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Abstract 

E-governance plays a crucial role in modernizing public administration by promoting transparency, 

efficiency, and accountability in government services. Among its various applications, income tax e-

filing has become a key innovation that simplifies the process of tax compliance and enhances service 

delivery to citizens. However, the effectiveness of e-filing systems depends largely on the degree of trust 

that taxpayers have in these digital platforms. This study examines the role of trust as a determining 

factor in the successful adoption and continuous use of income tax e-filing systems.  The research aims 

to identify the key dimensions influencing taxpayer trust, including system security, privacy protection, 

service reliability, ease of use, and government transparency. Data will be collected from income tax 

payers in the Tenkasi area to analyze their perceptions and attitudes towards the e-filing process. The 

findings are expected to provide insights into how trust-building measures can enhance user satisfaction 

and participation in e-governance initiatives.  The study concludes that establishing a trustworthy digital 

environment is essential for increasing voluntary compliance, improving taxpayer experience, and 

achieving the broader goals of digital governance. Strengthening trust in e-governance not only 

encourages the adoption of e-filing but also contributes to the overall success of India’s digital 

transformation in public service delivery. 
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Introduction 

In the era of digital transformation, e-governance has emerged as a vital tool for promoting transparency, 

accountability, and efficiency in public administration. Among the various initiatives under e-

governance, the introduction of income tax e-filing has revolutionized the way taxpayers interact with 

the government. It enables individuals and businesses to file their returns conveniently, reduces 

paperwork, minimizes errors, and ensures faster processing. However, the success of e-filing systems 

largely depends on the level of trust that taxpayers place in these digital platforms.  Building trust in e-

governance involves ensuring data security, privacy, reliability, and user-friendly services. Many 

taxpayers, particularly in developing regions, remain skeptical about the confidentiality of their financial 
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data and the credibility of online systems. Hence, fostering trust becomes a key determinant for 

increasing participation and satisfaction among users of income tax e-filing services.  A trustworthy e-

governance framework not only enhances compliance but also strengthens the relationship between 

citizens and the government. By addressing issues related to system transparency, technical efficiency, 

and user support, policymakers can create an environment where taxpayers feel confident to adopt and 

regularly use e-filing systems. Therefore, understanding the factors that influence trust in e-governance 

is essential for improving the efficiency and acceptance of income tax e-filing platforms. 

. 

Review of Literature 

Abdulkareem, A. K., & Oladimeji, K. A. (2024) 

The study examined the role of digital literacy and trust in the adoption of e-government services. It 

aimed to understand how citizens’ digital skills influence their trust in e-governance platforms and their 

willingness to use these services. A survey of approximately 400 Nigerian citizens was conducted, and 

regression analysis was employed to analyze the relationship between digital literacy, trust, and e-

government adoption. The findings revealed that digital literacy significantly moderates the relationship 

between trust and adoption. Citizens with higher levels of digital skills demonstrated greater trust and 

were more likely to adopt e-government services, while those with limited skills showed lower 

confidence, even when the systems were secure. The study suggested investing in digital literacy 

programs alongside technological improvements to strengthen trust and enhance adoption. It concluded 

that without improving digital skills, trust-building efforts alone may not be effective. Therefore, 

developing citizens’ digital literacy is essential for increasing trust, promoting adoption, and ensuring 

the long-term success of e-government services. 

Malik, A., and Akbar, N. (2025) 

The study examined the role of trust and digital information literacy in influencing citizens’ intentions to 

adopt social media for e-government services. It aimed to understand how trust in government platforms 

and digital skills interact to shape adoption behaviors among young citizens in Pakistan. The research 

surveyed 603 young Pakistani citizens who were familiar with e-government services and government 

social media platforms. A convenience sampling method was used, and the data were analyzed using 

Structural Equation Modeling (SEM) to examine the relationships between trust, digital information 

literacy, and adoption intentions.  The findings revealed that trust in e-government services is a crucial 

factor influencing adoption. Citizens with higher levels of digital information literacy exhibited stronger 

trust and were more likely to adopt e-government services via social media, while individuals with 

limited digital literacy were less confident, even if they trusted the platforms.  The study suggested that 

governments should focus on developing citizens’ digital skills alongside efforts to build trust in e-

government services. Initiatives such as workshops, training programs, and awareness campaigns can 

enhance digital literacy and promote the effective use of social media channels. The study concluded 

that improving digital information literacy is essential for increasing trust and adoption of e-government 

services. Therefore, focusing on both trust and digital skills is necessary to maximize the effectiveness 

of digital governance initiatives. 

