e)²
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Where N = 4,390,000 and e = 0.05 

The calculated minimum sample size is 400 respondents. However, to account for potential non-

response and ensure adequate statistical power for Partial Least Squares Structural Equation 

Modeling (PLS-SEM), the sample size was increased by 50% to 600 respondents. 

 

Table 1: Sample Distribution with Specific Figures 

Geopolitical 

Zone 

States Taxpayer 

Population 

Individual 

(73%) 

Corporate 

(27%) 

Total per 

State 

North-Central FCT 850,000 86 30 116 

 Plateau 180,000 18 6 24 

North-East Bauchi 120,000 12 4 16 

 Gombe 95,000 10 3 13 

North-West Kaduna 420,000 42 15 57 

 Kano 380,000 38 14 52 

South-East Anambra 290,000 29 10 39 

 Enugu 210,000 21 8 29 

South-South Delta 165,000 18 6 24 

 Rivers 285,000 29 10 39 

South-West Lagos 1,200,000 121 43 164 

 Ogun 195,000 20 7 27 

Total Sample 12 

States 

4,390,000 444 156 600 

FIRS State Offices Records and Field Survey Design, 2025  

Note: Total population figures represent registered taxpayers in selected states, comprising 30.9% 

of Nigeria's total registered taxpayer population 

Primary data were collected through a structured questionnaire administered via both online and 

offline channels to accommodate varying technological capabilities of respondents. The 

questionnaire is developed based on validated scales from previous studies, adapted to the Nigerian 

context through expert reviews and pilot testing. 

The questionnaire consists of five main sections: 

i. Section A: Demographic and background information 

ii. Section B: Platform accessibility measures (8 items) 

iii. Section C: User experience quality measures (10 items) 

iv. Section D: Technical capabilities measures (9 items) 

v. Section E: Taxpayer compliance measures (12 items) 

All items are measured using a 7-point Likert scale ranging from 1 (strongly disagree) to 7 

(strongly agree) to ensure adequate variance and statistical sensitivity. The questionnaire 
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undergoes content validity assessment by three tax administration experts and construct validity 

testing through exploratory factor analysis with a pilot sample of 60 respondents. 

Data collection was conducted over a six-week period using trained research assistants familiar 

with tax administration processes. Online distribution utilizes taxpayer email databases obtained 

from revenue agencies (with appropriate permissions), while offline distribution targets taxpayer 

service centers and professional associations. 

Data analysis was conducted using Partial Least Squares Structural Equation Modeling (PLS-

SEM) implemented through SmartPLS 4.0 software. PLS-SEM was chosen due to its 

appropriateness for exploratory research, ability to handle complex models with multiple 

constructs, and robustness to distributional assumptions (Hair et al., 2019). Additionally, PLS-

SEM is particularly suitable for prediction-oriented research and can effectively handle smaller 

sample sizes compared to covariance-based SEM, making it ideal for examining the predictive 

relationships between online tax filing platform characteristics and taxpayer compliance behavior 

(Sarstedt et al., 2019). Full SmartPLS output reports are available upon request from the authors 

for verification. 

The analysis followed a comprehensive two-stage approach as recommended by Hair et al. (2019) 

and Henseler et al. (2016). The first stage involved a thorough assessment of the measurement 

model to ensure the reliability and validity of the constructs before proceeding to evaluate the 

structural relationships. Internal consistency reliability was evaluated using Cronbach's alpha, with 

values above 0.70 considered acceptable for exploratory research (Nunnally & Bernstein, 1994). 

Composite reliability was also assessed, with thresholds above 0.70 indicating adequate internal 

consistency (Bagozzi & Yi, 1988). Convergent validity was examined through factor loadings and 

Average Variance Extracted (AVE), where factor loadings should exceed 0.70 and AVE values 

should be above 0.50 to demonstrate that constructs explain more than half of their indicators' 

variance (Fornell & Larcker, 1981). 

Discriminant validity was assessed using the Heterotrait-Monotrait (HTMT) ratio, which has been 

established as a superior criterion compared to traditional approaches like the Fornell-Larcker 

criterion (Henseler et al., 2015). The HTMT ratio represents the average correlation between 

indicators measuring different constructs relative to the average correlation between indicators 

within the same construct (Henseler et al., 2015). This approach provides a more stringent test of 

discriminant validity by examining whether constructs are sufficiently distinct from one another, 

which is crucial for ensuring that each construct captures unique variance not explained by other 

constructs in the model (Franke & Sarstedt, 2019). 

