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MO PAU

1. Tinh cép thiét ciia van dé nghién ciru

Doanh nghi¢p nho va vira dong vai tro quan trong trong tang truong va phat trién
kinh té [162] [175] va tao ra mét ty trong dang ké trong téng thu ngan sach nha nudc &
hau hét cac nén kinh té [176]. Do d6, nhiéu co quan thué danh phan 16n ngudn luc dé tao
moi truong thuan 1o, quan 1y thué don gian hién dai giam chi phi dé tao thuan lgi cho
loai hinh doanh nghiép nay phat trién phuc vu cho sy phat trién. Doanh nghiép thuong
gip nhiéu kho khan trong cong tac thuc thi chinh sach va thi tuc hanh chinh thué. Mot
s6 lugng 16n doanh nghiép di mong muén tu nguyén tuan thi nhung chwa c6 du théng
tin hd tro cac thu tuc quy dinh [171]. Qua cong tac thanh tra kiém tra ciia co quan thué
hang nam, s6 lugng doanh nghiép nhé va vira thuong vi pham xir phat vi pham hanh
chinh dbi v6i cac hanh vi ké khai sai vé thué suét, khiu trir va ndp thué nén dan dén sb
thué truy thu xtr phat hanh chinh thué va tinh tién ndp cham tién phat rat 16n, gia ting
hang nam [15], [16], [17]. Tinh d&én cubi nim 2019, toan tinh Thira Thién Hué c6 6.500
doanh nghiép, trong d6 doanh nghiép nho va vira déng g6p 1.094 ty ddng, chiém 27,32%
trong s6 thu ngan sach tir doanh nghiép (4.004 ty dong) [10].

C6 thé thay, mic du co quan thué trong nhitng nam qua da c6 nhiéu chuong trinh
dich vy hd trg thué (dich vu thué - tax services) gitp doanh nghiép nhé va vira thuc hién
tuan thi thué, vi du nhu ddi thoai doanh nghiép, tap huin, hd tro gai dap qua email, trang
thong tin dién tir hay tra 16i van ban [10], [11] va thuc hién danh gia sy hai 1ong dé cai
thién dich vu thué cua co quan thué [55, 56], tuy nhién sy gia ting tuan thi thué cua
doanh nghiép nhé va vira con nhiéu han ché. Chuong trinh tuén thii thué tu nguyén cua
co quan thué van chua cu thé va chua dugc nghién ctru ddi voi doanh nghiép nho va vira,
do d6 mirc d6 anh hudng dén viéc hd trg doanh nghiép nho va vira trong tuan thu thué
con nhiéu han ché. Ngoai ra, chua c6 mot nghién ciru téng thé vé dich vu thué, chit luong
dich vy thué va sy tudn tha thué duoc nghién ctiru dong thoi. Nhiéu ciu hoi dit ra nhu:
chat luong dich vu thué c6 dép g kha ning tiép can thong tin thué cua doanh nghiép
nho va vira hay khong, doanh nghiép nho va vira c6 that su hai 1ong véi cac dich vu hd
trg ciia co quan thué hay khong va liéu khi nang cao chat luong dich vu thué thi doanh
nghiép nho va vira ¢6 nang cao nhan thirc vé thué trong viéc ké khai thué, nop thué hay
khong, va tir 46 anh hudng dén hanh vi tuan thi thué cua ho nhu thé nao?

V& mit Iy luan, cac cong trinh nghién ctru trude ddy co6 dé cap dén chét luong
dich vu thué hay tuan thu thué. Tuy nhién, nghién ctru vé chat luvong dich vu thué chu
yéu tap trung vao ngudi n6p thué ca nhan [105] hay tap trung vao nguoi n6p thué doanh
nghiép noi chung va céc tb chirc hanh chinh sy nghiép [37] hay dich vy thué gan v6i hanh
vi tudin thu thué bit budc [193]. Hon nira, nghién ctru vé tuan thu thué chu yéu tap trung
vao ngudi nop thué ca nhan [61], [74], trong khi d6 cac nghién ciru lién quan dén tuan
thu thué cia doanh nghiép nho va vira van con han ché. Trong s6 cac nghién ctru lién
quan dén tuan thu thué cua doanh nghiép nho va vira, cac nghién ctru da phan tap trung
vao dic diém ngudi ndp thué nhu kién thire ctia nguoi nop thué [179, 195, 196], hay ning
vé yéu t6 kiém tra chip hanh phap luat thué [115], hay van d& vé sy phuc tap cta chinh
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sach thué [195] noi dung tuan thii thué [182] cac yéu t6 kinh té, yéu t6 x4 hoi anh hudng
tuan thu thué [148], hay du dinh nop thué hay tranh thué [85] Ve su cong bang cua ngudi
nop thué [158], chi phi tudn thu [75]. Cac nghién ctru tim hiéu mdi lién hé glua chat lugng
dich vu thué va sy tuan tha thué cua doanh nghiép nho va vira con han ché, dic biét trong
bdi canh & Viét Nam.

Véi xu hudng cai cach thué nhim muc tiéu xay dung co ché mét ctra chinh phi
qudc gia dat tiéu chuan Hiép hoi cac qudc gia Pong Nam A mo rong tao thuan loi cho
nguoi nop thué théng qua phan doan nguoi ndp thué va xuit phét tir nhimng 1y do trén,
viéc nghién ctru dé tai “Nghién citu dich vu hé tro thué va sw tuén thii thué déi véi
doanh nghigp nhé va vica trén dia ban tinh Thiva Thién Hué” co ¥ nghia 1y luan va
thue tién sau sic.

2. Muc tiéu nghién ciu

2.1. Muc tiéu tong quat

Nghién ciru cac loai hinh dich vu thué, chat lugng dich vu thué va tuan thu thué
ctia doanh nghiép nho va vira trén dia ban tinh Thira Thién Hué, tir d6 dé xut cac ham ¥
quén tri d6i voi co quan thué va ddi véi cac doanh nghiép nho va vira nham nang cao
tuan thu thué cta doanh nghiép nho va vira.

2.2. Muc tiéu cu thé

- Hé théng héa nhitng van dé 1y luan va thyc tidn vé dich vu thué, chit luong dich
vu thué va tuan tha thué, va mdi quan h¢ giira chét luong dich vu thué va tuan thu thué
cua doanh nghiép nho va vira.

- Banh gia thyc trang dich vu thué, chét luong dich vu thué va tuan thu thué caa
doanh nghiép nho va vira trén dia ban tinh Thira Thién Hué.

- Phén tich anh hudng cua chét luwong dich vu thué dén tuan tha thué ctia doanh
nghiép nho va vira trén dia ban tinh Thira Thién Hué.

- P& xuét cic ham y quan tri d6i voi co quan thué va ddi véi cac doanh nghiép
nho va vira nham gia tang tuan tha thué cia doanh nghiép nho va vira.

3. Cau hoi nghién ciru

bé dat dugc muc tiéu nghién cru, ludn an hudng dén tim hiéu ba cau hoi nghién
cliru:

(i) Doanh nghiép nho va vira tiép can dich vu thué ciia co quan thué duéi cac hinh
thirc nao?

(i) Chét luong dich vu thué da dap ing yéu cau ciia doanh nghiép nho va vira hay
chua? Sy tuan thu thué cua doanh nghiép nho va vira trén dia ban tinh Thira Thién Hué
nhu thé nao?

(iii) Chét lugng dich vu thué anh huong nhu thé nao dén tuén thu thué cua doanh
nghi¢p nho va vua?



4. Pbi twgng va pham vi nghién ciru

4.1. Poi twgng nghién ciru

* Pbi twgng nghién ctru: Poi twong nghién clru ctia dé tai 1a cac van dé 1y luan va
thuc tién vé dich vu thué, chat lugng dich vu thué, tuan thi thué va mdi quan hé giita chat
lwong dich vu thué cua co quan thué va tudn thu thué cua doanh nghiép nho va vira.

* Pbi tugng diéu tra: dai dién cac doanh nghiép nho va vira (chu doanh nghiép/ké
toan) va lanh dao/can bo thué ¢ co quan thué thudc tinh Thira Thién Hué va Tong cuc Thué.

4.2. Pham vi nghién ctru

4.2.1. Pham vi thoi gian: Dir liéu thir cap phuc vu cho nghién ciru dugce thu thap
va phan tich cho giai doan 2017 - 2019. Dit liéu so cap dugc thu thap tir thang 08/2019
dén thang 12/2019.

4.2.2. Pham vi khong gian: Nghién ctru duoc thuc hién trén dia ban tinh Thira
Thién Hué.

4.2.3. Pham vi ngi dung

Tuan thi thué cua doanh nghiép nho va vira 1a cac yéu ciu can tudn thi theo chinh
sach phap luat thué thong qua 04 tru cot 1a dang ky thué, ké khai thué, nop thué va bao
c4o nghia vy thué ddi véi doanh nghiép nho va vira. Cac yéu té chét lugng dich vu thué
tuan thu thué nhdm nang cao tudn thu thué cua doanh nghiép nho va vira duogc xem xét
1a cac yéu t6 phu hop v6i thap tuan tha cua T chirc Hop tic va Phat trién - OECD [166]
gan véi 02 tang dich vu danh cho 02 loai hanh vi tuan thi 13 (1) doi turong thich lam ding
nhu’ng thiéu thong tin va (2) déi twong thich lam dung nhung thuong khong thanh cong
can su cung cap théng tin va hé tro cia dich vu thué ciia co quan thué. Do Vay dé tai
khong dé cap dén: Tuan thi thué ddi v6i doanh nghiép nho va vira ¢6 hanh vi trén thué,
hay khong tuan thu thué (vi du: trén thué, tranh thué, chuyén gid); Dich vu thué cua dai
1y thué hay cac t6 chtre khac bao gdm hoat dong c6 thu phi hay khong thu phi ma chi tap
trung vao dich vu thué cua co quan thué. Pay la dich vu cong nham hd trg doanh nghiép
nho va vira huéng dén tuan thu thué; Doanh nghiép nho va vira khong dang ky thué trén
dia ban tinh Thira Thién Hué; Cac yéu t6 anh hudng tuan thu thué déi voi doanh nghiép
nho va vira khong lién quan dén dich vy thué va chét luong dich vy thué

5. Péng gép khoa hoc ciia ludn an

5.1. Dong gop ly luian

- Luan an ap dung va diéu chinh thang do vé chit lwong dich vu thué, tuan thu
thué da duogc su dung ¢ Viét Nam va trén thé gidi vao nghién cuu tai tinh Thira Thién
Hué. Trong d6, dé tai cling dé xuat duoc mot sé bién nghién ciru méi bd sung vao b
thang do nghién ctru. Pong gép méi cua ludn 4n vé viée xay dung thang do méi dbi voi
chat luong dich vu thué vo ciing quan trong trong linh vuc thué.

- Luén 4n dé xuit va xay dung md hinh do luong mdi quan hé giira chat lugng
dich vy thué va su tuan thu thué cua doanh nghiép nhé va vira trong khi ¢ Viét Nam va
thé gidi co rét it cac nghién ctru d& cap dén van dé nay. Nhiéu nghién ctru trong nuée va
nudc ngoai hién nay chua thyc hién nghién cou dé)ng thoi dbi véi cht lugng dich vu thué
va tuan thu thué ma chi quan sat vdi cac yéu t6 tach biét nhu chit Iuong dich vu thué va

3



su hai long hay tuan thi thué va kién thl'rc thué. Viéc gan két chat lugng dich vu thué va
tudn thu thué 1a dong gop quan trong vé mit 1y luan dudi goc nhin xem xét cung cip dich
vu thué nham gia tang tuan thi thué.

5.2. Dong g6p thue tién

- Pbi vm co quan thué ¢ Thira Thién Hué: Ludn 4n nhan dién duoc cac dlem
manh, diém yéu, cic “khoang tréng” con thiéu hut trong qué trinh thyc hién cung cap
dich vu thué; Luan an luong héa duge mbi quan h¢ gitra chét luong dich vu thué va tuan
thi thué thong qua mot s6 yéu td trung gian nhu sy hai long, kién thirc thué, niém tin ciia
doanh nghiép nho va vira ddi voi co quan thué.

- D6i voi Tong Cuc thué, B Tai chinh: Luan 4n dwa ra nhitng ham y vé mat chinh
sach hay nhitng giai phap nhdm hd trg va gitup doanh nghiép nh() va vira tudn thi thué t6t
hon trong thoi glan toi; Xay dung chién lugc dich vu thué gén voi sy hai long hay nang
cao kién thirc thué va niém tin thué ctia doanh nghiép nhé va vira; Quan 1y thué rui ro gin
v6i dich vu thué dé gia tang tuan thu thué ciia doanh nghiép nho va vira.

- B6i v6i doanh nghiép nhé va vira: Ludn 4n dé ra nhitng ham y khuyén nghi dé
doanh nghiép nho va vira c¢6 thé tiép can dich vu thué tir d6 gia ting hiéu biét vé thué
nhiam giam thiéu rai ro vé thué phong tranh bi xir phat vi pham hanh chinh vé thué.

6. Két cAu ciia luan an

Ngoai phan dat van dé va két luan, phin ndi dung nghién ctru gdm 04 chuong:

Chuong 1. Nhiing van dé 1y luan va thye tién vé dich vu thué, chat luong dich vu
thué va sy tuan thu thué d6i v6i doanh nghiép nho va vira

Chuong 2. Pic diém dia ban nghién ciru va phuong phap nghién ctru

Chuong 3. Két qua nghién ciru

Chuong 4. Thao luan két qua nghién ctru va ham ¥ quan tri



CHUONG 1: NHUNG VAN PE LY LUAN VA THUC TIEN VE DICH VU
THUE, CHAT LUQNG DICH VU THUE VA SU TUAN THU THUE POI
VOI DOANH NGHIEP NHO VA VUA

1.1. Nhirng van dé Iy luin

1.1.1. Doanh nghiép nhé va vira

1.1.1.1. Khai niém doanh nghiép nhé va vira

T chirc Hop tac va Phat trién Kinh té - OECD [166] dinh nghia doanh nghiép
nho va vira (DNNVV) duge xac dinh nhu mot doanh nghiép (DN) doc lap véi sé lugng
lao dong it. Tiéu chi lao dong & DNNV'V thay di theo tirng qudc gia voi mic tran 1a 250
lao dong & Chau Au, tuy nhién mét sé nudce chi 200 lao dong, & My 1a 500 lao dong.
O Viét Nam, theo quy dinh hién hanh, Luat Doanh nghiép 2014, Luat hd trg DNNVV
2017, Nghi dinh chi tiét quy dinh Luat hd trg DNNVV 2018 néu rd s lugng lao dong &
DNNVV tir 10 lao dong tré 1én va khong qua 200 lao dong, trong d6 DN siéu nho c6 sb
lao dong khong qua 10 nguoi, doanh thu va von dén 3 ty; DN nho c6 s6 lao dong tir khong
quéa 100 lao dong, doanh thu khong qua 100 ty va von khong qua 50 ty va DN vira ¢6 s6
lao dong khong qua 200 lao dong, doanh thu khéng qué 300 ty va vén khong qua 100 ty.
Quy dinh nay c6 su thay ddi dang ké so v&i quy dinh trude ddy tir nim 2009 (theo Nghi
dinh s6 56/2009/ND-CP ngay 30/6/2009 ctia Chinh phu).

