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EXECUTIVE SUMMARY 

The survey on perception of tax payers in Hargeisa following reforms undertaken that 
including but not limited to computerization, online applications for filing tax and 
establishment of a tax tribunal. The survey was conducted in Hargesia covering five 
districts of 26th June, Ahmed Dhagax, Ga’an Libaax, Mohamed Moge and Mohamed 
Haybe. A total of 232 businesses were sampled for the study. A qualitative approach was 
preferred for the survey with the objective to establishing the general understanding of 
tax payers on tax and custom system, assessing perception of tax payers on written 
reminders by tax authorities, assessing the perception of tax payers on effectiveness of 
delivery of tax notice by tax collectors, assessing the perception of tax payers on 
professionalism of tax collectors, assessing the perception of effectiveness of 
computerization of tax system on accuracy of tax computation by tax payers, assessing 
perception of tax payers on equity and fairness of the tax system and assessing perception 
of tax payers on Tax Tribunal in dispute resolution. Data was collected from businesses 
that are registered tax payers operating in Hargeisa throughout the month of December. 
Key findings: Tax payers feel they are obliged to pay tax as good citizens and for services, 
tax officers are commendable for their job save for some bad elements within the ranks 
and file of the revenue department, tax payers advocate for computerized system but are 
not aware of the online portal at the Ministry of finance website, notices are helpful if 
given within reasonable time but taxpayers need follow up call reminders, customer care 
standards are low comparatively and there is need for further training, the current tax 
system is not fair and does not distribute the tax burden equitably and finally, tax payers 
are oblivious of the existence of the tax tribunal.     

Summary of Findings 

1. Business feel obliged to pay tax for better services and avoid punishment, but 
there are also growing calls for improvement of services and accountability by 
government officials.   

2. Tax officers are commended for good service provision in certain areas especially 
when making payment of tax dues, but castigated harassment in the process of 
collecting tax. 

3. Taxpayers feel that customer care at the revenue department is not up to their 
expectations and lacks etiquette. And majority does not know how to log 
complaints. 

4. While majority of respondents would prefer the use of computers in tax collection, 
they are not very clear on how the computers should aid the process and are not 
aware of the online link in Ministry of Finance and development website. 

5. While Businesses do not have any serious challenges in paying tax, they feel that 
annual increment on taxes is burdensome and harassment by officers 
unwarranted.    

6. There is a growing call for improvement of the tax system by the tax payers.  
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7. Businesses feels that the burden on tax is screwed and preferential treatment is 
accorded to influential business owners. However, there are not so much 
loopholes in the tax system to be exploited. 

8. Businesses feel that tax notices are helpful, but there is need for proper timing and 
reminders calls before due date. 

9. Respondents are not aware of the existence of the Tax Tribunal but welcome its 
creation as an independent body outside the control of government. 
 

Recommendations 
1. There is need for a softer approach to tax collection and the government should 

rein on rogue officials within its rank.   
2. Sweeping changes to the customer care department ranging from training of 

officers to whistle blowing. 
3. Government needs to train the staff in the revenue department on customer 

relations, etiquette and work ethics to facilitate good relationship between tax 
payers and tax collectors.     

4. The government should improve on service provision services to a satisfactory 
level to induce tax payers and deal with the perception of tax accountability.   

5. Need for the government to continuously train the tax payers on how to use their 
computerized system and tax process.  

6. The government must ensure that the burden of tax is based on the ability to pay 
and apply the Ad valorem principle to levy tax to ensure certainty, convenience 
and efficiency.  

7. The government should embark on a civic education on the legality and the 
mandate of the tax tribunal and its importance to both tax payers and tax 
collectors as an arbiter of last resort on matters tax in Somaliland.    
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1.1 Introduction 

Tax collection is at the centre of government’s ability to provide the public goods that are 
much sought after by the public. However, Tax and custom systems all over the world 
are faced with challenges of tax evasion and tax avoidance that maybe as a result of 
suspicion of tax payers on the tax system. Many a times tax payers are reluctant to pay 
tax because of the perception that they do not get value for many and that the taxes are 
unjustifiably heavy compared to services that are provided by the government.  
 
In Somaliland, the tax system is at its infancy after establishment of a new government 
and on many occasions, the tax collection does not meet the set targets for the year. This 
has been attributed to a number of factors that includes: effectiveness of the tax system, 
efficiency of the tax collectors, accuracy of the tax computation on tax liabilities and issues 
of equity and fairness of the tax. In the recent past, the Somaliland Revenue department 
embarked modernization of the tax system with the aim of enhancing efficiency of tax 
administration.  
 
The reforms included introduction of online Portal system (Customs & IRD) and E-
payment ZAAD & E-Dahab Services) to enhance tax payments. In Addition, Somaliland 
Customs Department introduced reports aimed at gradually moving away from a 
declaration to self-declaration by trade according to the laws. These procedures include: 
Simplified goods-only Goods Declaration Process (GDP), The Pre-Arrival Process (PAD) 
for large traders and Single Document Administration.   
 