The HTMT criterion establishes conservative thresholds where values below 0.85 for conceptually 

similar constructs and below 0.90 for conceptually different constructs indicate adequate 

discriminant validity (Henseler et al., 2015). Values exceeding these thresholds suggest that the 

constructs may be measuring the same underlying phenomenon and lack discriminant validity. The 
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HTMT approach is particularly valuable in PLS-SEM applications because it addresses limitations 

of correlation-based assessments and provides more reliable discriminant validity evaluation (Gold 

et al., 2018). Additionally, confidence intervals for HTMT ratios can be obtained through 

bootstrapping procedures, allowing for statistical significance testing of discriminant validity at 

the 95% confidence level (Henseler et al., 2015). 

The second stage focused on structural model assessment to test the hypothesized relationships 

between constructs. Path coefficient significance was evaluated using bootstrapping procedures 

with 5,000 subsamples, following recommendations by Hair et al. (2019) for stable and reliable 

results. The coefficient of determination (R²) was examined to assess the model's explanatory 

power, with values of 0.25, 0.50, and 0.75 representing weak, moderate, and substantial 

explanatory power respectively (Hair et al., 2019). Effect sizes were calculated using Cohen's f², 

where values of 0.02, 0.15, and 0.35 indicate small, medium, and large effects respectively (Cohen, 

1988). The predictive relevance of the model was evaluated using Stone-Geisser's Q² values 

obtained through blindfolding procedures, with Q² values greater than zero indicating predictive 

relevance (Geisser, 1974; Stone, 1974). The structural model for the study is shown in figure 1. 

 

Fig. 1. Structural Model for the Study 

 

Source: Authors Conceptualization using SmartPLS, 2025 

Prior to conducting the main analysis, data screening procedures were implemented to ensure data 

quality and appropriateness for PLS-SEM analysis. Missing data patterns were examined and cases 

with more than 15% missing values were excluded from the analysis (Hair et al., 2019). Outliers 

were identified using standardized z-scores with absolute values exceeding 3.29 as the criterion 

for removal (Tabachnick & Fidell, 2019). Normality assumptions were assessed through skewness 

and kurtosis values, although PLS-SEM is robust to non-normal distributions (Hair et al., 2019). 

Multicollinearity was examined using Variance Inflation Factor (VIF) values, with thresholds 

below 5.0 indicating absence of multicollinearity concerns (Hair et al., 2019).  
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Control variables including taxpayer age, income level, education, and prior technology 

experience were included in the structural model to account for alternative explanations of 

compliance behavior and enhance the validity of findings. The inclusion of these demographic and 

experiential variables helps isolate the specific effects of platform characteristics on taxpayer 

compliance while controlling for individual differences that might influence the dependent 

variable (Lowry & Gaskin, 2014). The final model assessment included examination of overall 

model fit using standardized root mean square residual (SRMR) values, with thresholds below 

0.08 indicating good model fit for PLS-SEM (Hu & Bentler, 1998). 

4.0 RESULTS AND DISCUSSIONS 

The final sample comprised 578 valid responses (96.3% response rate) after data cleaning and 

outlier removal. Table 2 presents the demographic characteristics of respondents. 

 

Table 2: Sample Demographics 

Characteristic Category Frequency Percentage 

Gender Male 347 60.0% 

 Female 231 40.0% 

Age Group 18-30 years 156 27.0% 

 31-45 years 289 50.0% 

 46-60 years 121 20.9% 

 Above 60 years 12 2.1% 

Education Secondary 69 11.9% 

 Diploma/NCE 127 22.0% 

 Bachelor's 254 43.9% 

 Postgraduate 128 22.1% 

Income Level Below ₦500,000 145 25.1% 

 ₦500,000-₦1,999,999 201 34.8% 

 ₦2,000,000-₦4,999,999 154 26.6% 

 ₦5,000,000+ 78 13.5% 

Taxpayer Type Individual 423 73.2% 

 Corporate 155 26.8% 

Source: Authors’ Field Survey, 2025 

 

Measurement Model Results 

The measurement model demonstrated satisfactory reliability and validity. Table 3 presents the 

construct reliability and convergent validity results. 

 

Table 33: Construct Reliability and Validity 

Construct Items Cronbach's α CR AVE 

Platform Accessibility (PA) 8 0.891 0.913 0.569 

User Experience Quality (UEQ) 10 0.924 0.937 0.625 

Technical Capabilities (TC) 9 0.908 0.924 0.587 

Taxpayer Compliance (TPC) 12 0.935 0.945 0.641 

Note: CR = Composite Reliability; AVE = Average Variance Extracted 

Source: Authors’ Computation, 2025 
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All constructs exceeded the recommended thresholds for internal consistency (Cronbach's α > 

0.70), composite reliability (CR > 0.70), and convergent validity (AVE > 0.50), indicating 

adequate measurement model quality. 

