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 In this research we have considered the amount of consent of taxpayers about 

outsourcing of taxation processes in tax income adjutancy's range of Sabzevar in the 
years 1392-93. The research undertaken from the aspect of target is applied and from 

the aspect of essence is descriptive; In this regard, with the study of literature 

outsourcing and customer satisfaction and using content analysis, the law of direct Iran 
taxation and its executive regulation, the law of country increment's plan, acting to the 

layout of veneration of client and the other available sources was examined. The 

present study is correlational research and method is based on positivism, which 
examines the relationship between variants. Statistical population includes taxpayers of 

taxation income's adjutancy of Sabzevar. The results indicate that outsourcing tax 
processes affected on taxpayers‟ satisfaction in eight dimensions Included pre-

registration and registration of new tax payers, reception of tracking and Economic 

codes, Registration tax returns, Revision in tax returns, issuance of tax receipt, 
Calculation and taxation of vehicles, issuance of recoupment account for vehicles jobs 

tax, Forward information about seasonal purchase and sales with 95% confidence 

coefficient level. 
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INTRODUCTION 

 

 Transparency of 44 Principle in Islamic republic of Iran constitution, provided Excellent opportunities for 

Privatization activities and strengthen the main network of competitive operations [7]. With regard to Twenty-

Year prospect in Iran, downsizing government is Of responsibilities that government will be responsible towards 

Realization that. Outsourcing has many advantages such as Transparency and costs control, Facilitate  the 

process of manage and downsizing, Achieve to scale of economies, Focus on core capabilities And achieve to 

best practice. Despite these advantages, Cases such as monitoring Reduction and control of delegated in 

activities, The loss of flexibility, Adverse effects on employees and Taxpayer Can be seen as consequences of 

outsourcing [9]. 

 Dealing with any deviations  in Twenty-Year prospect in Iran, should be pursued through scientific and 

Other measures intended to reprisal it. As regards taxpayer satisfaction and gain their trust, in revenue and 

achieving to specified and estimated tax is Effective, in result role of outsourcing in Taxpayer satisfaction is 

very important.  

 In past, public administration was focused on what happens within the bureaucracy and internal problems 

[2]. At present time, The approach to public administration in issues of efficiency and effectiveness Has 

undergone a basic and radical transformation [16].  

 New approaches Unlike traditional approaches, focus in several indicators which mainly are nonfinancial. 

Today, public administration should examined Social and public aspects of career and be aware of effects their 

organization in social environment and Citizens and citizenship issues on their minds [1]:  

 in executive and administrative system of country; people satisfaction of public organizations Services is 

one of main indicators to measure effectiveness and development and indicators such as speed, accuracy, 

behavior and dealing with clients and appropriate Inform are Factors that causing clients satisfaction. 
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 Customer satisfaction measurement is an effective tool for monitoring performance and assist organizations 

in identifying their weaknesses and Allows apply effective and corrective actions. Today, Customer opinion is 

base for the assessment process and Way to empower individuals involved in service and provides Participation 

in important decisions [6]. Today, customer satisfaction is so important that winners and losers of organizations 

based on percentage of customers that they have retained [3]. The tax system is combination of tax mechanism, 

tax payers, law and operational procedures. Hence, To draw situation of tax system should attention to inner 

aspect such as Operational procedures and tax payers. In present research, the level of Satisfaction taxpayers 

From Tax Processes Outsourcing. 

 In order to rapid Response and achieving government to objectives are examined. One way to control 

outsourcing processes is Assessment level of taxpayer satisfaction of outsourcing process.  

 

Outsourcing: 

 Jensen (2004) defined Privatization That decision to transfer ownership of the assets of public sector to 

private sector and If the government wants to continue to maintain their property and transfer management 

responsibilities to private sector then mentioned process interpreted to outsourcing. Therefore outsourcing refers 

to transfer of public sector services to management in external organization [15]. Warrian & Jalette (2008) 

Consider outsourcing with contracting process (and not privatization). In his opinion privatization include 

broader concepts [15].  

 Willcocks, Fitzgerald and Feeny [18] investigated the strategic implications of Outsourcing. Starting from 

the Theory of Capabilities those researchers sought to identify factors that may substantiate the decisions related 

to outsourcing, especially during the stage of preparation.  

 According to experts on the matter, effective communication within the company is of vital importance for 

every organization functioning through specific structures and having staff-members in different positions with 

different information needs. 

 Each enterprise that wants to outsource some of its activities must determine: 

1. what tasks should be accomplished in-house;  

2. what tasks should be accomplished through strategic partnerships; and  

3. what tasks should be contracted out (outsourced) to third-party specialists. 