This research was aimed gaining perception of tax payers in Hargesia of the new reforms 
and provides recommendations based of the findings for further improvement in the 
implementation process. The survey approach was mainly qualitative for a basis for a 
further quantitative survey. Qualitative survey involved focus group discussions with 
key stakeholders, structured and semi-structured in-depth interviews with taxpayers. 
Quantitative survey involves a sample of businesses that are selected through an 
appropriate procedure that can either be random or purposive depending on 
circumstances that are prevailing. The survey was carried out in Hargesia reflecting in 
last quarter of 2021. Hargesia remains the preferred place for the survey considering the 
fact that Hargesia is the Capital city of Somaliland hence boast of diversity of businesses 
that would provide unbiased observation regarding perception on tax and custom duty 
system. 
  

1.2 Objective 

The objective of the survey is to establish how perceptions of fairness, effectiveness, 
efficiency and transparency of tax system have evolved amongst taxpayers and traders 
in Hargesia over time. This will be achieved by: 
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1. Assess the general understanding of tax payers on tax and custom system as laid 
out in the public finance management act and related statutes on revenue 
collection and management. 

2. Assessing perception of tax payers on written reminders by tax authorities that is 
meant to facilitate revenue collection by giving a prior alert to the tax payers on 
their due date for making the necessary payment to the revenue department. This 
is one way of improving efficiency in tax collection and enhancing revenue flow.  

3. Assessing the perception of tax payers on effectiveness of delivery of tax notice by 
tax collectors. The aim is to establish how effective the written reminders are and 
any shortcomings of the system that may require some adjustments for further 
improvement and the necessary suggestion of the best mode of delivery of notice 
that could range from SMS, TV advertisements, emails and direct call.  

4. Assessing the perception of tax payers on professionalism of tax collectors. The 
aim is to establish the public relations of tax officer which is necessary is 
facilitating tax collection and the customer care level where tax payers can freely 
makes enquiries with the tax authorities.  

5. Assessing the perception of effectiveness of computerization of tax system on 
accuracy of tax computation by tax payers. The aim was to establish the level of 
awareness amongst the tax payers about the online web portal of the ministry of 
finance and the efficiency with which the computerized system is operating. These 
views are based served when they emanate from the customers themselves.   

6. Assessing perception of tax payers on equity and fairness of the tax system. The 
aim was to understand the views of tax payers on equity of tax and fairness. This 
is meant to facilitate tax collection and create the feeling of equality amongst tax 
payers. And to invalid or validate the perception that big tax payers often gets 
some preferential treatment compared to the other tax payers.  

7. Assessing perception of tax payers on Tax Tribunal in dispute resolution. The 
government established a tax tribunal with the mandate to arbitrate on issues of 
tax dispute between the tax payers and the government. This was necessary to 
create the environment for redress in case of extortion or violation of the rights of 
tax payers. Previously the government was the only arbiter in dispute and a player 
as well.   
 

1.3 Target Group  

The survey targeted the following Group: 
1. Business owners, managers, accountants, finance managers, administration 

managers and secretaries of firms and business enterprises that qualifies and are 
registered to pay tax in Hargeisa. 
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PART II 

METHODOLOGY 

The survey adopted both a qualitative approach. Qualitative approach that is a precursor 
to quantitative a survey and involved semi-structured questionnaire tool. The survey 
involved a desk review of relevant documents, policies and statutes, a sample of 232 
selected from five districts in Hargeisa: 26th June, Ahmed Dhagax, Ga’can Libaax, 
Mohamed Moge and Mohamed Haybe that were selected by proportionate sampling 
technique. The sample comprised of large and medium business. The respondents were 
systematically but randomly pick from a long a given location within the businesses 
centres in the district up to the set number of required respondents for the district. The 
criteria for selection was that a  particular business must have been in operation for at 
least one year and registered tax payers that normal files return with the revenue 
department.    
 The survey collected primary and secondary data from the following sources: 
 

i. The ministry of finance and development staff that are aligned with duties of the 
revenue department. 

ii. The Officials responsible for implementation of changes in the revenue 
department including but not limited to implementation of the online web 
portals, electronic messaging, emailing and communication. 

iii.  Official of revenue department responsible for customer care and public 
relationship. 

iv. Officials in the Ministry of Finance and development acting in liaison with the 
tribunal. 

v. Ministry officials responsible for tax collection. 
vi. Owners of businesses that are registered to pay tax within Hargeisa city and 

operating in the five districts: 26th June, Ahmed Dhagax, Ga’can Libaax, 
Mohamed Moge and Mohamed Haybe 

vii. Managers in business that are licensed and registered as tax payers in Hargeisa 
and carrying their trade in the five districts of Hargesia: 26th June, Ahmed 
Dhagax, Ga’can Libaax, Mohamed Moge and Mohamed Haybe.     

viii. Accountants in business that are registered to pay tax and have businesses 
premises in the five districts of Hargesia: 26th June, Ahmed Dhagax, Ga’can 
Libaax, Mohamed Moge and Mohamed Haybe. 

ix. Administrators of businesses located within the five districts of Hargesia: 26th 
June, Ahmed Dhagax, Ga’can Libaax, Mohamed Moge and Mohamed Haybe.   
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PART THREE 

RESULTS AND FINDINGS 

3.1 Introduction 

This section presents the survey on perception of tax payers in Hargeisa the capital of 
Somaliland. The survey focused on five main themes of Perception: (i) Tax system (ii) 
effectiveness of written reminders (iii) Professionalism of tax Collectors (iv) Effectiveness 
of computerization of tax system (v) Equity and fairness of the tax system (vi). Tax 
Appeal system (Tribunal). The survey covered five districts of Hargesia namely; 26th 
District, Ahmed Dhagax, Mohamed Haybe, Ga’can Libaax and Mohamed Moge.  
 