1.1.2. Dich vu thué

1.1.2.1. Khai niém dich vu thué

Dich vu thué: Dich vu thué - Tax Services ctia CQT ¢ Viét Nam dugc xem 1a dich
vu hd trg thué cia CQT nhim hd trg NNT, ge"m voi quyén loi cua NNT theo Luat QLT.
Khai niém dich vu hd tro thué va dich vu thué cua CQT 1a ddng nhit, dugc xem 14 dich
vu cong tién ich ddng hanh cung NNT dé giai quyét cac vudng méc khi thuc hién chinh
sach phap luat thué. CQT thuc hién dich vu hd tro cung cap thong tin va huéng dan NNT
thuc hién tuén thu thué qua cac kénh thong tin khac nhau nhdm huéng dan NNT tudn thi
cac quy dinh d& ra vé thué [128].. Hau hét cac CQT trén thé gidi st dung dich vy thué
dbi v6i cac dich vu ma CQT cung cép nhu cung cap thong tin cho NNT, hay hd trg NNT
khi khong thanh cong trong viéc thyc thi chinh sach phap luat thué.

Tuyén truyén hé tro thué: O Viét Nam, dich vu thué cua CQT 14 cong tac tuyén
truyén va hd tro (TTHT) ngudi ndp thué (NNT) bao gdm tuyén truyén chinh sach phap
luat thué va hd trg NNT thyc hién chinh sach thué theo Luat Quan 1y thué. Bén canh viéc
hd tro qua dién thoai, qua email, qua van ban tra 101 hay hoi truc tiép tai CQT, cac phén
mém h trg trye tuyén va khong truc tuyén, cac trang thong tin dién tir, bao chi, truyén
hinh, phét thanh cung cap thong tin vé thué da duoc trién khai thyc hién nhim da dang
hoa loai hinh TTHT NNT [43], [44], [45], [46], diéu nay twong ddng véi dich vu thué
ctia CQT ¢ mot s6 nude trén thé gidi [127, 176]. Xu huéng QLT hién dai xem NNT la
khach hang hon 1 d6i tuong sai pham, dinh huéng dich vu d6i voi NNT c4 nhan [105].
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Ngoai ra, xu huéng tuan thu thué tu nguyén dua trén niém tin, moi truong dich vu hd trg
thué dwoc nhidu nudc trén thé giéi 4p dung, do do ting cudng dich vu hd tro thué, cai
tién co ciu to chirc nham hd tro DN 14 mot trong nhitng dé xuat gop phéan gia ting tuan
tha thué cia NNT [26].

T6m lai, dich vu thué hay dich vu hd trg thué hodc TTHT cua CQT dugc xem la
dich vu cong mién phi danh cho NNT, trong d6 CQT thuc hién cung cp thong tin
(information) va h trg (help) NNT thuc hién cac quy dinh tuan thi thué theo quy dinh.
Trong pham vi ndi dung luan an thong nhét st dung dich vu thué dé phu hop véi thong
1¢ qudc té va xu hudéng QLT hién dai.

1.1.3. Chit lwong dich vu thué

1.1.3.1. Chét lwgng dich vu: Chéat luong dich vy hién dang dugc quan tdim mot
s6 nganh, linh vyc lién quan dén nha cung cip dich vu va nguoi sir dung dich vu. Chét
luong dich vu gin voi 5 nhan t6 14 co s& VAt chat, sy dong cam, su dap ung, do tin cay va
sy dam bao, va c6 thé duge danh gia qua su so sanh giira chat luong dich vu ky vong va
chit luong dich vu cam nhédn theo Parasuraman va cong su [185], [183].

1.1.3.2. Chit lrgng dich vu thué: C6 nhiéu quan diém lién quan dén chét lugng
dich vu thué (vi du: Gangl va cong sy [105]; Muhammad va Saad [156]; Cetin Gerger
[88]; Prabha va cong sur [188]; Mustapha va Obid [160] Mustapha va Obid [161]; Torgler
[205]). Nghién ctru ke thira va phat trién quan diém chét lugng dich vu thue cla Mustapha
va Obid [160] cho rang chit luong dich vu thué duoc xem nhur 14 sy sin sang vé dich vu
va co s& vat chat cua hé théng QLT danh cho NNT va nghién ciru cia Muhammad va
Saad [156] cho rang chét lugng dich vu thué 1a sy khac biét giita ky vong va cam nhén
ctia NNT. OECD [177] cho rang dich vu thué ctia CQT can gia ting nham giam thiéu
vudng méc cia NNT. Chdt lwong dich vu thué ciia co quan thué ciing giong nhw céc dich
vu cong khdc ciia cdc t6 chire khu vue céng. Anita va cong su [64] xem xét dich vu cong
ctia CQT duéi goc nhin cia 5 khoang cach do ludng [185, 186] vé dich vu thué cam nhan
va ky vong. C6 nam khia canh danh gia chat luong dich vu bao gom (1) co s& Vvét cht,
(2) su ddng cam, (3) su dap tng, (4) do tin cay va (5) sy dam bao cua Savitri [195] dua
ra phu hop vai mé hinh nghién ciru ctia Parasuraman va cong su [186].

1.1.4. Tuan thi thué

1.1.4.1. Khai niém tuan thi thué

Tuan tha thué 1a mot van dé 16n can quan tim ddi v6i nhiéu CQT va viée thuyét
phuc NNT tuan thu thué. Theo nghia rong, Song va Yarbrough [198] cho ring do khia
canh dang chu ¥ 1a hoat dong cuia hé thong thué va chu yéu dua trén tu danh gia va tuan
thi ty nguyén, nén tuan thi thué nhu kha ning va sy sin sang tuan thi chinh sach phap
luat thué cia NNT dugc xéc dinh boi dao dirc, mdi truong phap 1y va cac yéu té tinh
huéng khac tai mot thoi diém va dia diém cu thé. Andreoni va cong su [63] cho réng viéc
tuan tha thué phai dugc xac dinh 1a NNT c6 sin sang tudn theo luat thué dé dat dugc
trang thai can bang kinh té cia mot qudc gia. Kirchler [136] dua ra dinh nghia don gian
hon trong d6 tuan thi thué duge dinh nghia 1a thuat ngit trung 1ap nhat dé mo ta NNT sin
sang nop sb thué ciia ho. OECD [167] cho rang sy tuan thu thué 1a sy hoat dong thyc thi
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chinh sach thué dya trén 4 tru cot tudn thi thué bao gom dang ky thué, ké khai thué, nop
thué va bao cdo nghia vy thué. Hanh vi tuan tha thué 1a sy chép hanh nghia vy thué mot
cach ddy du, tu nguyén va ding thoi gian [38], chap hanh day du nghia vu vé thué theo
dung ludt dinh, bao gdm cac hoat dong dang ky thué, ké khai thué, tinh thué va nop thué
[20]. Nghién ciru khac vé hanh vi tuan thi cia NNT cho rang chuén muyc ¢4 nhan c6 tac
ddong manh dén tudn thu thué, tir 46 lam gia ting du dinh tuan tha thué [31], cling nhu
chinh sach thué ciing c6 anh huong dén tuan tha thué [4]. Diéu nay phu hop v0’1 quy dinh
cua Luat Quan ly thué theo co ché ty khai, ty tinh, tu chiu trach nhiém dung sb thué phai
nop va ndp thué ding han.

Theo OECD [167], tuan thu thué ctia NNT dit ra yéu cau NNT thuc hién nghia
vu ctia minh theo quy dinh ctia phap luat, dic biét: (1) Pang ky dung han trén hé thong;
(2) Ké khai kip thoi cac thong tin can thiét; (3) Bao cao day di chinh x4c nghia vu thué;
va (4) Nop thué day du dung han. Bén yéu t6 nay thuong duge xem 1a bon try cot tun
thi thué. Do d6, CQT can xdy dung va ap dung cac chién luoc tuan thu duoc thiét ké dé
khuyén khich mtre d6 tuan thu ty nguyén cao ddi v&i mdi nghia vy thué tru cot.

1.1.4.5. Céc yéu to anh hwéng dén sy tudn thi thué ciia doanh nghiép nhé va

vira
Bang 1.1. Cac nghién ciru vé yéu té dznh hwéng dén tuan thi thué
Nhém yéu to Nhém yéu to Yéu to Nhoém yeéu to6 vée NNT
vi mé vi mod lién
Yeu Yeu to Yeu Yeu to Yeu quan Kieén Niém Su
Téc gia 1o phap | toxd kinh to CQT - thirc tin_ hai
kinh | ludgtva | hoi doanh tam Chat thué thué long
té chinh . va ddc ly luong
sach yé diem dich vu
thué nganh thue
dién tir
Tran-Nam va cong su [206] X
Azmi va cong su [75] X
Evans va cong su [99] X
OECD [172] X X
aahPham Xuan Hoa [23] X X
Saad [195] X
Atawodi va Ojeka [65] X
Hartner va cong su [114] X
Saad [194] X
Saad [195] X
Nzioki va Peter [165] X
Okoye va cong su [178] X
Adegboye va cong su [58] X
Jayawardane [133] X
Lozza va cong su [147] X
Ajzen [59] X
Cummings va cdng su [92] X




Nhom yéu td Nhom yéu td Yéu tb Nhém yéu t6 vé NNT
vi md vi md lién
Yéu Yeu to Yéu Yeu to Yéy quan Kién Niéem Su
Téc gia to phép to xa | kinh to CcQT - thirc tin_ hai
kirnh ludt va | hoi doanh tam Chat thue thue long
te chinh va_ dic ly lwong
sdcl'g ve diém dich vu
thue nganh thué
dién tr
Wenzel [213] X
Tan va cong su [204] X
Bornman [81] X
Alm va cong su [61] X
Lederman [143] X
Webley [212] X
Ritsatos [191] X
Gangl va cong sy [105] X
Musimenta va cOng su X
[158]
Saad [195] X
Harris [113] X
Oladipupo va Obazee [179] X
Savitri [196] X X
Anita va cong su [64] X
Rusdi va cong su [193] X
aahLéng Minh Hoang [20] X
Supadmi [203]
Palil [181] X

Mpi trrong
doikhang

Tudn thy thué bir
buge

Tudn thil

(antagonistic |, .

climate):
Ménh [énh
va kiemsodt
Kiémtra
Phat

Nguon: Tong hop cua tac gia, 2018 — 2020
1.1.5. Ly thuyét khung swon déc tron truot

-~ et e
CSPL 0SS
':c"“

Tudn thi

Quyén Iyc
clia caT

Mai trreng dich
vu/hop tac

Thai dova tinh
than nop thué
Cac quy phamca
nhan, xa hdi
Céngbang

Tao dongluc

Nguén: Kirchler va cong sw [137]




Hinh 1.1. M6 hinh Khung swon déc tron truwot trong tuin thii thué

Ly thuyét khung suon ddc tron trugt bao gdm quyén luc va niém tin 1a mé hinh
dya trén 1y thuyét t6i pham cta Becker [79]. Quyét dinh ndp thué dugc xem xét va quyét
dinh duya trén tinh hop 1y. NNT quyét dinh tuan thit néu NNT khong mubn bi ndp tién
trén thué khi c6 thé bi kiém tra va bi xtr phat. Quan diém hop 1y vé hanh vi nay ciia NNT
da duoc khen ngoi nhung ciing bi chi trich vi bo qua cac yéu t6 nhu cong bang va tidu
chudn xa hoi, dao dirc thué va mdi quan hé gitra NNT va CQT [136]. Khung suon ddc
tron truot duge bat dau véi cac gia dinh kinh té v& tuan thu thué va tich hop cac quan
diém tam 1y va xa hoi hoc vé su hop tac cia NNT. Hinh 1.1 chi rd m6 hinh Khung sudn
déc tron trugt trong tuan thii thué ciia Kirchler va cong su [137]. Mot khi tuan thu thué
gin véi quyén Iyc ciia CQT thi méi trudng ddi khang (antagonistic climate), ménh 1énh
va kiém soat, kiém tra, xtr phat c6 xu hudng gia tang gin véi tuan thu thué bat budc, trong
lac tuan thi thué gan véi niém tin thué thi méi truong dich vu/hop tac, thai do va dao duc
thué, quy pham cé nhéan va xa hoi, cong bang, tao dong luc c6 xu hudng phat trién gin
v6i tuan thi thué ty nguyén.

1.2.2. M6 hinh va gia thuyét nghién ciru

1.2.2.1. M hinh nghién ciru dé xuit

% 5 % Cic bién
Kien thirc thue Kidm soit
14 H4 + I
Chit lwong H2 + 2 % HS + Tuan tha
= o>
dich vu thué avtiin it thué
H3 + H6 +
Sw hai long

Nguon: Pé xudt cia tac gia, 2019
Hinh 1.2. M6 hinh nghién ciru dé xuét
1.2.2.2. Gia thuyét nghién ciru
HI: Chdt lwong dich vu thué cé anh hwong tich cuc dén kién thirc thué
H?2: Chat lwong dich vu thué cé anh hwong tich cuc dén niém tin thué
H3: Chdt lwong dich vu thué cé anh hwong tich cuc dén sw hai long
HA4: Kién thirc thué cé anh hwong tich cue dén tudn thi thué
HS5: Niém tin thué cé anh hwong tich cuc dén suw tudn thu thué
H6. Su hai long co anh huong tich cuc dén s tudn thu thué



CHUONG 2: PAC PIEM PIA BAN NGHIEN CUU VA PHUONG PHAP
NGHIEN CUU

2.1. Pic diém dia ban nghién ctru

2.2. Phwong phap nghién ciru

2.2.1. Thiét ké quy trinh nghién ctru:

2.2.2. Xay dung thang do

2.2.3. Phuong phap nghién ctru

2.2.3.1. Thu thap dir li¢u, thiét ké bang héi, c& miu, co' cAu miu

* Thu thap dir liéu

Dir li¢u thir cAp: lién quan dén vin dé QLT ddi véi DNNVV tir nim 2017 - 2019

Dir liéu so' cap: Dir liéu so cap dugc thu thap thong qua sy két hop ciia thao luan
nhom (focus group) va khao sat (survey).

* Thiét ké bang héi: Bang hoi duoc thiét ké dé thu thap thong tin cua chat luong
dich vu thué va tuan thu thué cia DNNVV, 1a cong cu duoc st dung trong cac nghién
ctru chat lugng dich vu thué [56, 186, 187, 214, 218]; kién thirc thué [157], niém tin thué
[150], su hai 1ong [146] va tuan thu thué [193]. Bang héi trinh bay trong 4 trang A4 gdm:

Phan 1. Thong tin chung vé dich vu thué véi cau tra 10i dugc thiét ké sn (cau hoi
d6ng), DNNVV Iya chon va déanh ddu vao 6 thich hop bao gdm nidm thong tin s6 lugng
DNNVV da stir dung dich vu thué cia CQT hay chua? Néu da sir dung thi st dung hinh
thirc nao va ndi dung gi va bao nhiéu luot d& xut hd tro?