 The decision to commission some processes to an external provider is strategic in nature, and it can largely 

determine a firmís future; it must therefore be well-thought-out and informed [5]. Main outsourcing advantages 

presented in table 1:  
 
Table 1: Main benefits of outsourcing [14,8]. 

 Main outsourcing advantages identified 

1 Possibility of converting fixed costs into variable costs 

2 Improved cost control 

3 Price competitiveness 

4 Reduced overheads and operational costs 

5 Lower involvement of capital 

6 Higher flexibility ñ the ability to meet fluctuations in demand 

7 Improved qualit 

 

 Despite its many advantages, outsourcing involves considerable risks. A firm using outsourcing inevitably 

loses some control over its future. Main risks of outsourcing presented table 2: 

 
Table 2: Main risks of outsourcing [14,8]. 

 Main risks of outsourcing 

1 Dependence on the supplie 

2 Loss of know-how - losing touch with new technological breakthroughs that offer opportunities for product and process 

innovations 

3 Hidden costs 

4 Loss of long-run research and development competitivenes 

5 Service providerís lack of necessary capabilities 

6 Communication and coordination difficulties 

 

 In this research to answer the research questions Diagnosis variables is essential. Variable, is factor that can 

be measured or assessed. In other words, the variable is characteristic of a person, thing, or event. 

 Independent variables are Identified outsourcing processes that Included 8 process: 

1. pre-registration and registration of new tax payers,  

2. reception of tracking and Economic codes,  

3, Registration tax returns  

4. Revision in tax returns,  

5. issuance of tax receipt,  
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6. Calculation and taxation of vehicles,  

7. issuance of recoupment account for vehicles jobs tax,  

8. Forward information about seasonal purchase and sales.  

 

Customer Satisfaction: 

 Different types of customer satisfaction have been identified. On the one hand, process definitions of 

customer satisfaction emphasize the „expectancy disconfirmation paradigm‟ [13,17,19]. While, on the other, a 

number of authors use advance outcome definition according to which satisfaction may be perceived as a state 

of fulfilment which is connected to reinforcement and arousal. 

 Process definitions enable fast evaluations of satisfaction with respect to brief service interactions as well as 

evaluations of service experiences that involve consumption periods of considerable duration. As a result, 

satisfaction can be formed on the basis of a single service encounter or on the basis of a number of service 

experiences. Oliver, 2006a, 2006b sees satisfaction as a fulfilment of consumers' consumption goals as 

experienced and described by consumers. Oliver [10] described satisfaction as consumers' „judgment that a 

product or service feature, or the product or service itself, provided (or is providing) a pleasurable level of 

consumption-related fulfilment, including levels of under- or overfulfilment‟.  

 Giese and Cote [4] suggest in their literature review that consumer satisfaction comprises three basic 

components: 

(1) the type of response, that is to say, whether the response is cognitive, affective or conative, and its level of 

intensity, although those authors concluded from their validation, carried out by means of group and personal 

interview data, that satisfaction is a summary affective response which varies in intensity 

(2) the centre of interest or the subject on which the response is focused, which could be based on an evaluation 

of product-related standards, product consumption experiences and/or purchase-related attributes (e.g. 

salesperson); and 

(3) the moment in time at which the evaluation is made, which may be before choice, after choice, after 

consumption, after extended experience, or at just about any other time. 

in this research customer satisfaction included five dimensions: 

- employees 

- expectations 

- communications 

- law 

- culture 

 Tax resources that processes have been outsourced Include jobs, real estate, cars, legal entities (companies), 

law and VAT. 

 

 
 

Fig. 1: Conceptual model. 

  

 From the above mentioned model the following hypothesis are developed: 
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 First hypothesis: pre-registration and registration of new tax payers is positively associated with taxpayers 

satisfaction. 

 Second hypothesis: reception of tracking and Economic codes is positively associated with taxpayers 

satisfaction. 

 Third hypothesis: Registration tax returns is positively associated with taxpayers satisfaction. 

 Fourth hypothesis: Revision in tax returns is positively associated with taxpayers satisfaction. 

 Fifth hypothesis: issuance of tax receipt is positively associated with taxpayers satisfaction. 

 Sixth hypothesis: Calculation and taxation of vehicles is positively associated with taxpayers satisfaction. 

 Seventh hypothesis: issuance of recoupment account for vehicles jobs tax is positively associated with 

taxpayers satisfaction. 

 Eighth hypothesis: Forward information about seasonal purchase and sales is positively associated with 

taxpayers satisfaction. 

 

Methodology: 

 The current research is a descriptive-correlative design. The variables are chosen among taxpayers of 

taxation income's adjutancy of Sabzevar. Data collection is done through random sampling. First, a group of 30 

persons were selected from the subjects and the questionnaire distributed among them. After extracting the data 

from the responses of the intended group and the variance estimate, the volume of the sample of the study was 

drawn by using cookran formula 337 taxpayers were selected randomly as the subjects of the study. 