3.2 Demography of Respondents 

Data was collected from 232 respondents in the entire five districts where maximum 
response was achieved. The target respondents were owners, managers, accountants and 
secretaries in the businesses enterprises operating within the five districts. The Table 1 
below shows the distribution of respondents categorized in terms of location and 
position in the business.  
   
Table 1:  
Type of respondents 

 
The Table 1 shows that majority of respondents have their businesses located in 26th 
District (44%), G’caan Libaax had of respondents (20%), Mohamed Moge also had (20%), 
Mohamed Haybe district had (8%) and Ahmed Dhagax with the lowest distribution of 
(6%). Further, majority of respondents (31%) were categorized as managers/CEO and 
(21%) were Accountants, 20% were Administrators and (19%) were owners. In addition, 
secretaries accounted for (5%) of the respondents and the rest (4%) were categorized as 
others. In terms of gender distribution, 205 (88%) were male while 27 (12%) were female 
as indicated in Table 2 below.  
Table 2:  

Gender of respondents  

Position  26th 
June 

Ahmed 
Dhagax 

Mohame
d Haybe 

Ga'can 
Libaax 

Mohamed 
Moge 

Total 

 Owner 29 1 5 6 3 44 
Manager/CEO 33 5 4 22 7 71 
Accountant/FM 18 3 4 14 10 49 
Admin 8 5 4 6 23 46 
Secretary 8 0 0 0 4 12 
Others 7 1 1 0 1 10 

Total 103 15 18 48 48 232 



5 

 

 26th 
June 

Ahmed 
Dhagax 

Mohamed 
Haybe 

Ga'can 
Libaax 

Mohamed 
Moge           

 Total 

 Male 85 14 14 46 46 205 
Female 18  1  4  2  2  27 

   Total     103    15     18     48     48    232 

 
On age distribution age distribution of businesses, majority of the business were in the 
age cohort of 1-5 (36%), 6-10 age cohort were (32%), 11-15 age cohort were (15%), 16-20 
age cohort were (9%) and 21 and above were (7%). Table 3 below shows age distribution 
as per location.   
 
Table 3: 

Age distribution of Business 

   Age 26th 
June 

Ahmed 
Dhagax 

Mohamed 
Haybe 

Ga'can 
Libaax 

Mohamed 
Moge 

Total 

 0-5 45 2 12 4 20 83 
6-10 40 7 3 6 19 75 
11-15 11 3 0 13 8 35 
16-20 5 1 1 14 1 22 
21> 2 2 2 11 0 17 

Total 103 15 18 48 48 232 

 
Demography of respondents was also investigated along size measured in terms of 
number of employees. Results indicate that 44% were in the category of 1-5 employees, 
28% had 6-15 employees, 13% were in the category of 16-30 and 15% of respondents were 
classified as having over 30 employees. The size distribution of respondents is shown in 
Table 4 below.    
 
Table 4:  

Number of Employees 

 26th 
June 

Ahmed 
Dhagax 

Mohamed 
Haybe 

Ga'can 
Libaax 

Mohamed 
Moge 

Total 

 1-5 50 2 12 15 22 101 

6-15 34 2 1 16 13 66 
16-30 6 2 0 10 12 30 
30> 13 9 5 7 1 35 

Total 103 15 18 48 48 232 
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3.3 Perception of Tax Payers and the Tax system 

In this section, we present the major findings on perception of respondents regarding the 
tax system. Perception was sought on motivation to pay tax, demotivation to pay tax and 
ways on improvement of the tax system. And as per the results, 95% file their taxes 
regularly and 5% were not consistent in filing their tax. On reasons for paying tax, 
majority of businesses across the age spectrum feels it is the right thing to do 146(63%). 
Meanwhile, 48(21%) believes it is duty to the government, another 19(8%) pay to avoid 
punishment, 14(6%) pay for services and 5(2%) of respondents follow the herd. The 
results are show in Table 5 below.  
 

Table 5:  

Reasons for paying tax 

  

          Age    

Reason/Age of business 0-5 6-10 11-15 16-20 21> Total 

 It is the rights 51 42 24 15 14 146 

Duty to government 14 21 6 4 3 48 
To avoid punishment 6 10 1 2 0 19 
To pay for service 7 9 5 1 0 14 
Other people pay 5 0 0 0 0 5 

    Total 83 75 35 22 17 232 

 
From the foregoing, there is a general feeling for the need to pay tax as being the right 
thing to do on the part of the businesses and a feeling that the owe it as a duty to 
government to government.  On perception and attitude of respondents on reason for 
not paying tax across the age spectrum revealed that majority feels it is a waste of money 
(28%), a number of respondents also feels the tax burden is heavy and may demotivate 
them to pay tax (22%). Results are shown in Table 6 below.  
 

Table 6:   

Reason for not Paying tax 

 
Reason for not Paying tax 

Size (no. of Employees) Total 

1-5   6-15    16-30 30>  

 It is a waste of Money 31 18 10 6 65 

Officials will take for personal use 12 12 2 7 33 
I will not be found 15  7 2 1 25 
Other Businesses do not pay taxes   9  4 3 4 20 
I don't understand the process 19 11 4 4 38 
It is heavy burden 15 14 9 13 51 

    Total  101      66       30        35       232 
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In addition, another 38 (16%) of businesses also feel that they maybe demotivated to pay 
taxes for the reason that they do not understand the tax process. Meanwhile, 33(14%) are 
discouraged to pay taxes because government officials will use it for personal purposes. 
Similarly, 25(11%) are encouraged to evade tax because they believe they will not be 
found and 20(9%) of businesses are encouraged not to pay tax because other businesses 
do not pay. Across the age spectrum, majority have indicated that businesses are 
discouraged to pay taxes on the grounds that money will be wasted and that it is a heavy 
burden on the business.  
 