Phdn 2. Thong tin danh gia chat lugng dich vu thué va tuan thu thué cia DNNVV
gém: Céu 1, danh gia cia DNNVV vé chat luong dich vu thué voi 18 nhan dinh duge
chia thanh 5 nhom; Cau 2, danh gia su hai long cia DNNVV qua 6 ndi dung; cdu 3, danh
gia kién thirc thué cia DNNVV qua 05 noi dung; cau 4, danh gia niém tin thué cia
DNNVYV qua 09 ndi dung; cau 5, danh gia tuan thu thué cia DNNVV qua 04 nhan dinh.
Dé DNNVV c6 thé danh gia chi tiét vé cac ndi dung trong bang hoi, ludn 4n st dung
thang do Likert 7 diém cho cac ndi dung danh gia ctia cAu 1 dén cau 5 véi 1 - Hoan toan
khong dong y dén 7 - Hoan toan dong v, ngoai trir cau 3 vai 1 - Khong co kién thirc dén
7 - ¢6 kién thirc ddy du. Luan an ké thira c6 diéu chinh thang do cta Parasuraman va cong
su [186], Parasuraman va cong su [187], Wijesekera va Fernando [214], aaWorld Bank
va cong su [56] va bo sung thang do qua két qua nghién ctru dinh tinh d6i véi thang do
chét luong dich vu thué; thang do kién thire thué cia Mukhlis va cong su [157]; niém tin
thué cua Loureiro va cong su [146]; sy hai long cua Loureiro va cong sy [146] va tuan
thi thué cua Rusdi va cong sy [193]. Cubi cing, cau hoi dong kém theo ciu hoi mé (cAu
6) duoc thiét ké nham thu thap thong tin vé nhitng dé xuét cia DNNVV dbi voi dich vu
thué cua CQT va ndng cao tudn thi thué cia DNNVV tai tinh TT Hué.

Phan 3. Thu thap thong tin vé dic diém DNNVV tham gia khao sat nhu ndm thanh
1ap, loai hinh doanh nghiép, linh vuc hoat dong, vbn, s6 lao dong, doanh thu, chirc vu
nguoi tra 1oi.
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* C& mau khio sit nghién ctru chinh thirc dwgc xac dinh nhu sau:

Dé dam bao do tin ciy cua thong tin thu dugc mau diéu tra dugc chon mau xéac
suat voi ki thuat phan ting voi cong thirc tong quat ctia Krejcie va Morgan [138] voi
tong thé gdm 4.624 DNNVV, ¢& mau duoc xac dinh 1a 355 DN. Cu thé cach tinh ¢c& mau
nhu sau:

e (X2 *N*FPFT— P
(E2F N -1+ X 2% P*(1- P

n : Kich ¢& mau nghién ciru

N: S lugng doanh nghiép 1a 4.624 DNNVV

X2: Gia tri bang binh phwong cho 1 bac tw do & mirc d¢ tin cdy mong mudn 1a
95,0% (hé sb tin cay) voi X 14 1,96

d : Pham vi sai s6 chon mau khong vuot 5% (= 0,05)

P : Ty 18 DNNVV (dugc gia dinh 12 0,5 1a ty 1& nay s& dwa ra tdi da kich ¢ mau).

Dua vao cong thirc tong quat dugc tinh toan:

n = (1,962 x 4624 x 0,05 x (1- 0,05)) + (0,052 (4624 —1) + 1,962 x 0,5(1- 0,5))
n =355

Tuy nhién, &¢ dam bao viéc 1dy mau dap mg vé midt quy mo, nghién ctru da tién
hanh khao sat 450 DN.

* Chon miu nghién ctru: Pé dam bao tinh dai dién cho téng thé, nghién clru xem
xét viée 1dy mau xéc suat voi ki thuat phan tang theo ty 18 mau can cr vao cac thudce tinh:
quy mo, nganh ngh¢, loai hinh doanh nghiép, dia ban hoat ddng cia DNNVV. Két qua
khao sat thu vé 362 phiéu khao sat hop 1& dé dwa vao phan tich.

* Phwong phap lam sach dir li¢u:

2.2.3.2. Phwong phap xit ly va phan tich dir liéu

* Dit lidu thir cap

Phuong phap so sanh

* Di liéu so cap: Nghién ctru van dung phin mém SPSS 26.0 dé hd tro viéc phan
tich dir liéu:

- Phan tich théng ké mé ta

- Panh gia d¢ tin cy thang do

- Phén tich nhan t6 kham pha (Exploratory Factor Analysis — EFA)

- Phan tich nhan t§ khang dinh (Confirmation Factor Analysis — CFA)

* Kiém dinh gia thuyét nghién ctru

- Phan tich m6 hinh cau tric tuyén tinh SEM (Structural Equation Modeling)
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CHUONG 3: KET QUA NGHIEN CUU

3.1. Tinh hinh cung cép dich vu thué va tuén thii thué ciia doanh nghiép nhé
va vira trén dia ban tinh Thira Thién Hué

3.2. Két qua phéng véan cic bén lién quan

Luén 4n tién hanh nghién ctru dinh tinh théng qua thao luan nhém véi ba nhom
chuyén gia bao gdm: nhém DNNVV; nhom can b thué va nhom hoc thuat. Két qua
nghién ctru nghién ctru dinh tinh cho thdy DN cam nhan vé chat lugng dich vu thué ciia
CQT hién nay nhu thé nao va nhitng van dé can ning cao hon dé dap mg yéu ciu cua
DN. Xem xét dich vu thué théng qua chét luong dich vu thué véi 5 nhén té kha niang dap
ung, sy cam thong, sy ddm bao, su tin cdy va co sd vat chét qua nghién ctru dinh tinh cho
thdy cu thé mot sé van dé ndi com can duoc CQT quan tim nhu sau:

3.2.1. Phan doan dich vu thué d6i véi doanh nghi¢p nhé va vira

Thong tin dich vu thué ctia CQT cung cip cho DNNVV chua day dii va chua
thuong xuyén khi CQT cung cép dich vy, cac cong cu hd trg khac. Viéc tmg dung cong
nghé dé DNNVV dé tiép can v&i chinh sach thué dé tim hiéu va thuc hién chua duoc chu
trong dén DNNVV. K& toan DN cho biét “CQT thuwong xuyén cdp nhdt chinh sach thué
mdi lén website nganh thué”, tuy nhién “chua phdn doan theo timg logi hinh doanh
nghiép”. Giam dbc mot DN cho rang “dich vu ciia co quan thué chwa tac dong dén DN,
don vi chwa hé dwoc tdp hudn va déi thoai”, c6 thé “doanh nghiép nho nén CQT it quan
tam ho tro”, didu nay dugc can bo thué giai thich: “thwong cdc budi tdp hudn, doi thogi
duwge moi theo danh sich dé xudt cia cdc phong thanh tra kiém tra, viéc xdy dung hé
tho”'ng dir liéu chua dwoc nén van cé tinh trang c6 DN chua tap hudn, hay déi thoai”.

3.2.2. Su dap ung ciia dich vu thué doi véi doanh nghiép nhé va vira

Xem xét dich vu thué thong qua chét lugng dich vu thué voi 5 nhén 6 kha nang
dap tng, sy cam thong, sy dam bao, sy tin cdy va co so vat chét qua nghién ctru dinh tinh
cho thdy cu thé nhu sau: Vé kha niang dap tng, mot sé DN cho rang: “Dich vu ciia COT
chira ¢6 kénh théng tin hé tro tree tuyén hay thong tin hé tro' chua lién quan triee tiép
dén tudn thi thué cia DN dé tao thudn loi cho DN diéu chinh sai sét kip thoi” hay trong
qué trinh “ké khai thué dién nir”, don vi gap kho khan trong “duong truyén khéng dam
bao, phai goi lai nhiéu lan, ddc biét vao thoi han cudi nop to khai”, CQT “chwa co kénh
thong tin tim kiém” hay “chwa co dich vu tra ciru no thué”.

3.2.3. Sw dam bio ciia dich vu thué ddi véi doanh nghiép nhé va vira

Pdi véi sy dam bao, DN cho biét viée “trd loi chinh sach thué cia can b thué
chira thong nhdt & cdc bé phdn trong co quan thué” nén dé chic chan “doanh nghiép
thwong goi vin ban dé ¢6 dau cia co quan thué cho chdc chdn”, hay “phéi hop hach
todn s6 thué di ndp ¢ kho bac, ngan hang va co quan thué chwa dong b~ nén “gay kho
khan cho doanh nghiép”. V& co s vat chat, “co quan thué irmg dung nhiéu phan mém
hé tro ké khai thué” ciing nhu “xdy dung trang thué dién tir @é hé tro doanh nghiép ké
khai thué nhanh chéng”.
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3.2.4. Su chuyén nghiép ciia dich vu thué

Bén canh d6 su chuyén nghiép cua CQT trong cung cip dich vu thué dwoc nhiéu
DN dé cap dén d6i voi chat lugng dich vu thué thong qua viée “Gidi quyét cdc vieong
mdc va thii tuc hdnh chinh thué nhanh cho’ng kip thoi diing thoi han cam két”. Nhiéu ké
toan DN cho rang: “Co quan thué can thé hién tznh chuyen nghiép qua trang phuc va
giao tiép ciia can bg thué” hay “Co quan thué can cung cdp théng tin vé thué qua trang
théng tin dién tir dweoc thiét ké phit hop va truc quan sinh dong”.

Noi dung giai quyét vudng mic chua théng nhat va dong bo. Thong tin giai quyét
vudng méc cia DNNVV khong dong nhit do trinh d6 chuyén moén nghiép vu ciia cong
chire thué khong dong déu, chinh sach thué phtrc tap nén c6 nhiéu cach hiéu khac nhau
trong cting mot van dé.

3.2.5. Ngudn lyc ciia dich vu thué

Quy trinh TTHT NNT noéi chung va DNNVV noi riéng dé cap dén ddi tuong dicu
chinh 1a b¢ phan TTHT va mét s6 bo phén khac. Tuy nhién viéc phan dinh chiic nang
nhiém vu ting bo phan tham gia vao quy trinh khong rd rang va phu hop. B6 phéan TTHT
thuc hién tuyén truyén chinh sach thué dbi voi DNNVV, dong thoi hd tro loai hinh DN
nay tim kiém, thuc hién chinh sach thong qua cac dich vu cong cia CQT. Cac b phan
chuyén mén hién nay tham gia vao quy trinh khi phat sinh tinh hudng thyc té ¢ cac dia
phuong nhu bo phan ké khai thué giai quyét hudéng din hd so ké khai hay bo phan tin
hoc xir Iy cac vuedng mic vé phan mém, 16i timg dung vé k¥ thuat tin hoc nhung & mot sd
dia phuong lai giao khoan viéc nay cho bd phan TTHT nén van con la didu bét cap can
stra d6i quy trinh dé phan cong trach nhiém rd rang hon.

3.3. Khio sat vé dic diém dich vu thué, chit lrgng dich vu thué va tuén thi
thué ddi véi doanh nghiép nhé va vira & dia ban tinh Thira Thién Hué

3.3.1. M6 ta miu nghién ctru

Bang 3.1. Pic diém miu khio sat doanh nghiép nhé va vira
DPon vi tinh: Doanh nghiép

Chi tiéu Tong sb Ty 18 %
Loai hinh doanh nghiép
Codng ty trach nhiém hiru han 238 65,7
Cong ty ¢b phin 68 18,8
Doanh nghiép tu nhan 49 13,5
Cong ty hop danh 2 0,6
Khéng c6 thong tin 5 1,4
Linh vuc hoat dong chii yéu
Thuong mai/Dich vu 178 49,2
Xay dung 91 251
Khéc 33 9,1
Céng nghiép/Ché tao 19 52
Nong nghi¢p/lam nghiép/thuy san 19 52
Khai khoang 4 11
Khéng c6 thong tin 18 5,0
Thoi gian thanh 1ap
Duéi 1 nam 38 10,5
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Tir 1 dén 5 ndm 108 29,8

Tir 5 dén 10 ndm 93 25,7
Trén 10 nam 123 34,0
Von hoat dong

Dudi 3 ty 184 50,8
Tir 3 dén 20 ty 130 35,9
Tir 20 dén 50 ty 26 72
Tir 50 tr& lén 22 6,1
So luwong lao dong

Dudi 10 nguoi 185 51,1
Tir 10 dén 50 nguoi 109 30,1
Tir 50 dén 100 nguoi 35 9,7
Tir 100 nguoi tré 16n 21 58
Doanh thu

Dudi 1 ty 101 27,9
Tir 1 dén 3ty 82 22,7
Tir 3 dén 10 ty 92 25,4
Tir 10 dén 50 ty 59 16,3
Tir 50 dén 100 ty 12 33
Tir 100 ty tré 1én 16 4.4
La Hgi vién cia Hoi/Hiép hoi DN 47 13
Chire vu nguwoi tra 1oi

Giam dbc/Pho Giam dbc 73 20,2
CEO/Giam ddc tai chinh 7 1,9
K& toan tru()‘ng/ké toan/ké toan thué 253 69,9
Khac 29 8,0
Tong cong 362 100,0

Nguon: Xir Iy dit liéu so cap (2020)

3.4. Két qua kiém dinh mé hinh nghién ctru

3.4.1. Kiém dinh thang do trong mé hinh nghién ctru

3.4.1.1. Phan tich nhin t6 kham pha

Thang do tuan thu thué va dich vu thué cia DNNVV duge ké thira va phat trién
cho phtt hop véi bbi canh nghién ctru, do d6 thyc hién phan tich nhan t6 kham pha EFA
nhiam xé4c dinh lai cac thanh phan/nhan t6 va bién do ludong trong md hinh nghién ciru.
EFA dugc thuc hién riéng cho thang do tudn thu thué va thang do dich vu thué cua
DNNWVV.

* Thang do chét lwgng dich vu thué: Nghién ctru tién hanh phan tich nhan t6 va
da trich dugc 2 nhom nhén t6 kham pha EFA cho nhom bién doc 1ap gdm 05 bién bao
gém su dap tng, su dam bdo, sy cam thong, sy tin cay, co sd vat chét va da rut trich duoc
2 nhém nhén t6 anh hudng do ludng chét lugng dich vu thué. Két qua cho thiy 18 bién
quan sat ban dau chi con 13 bién quan sat véi phuong sai trich (Average Variance
Extracted) 14 68,111% 16n hon 50% dat yéu cau (Bang 3.2).

Danh gia cho thdy EFA dd dat mirc du dé thuc hién véi hé s6 KMO 1a 0,94 va
kiém dinh Bartlett & mirc y nghia (p<0,001). Két qua EFA nhan dién cdu triic 2 nhan t6
va két qua lugc do scree-plot ciing ting ho giai phap cau tric 2 nhén td nay. Do vay, cdu
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trac thang do 2 nhéan t6 dwoc lya chon phan tich thém trong nghién ctru chinh. O giai
doan nay, c6 5 bién quan sat bi loai do bién tai trén nhiéu yéu té (cross loading) 1a 0,5
hay 16n hon hai nhan t& [161]. C6 13 bién quan sat dwoc chon bao gdm 5 bién quan sat
thudc nhan té dau tién (dugc dat tén 1a sy dap img) va 8 bién quan sat thudc nhan td thi
2 (ducc dat tén l1a sy chuyen nghlep) Hai nhan té nay c6 phuong sai 75,8%. Hién nay,
chat lwong dich vy thué yéu cu gan véi sy cam thong, tin cay dap ung kip thoi yeu cau
cia DNNVV dugc nhin nhan 1a twong dong v6i phat hién méi cua nghién ctru vé kha
nang dap ung va cy chuyén nghiép. Trong luc cac nghién ctru ap dung thang do 05 thanh
phan & nhiéu nghién ctru trude day & nudc ngoai, tuy nhién khi xem xét trong bdi canh
Viét Nam chua c6 nghién ctru nao danh gia vé chat lugng dich vu thué. Do d6, phat hién
m&i vé sy dép ting va su chuyén nghiép vé chat luong dich vy thué dap tmg voi qué trinh
phat trién nganh thué & Viét Nam theo tuyén ngén ctia nganh thué.
Bang 3.2. Két qua phan tich nhan t6 khaim pha EFA vé chit lwgng dich vu thué

Hang muc cau héi Viét tat Sw dap Su chuyén
ung nghiép

Céan bo thué luén san sang hd trg nguoi ndp thué ShU1 0,75

Céc su cb lien quan dénhé théng ung dung hd trg ciia co quan SPhU3 0,82

thué thuong xuyén dugc khéc phuc kip thoi

Qué trinh cung cép dich vu hd tro thué khong bi gian doan Sbu4 0,83

Céc phong chire nang cua co quan thué phdi hop chit ché véi SbBI1 0,75

nhau

Co quan thué thuong xuyén hop tac véi cac don vi khac (nhur SbB2 0,74

ngén hang, kho bac) dé huéng dan va théo g& vuéng méic cua
doanh nghiép trong qud trinh ndp thué.