Questionnaire in this study is the main tool for data collection and answers were analyzed using SPSS Software. 

The validity of its content was ensured by using the readers, advisors, and experts consensus and viewpoints. 

The validity of its structure was measured through Cronbach‟s alpha. Nunnally (1978) suggested that a 

minimum alpha of 0.7 sufficed for stage of search. The Cronbach alpha estimated for total research was 0.76 

and was much higher 0.7, the constructs were therefore deemed to have adequate reliability.  

 

Finding: 
Descriptive data: 

 Table 3 Descriptive statistical data shows the relation to the customers participated to the research (n = 

337). The social demographic qualification of the participants are as follows: 226 male and 111 female 

participated to the research. 

 The educational background of the participants are; 131 people diploma, 75 people have super- diploma, 

104 people have Bachelor, and 28 people Phd and Master degree. 
 

Table 3: Descriptive statistics. 
Percent Frequency   

%32.9 111 Female Gender 

%67.1 226 Male 

%100 337 Total 

% 38.5 131 Diploma and under Education 

% 22.3 75 super - diploma 

% 30.9 104 Bachelor 

% 8.3 28 PHD and Master 

%100 337 Total 

% 12.2 41 Under 10 Age 

% 38.9 131 10 – 20  

% 16 54 20 – 30 

% 32.9 111 More than 30  

%100 337 Total 

 

 In table 4, descriptive Statistics about satisfaction Taxpayers from taxation processes include frequency, 

Range, standard deviation, Skewness and Prominence presented.  
 
Table 4: Descriptive Statistics about satisfaction Taxpayers from taxation processes. 

Prominence Skewness standard deviation mean Range frequency processes 

1.071 .935 3.3991 20.5015 20 337 1 

.543 .245 3.0584 18.2730 20 337 2 

1.087 1.193 3.6209 21.8398 20 337 3 

.247 .397 3.0936 18.9021 19 337 4 

1.032 .779 3.1717 20.4896 19 337 5 

.775 .134 3.0563 18.0653 19 337 6 

.976 .588 3.162 19.4510 19 337 7 

.467 .552 3.2541 19.1543 19 337 8 
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Results: 

 First hypothesis: pre-registration and registration of new tax payers is positively associated with taxpayers 

satisfaction. 
 

Table 5: test of first hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 308 0.94   

dissatisfaction 62 0.06 0.50 000 

Total Taxpayers 18    

 

 As shown in table 5, since observed satistied Taxpayers are 308 and P- Value is equal 0.00, so there is a 

relationship between pre-registration and registration of new tax payers and taxpayers satisfaction with 95% 

confidence. 

 Second hypothesis: reception of tracking and Economic codes is positively associated with taxpayers 

satisfaction. 

 
Table 6: test of second hypothesis. 

mean Standard 

deviation 

Confidence Interval %95 T value df p-value 

lower upper 

18.460 2.799 3.155 2.765 22.317 325 0.00 

 

 As shown in table 6, since observed mean is 18.460 and P- Value is equal 0.00, so there is a relationship 

between reception of tracking and Economic codes and taxpayers satisfaction with 95% confidence. 

 Third hypothesis: Registration tax returns is positively associated with taxpayers satisfaction. 

 
Table 7: test of third hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 311 0.95   

dissatisfaction 15 0.5 0.50 000 

Total Taxpayers 326    

 

 As shown in table 7, since observed satistied Taxpayers are 311 and P- Value is equal 0.00, so there is a 

relationship between Registration tax returns and taxpayers satisfaction with 95% confidence. 

 Fourth hypothesis: Revision in tax returns is positively associated with taxpayers satisfaction. 
 

Table 8: Test of fourth hypothesis. 

mean Standard 

deviation 

Confidence Interval %95 T value df p-value 

lower upper 

19.119 2.859 3.808 4.431 26.008 325 0.00 

 

 As shown in table 8, since observed mean is 19.119 and P- Value is equal 0.00, so there is a relationship 

between Revision in tax returns and taxpayers satisfaction with 95% confidence. 

 Fifth hypothesis: issuance of tax receipt is positively associated with taxpayers satisfaction. 
 

Table 9: Test of fifth hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 310 0.95   

dissatisfaction 16 0.5 0.50 000 

Total Taxpayers 326    

 

 As shown in table 9, since observed satistied Taxpayers are 310 and P- Value is equal 0.00, so there is a 

relationship between issuance of tax receipt and taxpayers satisfaction with 95% confidence. 

 Sixth hypothesis: Calculation and taxation of vehicles is positively associated with taxpayers satisfaction. 
 