These results are corroborated with the findings of the qualitative analysis where 
businesses feel obliged to pay tax for better services and avoid punishment, but there are 
also growing calls for improvement of services and accountability by government 
officials. Furthermore, they feel duty bound as citizens to pay taxes to the government to 
protect their borders and in fulfillment of a legal provision. Respondents were also of the 
opinion that taxes are very necessary for purposes of development of the country and 
give something back to society. 
 
On the other hand, as they may be willing to pay their share of taxes, they are not satisfied 
with the level of services they get from the government and that the amount of tax paid 
is not commensurate with the quality of service offered by the government and heavy 
burden to bear that should be reduced. In addition, businesses feels that others do not 
pay taxes and are not brought to book by the tax authorities. Finally, a majority feels that 
government is corrupt and taxes are used for personal purposes by people in 
government.  

3.3.1 Changes to the current tax system 

Survey sought opinion of businesses on whether the current tax system needs changed. 
Results indicates that an assailable majority of business were of the opinion that the 
current tax system needs major changes 153(66%) of businesses. Furthermore, 55(24%) of 
businesses across the age spectrum feels that minor changes are required. Finally, 
24(10%) advocates for some moderate change to the current tax system.  The results are 
shown in Table 7 below.  
  
Table 7:  

Changes to current tax system 

Magnitude of Change    Age   

0-5 6-10 11-15 16-20 21> Total 

Minor change 15 25 8 5 2 55 

Moderate changes 6 4 6 5 3 24 

Major changes 62 46 21 12 12 153 

Total  83 75 35 22 17 232 

 



8 

 

3.3.2 Current system Service level  

The survey sought opinion of respondents on whether the current tax system service 
level and the results indicate that 69(30%) of businesses were dissatisfied with the service 
level, 41(18%) were neutral in their assessment of the tax system and 121(52%) were 
satisfied with the service they deemed as efficient. The results indicate that big businesses 
were more satisfied with services compared with the smaller counter parts.    
 
Table 8:  

Service level of Current System  

       
    Service level 

 
Size (no. of employees) 

 

1-5 6-15 16-30 30> Total 

    Low level of service 36 20 8 5 69 
Moderate level of service 21 12 4 4 41 

    Efficient level of service 43 34 18 26 121 
      Total 100 66 30 35 231 

 

3.3.3 Tax computation 

With reference to the point where current tax system, the study sought opinion of 
businesses on tax computation process. Majority 118 (51%) feels the tax computation is 
complicated hence difficult, 6(5%) neither feels it difficult nor easy to compute tax and 
102(44%) of respondents are of the opinion that tax computation is easy. The results are 
shown in Table 9 below. 
 
Table 9:  

Tax Computation process 

 Tax computation Age Total 

  0-5 6-10 11-15 16-20 21> 
 

Difficult 37 32 22 16 11 118 
Moderate 6 5 0 1 0 12 
Easy 40 38 13 5 6 102 
Total  83 75 35 22 17 232 

 
In addition, majority of business older than ten years 49(66%) feels that tax computation 
is difficult businesses older than 10 years feels tax computer. Meanwhile, opinion is split 
amongst businesses less than 10 years old with 78(49%) feels the tax computation is easy.   
 

3.3.4 Tax payment process  

The survey sought opinion of businesses on the tax payment process and to indicate 
whether the process was easy or difficult. The results indicate that majority of respondent 
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154 (66%) feels that the process of paying tax is easy and not cumbersome. The results 
are shown in Table 10 below.    
 
Table 10:  

Tax Payment process 

Payment of Tax Age 
 

 
0-5 6-10 11-15 16-20 21> Total 

Difficult 12 20 7 6 3 48 

Moderate 8 6 7 5 4 30 
Easy  63 49 21 11 10 154 
 Total 83 75 35 22 17 232 

 

3.4 Perception on Written reminders  

In this section, we present the results on perception of tax payers (businesses) on written 
reminders. To achieve this particular objective, respondents were as to give opinion on 
usefulness of the written reminders. And in their opinion, written reminders were useful 
as indicated by majority of respondents 128(55%). The businesses were categorized in 
age Cohorts.  
 

Table 11:  

Usefulness of written reminders 

  Age Total 

Reminders 0-5 6-10 11-15 16-20 21> 
 

Untimely 24 27 13 5 7 76 
Somehow times 6 8 6 5 3 28 
Timely 53 40 16 12 7 128 
Total 83 75 35 22 17 232 

       
 
As much as businesses feel that reminders are helpful, there is need for proper timing of 
delivery of the letters and follow-up falls before the due date. Qualitative analysis reveals 
that Businesses are contented with the written tax notifications and have not cited any 
challenge, but complain about the time of delivery and the due date for paying tax. They 
feel that time for the notice time is too short and they may not be ready for tax payment. 
Furthermore, a sizable still favour phone short message (SMS), however, there is the 
likelihood of either ignoring the SMS as an advertisement or when the message is sent 
when the phone is switched off.  
  