Dich vu h tro thué dugc cung cip khong phén biét loai hinh SCT1 0,74
va tinh trang doanh nghiép

Co quan thué cung chp ding dich vu nhu da cam Két STC1 0,77
Dich vu hd tro thué ludn duoc cép nhat va cung cAp chinh xac STC2 0,77
Co quan thué cung cép dich vu hd tro thué theo dung lich STC3 0,77
trinh trién khai

Théng tin vé doanh nghiép luén duoc bao mat STC4 0,79
C;’ic thiét bi va cong nghé ciia co quan thué luén duge ndng  CSVC1 0,73
cap

Co quan thué thé hién tinh chuyén nghiép qua trang phuc va ~ CSVC2 0,80
giao tiép ciia can bo thué

Co quan thué thé hién tinh chuyén nghiép qua thong tin vé  CSVC3 0,74
thué trén web truc quan sinh dong

Tong phuong sai trich % 68,11

Nguon: Xu ly 5o liéu so cap (2020)
* Thang do kién thirc thué: Panh gia cho thdy EFA da dat mirc du dé thyc hién
v6i hé s6 KMO 1a 0,892 va kiém dinh Bartlett & mirc y nghia (p<0,001). C6 5 bién quan
sat dugc chon c6 phuong sai trich 1a 80,52%.
* Thang do niém tin thué: Panh gia cho thiy EFA da dat mirc du dé thyc hién
Vi hé s6 KMO 13 0,921 va kiém dinh Bartlett & mirc y nghia (p<0,001). C6 9 bién quan
sat dugc chon c6 phuong sai trich 1a 68,919%.
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* Thang do sy hai long: Danh gia cho thdy EFA di dat mirc du dé thyc hién voi
hé s6 KMO 1a 0,902 va kiém dinh Bartlett & mirc y nghia (p<0,001). C6 6 bién quan sat
dugc chon ¢6 phuong sai trich 1a 80,65% (Bang 3.10).

* Thang do tudn thii thué: Danh gia cho thdy EFA da dat muc du dé thyc hién
v6i hé s6 KMO 1a 0,788 va kiém dinh Bartlett & mirc y nghia (p<0,001). C6 4 bién quan
sat dugc chon c6 phuong sai trich 1a 76,966%.

Nhu vy sau khi phén tich EFA, md hinh nghién ctru dich vy thué, chat lwong dich
vu thué va tudn tha thué caa DNNVV con 37 bién quan sat, trong d6 13 bién thuc thang
do chat lugng dich vu thug, 5 biér} cua kién thirc thué,’9 bién cla ni€m tin thué, 6 bién
thudc thang do su hai 1ong va 4 bién m6 ta tudn thu thué coa DNNVV. Céc thang do nay
s€ dugc tiép tuc dua vao phan tich nhan to khang dinh.

3.4.1.2. Phan tich nhan t6 khing dinh

* Chat lwgng dich vu thué: Thang do chat lugng dich vu thué hai yéu t6 di duoc
kiém tra bang cach sir dung CFA véi tat ca cac hé sb tai nhan té déu c6 ¥ nghia (p <0,001).
Cu thé, tit ca cac bién quan sat duoc tai dang ké trén cac nhan t6 dé xuit cta ching va
hé sb tai cua chung ndm trong khoang tir 0,64 dén 0,84. M6 hinh do ludng hai nhéan t&
dugc dé xuat cling thu duoc su phit hop day du voi dit liéu (Chi square / df = 3,05; GFI
=0,93; CFl = 0,97; RMSEA = 0,076).

* Kién thirc Thué: Thang do kién thtrc thué da dwoc kiém tra bang cach sir dung
CFA vdi tat ca cac hé sb tai nhan t6 déu co y nghia (p <0,001). Cu thé, tat ca cac bién
quan sat dwoc tai dang ké trén cac nhan td dé xuat cua ching va hé sd tai cua ching nim
trong khoang tir 0,84 dén 0,90. M6 hinh do luong nhan td duoc dé xuit cling thu dugc sy
phu hop déy da véi dir liéu (Chi square / df = 5,65; GFI = 0,994; CFI = 0,998; RMSEA
=0,049).

* Niém tin Thué: Thang do niém tin thué di duoc kiém tra bang cach sir dung
CFA v6i tit ca cac bién quan sat duoc tai dang ké trén cac nhan té dé xuit cua ching va
hé sé tai cia chung nam trong khoang tir 0,70 dén 0,84. M6 hinh do ludng nhan té dugc
dé xuét ciing thu dugc su phu hop ddy da véi dir liéu (Chi square / df = 71,16; GFI =
0,96; CFI = 0,98; RMSEA = 0,079).

* Sy hai 1ong: Thang do sy hai long da duoc kiém tra bang cach sir dung CFA
vGi tht ca cac bién quan sat dugc tai dang ké trén cac nhan t6 dé xut ciia chiing va hé sb
tai cua chung nam trong khoang tir 0,81 dén 0,89. M6 hinh do luong nhan té dugce dé
xuét ciing thu duoc sy phit hop day du véi dit liéu (Chi square / df = 20,995; GFI = 0,98;
CFI =0,993; RMSEA = 0,083).

* Tuan thi thué: Thang do tuan thi thué da dugc kiém tra bang cach s dung
CFA v6i tit ca cac bién quan sat dwoc tai dang ké trén cac nhan té dé xuit cua ching va
hé s6 tai ctia chiing nam trong khoang tir 0,73 dén 0,91. M6 hinh do luong nhén té dugc
dé xuat cling thu dugc sy phu hop day du voi dit lidu (Chi square / df = 1,716; GFI =
0,998; CFI = 0,999; RMSEA = 0,045).
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3.4.2. Panh gia so by thang do

3.4.2.1. Panh gia d¢ tin ciy thang do bing kiém dinh Cronbach’s Alpha

Két qua kiém dinh ¢ Bang 3.3 cho thiy thang do ctia 6 bién déu c6 ¥ nghia do
luong t6t khi gia trj Cronbach’s Alpha déu 16n hon 0,7 théa man tinh dong nhat 6n dinh
bén trong. Cu thé: gia tri Cronbach’s Alpha hai nhan t6 sw dap tmg 1a (0,94), va sy chuyén
nghiép (0,92); Nhan t6 kién thire thué (0,939); Nhén t6 niém tin thué (0,942); Nhan t6 sy
hai long (0,952); Nhan t6 tudn tha thué (0,895).

Bing 3.3. Két qua kiém dinh d9 tin ciy thang do

Nhan to/Bién quan sat So hang muc Gia tri thang do
Su dap ung 5 0,94
Su chuyén nghiép 8 0,92
Kién thirc thue 5 0,94
Niem tin thue 9 0,94
Su hai long 6 0,95
Tuan thu thue 4 0,90

Nguon: Xir Iy 56 liéu so cap (2020)
3.4.2.2. Kiém tra gia tri hdi tu
Két qua kiém dinh gia tri hoi tu thong qua hai chi sb: do tin cdy tong hop (CR) va
phuong sai trich (AVE) cho théy tat ca 7 bién déu c6 chi s6 CR > 0,7 nhu vay d tin ciy
tong hop cuia cac thang do déu tot. Dong thoi cac bién nay déu cé chi sé phuong sai trich
16n hon 0,5 nén céc bién déu dat do tin cay theo chi sb nay. Hai chi sé nay déu cho thiy
gié tri hoi tu déu thoa dang, do d6 cac hang muc c6 twong quan véi nhirng hang muc khac
trong cung nhén td, nghia 12 bién tiém an dugc giai thich tot boi cac bién quan sat ciia no.
3.4.2.3. Kiém dinh gia tri phén biét
Bang 3.4. Twong quan binh phwong

Nhén t6/Bién quan sat V1 V2 V3 V4 V5
Chat lugng dich vu (V1) 0,943
Kién thirc thué (V2) 0,371 0,752
Niém tin thué (V3) 0,746 0,379 0,636
Su hai long (V4) 0,773 0,311 0591 | 0,755
Tuan thi thué (V5) 0,316 0,287 0,308 [ 0,304 0,703

Luu y: S6 in dam o duong chéo la gia tri AVE
Nguon: X 1y 56 liéu so cap (2020)
Gia tri phan biét (Discriminant validity) do luong xem mdt nhan td co thuc su
khac biét v6i cac nhan t6 khac hay khong [111]. Néu gia tri phuong sai trich (AVE) ciia
mdi nhan té 16n hon mdi cdu triic v6i cac gid tri twong quan binh phuong lién quan dén
céu tric [101]. Céc gid tri AVE phai cao hon gia tri trong quan binh phwong dé dat dugc
su phan biét giita cac nhan t6 [111]. Theo két qua kiém dinh ctia Bang 3.4 sau cho thay
gia tri AVE déu cao hon gia tri tuong quan binh phuong, vi viy cic nhan t déu c6 su
khac biét.
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3.4.3. Kiém dinh gia thuyét nghién ctru

3.4.3.1. Két qua kiém dinh gia thuyét nghién ciru

Luén an str dung phuong phap phan tich mé hinh cu trc tuyén tinh (SEM) dé
kiém dinh cac gia thuyét nghién ctru duge dé xuét trong mé hinh nghién ctru dich vu thué
va sy tuan thu thué cia DNNVV. Thyc hién diéu chinh mot s6 méi quan h¢ kha di gitra
céc sai sb cta cac bién quan sat (chi s MI), chi s sy phii hop ciia md hinh 1y thuyét
(Model fit) tir phan tich SEM nhu sau: Chi square/df = 2,049 < 3, CFIl = 0,938, TLI =
0,932, IFI = 0,938 (> 0,9), GFI = 0,853 = 0,9 (c6 thé chip nhan dugc) va RMSEA = 0,054
< 0,08). Két qua nay cho thiy mo hinh ly thuyet tuong thich v01 dir liéu thi truong.

Két qua wéc lugng hé sb hdi quy chuan hoa vé cac mdi quan hé trong mo hinh
nghién ctru déu c6 ¥ nghia thong ké (p < 0,05) (Bang 3.5), do d6 cac gia thuyét H1, H2,
H3, H4, H5 va H6 duoc ch?ip nhan.

Bang 3.5. Kiém dinh gia thuyét ciia md hinh nghién ciru

Gia thuyét Hg sb SE CR 3 Két ludn
chuan value
héa
H3 | Chat lugng dich vu thué - Sy hai long | 0,883 0,062 13,983 *** | Chap nhan H3
H2 glllll%t lugng dich vu thué - Niém tin 0,875 0,062 13,755 5% | Chap nhan H2
H1 gl}:l%t lugng dich vu thué - Kién thirc 0,631 0,062 10,671 5 | Chap nhan H1
H5 | Niém tin thué = Tuén thi thué 0,230 0,075 2,863 0,004 | Chap nhan H5
H4 | Kién thic thué-> Tuén thi thué 0,279 | 0,050 4,846 *** | Chép nhan H4
H6 | Su hai long = Tuén thi thué 0,224 0,074 2,792 0,005 | Chéap nhan H6

Ghi cha: *** p <0,001
Nguon: Xir Iy dit liéu so cdp (2020)

Céc gia thuyét kiém tra anh hudng cua chét lugng dich vu thué va tuan thu thué
déu duge ung ho bﬁng dit li¢u thuc nghiém, thé hién:

Gid thuyét nghién ciou H1: Chdt lwong dich vu thué ¢é anh hieong tich ciee dén
kién thire thué ciia DNNVV duoc xéac dinh viée cung cép dich vu thué chuyén nghiép dap
g yéu cu cia DNNVV ¢6 anh huéng cing chidu va tich cuc dén kién thirc thué cua
DNNVYV thong qua nang cao hiéu biét vé chinh sach phap luat thué, cach ké khai, nop
thué, bao co thué hay ding ky bd sung thong tin thué.

Gid thuyét nghién ciru H2: Chdt lwong dich vu thué c6 anh hudng tich cue dén
niém tin ciia DNN VV vao COT dugc xac dinh viéc cung cap dich vy thué chuyen nghlep
dap tmg yéu cau cia DNNVV c6 anh huorng cung chiéu va tich cyc dén niém t1n thué cua
DNNVV, do d6 théng qua ning cao chat lwong dich vu thué nhim gia ting niém tin cua
DNNVV d6i v6i CQT.

Gia thuyét nghién ciru H3: Chat luwong dich vu thué c¢é anh hwdng tich cuc dén su
hai long ciia DNNVV duge xac dinh viéc cung cip dich vu thué chuyén nghiép dap tng
yéu cau cia DNNVV c¢6 anh hudng cing chiéu va tich cuc dén su hai long cia DNNVV
thong qua nang cao chat lugng dich vu thué nham gia tang sy hai long cia DNNVV.
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Gid thuyét nghién ciru HA: Kién thirc thué ciia DNNVV ¢6 dnh hiong tich cue dén
tudn thii thué ciia DNNVV duge xac dinh viec DNNVV cang c6 nhiéu kién thirc thué nhur
chinh sach phap luat thué, cach ké khai, nop thué, bao cao thué hay ding ky bo sung
thong tin thué sé& dé dang gia tang tuan thu thué, do d6 kién thirc thué cia DNNVV ¢6
anh huong cing chiéu va tich cyc dén tudn thi thué cia DNNVV.

Két qua kiém dinh dugc thé hién ¢ Hinh 3.1 nhu sau:

Kién thirc thué

0,631%%* 0,279%%*

Chit lwong

< X T: A - £ " ~ .
dich vu thué Niém tin thué ———————edp Tuan thu thué

N

0,883%** 0,224~

Sw hai long

Ghi cha: * p-value < 0,05; ** p-value < 0,01, *** p-value < 0,001.

Nguon: Xir Iy dit liéu so cdp (2020)
Hinh 3.1. Két qua phan tich cu triic tuyén tinh SEM cho mé hinh nghién ctru

Gid thuyét nghién ciru H5: Niém tin ciia DNNVV vdo co quan thué cé danh hwéng
tich cuc dén su tuan thi thué ciia DNNVV duoc xéac dinh viée niém tin cia DNNVV ¢
anh huong cung chiéu va tich cuc dén tuan thu thué cia DNNVV khi dé dang chia sé
viebng mdc véi can bo thué hay DNNVYV cho rang cdn b thué déng tin cdy thit DNNVV
d& dang tuan tha thué thong qua cac huéng dan cua can bo thué.

Gid thuyét nghién ciru H6: Sy hai long ciia DNNVV vdo co quan thué cé danh
hieong tich cuwe dén sy tudn thi thué ciia DNNVV duge xac dinh viéc DNNVV hai long
véi cung cdp dich vu thué ciia COT ¢6 anh huéng cung chiu va tich cuc dén tuan thu
thué thong qua viéc dich vu thué ddp img yéu cau ciia DNNVV hay DNNVV ¢6 trdi
nghiém tich cuc vé dich vu thué 1am gia ting tuan thu thué ctia DNNVV.

