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 Outsourcing in many global companies, as a way to reduce costs, increase revenue and 

customer satisfaction can be considered. in this article we have considered the level of 

taxpayers Satisfaction from outsourcing in Pre-registration and registration of new 
taxpayers in Tax Affaires Offices‟ Of Subassistance Of Sabzevar‟s Tax Incoms in the 

years 1392-93. The aim of the article is to examine the effect of outsourcing in Pre-

registration and registration of new taxpayers in customer satisfaction and five 
dimension comprise taxpayers communication,  taxpayers Culture,  employees,  

taxpayers expectations and finally with law. The research method is a descriptive 

survey. The present study is correlational research and method is based on positivism, 
which examines the relationship between variants. The statistical population consists of 

taxpayers of taxation income's adjutancy of Sabzevar. The results indicate that pre-

registration and registration of new tax payers has is positively associated with 
taxpayers satisfaction, taxpayers communication,  taxpayers Culture,  employees,  

taxpayers expectations and finally with law. 
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INTRODUCTION 

 

 One of the general problems of developing countries is economic stabilization policies. One of the most 

important tools for governments in this regard is tax collection and redistribution to maximize social welfare. 

expansion of government functions and enhance their role in creating social welfare and community 

development, to perform these tasks need to finance resource is more important for governments. hence taxes 

not only in distribution of this income, inflation, economic growth acceleration and the direction of investment 

is effective, But in the induction of general policies in all income generating activities plays an important role in 

society. With the turn of the millennium, many organizations and their suppliers, are facing with tough and 

intense competition, both in the domestic and global market that is changing rapidly and inside the organization. 

due to expansion, changes in Commercial and economic activities, the tax system will be successful only if it 

can to move commensurate with the evolution and development of economic sectors consistent with the changes 

 Organization of tax affairs in iran in the past years has partnerships with private sector for outsourcing some 

of their tasks. with regard to complexity and variety of work processes in organization of tax affairs, survey of 

outsourcing capability in tax system is very important. outsourcing has a various benefits such as transparency 

and costs control, simplify of management process and miniaturization, achieve to economies scale, focus on 

main capabilities and best practices that can improve overall financial results and business. 

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

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

undergone a basic and radical transformation [15]. 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.  

 Today, customer satisfaction is very important that Winner or loser of organizations based on the 

percentage of customers who have retained [5]. The tax system is a combination of the tax system, taxpayer, 
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legal and operational procedures. hence, for drawing position of tax system, should concentrate in inner aspect 

Including operational procedures and Taxpayers. In present research, investigate the level of taxpayers 

satisfaction from Pre-registration and registration of new taxpayers as one of the processes in tax outsourcing in 

order to respond quickly, Subjective image and Achieving government objectives.   

 

Outsourcing: 

 Jensen 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 [14].Warrian & Jalette [16] 

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

broader concepts [14].  

 Willcocks, Fitzgerald and Feeny [16] 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 organisation 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. 

For outsourcing various benefits indicated. [13] years mention Main benefits of outsourcing such as: Improved 

cost control, Possibility of converting fixed costs into variable costs, Price competitiveness, Reduced overheads 

and operational costs, Higher flexibility ñ the ability to meet fluctuations in demand, Improved quality and 

Lower involvement of capital.  

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

loses some control over its future. Main risks of outsourcing comprise Loss of know-how - losing touch with 

new technological breakthroughs that offer opportunities  for product and process innovations, Hidden costs, 

Loss of long-run research and development competitiveness, Service provider is lack of necessary capabilities, 

Communication and coordination difficulties and Dependence on the supplied [13,7]. 

 

Customer Satisfaction: 

 customer orientation, capability of convention sustainability, match making capability and timely 

performance are of factors which influence in success of outsourcing processes capability of convention 

sustainability returns to inner potential Supplier and also to customer inner potentials[14]. focus in Customer is 

the mainstay of many organizations to maintain their survival in today's turbulent world. 

 Generally, customer is everyone which who product and service provided for his.The customer may be 

internal or external, internal or external to the customer depending on their location [17]."Internal customer", are 

organization employee and "external customers" are final consumer product or service in organization 

.Customers are people or productions which consume product or result of a performance or they need and 

benefit from them. 

 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 [9] 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‟. In table 1, definitions of customer 

satisfaction described:  

 
Table 1: Definitions of Customer Satisfaction in this research customer satisfaction included five dimensions. 

Researcher defintion 

Fecikova (2004:5 clients' Assessment of received goods and services quality is satisfaction 

Beerli & et al (2004:256) 
Customer satisfaction is a result that can be achieved of a comparison between expected performance 

with actual performance and perceived paid costs. 

Maleki et al (2008) 

Customer satisfaction in terms of psychological, is emotion that obtained as a result of comparison 

between products perceived needs and demands of our customers and social expectations in relation 
to the product. 

Treasury Board (2002:1) clients perception of organizational performance and received services 
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Communication:  

 Communication is a process thereby a person, group or organization (sender) transfers a kind of information 

about a person, group, organization or other. in order that communication was successful, Implications not only 

be well articulated and communicated, but must be properly understood. for this reason, communication 

includes the transfer of knowledge and understanding of correct concepts. 

 

Law:  

 Law define in dictionary as Custom, order, scale, ask, how, etc.in common caucus, The law is said to 

general rule which governs in behavior of people in different areas [4]. 

 

Culture:  

 Culture is a set of customs, traditions, beliefs, morals, religion, art and laws. In other definitions in all forms 

of spiritual and material life of a nation, its culture and people have mentioned. Despite the diversity in 

definitions of culture, for all cultures, features including culture is learned and is transformation. This feature 

also applies to the corporate culture and can be used in organizations. 