Similarly, businesses also complained of not getting notifications at all. They recommend 
reminders by direct calls a few days to the due dates to give them ample time to prepare 
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and manage their cash flow for tax assessment and raise the amount dues without 
incurring additional cost in raising the money for the tax. And whilst notification may to 
be a challenge, Businesses feels that tax payers’ orientation on the process is necessary 
and television advertisement can be crucial reminders on tax compliance. Finally, some 
businesses were of the opinion that physical delivery of written notice is old fashion and 
favour email or some other electronic mode of delivery.  
 
“Establish a mail order by notification one month in advance” 
“Businesses should not be forced into action immediately but should be given time to prepare”. 
“To add call and professional feedback” 
 

3.5 Perception on professionalism of tax Collectors 

This section shows the perception of tax payers on professionalism of tax payers. 
Respondents were asked to give opinion on their assessment of tax officers.  

3.5.1 Civility and Professionalism of Tax collectors 

Respondents were asked to rate the extent to which they agree or disagree with 
statements regarding professionalism and conduct of tax collectors. The results reveal 
that 87(37%) rate tax collectors as unprofessional, 62 (27%) rate them as somehow 
professional and 83(36%) and 83 (36%) rate them as professional. Opinion is spilt on 
professionalism of tax collectors. The results are shown in Table 13 below.      
 

Table 12:  

Civility and professionalism of Tax Collectors 

Professionalism  
 

Size (no. of employees) Total   
1-5 6-15 16-30 30> 

 

Unprofessional 
 

41 21 15 10 87 

Somehow 
professional 

 
28 19 6 9 62 

Profession 
 

32 26 9 16 83 
Total 

 
101 66 30 35 232 

 
Qualitative analysis reveals similar results that while tax officers are commended for 
good service provision in certain areas especially when making payment of tax dues, but 
castigated harassment in the process of collecting tax.  A section of the business fraternity 
feels that tax collectors are not disciplined; demand bribes and come in a large group to 
intimidate them, close down their businesses and in the process they get disrupted in 
their daily routine. However, other businesses commend the tax officers for providing 
reasonable notice and giving them time to make arrangements clear their tax liability. 
 
“The come to my shop in large numbers and use heavy hand when I visit their offices”. 
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“They will start a riot when they are not satisfied with the documents I present to them. 
“They put the soldier in front”. 
 “They demand for bribes”. 
 

3.5.2 Customer care Service of Revenue Department 

The respondents were asked to give their opinion on customer care service at the revenue 
department and the feeling was overwhelmingly that customer care at the revenue 
department is not up to their expectations and staff lacks etiquette according to the 
qualitative analysis. Businesses also do not know where and how to log complaints. 
Whilst businesses some contented with customer care service at the revenue department 
are satisfaction, an assailable majority of businesses believe that tax officers lacks 
etiquette and are not courteous to their main customers (the tax payers). On the other 
hand, businesses are not aware of any procedure on logging a complaint against tax 
officers, over charging or any matter they may want seek redress. Businesses would 
forward their complaints to the Ministry of finance and development, director general, 
revenue department and even lands department.  
 
 “Ma aha mid as u hoseya” 
“It’s very low level” 
“No care and they need training for customer satisfaction”.  
 
Respondents recommend a sweep changes to the customer care department ranging 
from training of officers to whistle blowing: Majority of businesses still feels the need to 
train the staff on customer relations and establish a system of dealing with customer’s 
complaints, establishment of customers’ complaints box or line to report incidences of 
bribery or “unethical” behaviour of tax officers to deter any form of impropriety on their 
part and the staff spends a lot of time dealing with issues from tax payers. 
 
 “Train staff and tell them that a taxpayer is a tax payer citizen and that they should avoid attacks 
and coercion”. 
“Train so that they can deal with society where everyone complains and be patient and does not 
oppress”. 
“Sending people with good manners to the business community as well as training in tax- man 
ship” 

3.6 Perception on Effectiveness on Computerization of Tax System  

This section shows respondents opinion on the effectiveness of the computerization 
process at the revenue department and online portal in the ministry of finance and 
development website.  
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3.6.1 Ministry of Finance and Development online Portals for Tax. 

Respondents were asked to indicate whether they were aware of the online system in the 
ministry of finance and development website. Majority of the respondents are no aware 
of the existence of the online portal in the ministry website. However, some respondents 
were affirmative.  
 

  3.6. 2. Computerized system provide accurate amount on tax   

Respondents were asked to rate the accuracy of the computerized system in calculating 
the tax amount due. Majority 158(69%) indicated the system is accurate, and 44(19%) 
indicate that the system is not accurate. Meanwhile, 27(12%) neither authenticated its 
accuracy nor ascertained its inaccuracy. The results were evenly spread across without 
any bias to firm size.  The results are shown in the table below.  
 

Table 13:  

Accuracy of the computerized system 

Accuracy of 
Computer system  

Size (no. of employees) 
 

1-5 5-15 16-30 30> Total 

Not Accurate 20 15 7 2 44 

Somehow Accurate 18 5 1 3 27 
Accurate 

 
61 46 21 30 158 

Total  
 

99 66 29 35 229 

       
 
Respondents were also asked whether the services are much faster with the introduction 
of the computerized system.  Majority of respondents 160(74%) indicated that the system 
work much faster, another 30(14%) indicated it does not work fast enough and 26(12%) 
indicated it is somehow fast. The results are presented in Table 14 below.  
 