Céc bién kiém soat: Thoi gian thanh 1ap, Loai hinh doanh nghiép, Linh vyc hoat
dong va Vén hoat dong ddi véi chét lugng dich vu thué va tuan thu thué cho théy khong
¢6 tac dong truc tiép va gian tiép tuan thu thué, vi vay cac bién kiém soat khong duoc
chap nhan. Diéu nay ciing giai thich trén thuc tién QLT hién nay viéc cung cap dich vu
thué va kiém soat tuan thu thué khong dya trén nhitng yéu té nay.

3.4.3.2. Kiém dinh d9 tin cdy cic hé s6 wéc lrgng trong mé hinh nghién ctru

Dé kiém dinh do tin cay cua cac h¢ s6 ude lwong trong mo hinh nghién ctru, luan
an sur dung phuong phéap kiém dinh Bootstrap bang cach 1y mau lap lai co thay thé tir
mAu ban dau (14y mau hoan lai) véi N =2000. Két qua thé hién & Bang 3.6.

Gia trj t6i han (C.R - Critical Ratios) ctia 05 mdi quan hé ciia céc thanh phan/nhan
t6 trong mé hinh nghién ctru déu 16n hon 1,96 (do 1,96 1a gi tri ciia phan phdi chuén ¢

19



mirc 0,975, nghia 14 2,5% mot phia, hai phia s& 1a 5%), ching to d6 1éch rat nho. Nhu
vay trong thyc té udc lugng mau nghién ciru c6 thé suy rong cho tong thé, tir d6 ta co thé
két luan udc lwgng mdi quan hé giira cac thanh phan trong mo hinh nghién ctru tir két qua
phén tich SEM la dang tin cdy.

Béng 3.6. Két qua kiém dinh Bootstrap mé hinh nghién ciru

Quan hé Uée CR P-
lwgngf Value
H3 Chat luong dich vu thué - Su hai long 0,883 13,983 | ***
H2 Chat luong dich vy thué - Niém tin thué 0,875 13,755 | ***
H1 Chat luong dich vy thué - Kién thuc thué 0,631 10,671 | ***
H5 Niém tin thué = Tuén thu thué 0,230 2,857 | **
H4 Kién thirc thué> Tuan tha thué 0,279 4,849 | **
H6 Sy hai long = Tuén tha thué 0,224 2,806 | **

Nguon: Xuw Iy dir liéu so cap (2020)

Ghi cha: * p-value < 0,05; ** p-value < 0,01, *** p-value < 0,001

3.4.3.3. Két qua kiém dinh sy anh huong trye tiép, gian tiép va tong tac dong
ciia cac yéu to dén tuén thi thué

Bang 3.7 thé hién két qua kiém dinh cac gia thuyét vé cac yéu t6 anh huong dén
tuan thu thué. Két qua kiém dinh y y nghia cac moi quan h¢ trong mé hinh thu dugc cac
gid tri P déu bé hon 0,05 nén c6 thé két luan rang cac moi quan hé nay déu c6 y nghia vé
mat thong ké. Pé danh gia cac tac dong truc tlep, gian tiép va tong tac dong cua cac bién
doc 1ap dén bién phu thudc, phuong phéap lay mau (bootstrap) véi 2.000 mau (bootstrap
samples) va do tin cdy diéu chinh sai léch (bias-corrected confidence interval) dugc sir
dung v&i mirc tin cdy 95% dé wdc tinh gia tri P.

Két qua cho thay chét lugng dich vu thué c6 mbi quan hé tac dong gian tiép dén
bién tuan thu thué thong qua cac bién: Kién thirc thué; Niém tin thué va Sy hai long véi
hé s6 tac dong p = 0,574, P < 0,01.

Bang 3.7. Két qua tac dong truc tiép, gian tiép cia cac yéu té anh hwong dén tuin
thii thué

Tuén thi thue
Bién dc lap Téc djng Téc djng Tong

truc tiep B gian tiep B tac dong
Chat lugng dich vu thué - 0,574** 0,574**
Su hai long 0,224** - 0,224**
Kién thirc thué 0,279** - 0,279**
Niém tin thué 0,230 ** - 0,230 **
Bién kiém soat
Thoi gian thanh 13p 0,075 - 0,075™
Loai hinh doanh nghiép -0,063™ - -0,063™
Linh vuc hoat dong 0,053 - 0,053"™
Von hoat dong 0,026 - 0,026™

Luu y: * p-value < 0,05; ** p-value < 0,01; ns: moi quan hé khong y nghia véi p-value
> 0,05. . .
Nguon: Xur Iy dir liéu so cap (2020)
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KET LUAN VA KIEN NGHI

1. Két luan

Thuyc hién luan dn “Nghién cieu vé dich vu hé tro thué va sw tuéan thii thué doi
véi doanh nghiép nhé va vira trén dia ban tinh Thira Thién Hué” d rat ra mot so két
luan sau:

Thir nhdt: Luan an cho théy rang nhimng nghién ciru vé dich vu thué, chat luong
dich vu thué va sy tudn thi thué trong va ngoai nudc hién nay chu yéu nghién ciru & db6i
tuong ngudi nop thué ca nhan hon 13 ngudi ndp thué 6 chire, hay chu yéu tap trung &
mdt s6 van dé anh hudng tuan thi thué noi chung chua di sdu vao moi quan h¢ anh huong
giita chét luong dich vu thué va tudn thu thué, trong luc d6 day 1a mot van dé hét suc
quan trong va can phai dua trén mo hinh 1y thuyét phu hop. Trude day chua c6 nghién
clru dOng thoi gitta chét lugng dich vy thué va tuan thi thué. Do d6, md hinh nghién ciru
cta luan 4n la dong gép quan trong vé mo hinh ly thuyet cuia chét luong dich vu thué va
tuan thu thué théng quan céac bién trung gian nhu kién thirc thué, niém tin thué va sy hai
long.

Thir hai: Dya trén co so 1y thuyét va phan tich cac mé hinh cting phuong phép
phéan tich dit li¢u thi cép va dir liéu so cép, luan an da dua ra nhitng danh gia vé dich vu
thué, chét luong dich vu thué va tudn thu thué. Kér qud nghién ciru vé mo hinh dé xudt
cho théy chét lwong dich vu thué ¢6 murc anh hudng truc tiép dén kién thtre thué, niém
tin thué va sy hai long, trong luc d6 cac yéu td trung gian nay lai ¢6 mirc anh huong ¥
nghia déi v6i tuan thu thué. Co thé thdy dich vu thué, chat lugng dich vu thué c6 mirc
anh huong quan trong gian tlep den tudn thi thué ciia doanh nghi¢p nho va vira va chua
¢6 bang chung nghién ciru vé mdi quan hé anh huong truc tiép gitta dich vu thué, chat
luwong dich vu thué va su tuan tha thué.

Thir ba: Luan an c6 dong gop méi khi da xay dung duoc thang do méi ddi véi

“chat luong dich vu thué”. Thang do bao gdm hai nhan t6 “Su dap mg” va “Su chuyén
nghiép” véi 13 thudc tinh duoc cho 1a hop 1y dbi véi méi truong DNNVV khi sé lugng
DN siéu nho chiém ty trong hau hét va dich vy ciia CQT ngay cang hudng dén cong nghé
4.0. Thang do chét lugng dich vu thué thuc hién nghién ctru cho dia ban tinh TT Hué 1a
thang do méi dwoc nghién ciru va dé xudt cho nganh thué, va thang do nay c6 mot sb tinh
khac biét so véi cac nganh dich vu khac hién nay khi dich vu thué ciia CQT ngay cang dugc
quan tdm va cht trong. Két qua nghién ctru phat hién 02 thanh phan cua chét lugng dich
vu thué, gdbm su dép tng va sy chuyén nghiép dam bao tinh tin ciy va d¢ gia tri cao.

Thir tir: Diém méi ciia Luan an da danh gia duoc tac dong gian tiép clia chat luong
dich vu thue dén tuan thu thué cua cac DNNVYV théng qua cac bién trung gian la kién
thirc thué, niém tin thué va sy hai long. Cac mdi quan hé nay déu c6 y nghia vé mit thong
ké va c6 anh huong tich cuc gitra chat lugng dich vu thué va tuan thi thué. Do do, dé
nang cao kién thire thué, niém tin thué va sy hai long cuia DNNVV, chét lugng dich vu
thué can dugc chu trong va quan tam dung mirc thong qua kha ning dap tmg ciia dich vu
thué dbi v6i DNNVV ciing nhu dich vu thué phai dam bao tinh chuyén nghiép trong qué
trinh phuc vu DNNVV.
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2. Kién nghi

bé nang cao dich vu thué, chat luong dich vu thué va gia tang sy tuan tha thué
cua doanh nghiép nho va vira nhim tao thudn loi cho doanh nghiép nho va vira, nghién
ctru dé xudt mot s6 kién nghi dé trién khai thuc hién cac ham ¥ dé xudt nhu sau:

2.1. Péi véi Tong cuc Thué, B¢ Tai Chinh

Thir nhit: Quy trinh tuyén truyen hd tro thué can duoc chii trong va d6i moi phu
hop véi thong 1& quoc té tiép can dan dén dich vu thué. Dich vu thue clia co quan thué
can huéng dén kha ning dap tmg va chuyén nghiép pht hop voi yéu cau ctia doanh nghiép
nho va vira. Pac biét, dich vu thué can 'phén doan theo loai hinh doanh nghiép, theo nganh
nghé, theo loai thué d¢ gia ting su hiéu biét cia doanh nghiép nho va vira vé chinh sach
phap luat thué.

Thir hai: Hién dai héa dich vy thué véi nhiéu kénh dich vu gén véi img dung cong
nghé 4.0 dé gin v6i nhu ciu cua doanh nghiép nhé va vira. Dich vu thué can dugc phat
trién da dang céc kénh dich vu dién tr nhu qua blog, mang xa hdi, hay email can duoc
gan két voi hé thdng thué dién tir - eTax hién nay cua co quan thué d& dang thuan lgi hon
cho ca co quan thué va doanh nghiép nho va vira.

Thit ba: Do6i ngii can bd thué can duoc thuong xuyén dao tao bdi dudng va bd
sung luc luong dé nang cao chit lugng dich vu thué cua co quan thué.

2.2. P6i véi Cuc Thué tinh Thira Thién Hué:

Thir nhit: Co quan thué can da dang hoa cac loai hinh dich vu thué dén doanh
nghiép nho va vira v6i nhidu kénh thong tin truyén thong nhu tip huin va déi thoai, clng
nhu kénh thong tin dién tir qua trang facebook, trang zalo dé chuyén tai ngay cang nhiéu
chinh sach phap luat thué.

Thit hai: Thuong xuyén khéo sat nhu cau ciia doanh nghiép nho va vira dé cung
cap dich vu thué dap tmg yéu ciu, bén canh dé thudng xuyén c6 nhitng canh bao sém
nham gia ting tudn thu thué giam thiéu cac sai pham vé thué dan dén xur phat vi pham
hanh chinh vé thué vuot qua kha ning thanh toan.

Thir ba: Xay dung niém tin va gia tang sy hai 10ng cua doanh nghiép nho va vira
dbi voi co quan thué thong qua cac chuong trinh huéng dan hd trg. Dé gia ting su hai
10ng cua doanh nghiép nho va vira doi hoi co quan thué cung cip dich vu thué chat luong
gan voi kha nang dap ung va chuyén nghiép

Thir tw: Xay dung chuong trinh quan 1y rai ro phuc vu doanh nghiép nhé va vira
trong viéc dua ra nhitng canh bao som dé doanh nghiép nho va vira diéu chinh trudc khi
thanh tra kiém tra. Canh bao sém gin vé6i dich vu hd trg thué chii dong tir phia co quan
thué s& giam rui ro vé thué qua cong tac diéu chinh ké khai thué truéc khi thanh tra kiém
tra lam ting thu ngan sach, giam ngudn nhan Iyc thanh tra kiém tra ddi véi co quan thué
va giam chi phi vé thué ciia doanh nghiép nho va vira.

Thir nim: Xay dung mdc chuin trong quan 1y thué déi v6i doanh nghiép nho va
vira theo nganh nghé, loai hinh doanh nghiép hay vdn chu s& hiru hay tudi doanh nghiép
va thue hién cong khai dé doanh nghiép nhoé va vira ddi chiéu so sanh dé tuan thu thué.
Théng qua ngudng chuan, viéc tuan thu thué tu nguyén ciia doanh nghiép nho va vira
dugc quan tim va chu trong hon dé giam rui ro thanh tra kiém tra ciia co quan thué.

2.3. Pbi véi doanh nghiép nhé va vira:

Thir nhit: Doanh nghiép nho va vira can quan tim dén tim hiéu chinh sach phap
ludt thué lién quan dén nghiép vu kinh té phat sinh ctia doanh nghiép minh dé giam rui
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10 vé thué. Thuong xuyén tham gia dich vu nay cua co quan thué dé ndm cac quy dinh
vé ké khai, dang ky, nop thue va bao céo thué. Chii dong lién hé co quan thué khi c6
nhiéu vin dé con vudng méc trong qué trinh thyc thi chinh sach phéap luat thué dé giam
rui ro truy thu, xir phat vi pham hanh chinh thue

Thr hai: Doanh nghiép nho va vira can dau tu thiét b cong nghé thong tin twong
thich phu hop véi yéu cau cai cach hién dai héa nganh thué gan véi cong ngh¢ 4.0 dé
thuén loi hon trong qua trinh tiép can véi dich vy thue clia co quan thué va tuan thu thué.
Dau tu vé nhan lyc cong nghé thong tin ciing 1a yéu cau can dit ra ddi voi doanh nghiép
nho va vira dé chu dong sao luu dir lidu khi sy phat trién ctia doanh nghiép dt ra yéu cau
vé bao mat dir lidu, xtr Iy cac 15i lién quan den tuan tha thué.

Thit ba: Doanh nghiép nhé va vira can quan tim dén nang cao chat luong bo may
ké toan/thué dé gia tang tuan thu thué. Ddi véi doanh nghiép ¢6 quy md si€u nho, can can
nhic viéc thué dich vu dai ly thué chuyén nghiép vé ké toan va ké khai thué dé giam chi
phi theo quy dinh ciia luat quan 1y thué./.
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INTRODUCTION

1. The significance of the research problem

Small and medium enterprises play an important role in economic growth and
development [162], [175] and generate a significant proportion of total state budget
revenue in most economies [176]. Therefore, many tax authorities devote most of their
resources to create a favorable environment, to manage modern simple tax and reduce
costs to facilitate these enterprises’s development. Enterprises often face several
difficulties in implementing tax policies and administration procedures. A large number
of enterprises, although are willing to comply, does not have enough information to deal
with regulatory procedures [171]. Through annual inspection and examination by tax
authorities, it is revealed that small and medium enterprises often violate administrative
regulations for the activities of false declaration of tax rates, withholding and paying taxes
leading to a very large and increasing amount of tax arrears for administrative penalties
and fines for late payment [15], [16], [17]. By the end of 2019, the whole province of
Thua Thien Hue had 6,500 enterprises, of which small and medium enterprises
contributed to VND 1,094 billion, accounting for 27.32% of the state budget revenue
from enterprises (VND 4,004 billion) [10] .