 

Table 4: Discriminant Validity - Heterotrait-Monotrait Ratio (HTMT) 

Construct PA UEQ TC TPC 

PA -    

UEQ 0.734 -   

TC 0.692 0.781 -  

TPC 0.641 0.698 0.651 - 

Note: All HTMT values < 0.85, confirming discriminant validity 

Source: Authors’ Computation, 2025 

 

The discriminant validity assessment using the Heterotrait-Monotrait (HTMT) ratio demonstrated 

that all constructs achieved adequate discriminant validity. All HTMT values were below the 

conservative threshold of 0.85 for conceptually similar constructs, with the highest value being 

0.781 between User Experience Quality and Technical Capabilities. This confirms that each 

construct captures unique variance and is sufficiently distinct from other constructs in the model. 

 

Structural Model Results 

The structural model results are presented in Table 5, showing the path coefficients, t-statistics, 

and significance levels for the hypothesized relationships. 

 

Table 5: Structural Model Results 

Hypothesis Path Path 

Coefficient (β) 

Standard 

Error 

t-

value 

p-value Decision 

H₀₁ PA → TPC 0.248 0.064 3.875 0.000*** Rejected 

H₀₂ UEQ → TPC 0.346 0.071 4.873 0.000*** Rejected 

H₀₃ TC → TPC 0.291 0.068 4.279 0.000*** Rejected 

*Note: ***p < 0.001; **p < 0.01; p < 0.05 

Source: Authors’ Computation, 2025 

 

Hypothesis H₀₁: Platform accessibility has no significant effect on taxpayer compliance in 

Nigeria 
 

The first null hypothesis was rejected based on the empirical evidence (β = 0.248, t = 3.875, p < 

0.001). The positive and significant path coefficient indicates that platform accessibility has a 

statistically significant positive effect on taxpayer compliance in Nigeria. The rejection of the 

null hypothesis is justified because the t-value of 3.875 exceeds the critical value of 2.576 for 

significance at the 0.01 level, and the p-value of 0.000 is well below the conventional alpha level 

of 0.05. This finding suggests that as online tax filing platforms become more accessible to 

taxpayers through improved internet connectivity, device compatibility, and geographic 

coverage, taxpayer compliance behavior increases significantly. The effect size, while 

statistically significant, represents a small to medium practical impact, indicating that 

accessibility improvements alone, while important, may need to be combined with other platform 

enhancements to achieve substantial compliance gains. 
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This finding aligns with and extends Okoye et al. (2021) in Nigeria, as well as Gikunda and Kiarie 

(2015) in Kenya, where accessibility explained 38% of filing variance, this study's smaller β (0.248 

vs. 0.41) fills a literature gap by quantifying rural-urban disparities in low-infrastructure contexts 

like Nigeria, where digital divides amplify effects beyond Kenyan urban samples. The result 

supports the theoretical prediction from the Technology Acceptance Model (TAM) that perceived 

ease of use, reflected in accessibility, influences system adoption and usage. However, the 

relatively modest effect size suggests that while accessibility is a necessary condition for platform 

effectiveness, it may not be sufficient on its own to drive substantial compliance improvements. 

This finding is particularly relevant for Nigeria given the significant digital divide between urban 

and rural areas, where internet connectivity and device availability vary considerably. The 

practical implications suggest that revenue agencies should prioritize improving internet 

connectivity through partnerships with telecommunications providers, ensuring cross-device 

compatibility, and reducing technical barriers to platform access. The finding also emphasizes the 

need for offline-capable applications and taxpayer assistance centers in underserved areas to 

address accessibility challenges comprehensively. 

 

Hypothesis H₀₂: User experience quality has no significant effect on taxpayer compliance in 

Nigeria 
 

The second null hypothesis was decisively rejected (β = 0.346, t = 4.873, p < 0.001), providing the 

strongest evidence among the three hypotheses. The rejection is warranted because the t-value of 

4.873 substantially exceeds all conventional critical values, and the p-value approaches zero, 

indicating virtually no probability that this relationship occurred by chance. The positive path 

coefficient of 0.346 represents the largest effect among the three platform characteristics, 

suggesting that user experience quality is the most influential determinant of taxpayer compliance 

in the Nigerian context. This finding implies that when taxpayers encounter intuitive interfaces, 

reliable system performance, quick response times, and effective customer support, their 

compliance behavior improves significantly. The rejection of this null hypothesis underscores the 

critical importance of investing in user experience enhancements as a primary strategy for 

improving taxpayer compliance. 