 
 
 
 
 
Table 14:  

The computerized system work much faster in providing information 

Fastness Computer 
system  

Size (no. of employees)   

01-May May-15 16-30 30>      Total 

Not Fast enough 15 11 4 0 30 
Somehow fast 16 8 1 1 26 
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Fast 61 43 22 34 160 
Total 92 62 27 35 216 

 
 
Finally, respondents were asked to indicate whether the computerized system keeps 
accurate records of tax payers. And the results indicates that majority of the respondents 
161 (75%) are in agreement that the computerized system keeps accurate records. 
Another 30 (14%) indicated that the computerized system is not fast enough the results 
are presented in Table 15 below.      
 
Table 15:  

The computerized system keeps accurate information of tax payers  
Size (no. of employees) 

 

 
1-5 5-15 16-30 30> Total 

Not Accurate 16 10 4 1 31 
Somehow Accurate 14 7 1 0 22 
Accurate 61 44 22 34 161 
Total  91 61 27 35 214 

      
Generally as per the findings of the qualitative investigations, of majority of businesses 
are not cognizant of the existence of online link in the Ministry of Finance and 
development website.   
And as much as they would prefer a computerized environment, they were not specific 
on the gains of computerization and tax system as users. A critical majority of businesses 
recommends training and awareness amongst tax payers on the computer system and 
how to maximize its use. 
 
“Use on line system” “Use data base system” “Use computer system” “I don’t have no advice” 
“I don’t know about that website”. 
 

3.7 Perception on Equity and Fairness of Tax System  

This section shows the survey results on Equity and fairness of the tax system 

3.7.1 Equitable and fair tax system  

The survey sought views from respondents on equity and fairness of tax system and 
whether it applies equal to everyone irrespective of ones position in society or whether 
someone can influence the outcomes based on his position in society or whether big 
business were accorded preferential treatment in the tax system. The results shows that 
96(47%) of respondents believe the tax system is equitable and fair to everyone 
irrespective of position in society, however, 96 (41%) feels that the tax system is no 
equitable and gives preference to some groups. A smaller number 26(11%) of 
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respondents believe that the system is somehow equitable. The results are presented in 
Table 16 below.   
 

Table 15:  

The tax system is equitable cross the board  

 Size (no. of employees)  

 1-5 5-15 16-30 30> Total 

Not Equitable 48 28 12 8 96 

Somehow Equitable 12 6 3 5 26 

Equitable 41 31 15 22 109 

Total 101 65 30 35 231 

 
The results also indicate that majority of bigger firms believes that the system is 
equitable compared to smaller firms.  

3.7.2 Use of influence in the tax system  

The survey further sought respondents’ opinion on whether they can use influence to 
pay less tax that what is actually due, to indicate whether there were weaknesses in the 
tax system that can be exploited by unscrupulous tax payers. To achieve this objective, 
respondents were asked to indicate the extent to which they were in agreement with the 
statements on use of influence to pay tax. Majority 131(57%) indicated that the system is 
strong and has no loopholes for influence, 35% (80) equally a substantial number 
indicated that the system is weak and prone to abuse by influential people and 20 (9%) 
of the respondents were noncommittal on the tax system is prone to influence and abuse 
or strong enough. The results are indicated in the Table 17 below.      
 
 
 
 
 
 
 

Table 16:  
 

Influence to pay less tax than is due  
Size (no. of employees)   

1-5 5-15 16-30 30> Total 

Weak tax system 37 25 7 11 80 

Neither weak or tight 14 3 2 1 20 

Strong tax system 50 37 21 23 131 
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101 65 30 35 231 

 

3.7.3 Big businesses are treated favorably by the tax officers 

Respondents were asked to indicate the extent they agree with statement on whether the 
big businesses are favoured by the tax officers.  The results are presented in Table 19 
below.   
 
Table 17:  
 

Favourable Treatment of Big Business 
   

Size (no. of employees)  
  

1-5 5-15 16-30 30> Total 

Un biased 15 15 6 5 41 

Somehow bias 11 8 3 4 26 

Bias  
 

75 42 21 26 164 

Total 
 

101 65 30 35 231 

 
Majority of respondents 164(71%) were in agreement that the tax system is biased 
towards big businesses. 41(18%) were of the opinion that big business favoured and 
26(11%) of the respondents indicates that the system was somehow biased towards the 
big businesses. These results were well corroborated by the findings of the qualitative 
investigations.  As per the quantitative analysis, businesses feels that the burden on tax 
is screwed and preferential treatment is accorded to influential business owners. 
However, there are not so much loopholes in the tax system to be exploited. Majority of 
businesses believes that the tax burden is not fairly distributed especially between the 
big businesses and the small business that bears disproportionate ratio of taxes. And 
whilst majority of businesses concur that as much as there are no major loopholes in the 
tax system to be exploited, business can still use their influence, a few kickbacks and 
understate their accounts to evade tax. Finally, a critical majority of tax payers also 
believes that big businesses and those owned by government officials get preferential 
treatment through tax exemptions and lower rates and the expenses of the small 
businesses. 
 