 

Objectives of the Study 

 To Analyze the role of trust in enhancing user adoption of income tax e-filing through e-governance 

systems. 
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 To Identify the factors influencing taxpayer trust in e-governance platforms (e.g., security, 

transparency, ease of use). 

 To Examine how trust impacts user satisfaction and compliance in online tax filing. 

 

Research Methodology 

This research study is descriptive in nature. Both the primary and secondary data collection methods 

were considered. Convenience sampling method was used to gather information from 80 respondents. 

Statistical Tools such as Percentage analysis, Weighted average Method were used in this study. 

 

ANALYSIS AND INTERPRETATION 

Demographic Profile 

S.No. Demographic 

Profile 

 

Category No.of Respondents Percentage 

 

(%) 

1 Gender Male 45 56 

2  Female 35 44 

  Total 80 100 

1 Age Up to 30 years 25 31 

2  31 – 40 years 15 19 

3  41 – 50 years 12 15 

4  Above 50 years 28 35 

  Total 80 100 

1 Annual 

Income 

Up to Rs.3 

Lakhs 

28 35 

2  Rs.3 to Rs.5 

Lakhs 

20 25 

3  Rs.5 to Rs.10 

Lakhs 

18 22 

4  Above Rs.10 

Lakhs 

14 18 

  Total 80 100 

Source: Primary Data 

 

The above table shows that out of 80 respondents, 56 percentage of the respondents are male, 44 

percentage of the respondents are female. Gender-based analysis can be conducted to identify if there are 

differences in opinions, preferences, or challenges faced by male and female respondents. Majority of 

the respondents (56%) are male. 

It is observed that 31 percentage of the respondents are in the age group of up to 30 years, 19 percentage 

of the respondents are in the age group of 31 -40 years, 15 percentage of the respondents are in the age 

group of 41 -50 years, 35 percentage of the respondents are in the age group of above 50 years. This 

indicates that the age group is dominated by younger respondents.  Majority of the respondents (35%) 

are in the age group of up to 30 years. 
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Regarding the annual income distribution of respondents out of 80 respondents, 35 percentage of the 

respondents are earning up to Rs. 3 lakhs, 25 percentage of the respondents are earning between Rs. 3 

lakhs to Rs.5 lakhs, and 22 percentage of the respondents are earning Rs.5 to Rs.10 Lakhs, 18 percentage 

of the respondents are earning above Rs.10 Lakhs.  This indicates that most of the respondents belongs 

to the middle-income group.  Majority of the respondents (35%) are earning up to Rs. 3 lakhs 

 

S.No. Particular No.of Respondents Percentage(%) 

1 Yes 52 65 

2 No 28 35 

 Total 80 100 

Source : Primary Data 

 

The above table shows that out of 80 respondents, 65 percentage of the respondents are aware of the e-

filing system, 35 percentage are not aware of it. This indicates that although most taxpayers are familiar 

with e-filing, a significant portion still lacks awareness. Promoting the benefits and ease of e-filing can 

enhance participation and build greater trust in the system.  Majority of the respondents (65%) are aware 

of the e-filing. 

 

Frequency of E-Filing 

S.No. Particular No.of Respondents Percentage(%) 

1 Always 27 34 

2 Often 17 21 

3 Sometimes 11 14 

4 Rarely 13 16 

5 Never 12 15 

 Total 80 100 

Source : Primary Data 

 

The above table shows that out of 80 respondents,  34 percentage of the respondents are  always use e-

filing, 21 percentage of the respondents are  often use it,  14 percentage of the respondents are  

sometimes use it, 16 percentage of the respondents are rarely use it, and  15 percentage of the 

respondents are never use e-filing.  This suggests that while e-filing is gaining acceptance, barriers such 

as lack of confidence, limited awareness, or digital challenges still prevent wider usage.  Majority of the 

respondents (34%) are consistent users of e-filing, reflecting steady adoption. 

 

Level of Confidence in the E-Filing System 

 

S.No. 

Particular No.of Respondents Percentage(%) 

1 Strongly Agree 25 31 

2 Agree 17 21 

3 Neutral 15 19 

4 Disagree 11 14 
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5 Strongly Disagree 12 15 

 Total 80 100 

Source : Primary Data 

 

The above table shows  that out  of 80 respondents,  31 percentage of the respondents  are strongly agree 

and  21 percentage of the respondents are  agree that they have confidence in the e-filing system. 19 

percentage of the respondents are remain neutral, reflecting uncertainty or lack of sufficient experience 

with the system. 14 percentage of the respondents are  disagree and 15 percentage of the respondents are  

strongly disagree.   This reveals that while the system is generally trusted, there are still considerable 

doubts among users that need attention.  Majority of the respondents (31%) strongly agree that they have 

confidence in the e-filing system. 