Although the tax authorities in the past years have had many tax support service
programs (tax services) to help small and medium enterprises comply with taxes, such as
business dialogues, training, support via email, website or text response [10], [11] and
conduct satisfaction assessment to improve tax services of tax authorities [55, 56],
however the increase in tax compliance of small and medium enterprises is still
insufficient. The tax authority's voluntary tax compliance program is still not specific and
has not been studied for small and medium enterprises, so the impact on supporting small
and medium enterprises in tax compliance is still limited. In addition, there has not been
an overall and simultaneous study on tax services, tax service quality and tax compliance.
Many questions arise such as: whether tax service quality meets the accessibility of tax
information of small and medium enterprises, whether small and medium enterprises are
really satisfied with the support services of tax authorities and when tax service quality
is improved whether small and medium enterprises will improve their awareness in tax
declaration and payment, and thereby enhance their tax compliance behavior.

Theoretically, previous studies have mentioned tax service quality or tax
compliance. However, studies on tax service quality mainly focus on individual taxpayers
[105] or focus on corporate taxpayers in general and administrative and non-business
organizations [37] or tax services associated with compulsory tax compliance [193].
Moreover, research on tax compliance mainly focuses on individual taxpayers [61], [74],
while research related to tax compliance of small and medium enterprises is still limited.
Among the studies related to tax compliance of small and medium enterprises, the
majority of such studies focuses on taxpayer characteristics such as taxpayer’s knowledge
[179, 195, 196], or tax compliance inspection [115], or the problem of the complexity of
tax policy [195], content of tax compliance [182], economic and social factors affecting
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tax compliance [148], or the tax planning or tax avoidance [85], on the fairness of the
taxpayers [158], the cost of compliance [75]. Studies investigating the relationship
between tax service quality and tax compliance of small and medium enterprises are
limited, especially in the context of Vietnam.

With the trend of tax reform aimed at building a national government one-stop
service counters’ mechanism that meets the standards of the Association of Southeast
Asian Nations, creating favorable conditions for taxpayers through the taxpayer
segmentation and from the above reasons, the topic of dissertation "Tax services and tax
compliance of small and medium enterprises in Thua Thien Hue province" has
profound theoretical and practical significance.

2. Research objectives

2.1. Overall objectives

Research on types of tax services, tax service quality and tax compliance of small
and medium enterprises in Thua Thien Hue province, thereby proposing managerial
implications for tax authorities and small and medium enterprises to improve tax
compliance of small and medium enterprises.

2.2. Specific objectives

- Systematize theoretical and practical issues on tax services, tax service quality
and tax compliance, and the relationship between tax service quality and tax compliance
of small and medium enterprises.

- Assess the current status of tax services, tax service quality and tax compliance
of small and medium enterprises in Thua Thien Hue province.

- Analyze the influence of tax service quality on tax compliance of small and
medium enterprises in Thua Thien Hue province.

- Propose managerial implications for tax authorities and for small and medium
enterprises to increase tax compliance of small and medium enterprises.

3. Research questions

To achieve the above research objectives, the dissertation aims to answer the three
following research questions:

(i) How could small and medium enterprises access tax services from tax
authorities?

(if) Has the tax service quality met the requirements of small and medium
enterprises? How is the tax compliance of small and medium enterprises in Thua Thien
Hue province?

(iii) How does the tax service quality affect the tax compliance of small and
medium enterprises?

4. Research objects and scope

4.1. Research objects

* Research objects: The research objects are the theoretical and practical issues
related to tax services, tax service quality, tax compliance and the relationship between
tax service quality of tax authorities and tax compliance of small and medium enterprises.
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* Survey objects: representatives of small and medium enterprises (business
owners/accountants) and tax leaders/officers at the tax offices of Thua Thien Hue
province and the General Department of Taxation.

4.2. Research scope

4.2.1. Temporal scope: Secondary data for the study was collected and analyzed
for the period of 2017 - 2019. Primary data was collected from August 2019 to December
20109.

4.2.2. Spatial scope: The study was carried out in Thua Thien Hue province.

4.2.3. Content scope

Tax compliance of small and medium enterprises is the requirement to comply
with tax law policies through 04 pillars: tax registration, tax declaration, tax payment and
tax liability reporting for small and medium enterprises. The factors of tax compliance
and tax service quality to improve the tax compliance of small and medium enterprises
are considered to be relevant factors for the compliance pyramid of the Organization for
Economic Co-operation and Development - OECD [166] attached with 02 service layers
for 02 types of compliance behaviors: (1) those who like to do the right thing but lack
information and (2) those who like to do the right thing but often fail, need information
and support from tax services of tax authorities. Therefore, the topic does not include:
Tax compliance for small and medium enterprises with tax evasion or non-compliance
(eg: tax evasion, tax avoidance, transfer pricing); Tax services of tax agents or other
organizations include fee-based or non-fee activities that focus only on tax services of
tax authorities. This is a public service to support small and medium enterprises towards
tax compliance; Small and medium enterprises without tax registration in Thua Thien
Hue province; Factors affecting tax compliance for small and medium enterprises are not
related to tax service and tax service quality.

5. Scientific contributions of the dissertation

5.1. Theoretical contributions

- The dissertation applies and adjusts the scale of tax service quality and tax
compliance that has been used in Vietnam and around the world for research in Thua
Thien Hue province. In which, the topic also proposes new variables to the research
scales. The new contribution of the dissertation on building a new scale for tax service
quality is extremely important in the tax field.

- The dissertation proposes and builds a model to measure the relationship
between tax service quality and tax compliance of small and medium enterprises while
in Vietnam and the world there are very few studies referring to this issue. Many domestic
and international studies have not conducted concurrent research on tax service quality
and tax compliance, but only observed with separate factors such as tax service quality
and satisfaction or tax compliance and tax knowledge. Linking tax service quality and
tax compliance is an important theoretical contribution from the perspective of tax service
provision to increase tax compliance.



5.2. Practical contributions

- For tax authorities in Thua Thien Hue: The dissertation identifies strengths,
weaknesses, and “gaps” in the process of providing tax services; The dissertation
quantifies the relationship between tax service quality and tax compliance through a
number of mediating factors such as satisfaction, tax knowledge, and tax trust of small
and medium enterprises in tax authorities.

- For the General Department of Taxation, the Ministry of Finance: The
dissertation provides policy implications or solutions to support and help small and
medium enterprises to better comply with taxes in the coming time; Developing a tax
service strategy associated with satisfaction or improving tax knowledge and tax trust of
small and medium enterprises; Risk tax management associated with tax services to
increase tax compliance of small and medium enterprises.

- For small and medium enterprises: The dissertation proposes recommendations
that help small and medium enterprises to access tax services, thereby increasing tax
knowledge in order to reduce tax risks and avoid being penalized for tax administrative
violations.

6. Dissertation structure

In addition to the openning and conclusion, the research content consists of four
chapters:

Chapter 1. Theoretical and practical issues on tax services, tax service quality and
tax compliance of small and medium enterprises

Chapter 2. Research context and research methods

Chapter 3. Research results

Chapter 4. Discussion of research results and managerial implications



CHAPTER 1. THEORETICAL AND PRACTICAL ISSUES ON TAX
SERVICES, TAX SERVICE QUALITY AND TAX COMPLIANCE OF SMALL
AND MEDIUM ENTERPRISES

1.1. Theoretical issues

1.1.1. Small and medium enterprises

1.1.1.1. Concept of Small and medium enterprises

The Organization for Economic Co-operation and Development - OECD [166]
defines a small and medium enterprise (SME) as an independent enterprise with a small
number of employees. Labour criterias in SMEs vary according to each country with a
ceiling number of 250 employees in Europe, while only 200 employees in some
countries, 500 employees in the US. In Vietnam, according to current regulations, the
Enterprise Law 2014, the Law on SME Support 2017, the Decree detailing the Law on
Supporting SMEs 2018 clearly states that the number of employees in SMEs is not lower
than 10 or more and no more than 200 while micro enterprises have no more than 10
employees, revenue and capital up to 3 billion; small enterprises with no more than 100
employees, turnover not more than 100 billion and capital not more than 50 billion and
medium enterprises with no more than 200 employees, turnover not more than 300 billion
and capital not more than 100 billion . This regulation has a significant change compared
to the previous regulation from 2009 (according to Decree No. 56/2009/ND-CP dated
June 30, 2009 of the Government).

1.1.2. Tax services

1.1.2.1. Concept of Tax services

Tax services: Tax services of the tax authorities in Vietnam are considered as tax
support services of the tax authorities to support taxpayers, associated with taxpayers'
interests according to the Tax Management Law. The concepts of tax support services
and tax services of the tax authorities are identical and considered as a convenient public
service that accompanies taxpayers to solve problems when implementing tax laws. Tax
authorities provide support services to provide information and guide taxpayers for tax
compliance through different information channels to help taxpayers to comply with tax
regulations [128]. Most of the tax authorities in the world use tax services and the services
that the tax authorities provide such as providing information to taxpayers, or supporting
taxpayers when they are unsuccessful in implementing tax laws.

Tax propagantion and support: In Vietnam, tax service of the tax authorities is
the propagantion and support for taxpayers, including propagantion of tax law policies
and support for taxpayers to implement tax policies under the Tax Management Law. In
addition to support by phone, email, response or direct written at the tax authorities,
online and offline support softwares, electronic information sites, newspapers, television,
broadcasters to provide tax information have been implemented to diversify the types of
taxpayers support [43], [44], [45], [46]. This is similar to the tax service of tax authorities
in some other countries in the world [127, 176]. Modern tax management trend considers
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taxpayers as customers rather than offenders, and orients services towards individual
taxpayers [105]. In addition, the trend of voluntary tax compliance based on trust, the tax
support service environment is applied by many countries around the world. Thus,
enhancing tax support services and improving the organizational structure to support
enterprises are crucial proposals to increase taxpayers' tax compliance [26].

In summary, tax services or tax support services or support of the tax authorities
are considered as free public services for taxpayers, in which the tax authorities provide
information and assist taxpayers in carrying out their tax compliance. Within the content
scope, the dissertation uses tax services in order to be in line with international custom
and modern tax management trends.

1.1.3. Tax service quality

1.1.3.1. Service quality: Service quality is currently being interested in a number
of industries and fields related to service providers and service users. Service quality is
associated with five factors: facilities, empathy, responsiveness, reliability and assurance,
and can be assessed through a comparison between expected service quality and
perceived service quality according to Parasuraman et al. [185], [183].

1.1.3.2. Tax service quality: There are many views related to tax service quality
(e.g. Gangl et al. [105]; Muhammad and Saad [156]; Cetin Gerger [88]; Prabha et al [188]
; Mustapha and Obid [160]; Mustapha and Obid [161]; Torgler [205]). Inheriting and
developing the concept of tax service quality by Mustapha and Obid [160], tax service
quality is considered as the availability of services and facilities of the tax management
system for taxpayers and the study of Muhammad and Saad [156] suggested that tax
service quality is the difference between taxpayers' expectations and perceptions. The
OECD [177] believes that tax services of the tax authorities need to be enhanced in order
to reduce the problems of taxpayers. The tax service quality of the tax authorities is
similar to that of other public services of public sector organizations. Anita et al. [64]
examine the public service of the tax authorities from the perspective of 5 measurement
gaps [185, 186] about perceived and expected tax service. The five dimensions of service
quality dimensions including (1) tangibles, (2) empathy, (3) responsiveness, (4)
reliability and (5) assurance proposed by Savitri [195] is consistent with the research
model of Parasuraman et al. [186].

1.1.4. Tax compliance

1.1.4.1. Concept of Tax compliance

Tax compliance is a major concern for many tax authorities and persuading
taxpayers to comply with tax. In a broad sense, Song and Yarbrough [198] argue that
since the remarkable aspect is the functioning of the tax system and is largely based on
self-assessment and voluntary compliance, tax compliance such as taxpayer’s
competence and willingness to comply with tax laws and regulations is determined by
the morals, regulatory environment, and other situational factors at a particular time and
place. Andreoni et al. [63] argue that tax compliance must be defined as taxpayers'
willingness to comply with tax laws in order to achieve a country's economic equilibrium.
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Kirchler [136] provides a simpler definition where tax compliance is defined as the most
neutral term to describe taxpayers' willingness to pay their taxes. According to OECD
[167], tax compliance is the implementation of tax policy based on four pillars of tax
compliance, including tax registration, tax declaration, tax payment and tax liability
reporting. Tax compliance behaviour is the completely, voluntarily and timely
performance of tax obligations [38], full performance of tax obligations in accordance
with the law, including tax registration, tax declaration, tax calculation and tax payment
[20]. Other research on the compliance behavior of taxpayers shows that personal
standards have a strong impact on tax compliance, thereby increasing the intention to
comply with tax [31], similarly tax policy also affects tax compliance [4]. This is
consistent with the provisions of the Tax Administration Law under the mechanism of
self-declaration, self-calculation, self-responsibility for the correct amount of tax payable
and on time tax payment.

According to OECD [167], taxpayers' tax compliance requires taxpayers to fulfill
their obligations in accordance with the laws regulations, especially: (1) Timely
registration on the system; (2) Timely declaration of necessary information; (3) Fully and
accurately report of tax obligations; and (4) Full tax payment taxes on time. These four
factors are often referred to as the four pillars of tax compliance. As a result, it is
important for tax authorities to develop and implement compliance strategies designed to
encourage a high level of voluntary compliance for each pillar.

1.1.4.5. Factors affecting tax compliance of small and medium enterprises

Table 1.1. Studies on factors affecting tax compliance

Group of macro factors Group of micro | Factors Group of factors about
factors related Taxpayers
to tax
Authors Econ | Tax Soci | Busines | Psyc | authoriti | Tax Tax Satis
omic | law al s holo es - E- knowl trust facti
facto | and facto | factors | gical tax edge on
rs policy rs and facto | service
factors industr rs quality
y
charact
eristics
Tran-Nam et al. [206] X
Azmi et al. [75] X
Evans et al. [99] X
OECD [172] X X
Pham Xuan Hoa [23] X X
Saad [195] X
Atawodi & Ojeka [65] X
Hartner et al. [114] X
Saad [194] X
Saad [195] X




Nzioki & Peter [165] X
Okoye et al. [178] X
Adegboye et al. [58] X

Jayawardane [133]

Lozza et al. [147]

Ajzen [59]

Cummings et al. [92]

X| X| X| X

Wenzel [213]

Tan et al. [204]

Bornman [81]

Alm et al. [61]

Lederman [143]

Webley [212]

Ritsatos [191]

X[ X| X| X| X[ X| X

Gangl et al. [105]

Musimenta et al. [158]

Saad [195]

Harris [113]

Oladipupo & Obazee
[179]

Savitri [196]

x| X| X| X| X

Anita et al. [64]

Rusdi et al. [193]

X[ X[ X

Leng Minh Hoang [20]

Supadmi [203]

X

Palil [181]

X

Antagonistic
climate,
Command,
Examinatio,
Fine

Source: Author's compilation, 2018 — 2020
1.1.5. Theory of slippery slope framework

Enforced compliance

Service/cooper
ation climate,
Aftitude and
Moral of tax
payment,
social norms,
Justice,
Motivation

Source: Kirchler et al. [137]
Figure 1.1. Slippery slope model in tax compliance




The slippery slope framework of power and trust is a model based on Becker's
crime theory [79]. Tax payment decisions are reviewed and decided on the basis of
reasonableness. The taxpayer decides to comply if the taxpayer does not want to be forced
to pay due to tax evasion when it can be inspected and penalized. This rational view of
taxpayers' behavior has been praised but also criticized for ignoring factors such as justice
and social norms, tax moral, and the relationship between taxpayers and tax authorities
[136]. The slippery slope begins with economic assumptions about tax compliance and
integrates psychological and sociological perspectives on taxpayer cooperation. Figure
1.1 shows the model of the Slippery Slope Framework in tax compliance by Kirchler et
al [137]. Once tax compliance is associated with the power of tax authority, the
antagonistic climate, command and control, examination and fine tend to increase
associated with enforced tax compliance, while tax compliance associated with tax trust,
the service/cooperation clime, tax attitudes and tax moral, personal and social norms,
fairness, and motivation tend to develop in association with voluntary tax compliance.