3.8 Perception of Tax Payers on Tax Appeal System (Tribunal)  

In this section, the survey sought information on awareness of respondents of the tax 
appeal tribunal that was instituted to arbitrate tax disputes. The results from indicate that 
majority of respondents 199 (86%) were not aware of the existence of the tribunal while 
32(14%) have heard of its establishment. Respondents are not aware of the existence of 
the of the Tax tribunal, but welcomes its creation as an independent body outside the 
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control of government. An assailable majority of Businesses are not aware of the existence 
of the tax tribunal and therefore have not forwarded any complaints. Majority of 
businesses welcome the move but would wish that the Tax tribunal exist as an 
independent body with its own finances and without interference from the government. 
Businesses expect the Tribunal to be a neutral arbiter between the tax payer and the tax 
collector (government). Businesses advocate that one of their representatives should be 
included in the tribunal to cater for their interest in disputes pitting them against big 
establishment. And finally, the Tax tribal should be able to resolve disputes and 
complaints in record time.  

 
 “Teach the public about the existence of their office during their working hours”. 
“Remove the board and replace the electronic ones with taxpayers”. 
“To remove under the government and became independent financially and strategically”. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

4.1 Comparative analysis with Previous Reports 

The perception survey on tax payers in Hargeisa in the previous year reported findings 

regarding businesses feeling on duty to pay tax and the tax payment system.   

4.1.1 Comparative Analysis of Perception of Tax Payers on Tax System  

While the previous reported findings are in agreement with our findings on tax payers’ 

commitment to their duty to pay taxes, there are areas of significant departure. Our 

report established that majority of tax payers (95%) revealed that they file their tax 
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returns, and 51% indicated that it’s the right thing to do while another 14% consider it as 

a duty to government amongst other reason. The previous survey averred that a large 

majority are happy to pay taxes but qualified that if only used well. Whilst these findings 

mirror our own findings; however, there are points of departure especially on qualifying 

statement “if the taxes are used to provide services and develop the country”.    

 

On whether the tax process is easy or complicated, our findings and the previous findings 

are in concurrence. While we established that 40% of respondents were of the opinion 

that the tax process is easy, 6% stated that it was neither difficult nor easy (Moderate) 

and finally 37% expressed reservation and stated that the system is difficult. The previous 

study found that whilst many businesses felt that the system is easy to understand, they 

expressed reservations that it does remain an issue for some businesses who found the 

collection process complicated and unclear.  

4.1.2 Change to the Current Tax System  

 

Regarding changes to the current tax system, our findings reveal that majority of tax 

payers 62% advocates for major changes to the current tax system, another 14% of tax 

payers favour minor changes while 6% are for moderate changes to the tax system. These 

findings are in some ways in conformity with the previous studies that found that whilst 

many businesses understood the tax collection system, they believe that there are 

improvements that can be made in order to make it quicker and easier for businesses to 

pay the taxes that they owe.  

4.1.3 Professionalism of Tax officials.  

On professionalism of tax officials, the previous surveys revealed that tax payers 

recommend training and education on tax system and how to professionally interact with 

people. The claim was that Local tax officials on many occasion use threats in the process 

of collecting taxes. This survey found that 37% of tax payers perceived tax officials as 

unprofessional, 27% perceive them as professional while 36% tax payers are split on 

whether they are professional or not. The remaining perceives them as somewhat 
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unprofessional. Our findings give the perception that opinion is somehow split on 

professionalism of tax payers.    

 

On the basis of the above analysis, it can be emphasized that there is need to simplify the 

tax system to make it easy for tax payers to file their returns. And this will enhance 

efficiency in tax collection and cost of tax collection. Similarly, there is need for the overall 

tax system overhaul as envisioned in tax payers’ opinion on the basis of majority would 

prefer major changes that are far reaching in the tax system this will be aimed at 

improving the efficiency of tax collections and tax effectiveness in providing the services 

to the people.  Therefore we can safely conclude that the tax system requires changes to 

improve tax collection and that the tax collection officials need to undergo training to 

improve their skills in tax collection and public relations.  

 

 

 

 

 

 

 

 

APPENDIX A: SEMI-STRUCTRED QUESTIONNAIRE 

INSTRUCTIONS 

Please answer all the questions honestly and exhaustively. All the information given will 

strictly be for official use and will be treated with the utmost confidentiality. 

1. DEMOGRAPHIC INFORMATION 

 
i. Gender 

a) Male   

b) Female    
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ii. Education 

a) None  

b) Primary  

c) Secondary      

d) Tertiary      

e) No comment     

   
iii. Position in the organization 

 
a) Owner   

 
b) Manager/CEO 

 
c) Accountant/FM 

 
d) Admin 

 
e) Secretary  

 
f) Others   

iv). Location of Business (District) 
 

a) 26th June  District       

 
b) Ahmed Dhagax District 

 
c) Mohamed Haybe District 

 
d) Ga’can Libaax District   

 
e) Ibhahim Koodbuur Distrcit 

 
f) Mohamed Moge District  

 
g) Mohamed Haibe District 
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       v).  Business Age 
 
0-5   6-10             11-15             16-20            21>  
 

vii). Membership of Chamber of Commerce 
 
 Yes                        No  

      viii).    Number of employee 

            1 – 5           6- 15      16- 30            30 >              
 
 
xi). Business Sector  
 
a)  Wholesale             b) Retail           c)  Manufacturing           d) Service  

 
 

 
2. PERCEPTION OF TAX PAYERS AND TAXATION SYSTEM 

a) I file my taxes regularly:  Yes            No   

b) Reasons for paying taxes: Rank reasons of paying taxes from the main reason 

1 the least.  