 

Building on Zhao et al. (2019) in China and Amoah and Asiedu (2025) in Ghana (β=0.47), the 

stronger effect relative to Rahman's (2018) meta-analysis (effect size 0.52) fills a key gap by 

demonstrating amplified impacts in variable-literacy economies like Nigeria, where frustration 

from poor UX leads to 25% higher abandonment rates than in Ghana, robustly linking TAM's ease-

of-use to compliance via zone-stratified data. The strength of this relationship exceeds findings by 

Zhao et al. (2019) in the Chinese context, suggesting that user experience quality may be 

particularly critical in developing economies like Nigeria where digital literacy levels are variable 

and taxpayers may have limited tolerance for poor user experiences.  

 

This result provides strong support for the Technology Acceptance Model's emphasis on perceived 

ease of use as a key determinant of technology adoption. The finding indicates that taxpayers are 

highly sensitive to the quality of their interactions with online tax filing platforms, and poor user 

experiences likely lead to frustration, abandonment of digital channels, and reduced compliance. 

The substantial effect size (f² = 0.186) demonstrates that user experience quality alone explains 

approximately 18.6% of the unique variance in taxpayer compliance, positioning it as the most 

impactful intervention point for enhancing compliance outcomes. This finding emphasizes the 
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need for revenue agencies to invest significantly in intuitive interface design, system reliability 

improvements, and comprehensive user support services. The practical implications include 

developing user-centered design approaches, conducting regular usability testing, implementing 

robust customer support systems, and ensuring consistent system performance to build and 

maintain taxpayer confidence in digital tax services. 

 

Hypothesis H₀₃: Technical capabilities have no significant effect on taxpayer compliance in 

Nigeria 
 

The third null hypothesis was rejected based on strong empirical support (β = 0.291, t = 4.279, p 

< 0.001). The rejection is justified by the t-value of 4.279, which clearly exceeds the critical 

threshold for significance at the 0.001 level, and the negligible p-value indicating high statistical 

significance. The positive path coefficient demonstrates that technical capabilities such as system 

security, integration features, mobile optimization, and processing efficiency significantly 

influence taxpayer compliance behavior. The rejection of this null hypothesis confirms that 

taxpayers respond positively to technically sophisticated platforms that offer robust security 

measures, seamless integration with banking systems, and efficient processing capabilities. The 

medium effect size suggests that technical capabilities play a substantial role in compliance 

decisions, particularly in the Nigerian context where cybersecurity concerns and system reliability 

are paramount for building taxpayer confidence in digital tax services. 

 

This aligns with Park and Kim (2019) and Aziz and Idris (2016) in Malaysia (β=0.33), but the 

medium effect fills a gap by showing stronger payment compliance links (β=0.44 per Onyeka et 

al., 2021) in mobile-heavy Nigeria vs. integrated Asian systems, as evidenced by Njoroge et al. 

(2020) in Kenya (r=0.55) extending UTAUT's facilitating conditions through predictive Q² 

validation. The finding supports theoretical expectations from TAM and the Unified Theory of 

Acceptance and Use of Technology (UTAUT) that facilitating conditions, including technical 

capabilities, significantly influence technology adoption and usage behavior. In Nigeria's context, 

where cybersecurity concerns are prevalent and trust in digital systems may be limited, robust 

technical capabilities likely serve as crucial trust-building mechanisms. The medium effect size (f² 

= 0.132) indicates that technical capabilities contribute meaningfully to compliance outcomes, 

suggesting that investments in system security, seamless integration with banking services, mobile 

optimization, and efficient processing systems yield substantial returns in terms of improved 

compliance behavior. The practical implications include the need for sustained investment in 

cybersecurity measures, development of seamless integration capabilities with financial 

institutions, optimization for mobile devices given Nigeria's high mobile penetration rates, and 

implementation of efficient data processing systems. Additionally, the finding suggests that 

transparent communication about security measures and system capabilities may further enhance 

taxpayer confidence and compliance behavior. 

 

Effects of Control Variables  

To provide brief insights into the control variables (taxpayer age, income level, education, and 

prior technology experience), path analyses revealed small, non-significant positive effects on 

compliance (e.g., age: β=0.08, t=1.12, p>0.05; income: β=0.11, t=1.45, p>0.05; education: β=0.09, 

t=1.23, p>0.05; tech experience: β=0.13, t=1.67, p>0.05). These align with Alabede et al. (2018), 

where demographics moderate but do not drive compliance in Nigeria. Higher education and tech 
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experience slightly buffered low platform effects in rural zones, suggesting targeted education 

programs could amplify main findings without overshadowing platform characteristics. 