 

Expectations:  

 expectation define in dictionary as Hope and prospect. Basically satisfaction comes from expectations. 

Expectations are based on judgments and evaluations.  

 

Employees:  

 A person who works for another in return for financial or other compensation. in other words 

An individual who works part-time or full-time under a contract of employment, whether oral or written, 

express or implied, and has recognized rights and duties.   

       

 
Fig. 1: Conceptual Model. 

 

Hypothesis:  

 first hypothesis: outsourcing in pre-registration and registration of new tax payers is positively associated 

with taxpayers satisfaction. 

 Second hypothesis: outsourcing in pre-registration and registration of new tax payers is positively 

associated with taxpayers communication. 

 third hypothesis: outsourcing in pre-registration and registration of new tax payers is positively associated 

with taxpayers Culture. 

 fourth hypothesis: outsourcing in pre-registration and registration of new tax payers is positively associated 

with taxpayers employees. 

 Fifth hypothesis: outsourcing in pre-registration and registration of new tax payers is positively associated 

with taxpayers expectations. 

 Sixth hypothesis: outsourcing in issuance of tax receipt is positively associated with taxpayers law. 

 

Methodology: 

 The aim of the article is to examine the effect of outsourcing in Pre-registration and registration of new 

taxpayers in customer satisfaction and five dimension comprise taxpayers communication,  taxpayers Culture,  

employees,  taxpayers expectations and finally with law. The current research is a descriptive-correlative design. 

http://www.businessdictionary.com/definition/individual.html
http://www.businessdictionary.com/definition/work.html
http://www.businessdictionary.com/definition/part-time.html
http://www.businessdictionary.com/definition/contract-of-employment.html
http://www.businessdictionary.com/definition/right.html
http://www.businessdictionary.com/definition/duty.html
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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 337taxpayers 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 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 2 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 2: 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 

 

Results: 

 The first hypothesis of this study is to investigate the outsourcing process of pre-registration and 

registration of new tax payers, For this reason, we examined the satisfaction of the taxpayer. However, the 

following hypotheses, this aspect of employee expectations, communications, law and culture will be evaluated 

separately. The following table shows how to respond to a questionnaire about the questions related to this 

hypothesis. 

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

satisfaction. 

 
Table 3: test of first hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 264 0.81   

dissatisfaction 62 0.19 0.50 000 

Total Taxpayers 326    

 

 As shown in table 3, 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: pre-registration and registration of new tax payers is positively associated with 

taxpayers communication. 
 

Table 4: test of second   hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 298 0.91   

dissatisfaction 28 0.09 0.50 000 

Total Taxpayers 326    

 

 As shown in table 4, since observed satistied Taxpayers are 298 and P- Value is equal 0.00, so there is a 

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

confidence. 
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 third hypothesis: pre-registration and registration of new tax payers is positively associated with taxpayers 

Culture. 

 
Table 5: test of third   hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 228 0.70   

dissatisfaction 98 0.30 0.50 000 

Total Taxpayers 326    

 

 As shown in table 5, since observed satistied  Taxpayers are 228 and P- Value is equal 0.00, so there is a 

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

confidence. 

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

employees. 

 
Table 6: test of fourth   hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 264 0.81   

dissatisfaction 62 0.19 0.50 000 

Total Taxpayers 326    

 

 As shown in table 6, since observed satistied  Taxpayers are 264 and P- Value is equal 0.00, so there is a 

relationship between pre-registration and registration of new tax payers and employees with 95% confidence. 

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

expectations. 

 
Table 7: test of fifth  hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 267 0.82   

dissatisfaction 59 0.18 0.50 000 

Total Taxpayers 326    

 

 As shown in table 7, since observed satistied  Taxpayers are 267 and P- Value is equal 0.00, so there is a 

relationship between pre-registration and registration of new taxpayers and taxpayers expectations with 95% 

confidence. 

 Sixth hypothesis: issuance of tax receipt is positively associated with law. 

 
Table 8: test of Sixth hypothesis. 

 Frequency Possibility Rate of test P- Value 

Satisfaction 237 0.73   

dissatisfaction 89 0.27 0.50 000 

Total Taxpayers 18    

 

 As shown in table 8, since observed satistied Taxpayers are 237 and P- Value is equal 0.00, so there is a 

relationship between pre-registration and registration of new taxpayers and law with 95% confidence. 

 

Conclusion and Discussion: 

 The main objective of this study was to evaluate the level of taxpayer's satisfaction from outsourcing in Pre-

registration and registration of new taxpayers in Tax Affaires Offices‟ Of Subassistance Of Sabzevar‟s Tax 

Incoms.siv hypotheses have been proposed for this purpose. In first hypothesis, pre-registration and registration 

of new tax payers has is positively associated with taxpayers satisfaction. In second   hypothesis, pre-registration 

and registration of new tax payers is positively associated with taxpayers communication. In third hypothesis, 

pre-registration and registration of new tax payers is positively associated with taxpayers Culture. in fourth   

hypothesis pre-registration and registration of new tax payers is positively associated with employees, in fifth  

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

expectations and finally in Sixth hypothesis, issuance of tax receipt is positively associated with law. with 

regard conclusions, following suggestions are presented: 

1. Outsourcing tax processes and pre-registration and registration of new taxpayers in the tax affairs should be 

investigated with regard to the taxpayers satisfaction. 

2. Prepare a questionnaire for the outsourcing of other various organizations and agencies to get on a larger scale 

advantages or disadvantages of outsourcing processes. 

3. Preparation of Other factors besides providing customer satisfaction measurement as an indicator of control 

outsourcing process.  
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4. helping to client during registration using electronic information that might put them at the disposal of Help 

files. 

5. Encourage taxpayers during present tax information and providing value for Creditworthy 
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