Table 10: Test of sixth hypothesis. 

mean Standard 
deviation 

Confidence Interval %95 T value df p-value 

lower upper 

18.269 2.825 2.962 3.577 20.897 325 0.00 

 

 As shown in table 10, since observed mean is 18.269 and P- Value is equal 0.00, so there is a relationship 

between Calculation and taxation of vehicles and taxpayers satisfaction with 95% confidence. 

 Seventh hypothesis: issuance of recoupment account for vehicles jobs tax is positively associated with 

taxpayers satisfaction. 

 
 

 

http://www.google.com/url?sa=t&rct=j&q=%D9%81%D8%A7%D8%B5%D9%84%D9%87%20%D8%A7%D8%B7%D9%85%DB%8C%D9%86%D8%A7%D9%86%20%D8%AF%D8%B1%20%D8%A2%D9%85%D8%A7%D8%B1&source=web&cd=3&cad=rja&uact=8&ved=0CC0QFjAC&url=http%3A%2F%2Fwww.farasa.net%2Felearning2%2Fdemo_content.php%3Fcid%3D54%26coid%3D2090%26title%3D%26content%3D(Confidence%2520Interval)%2520%25D9%2581%25D8%25A7%25D8%25B5%25D9%2584%25D9%2587%2520%25D8%25A7%25D8%25B7%25D9%2585%25DB%258C%25D9%2586%25D8%25A7%25D9%2586&ei=m9FcVJu9K6XP7gbavoCgDg&usg=AFQjCNEjyozExVzEtG94Sa7E7hJyRJMYMA&sig2=B2oprngOVb9ObtHkXLuOSw&bvm=bv.79184187,d.d2s
http://www.google.com/url?sa=t&rct=j&q=%D9%81%D8%A7%D8%B5%D9%84%D9%87%20%D8%A7%D8%B7%D9%85%DB%8C%D9%86%D8%A7%D9%86%20%D8%AF%D8%B1%20%D8%A2%D9%85%D8%A7%D8%B1&source=web&cd=3&cad=rja&uact=8&ved=0CC0QFjAC&url=http%3A%2F%2Fwww.farasa.net%2Felearning2%2Fdemo_content.php%3Fcid%3D54%26coid%3D2090%26title%3D%26content%3D(Confidence%2520Interval)%2520%25D9%2581%25D8%25A7%25D8%25B5%25D9%2584%25D9%2587%2520%25D8%25A7%25D8%25B7%25D9%2585%25DB%258C%25D9%2586%25D8%25A7%25D9%2586&ei=m9FcVJu9K6XP7gbavoCgDg&usg=AFQjCNEjyozExVzEtG94Sa7E7hJyRJMYMA&sig2=B2oprngOVb9ObtHkXLuOSw&bvm=bv.79184187,d.d2s
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Table 11: Test of seventh hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 297 0.91   

dissatisfaction 29 0.09 0.50 000 

Total Taxpayers 326    

 

 As shown in table 11, since observed satistied Taxpayers are 297 and P- Value is equal 0.00, so there is a 

relationship between issuance of recoupment account for vehicles jobs tax and taxpayers satisfaction with 95% 

confidence. 

 Eighth hypothesis: Forward information about seasonal purchase and sales is positively associated with 

taxpayers satisfaction. 
 

Table 12: Test of eighth hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 286 0.88   

dissatisfaction 40 0.12 0.50 000 

Total Taxpayers 326    

 

 As shown in table 12, since observed satistied Taxpayers are 286 and P- Value is equal 0.00, so there is a 

relationship between Forward information about seasonal purchase and sales and taxpayers satisfaction with 

95% confidence.  

 

Conclusions:  

 Outsourcing, along with the growing organizations have been complexity. insofar as Nowadays not only 

from the perspective of financial savings but from different perspectives, including competitive market, The 

necessity of adhering to international markets and rising customer expectations has become a need and 

obligation for organizations In this research we have considered the amount of consent of taxpayers about 

outsourcing of taxation processes in tax income adjutancy's range of Sabzevar in the years 1392-93. The results 

indicate that outsourcing tax processes affected on taxpayers‟ satisfaction in eight dimensions Included pre-

registration and registration of new tax payers, reception of tracking and Economic codes, Registration tax 

returns, Revision in tax returns, issuance of tax receipt, Calculation and taxation of vehicles, issuance of 

recoupment account for vehicles jobs tax, Forward information about seasonal purchase and sales with 95% 

confidence coefficient level. With regard to conclusion, The following suggestions are offered: 

- Guidance Taxpayers during registration using electronic information that through Help files. 

- Providing a comprehensive database of taxpayer with using of other institutions and organizations such as 

municipalities.  

- Encourage taxpayers during present tax information and providing value for Creditworthy 

- Offset some of the tax rates and giving more breaks to work jobs. 

- Encourage tax payers to Pay off tax in order to develop and income and expenditure in country.  
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