1.2.2. Research model and hypothesis

1.2.2.1. Proposed research model

Control
Tax knowledge variables

H4 + I

Tax service B o
. Tax trust :
quality compliance
N
H6 +
Satisfaction

Source: Author's suggestion, 2019
Figure 1.2. Proposed research model
1.2.2.2. Research hypothesis
H1: Tax service quality has a positive effect on tax knowledge
H2: Tax service quality has a positive effect on tax trust
H3: Tax service quality has a positive effect on satisfaction
H4: Tax knowledge has a positive effect on tax compliance
H5: Tax trust has a positive effect on tax compliance
H6: Satisfaction has a positive effect on tax compliance



CHAPTER 2. RESEARCH CONTEXT AND RESEARCH METHODS
2.1. Research context
2.2. Research methods
2.2.1. Research design
2.2.2. Scale development
2.2.3. Data collection and data analysis
2.2.3.1. Data collection, questionnaire design, sample size, sample structure
* Data collection
Secondary data: related to tax administration for SMEs from 2017 - 2019

Primary data: collected through a combination of focus group and surveys.

* Questionnaire design: The questionnaire is designed to collect information on
tax service quality and tax compliance of SMEs, is a tool used in tax service quality
studies [56, 186, 187 , 214, 218]; tax knowledge [157], tax trust [150], satisfaction [146]
and tax compliance [193]. The questionnaire presented in four A4 pages includes:

Part 1. General information about tax services with pre-designed answers (closed
questions), SMEs select and tick the appropriate boxes, including information on the
number of SMEs that have used tax services of the tax authorities or not? If used, what
form and content is used and how many support suggestions?

Part 2. Information on assessment of tax service quality and tax compliance of
SMEs includes: Question 1, SME's assessment of tax service quality with 18 statements
divided into 5 groups; Question 2, evaluate the satisfaction of SMEs through 6 contents;
Question 3, assess the tax knowledge of SMEs through 05 contents; Question 4, assess
the tax trust of SMEs through 09 contents; Question 5, assess the tax compliance of SMEs
through 04 comments. In order for SMEs to make a detailed assessment of the contents
of the questionnaire, the dissertation uses a 7-point Likert scale for the evaluation
contents of sentences 1 to 5 with 1 - Completely disagree with 7 - Completely agree,
except for sentences 3 with 1 - No knowledge to 7 - complete knowledge. The dissertation
adapts and adjusts the scale of Parasuraman et al. [186], Parasuraman et al. [187],
Wijesekera and Fernando [214], World Bank et al. [56] and supplements the scale
through the qualitative research results for the tax service quality scale; tax knowledge
scale of Mukhlis et al [157]; tax trust of Loureiro et al [146]; satisfaction of Loureiro et
al. [146] and tax compliance of Rusdi et al. [193]. Finally, the closed and openned
question (sentence 6) is designed to collect information about the SME's proposals for
tax services of the tax authorities and improve the tax compliance of SMEs in TT Hue
province.

Part 3. Collect information on characteristics of SMEs participating in the survey
such as founded year, type of enterprise, field of operation, capital, number of employees,
turnover, and position of respondents.

* The sample size of the official research survey is determined as follows:

To ensure the reliability of the information obtained, the survey sample was
selected with a probability sample with stratification technique with the general formula
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of Krejcie and Morgan [138] with a total of 4,624 SMEs, the sample size was determined
to be 355 enterprises. Specifically, the way of calculation of sample size is as follows:
e (X2 *N*FPFT— P
B (@e2F N -+ X2*xP*1- "

n : Study sample size

N: Number of enterprises is 4,624 SMEs

X2: The squared table value for 1 level of freedom at the desired confidence level
of 95.0% (confidence coefficient) with X of 1.96

d : The range of sampling error does not exceed 5% ( = 0.05)

P : SME ratio (assumed to be 0.5 this will give the maximum sample size).

Based on the calculated general formula:

n = (1,962 x 4624 x 0,05 x (1- 0,05)) + (0,052 (4624 —1) + 1,962 x 0,5(1- 0,5))
n =355

However, to ensure that the sampling was responsive to scale, the study surveyed
450 enterprises.

* Selecting research samples: To ensure representativeness of the population,
the study considers probability sampling with stratification technique according to
sample rate based on attributes: size, industry, business type, field of operations. The
survey results collected 362 valid questionnaires for analysis.

* Data cleaning method:

2.2.3.2. Methods of processing and analyzing data

* Secondary data

Comparative method

* Primary data: Research applies SPSS 26.0 software to support data analysis:

- Descriptive statistical analysis

- Evaluate the reliability of the scale

- Exploratory Factor Analysis (EFA)

- Confirmatory Factor Analysis (CFA)

* Test the research hypotheses

Structural Equation Modeling (SEM) analysis
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CHAPTER 3: RESEARCH RESULTS

3.1. The situation of tax service’s supplication and tax compliance of small
and medium enterprises in Thua Thien Hue province

3.2. Results of interviews with relating partners

The dissertation conducts qualitative research through focus group with three
groups of experts, including: SMEs, tax officials and academic groups. The results of
qualitative research show how businesses feel about the current tax service quality of the
tax authorities and what issues need to be improved to meet the requirements of
enterprises. Reviewing tax services through tax service quality with 5 factors of
responsiveness, empathy, assurance, reliability and facilities through qualitative research
shows some emerging issues that need attention from tax authorities are as follows:

3.2.1. Segmentation of tax services for small and medium enterprises

Information on tax services provided by the tax authorities to SMEs is incomplete
and not often when the tax authorities provide services and other supporting tools. The
application of technology to make it easier for SMEs to access tax policies to learn and
implement has not been focused on SMEs. The accountant of an enterprise said that "the
tax authorities regularly update new tax policies on the tax industry website™, but "have
not segmented by each type of business™. The director of an enterprise claimed that “the
tax authorities' services have not yet affected the business, the enterprise has not been
trained and dialogued”, maybe "the business is small, so the tax authorities are less
interested in supporting"”. A tax officer explained: “Participants to training sessions and
dialogues are usually invited according to the suggestions by the inspection departments,
the construction of the data system has not been done yet, so a small part of businesses
has not been trained, or invited for dialogue yet".

3.2.2. The responsiveness of tax services for small and medium enterprises

Considering tax services through the quality of tax services with 5 factors of
responsiveness, sympathy, assurance, reliability and tangibles through qualitative
research, the specific results are as follows: regarding ability to respond, some businesses
mentioned that: "The tax authorities do not have an online support information channel
or their supporting information is not directly related to the tax compliance of the
enterprises to support enterprises to timely adjust errors” or in the process of “electronic
tax declaration”, enterprises encounter difficulties in “the transmission is not secure, it
has to be re-sent many times, especially at the deadline for submitting the declaration”,
the tax authority “has not yet had information search channel" or ""no tax liability search
service".

3.2.3. Assurance of tax services for small and medium enterprises

In terms of assurance, enterprises claimed that the "answers about tax policies of
tax officials have not been consistent from all offices of the tax authority”, so that to be
sure, "enterprises often send documents to have the answers in print with tax authority’s
stamp", or "coordinated accounting of the paid tax amounts at the treasury, banks and
tax authorities is not synchronized" which "causes difficulties for enterprises™. In terms
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of facilities, "tax authorities apply many software to support tax declaration" as well as
"build an electronic tax website to help businesses declare tax quickly".

3.2.4. The professionalism of tax services

In addition, the professionalism of the tax authorities in providing tax services is
expected by many businesses for the quality of tax services through "Solving problems
and tax administrative procedures in a timely and quickly manner". Many corporate
accountants believed that: "The tax authority needs to show professionalism through the
attire and communication of tax officers” or "The tax authority needs to provide tax
information through a website designed to be appropriately and visually vivid".

However, the fact is that the content of problem solving is not consistent and
synchronous. Information on solving problems of SMEs is not alike due to the uneven
professional qualifications of tax officials, complicated tax policies, so that there are
many different interpretations on the same issue.

3.2.5. Resources of the tax service

The process of propagantion and support for taxpayers in general and SMEs in
particular refers to the subject of adjustment as the propagantion and support deparment
and a number of other departments. However, the division of functions and duties among
these departments participating in the process is not clear and appropriate. The
propagantion and support deparment conducts propaganda on tax policies for SMEs, and
at the same time supports this type of enterprises to seek and implement policies through
public services of the tax authority. Specialized deparments are now assigned to involve
in the process when real-life situations arise in localities, such as the tax declaration
deparment, which deals with guidance on declaration files, or the information technology
deparment, which deals with software problems, errors in the application of information
technology, but in some localities, these tasks are given to the propagantion and support
deparment, so it is still an inadequacy that needs to be revised to make the assignment of
responsibilities clearer.

3.3. Survey on characteristics of tax services, tax service quality and tax
compliance of small and medium enterprises in Thua Thien Hue province

3.3.1. Description of the study sample

Table 3.1. Characteristics of the sample
Unit: Enterprise

Items Total Ratio %
Type of Enterprises
Limited Liability Company 238 65,7
Joint Stock Company 68 18,8
Private Enterprise 49 13,5
Partnerships 2 0,6
No information 5 14
Main field of activity
Trade/Services 178 49,2
Construction 91 25,1
Others 33 9,1
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Industry/Manufacturing 19 52

Agriculture/Forestry/Aquaculture 19 52
Mining 4 11
No information 18 5,0
Time of establishment

Under 1 year 38 10,5
From 1 to 5 years 108 29,8
From 5 to 10 years 93 25,7
Over 10 years 123 34,0
Working capital

Under 3 billion 184 50,8
From 3 to 20 billion 130 35,9
From 20 to 50 billion 26 72
Over 50 billion 22 6,1
Number of labours

Under 10 persons 185 51,1
From 10 to 50 persons 109 30,1
From 50 to 100 persons 35 9,7
Over 100 persons 21 58
Revenue

Under 1 billion 101 27,9
From 1 to 3 billion 82 22,7
From 3 to 10 billion 92 25,4
From 10 to 50 billion 59 16,3
From 50 to 100 billion 12 33
Over 100 billion 16 44
Being membership of Business Associations 47 13
Position of respondents

Director/Vice director 73 20,2
CEOICFO 7 1,9
Chief of accountant/Accountant/Tax accountant 253 69,9
Others 29 8,0
Total 362 100,0

Source: Primary Data Processing (2020)

3.4. Research model test results

3.4.1. Checking the scale in the research model

3.4.1.1. Exploratory factor analysis

The tax compliance and tax service quality scales of SMEs are adapted and
adjusted to suit the research context, thus exploratory factor analysis EFA was performed
to redefine the components/factors and measurement variables in the research model. The
EFA was performed specifically for the SME tax compliance and tax service quality
scales.

* Tax service quality scale: The study conducted factor analysis and extracted 2
groups of factors to EFA for the group of 05 independent variables including
responsiveness, assurance, sympathy, reliability, tangibles and two groups of factors
affecting the tax service quality have been extracted. The results showed that among the
18 initial observed variables, there were only remained 13 observed variables with the
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Average Variance Extracted of 68.111% greater than 50% meeting the requirements
(Table 3.2).

The evaluation shows that EFA has reached a sufficient level to perform with the
KMO coefficient of 0.94 and the Bartlett test at the significance level (p<0.001). The
EFA results identify the 2-factor structure and the scree-plot results also support this 2-
factor structure solution. Therefore, the 2-factor scale structure was selected for further
analysis in the main study. At this stage, 5 observed variables were excluded because the
variables were cross-loaded on more than two factors [161]. There are 13 observed
variables selected, including 5 observed variables belonging to the first factor (named
responsiveness) and 8 observed variables belonging to the second factor (hnamed
professionalism). These two factors have a variance of 75.8%. Currently, the required tax
service quality associated with empathy, trust and timely response to the requirements of
SMEs is considered to be similar to the new findings of research on responsiveness and
professionalism. While previous studies in several countries applied the 5-component
scale, in the context of Vietnam, there has been no research evaluating the tax service
quality. Therefore, a new finding on the responsiveness and professionalism of the tax
services quality responds to the development of the tax industry in Vietnam according to
the declaration of the tax industry.

Table 3.2. Exploratory factor analysis results on tax service quality

Items Code of Responsiveness Professionalism
items

Tax staff is always ready to provide service SbU1 0,75
The problems related to the tax support application system SbuU3 0,82
of the tax authority are regularly overcome in time
Pages at this site do not freeze after order information is SbU4 0,83
entered
Functional unit of the tax authority are very well together as SPBI1 0,75
ateam
Tax authority actively cooperates with other units (such as SPB2 0,74
banks) to solve problems for businesses when paying taxes
Tax authority allows the implementation of service which SCT1 0,74
does not distinguish the class or status of the communities
Tax authority delivers orders as promised STC1 0,77
Tax authority keeps its records accurately STC2 0,77
Tax authority makes accurate promises about delivery time STC3 0,77
of services
Tax authority protects information about businesses STC4 0,79
Tax authority has up-to-date equipment CSVC1 0,73
Tax staffs are well dressed and appear professional CSvC2 0,80
Tax authority is professional in its site which is visually =~ CSVC3 0,74
appealing
Total variance extracted % 68,11

Source: Primary data processing (2020)

* Tax knowledge scale: The evaluation shows that EFA has reached a sufficient

level to perform with the KMO coefficient of 0.892 and the Bartlett test at the significance

level (p<0.001). There are 5 observed variables selected with extracted variance of
80.52%.
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* Tax trust scale: The evaluation shows that the EFA has reached a sufficient
level to perform with the KMO coefficient of 0.921 and the Bartlett test at the significance
level (p<0.001). There are 9 selected observed variables with extracted variance of
68.919%.

* Satisfaction scale: The evaluation shows that EFA has reached a sufficient level
to perform with the KMO coefficient of 0.902 and the Bartlett test at the significance
level (p<0.001). There are 6 observed variables selected with extracted variance of
80.65% (Table 3.10).

* Tax compliance scale: The evaluation shows that EFA has reached a sufficient
level for implementation with the KMO coefficient of 0.788 and the Bartlett test at the
significance level (p<0.001). There are 4 selected observed variables with extracted
variance of 76.966%.

Thus, after analyzing EFA, the research model still includes 37 observed
variables, of which 13 variables belong to the tax service quality scale, 5 variables to tax
knowledge scale, 9 variables to tax trust scale, 6 variables to satisfaction scale and 4
variables describe tax compliance scale of SMEs. These scales will be used in the next
step, confirmatory factor analysis.

3.4.1.2. Confirmatory factor analysis

* Tax service quality: The two-factor tax service quality scale was tested using
CFA with all factor loading coefficients being significant (p < 0.001). Specifically, all
the observed variables are significantly loaded on their proposed factors and their loading
factors range from 0.64 to 0.84. The proposed two-factor measurement model also
obtained a reasonable level of fit with the data (Chi square / df = 3.05; GFI = 0.93; CFI
=0.97; RMSEA = 0.076).

* Tax knowledge: Tax knowledge scale was tested using CFA with all factor
loading coefficients significant (p < 0.001). Specifically, all the observed variables are
significantly loaded on their proposed factors and their loading factors range from 0.84
to 0.90. The proposed factor measurement model also obtained a high level of fit with
the data (Chi square / df = 5.65; GFI = 0.994; CFI = 0.998; RMSEA = 0.049).