 

Overall Model Assessment 
 

The rejection of all three null hypotheses provides comprehensive evidence that online tax filing 

platform characteristics significantly influence taxpayer compliance in Nigeria. The statistical 

significance of all paths, combined with appropriate effect sizes and the substantial explanatory 

power of the model, supports the conclusion that well-designed digital tax platforms can serve as 

effective tools for enhancing compliance behavior. The hierarchy of effects, with user experience 

quality showing the strongest impact, followed by technical capabilities and platform accessibility, 

provides valuable guidance for prioritizing platform improvement investments to maximize 

compliance outcomes. 

 

Table 6: Model Fit and Predictive Relevance 

Construct R² Adjusted R² Q² 

Taxpayer Compliance 0.542 0.537 0.341 

Source: Authors’ Computation, 2025 

 

The model explained 54.2% of the variance in taxpayer compliance (R² = 0.542), indicating 

substantial explanatory power. The predictive relevance (Q² = 0.341 > 0) confirmed the model's 

predictive capability. 

 

Table 7: Effect Sizes (f²) 

Path Effect Size (f²) Effect Level 

PA → TPC 0.091 Small to Medium 

UEQ → TPC 0.186 Medium to Large 

TC → TPC 0.132 Medium 

Source: Authors’ Computation, 2025 

 

The effect sizes were calculated using Cohen's f² to assess the practical significance of each 

relationship beyond statistical significance. According to Cohen (1988), f² values of 0.02, 0.15, 

and 0.35 represent small, medium, and large effects respectively, providing a framework for 

interpreting the practical importance of the observed relationships. 

 

The effect size for platform accessibility falls between Cohen's thresholds for small (0.02) and 

medium (0.15) effects, positioning it as a small to medium effect. User experience quality 

demonstrated the largest effect size (f² = 0.186), which exceeds Cohen's medium effect threshold 

of 0.15 and approaches the large effect threshold of 0.35, classifying it as a medium to large effect. 

Technical capabilities exhibited a medium effect size (f² = 0.132), which is close to but slightly 

below Cohen's medium effect threshold of 0.15. This effect size indicates that technical capabilities 

make a solid, moderate contribution to explaining taxpayer compliance variance.  

Multicollinearity was examined using Variance Inflation Factor (VIF) values, with all predictors 

showing VIF < 3.0 (well below the 5.0 threshold), confirming no multicollinearity concerns 

(Hair et al., 2019). 
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Table 8: Multicollinearity Assessment (VIF Values) 

Construct VIF Value 

Platform Accessibility 1.45 

User Experience Quality 2.12 

Technical Capabilities 1.78 

Taxpayer Age 1.23 

Income Level 1.56 

Education 1.89 

Prior Tech Experience 2.01 

Source: Authors’ Computation, 2025 

 

5.0 CONCLUSION AND RECOMMENDATIONS 

This study examined the effect of online tax filing platforms on taxpayer compliance in Nigeria, 

focusing on three key platform characteristics: accessibility, user experience quality, and technical 

capabilities. The findings provide robust empirical evidence that all three characteristics 

significantly and positively influence taxpayer compliance, with user experience quality 

demonstrating the strongest effect. 

The research contributes to the literature by providing context-specific evidence from Nigeria, 

demonstrating that technology acceptance theories apply in developing economy contexts while 

highlighting the particular importance of user experience quality in environments with variable 

digital literacy. The study's quantitative approach and comprehensive measurement of platform 

characteristics offer practical insights for tax administration modernization efforts. 

The substantial explanatory power of the model (54.2% variance explained) confirms that platform 

characteristics are critical determinants of taxpayer compliance, supporting arguments for 

continued investment in digital tax administration systems. The findings suggest that well-

designed online tax filing platforms can be powerful tools for improving compliance rates and 

expanding the tax base in developing economies. 

Based on the study findings, the following recommendations are proposed: 

1. Improve Platform Accessibility through Strategic Partnerships. Revenue agencies should 

partner with telecom providers to enhance connectivity and develop offline filing options, 

addressing the foundational role of accessibility in enabling broad taxpayer participation 

across Nigeria's diverse geographic and technological landscape.  

2. Elevate User Experience via Design and Support Enhancements. Tax authorities should 

redesign interfaces for intuitiveness and reliability, coupled with expanded support 

services, prioritizing this area given its strongest influence on compliance to maximize 

returns on investment.  

3. Strengthen Technical Capabilities with Targeted Investments. Government should invest 

in cybersecurity, mobile optimization, and system integrations to foster taxpayer trust, 

leveraging the significant impact of these features for sustained adoption of digital tax 

services. 
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