 

Reliability of the E-Filing system 

S.No. Particular No.of Respondents Percentage(%) 

1 Strongly Agree 21 26 

2 Agree 11 14 

3 Neutral 15 19 

4 Disagree 17 21 

5 Strongly Disagree 16 20 

 Total 80 100 

Source: Primary Data 

 

The above table  shows that out of  80 respondents, 26 percentage of the respondents are strongly agree 

and 14 percentage of the respondents are  agree that the e-filing system is technically reliable. 19 

percentage of the respondents are remain neutral, which suggests hesitation or limited exposure to the 

technical aspects of the system on the other hand, a significant portion expressed doubts about reliability 

21 percentage of the respondents are disagree and 20 percentage of the respondents are strongly 

disagree, This indicates that confidence in the system’s technical reliability is divided almost equally 

between positive and negative opinions, highlighting an area of concern for improvement. Majority of 

the respondents (26%) strongly agree that the e-filing system is technically reliable. 

 

Weighted Average Method 

Factors Influencing Trust in E-Governance Platforms 

S. No Factors HS S NO DS HDS Total Weighted Rank 

1 Security  

115 

 

48 

 

54 

 

22 

 

16 

 

255 

 

3.18 

 

IV 

2 Transparency 125 54 48 20 15 262 3.3 I 

3 Ease of use 150 44 24 28 10 256 3.2 III 

4 Technical Support 100 72 33 30 16 251 3.1 VI 

5. Privacy and 

Confidentiality 

105 76 36 26 15 258 3.23 II 

6. Cultural and Social 115 53 47 20 18 253 3.16 V 
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Norms 

Source: Primary Data 

 

The above table reveals the factors influencing trust in e-governance platforms under the categories of 

HS – Highly Satisfied, S – Satisfied, NO – No Opinion, DS – Dissatisfied, and HDS – Highly 

Dissatisfied. Transparency is ranked first with a weighted average score of 3.3, followed by Privacy and 

Confidentiality, ranked second with a score of 3.23. Ease of Use is ranked third with a weighted average 

score of 3.2, while Security is ranked fourth with a score of 3.18. Cultural and Social Norms are ranked 

fifth with a weighted average score of 3.16, and Technical Support is ranked sixth with a score of 3.1. 

The majority of respondents (weighted score 3.3) considered Transparency as the most important factor 

(Rank I). 

 

Findings 

 56 percentage of the respondents are male. 

 35 percentage of the respondents are in the age group of up to 30 years. 

 35 percentage of the respondents fall in the income group of Rs.5 lakhs to Rs.10 lakhs. 

 65 percentage of the respondents are aware of the e-filing . 

 34 percentage of the respondents are consistent users of e-filing, reflecting steady adoption. 

 31 percentage of the respondents are strongly agree that they have confidence in the e-filing system. 

 26 percentage of the respondents are strongly agree that the e-filing system is technically reliable. 

 3.3 weighted score of the respondents ranked Transparency as the most important factor (Rank I). 

 

Suggestions 

 Strengthening cyber security frameworks, encrypting taxpayer information, and ensuring transparent 

data handling policies can build user confidence in the safety of e-filing systems. 

 Providing clear information about processes, timely updates, and accessible customer support helps 

reduce doubts and increases trust among taxpayers using the e-filing portal. 

 Conducting awareness campaigns and offering training programs can educate taxpayers about the 

benefits, safety, and ease of e-filing, thereby encouraging wider adoption and long-term trust in e-

governance platforms. 

 

Conclusion 

Building trust in e-governance is essential for enhancing the adoption and effectiveness of the income 

tax e-filing system. Trust serves as the foundation for taxpayers’ willingness to engage with digital 

platforms, as it reduces perceived risks and increases confidence in online transactions. A transparent, 

secure, and user-friendly e-filing system fosters credibility and strengthens citizens’ belief in 

government initiatives. By ensuring data privacy, improving technical reliability, and providing 

responsive support services, tax authorities can enhance users’ confidence and satisfaction. Ultimately, 

strengthening trust in e-governance not only promotes greater participation in e-filing but also 

contributes to improved tax compliance and the realization of a more efficient, transparent, and digitally 

empowered public administration. 
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