* Tax trust: The tax trust scale was tested using CFA with all observed variables
significantly loaded on their proposed factors and their loading coefficients ranging from
0, 70 to 0.84. The proposed factor measurement model also obtained a high level of fit
with the data (Chi square / df = 71.16; GFI = 0.96; CFI = 0.98; RMSEA = 0.079).

* Satisfaction: Satisfaction scale was tested using CFA with all observed
variables significantly loaded on their proposed factors and their loading coefficients
ranging from 0, 81 to 0.89. The proposed factor measurement model also obtained a high
level of fit with the data (Chi square / df = 20,995; GFI = 0.98; CFI = 0.993; RMSEA =
0.083).

* Tax compliance: Tax compliance scale was tested using CFA with all observed
variables significantly loaded on their proposed factors and their loading coefficients
ranging from 0, 73 to 0.91. The proposed factor measurement model also obtained a high
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level of fit with the data (Chi square / df = 1.716; GFI = 0.998; CFI = 0.999; RMSEA =
0.045).

3.4.2. Preliminary assessment of the scale

3.4.2.1. The reliability of the scale was assessed by Cronbach’s Alpha test

The test results in Table 3.3 show that the scales of 6 variables have good
reliability when the Cronbach's Alpha value is all greater than 0.7, satisfying the internal
validity. Specifically: the value of Cronbach's Alpha for responsiveness is 0.94, for
professionalism is 0.92; for Tax knowledge factor is 0.94; for Tax trust factor is 0.94; for
Satisfaction factor is 0.95; and for Tax compliance factor is 0.90.

Table 3.3. Scale reliability test results

Factors/variables Number of items Scale value
Responsiveness 5 0,94
Professionalism 8 0,92
Tax knowledge 5 0,94
Tax trust 9 0,94
Satisfaction 6 0,95
Tax compliance 4 0,90

Source: Primary data processing (2020)

3.4.2.2. Convergent validity

The results of testing the convergent validity through two indices: composite
reliability (CR) and average variance extracted (AVE) show that all 7 variables have CR
> 0.7, so the composite reliability of all scales are good. At the same time, these all
variables have AVE value greater than 0.5. These two indices both show satisfactory for
convergent validity.

3.4.2.3. Discriminant validity

Table 3.4. Square correlation

Factor V1 V2 V3 V4 V5
Tax service quality (V1) 0,943
Tax knowledge (V2) 0,371 0,752
Tax trust (V3) 0,746 0,379 0,636
Satisfaction (V4) 0,773 0,311 0,591 0,755
Tax compliance (V5) 0,316 0,287 0,308 0,304 0,703

Note: The number in bold on the diagonal is the AVE value
Source: Primary data processing (2020)

Discriminant validity measures whether a factor is really different from other
factors [111]. The AVE values must be higher than the squared correlation value to
achieve discriminant among factors [111]. According to the test results of the Table 3.4,
the AVE values are all higher than the squared correlation values, so the factors are
different.

3.4.3. Testing the research hypotheses

3.4.3.1. Hypothesis testing results

The dissertation uses the analytical method of Structural Equation Modeling
(SEM) to test the research hypotheses proposed in the research model of tax service
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quality and tax compliance of SMEs. After adjusting some possible relationships between
the errors of the observed variables (Ml index), the fit index of the theoretical model
(Model fit) from the SEM analysis as follows: Chi square/ df = 2.049 < 3, CFI = 0.938,
TLI = 0.932, IFI = 0.938 (> 0.9), GFI = 0.853 = 0.9 (acceptable) and RMSEA = 0.054 <
0.08). This result shows that the theoretical model is compatible with data.

The estimated results of the standardized regression coefficients on the
relationships in the research model are statistically significant (p < 0.05) (Table 3.5), so
the hypotheses H1, H2, H3, H4 , H5 and H6 are accepted.

Table 3.5. Hypothesis testing of the research model

Hypotheses Standardized SE CR P Results
coefficient value

H3 | Tax  service quality > 0883 | 0062 13,983 s | ACCeEpt H3
Satisfaction

H2 | Tax service quality - Tax trust 0,875 | 0,062 13,755 *** | Accept H2

H1 | Tax service quality - Tax 0631 | 0062 10,671 x| ACCept H1
knowledge

H5 | Tax trust > Tax compliance 0,230 | 0,075 2,863 0,004 | Accept H5

H4 | Tax ) knowledge >  Tax 0279 | 0,050 4,846 ~xx | AcCCEpPt H4
compliance

H6 | Satisfaction - Tax compliance 0,224 | 0,074 2,792 0,005 | Accept H6

Note: ***p <0.001
Source: Primary Data Processing (2020)

The hypotheses testing the effects of tax service quality and tax compliance are
supported by empirical data, showing:

Research hypothesis H1: The tax services quality has a positive effect on tax
knowledge of SMEs. It is determined that the provision of professional tax services that
meet the requirements of SMEs has a positive effect on tax knowledge of SMEs through
improving their understanding of tax laws, how to declare, pay tax, report tax or register
for additional tax information.

Research hypothesis H2: The tax services quality has a positive effect on trust of
SMEs in tax authorities. It is determined that the supplication of professional tax services
that meet the requirements of SMEs has a positive effect on tax trust of SMEs, thus
through improving the tax service quality to increase SME's trust in the tax authorities.

Research hypothesis H3: The tax service quality has a positive effect on the
satisfaction of SMEs. It is determined that the provision of professional tax services that
meet the requirements of SMEs has a positive effect on the satisfaction of SMEs through
improving the tax service quality to increase the satisfaction of SMEs.

Research hypothesis H4: Tax knowledge of SMEs has a positive effect on tax
compliance of SMEs. It is determined that the more SMEs have more tax knowledge such
as tax law policies, how to declare, pay taxes, and report taxes or regist additional tax
information, tax compliance will be easily increased, so that the tax knowledge of SMEs
has a positive effect on tax compliance of SMEs.

The test results are shown in Figure 3.1 as follows:
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Tax knowledge

Tax service

T Tax trust e Tax compliance

0,224%*

Satisfaction

Note: * p-value < 0.05; ** p-value < 0.01, *** p-value < 0.001.

Source: Primary Data Processing (2020)
Figure 3.1. SEM Structural Equation Modeling analysis results for the research model

Research hypothesis H5: The trust of SMEs in the tax authorities has a positive
effect on tax compliance of SMEs. It is determined that the trust of SMEs has a positive
effect on tax compliance of SMEs when it is easy to share problems with tax officials or
SMEs think that tax officers are reliable, so SMEs can easily comply with tax through
the guidance of tax officials.

Research hypothesis H6: The satisfaction of SMEs with tax authorities has a
positive effect on tax compliance of SMEs through determining that tax services meet the
requirements of SMEs or SMEs have positive experience of tax services increasing the
tax compliance of SMEs.

Control variables: Time of establishment, Type of business, Field of operation
and Working capital on tax service quality and tax compliance show no direct and indirect
impact on tax compliance, therefore none of control variables has a significant impact on
tax compliance of SMEs. This is also explained based on the current tax management
practice, the provision of tax services and tax compliance are not relied on these factors.

3.4.3.2. Testing the reliability of the estimated coefficients in the research
model

To test the reliability of the estimated coefficients in the research model, the
dissertation uses Bootstrap test method by repeated sampling with replacement from the
original sample (return sampling) with N = 2000. The results are shown in Table 3.6.

The critical value (CR - Critical Ratios) of the 05 relationships of the
components/factors in the research model are all greater than 1.96 (because 1.96 is the
value of the normal distribution at 0.975, meaning is 2.5% on one side, on both sides it
will be 5%), demonstrating a very small deviation. Thus, in fact, the research sample
estimate can be generalized to the population, from which it can be concluded that the
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estimation of the relationship between the components in the research model from the

SEM analysis results is reliable.

Table 3.6. Bootstrap test results of research model

Relation Estimated CR P-
B Value
H3 Tax service quality - Satisfaction 0,883 13,983 | ***
H2 Tax service quality > Tax trust 0,875 13,755 | ***
H1 Tax service quality = Tax knowledge 0,631 10,671 | ***
H5 Tax trust - Tax compliance 0,230 2,857 | **
H4 Tax knowledge -> Tax compliance 0,279 4,849 | **
H6 Satisfaction - Tax compliance 0,224 2,806 | **

Note: * p-value < 0.05; ** p-value < 0.01, *** p-value < 0.001

Source: Primary Data Processing (2020)

3.4.3.3. Results of testing the direct, indirect and total effects of factors on tax

compliance

Table 3.7 shows the results of testing hypotheses about factors affecting tax
compliance. The results of testing the significance of relationships in the model obtained
P-values are less than 0.05, so it can be concluded that these relationships are statistically
significant. To evaluate the direct, indirect and total effects of the independent variables
on the dependent variable, sampling method (bootstrap) with 2,000 samples (bootstrap
samples) and reliability adjusted for bias (bias- corrected interval confidence) was used
with a 95% confidence level to estimate the P-value.

The results show that the tax service quality has an indirect relationship to the tax
compliance variable through the following variables: Tax knowledge; Tax trust and
Satisfaction with impact coefficient B = 0.574, P <0.01.
Table 3.7. Results of direct and indirect effects of factors affecting tax compliance

Tax compliance

Independent variables Direct effect f Indirect effect Total effect
B
Tax service quality - 0,574** 0,574**
Satisfaction 0,224** - 0,224**
Tax knowledge 0,279** - 0,279**
Tax trust 0,230 ** - 0,230 **
Control variables
Time of establishment 0,075™ - 0,075™
Type of business -0,063 ™ - -0,063"™
Field of operations 0,053 - 0,053
Working capital 0,026 ™ - 0,026

Note: * p-value < 0.05; ** p-value < 0.01; ns: no significant relationship with

p-value > 0.05.
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CONCLUSION AND RECOMMENDATIONS

1. Conclusion

The dissertation "Tax services and tax compliance of small and medium
enterprises in Thua Thien Hue province" has the following conclusions:

Firstly, The dissertaion shows that the current researches on tax services, tax
service quality and tax compliance at the domestic and international are mainly focus on
individual taxpayers rather than corporate taxpayers, or mainly focus on some issues
affecting tax compliance in general, not into the relationship between tax service quality
and tax compliance, while this is a very important issue and should be based on an
appropriate theoretical model. Previously, there has not been a simultaneous study
between tax service quality and tax compliance. Therefore, the research model of the
dissertation is an important contribution to the theoretical model of tax service quality
and tax compliance through intermediate variables such as tax knowledge, tax trust and
satisfaction.

Secondly, Based on theory and analysis of models and methods of analyzing
secondary and primary data, the dissertation has made assessments on tax services, tax
service quality and tax compliance. The research results on the proposed model show that
the tax service quality has a direct influence on tax knowledge, tax trust and satisfaction,
while these mediating factors have a significant influence on tax compliance. It can be
seen that tax service quality has an important indirect influence on tax compliance of
small and medium enterprises and there is no research evidence on the direct and indirect
influence of tax service quality on tax compliance yet.

Thirdly, The dissertation has a new contribution when it has built a new scale for
"tax service quality". The scale includes two factors "Responsiveness" and
"Professionalism™ with 13 items that are considered reasonably for the SME environment
when the number of micro-small enterprises accounts for the majority and services of the
tax authorities are heading towards Industry 4.0. The tax service quality scale is a newly
proposed scale for the tax field, and this scale has some differences compared to other
service fields today when tax services of the tax authorities are increasingly interested
and focused. The research results found two components of tax service quality, including
responsiveness and professionalism.

Fourthly, The new contribution of the dissertation is that it has assessed the indirect
impact of tax service quality on tax compliance of SMEs through the mediating variables
of tax knowledge, tax trust and satisfaction. These relationships are all statistically
significant and there is a positive effect between tax service quality and tax compliance.
Therefore, in order to improve tax knowledge, tax trust and satisfaction of SMEs, the tax
service quality should be focused and paid proper attention through the responsiveness as
well as professionalism in the process of serving SMEs.

2. Recommendations

In order to improve tax services, tax service quality and increase tax compliance of
small and medium enterprises with the aims to facilitate small and medium enterprises, the
study proposes a number of recommendations and the suggested implications are as
follows:

2.1. For General Department of Taxation, Ministry of Finance
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Firstly, the tax support propaganda process needs to be focused and renewed in
line with international customs approaching tax services. Tax services of tax authorities
need to be responsive and professional in accordance with the requirements of small and
medium enterprises. In particular, tax services need to be segmented by business type,
field, and tax type to increase the understanding of small and medium enterprises on tax
policies and laws.

Secondly, Modernizing tax services with various service channels associated with
Industry 4.0 applications should match the needs of small and medium enterprises. Tax
services need to be developed through a variety of electronic service channels such as via
blogs, social networks, or email, which need to be linked to the current electronic tax
system - eTax of the tax authorities that is easier for both tax authorities and small and
medium enterprises.

Thirdly, The tax staffs should be regularly trained and supplemented to improve
the tax service quality of the tax authorities.

2.2. For Tax Department of Thua Thien Hue province:

Firstly, Tax authorities need to diversify types of tax services to small and medium
enterprises with many communication channels such as training and dialogue, as well as
electronic information channels via facebook page, zalo page to convey more and more
tax law policies.

Secondly, Regularly survey the needs of small and medium enterprises to provide
tax services to meet the requirements, besides regularly give early warnings to increase
tax compliance and minimize tax errors leading to sanction administrative violations of
tax beyond the ability to pay.

Thirdly, Building trust and increasing the satisfaction of small and medium
enterprises with tax authorities can be carried out through support guidance programs.
To increase the satisfaction of small and medium enterprises, it is required tax authorities
to provide tax service quality associated with responsiveness and professionalism.

Fourthly, Developing a risk management program to serve small and medium
enterprises in providing early warnings for small and medium enterprises to adjust before
inspection. Early warnings associated with proactive tax support services from tax
authorities will reduce tax risks by adjusting tax declarations before inspection,
increasing budget revenue, reducing human resources for inspection and examination for
tax authorities and reducing tax costs for small and medium enterprises.

Fifthly, Developing benchmarks in tax administration for small and medium
enterprises by field, business type or equity or age of enterprises and making it publicly
available for small and medium enterprises to compare for tax compliance. Through the
standard threshold, the voluntary tax compliance of small and medium enterprises is paid
more attention and focused to reduce the risk of inspection by tax authorities.

2.3. For small and medium enterprises:

Firstly, Small and medium enterprises need to pay attention to learn about tax
laws and policies related to their arising economic operations to reduce tax risks.
Regularly joinning this service of the tax authority to understand the regulations on tax
declaration, registration, payment and tax reporting. Actively contacting tax authorities
when there are problems in the process of implementing tax laws to reduce the risk of
arrears and penalties for tax administrative violations.
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Secondly, Small and medium enterprises need to invest in compatible information
technology equipment in accordance with the requirements of tax reform and
modernization associated with Industry 4.0 to facilitate their access to tax services of tax
authorities and their tax compliance. Investment in human resources in information
technology is also a requirement for small and medium enterprises to actively back up
data when the development of the business require data security, tax compliance errors
handling.

Thirdly, Small and medium enterprises need to pay attention to improving the
quality of the accountant/tax accountant to increase tax compliance. For micro-small
enterprises, it is necessary to consider hiring a professional tax services of tax agents for
accounting and tax declaration to reduce costs in accordance with regulations of the tax
administration law./.
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