It is the rights     

Duty to government  

    To avoid punishment            

    To pay for service            

    Other people are paying           

     

In your own opinion, what other reason would justify paying tax?  

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________
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_______________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________

_______________________________________________________________________ 

 

c) Reason for not pay taxes: Rank reasons for not paying taxes from 6 the Major 

reason to 1 the least.  

    It is a waste of Money   

   Official will take for personal use      

    I will not be found         

    Businesses don’t pay taxes   

    I don’t understand the process      
         It is heavy burden    

 
What other reason would make you not pay taxes to the government?  
____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________ 

 
Indicate the extent to which you agree with the following statements on tax 
system on a scale of 1-7. 1 strongly disagree 7 strongly agree.  

 
d) The current system of taxation needs major changes 

 
Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       
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 Slightly agree    
 Agree  
 Strongly agree  
 
 
What are the recommendations you will make to improve the tax system? 
 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

________ 

 
e) The current tax system is serving me well. 

Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree  
 Strongly agree  
 
What in particular do tax officers do so well or not do so well in serving the tax 
payers? 
 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________
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_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

 
 
f) How easy or difficult it is to calculate tax to be paid? 

 
Very difficult           

  Difficult        

 Slightly difficult       

 Neither difficult nor easy       

 Slightly easy    
 Easy  
 Very easy  
  
 
What would be your advice on ways to simplify computation of tax? 
 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

 

g) (PTT7)How easy or difficult it is to pay tax? 

 
Very difficult           

  Difficult        

 Slightly difficult       
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 Neither difficult nor easy       

 Slightly easy    
 Easy  
 Very easy  
 
What are some of the challenges you often face when paying taxes?  

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

What recommendations would you give to improve the process/mode of paying 

taxes? 

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________ 

  

3. PERCEPTION OF TAX PAYERS ON WRITTEN REMINDERS 

Indicate the extent you agree and disagree with the followings statements on 

written reminders on a scale of 1-7. 1 strongly disagrees and 7 strongly agree.  

 
a) (PTWR) I get timely reminders to pay tax from collectors 
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Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    

 Agree  

 Strongly agree  

 

 

How helpful are notices from tax collectors in filing your tax? 

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

 

Which method would you prefer for receiving the tax notices? 

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________
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_______________________________________________________________________

_______________________________________________________________________ 

What are the challenges you experience with the notification system? 

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________ 

 

What would you recommend for improvement?   

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

 

4. PERCETIONOF TAX PAYERS ON PROFESSIONALISM OF TAX 

COLLECTORS 

Indicate the extent to which you agree with the statement on professionalism of 
tax collectors. On a scale of 1-7 with 1 strongly disagrees and 7 strongly agree. 
 
a) (PTPC1) Tax collectors are civil and professional to tax payers 
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Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree  
 Strongly agree  

 What would you say about the manner in which tax officers handle tax payers? 
 _______________________________________________________________________

_ 

________________________________________________________________________ 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

What is your opinion on way of tax policing in the country?  
________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

_______________________________________________________________________ 

In your opinion, what is the level customer care service at the tax department? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________  

How would you describe the level of etiquette amongst tax officer at the revenue 

department? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

In case you have a complaint with regards to tax officials, where will you forward 

your case? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________ 

Are you aware of the customer service department and the role in handling 

complains?  

________________________________________________________________________

________________________________________________________________________
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________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

What are the recommendations you would give for improvement of customer care 

and service at the tax department? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

5. PERCEPTION ON EFFECTIVENESS OF COMPUTERIZATION OF TAX 

SYSTEM  

Are you aware of the computerized system in the ministry’s website? 
 

Yes             No  
 
Indicate the extent to which you agree with the statement on effectiveness of 
computer system. On a scale of 1-7 with 1 strongly disagrees and 7 strongly agree. 
 
a) (PECT1) The computerized system provide accurate amount on tax   

 
Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
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 Agree  
 Strongly agree 
 
Are the services at the revenue department better with the introduction of 
computerized system? 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________ 

 
b) (PECT2) The computerized system work much faster in providing 

information 

Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    

 Agree  

 Strongly agree  
 
c) (PECT3) The computerized system keeps accurate information of tax payers 

  
Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree      
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 Strongly agree     
 
Is it nowadays easier to check your tax records through the computerized 
system? 
 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

______________________________________________________________________ 

_______________________________________________________________________ 

 
  
d) (PECT4) Tax officers spend less time processing my tax payments 

 
Strongly disagree           

  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree      
 Strongly agree    
 
Which application do you prefer for integration with the computerized tax 
system? 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________
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_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

 
What are some of the services recommendations you would give to improve 
integration of the computer system and the tax payers? 
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________ 

_______________________________________________________________________ 

 
 

6. PERCEPTION ON EQUITY AND FAIRNESS OF TAX SYSTEM  

Indicate the extent to which you agree with the statement on equity and fairness of 

the tax system. On a scale of 1-7 with 1 strongly disagrees and 7 strongly agree. 

a) (PEFT1) The tax system applies across the board irrespective of your position 

in society 

Strongly disagree           
  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree  
 Strongly agree   
  
Do you think the burden of tax is fairly distributed to everyone?  
_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________
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_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

______ 

_______________________________________________________________________

_______________________________________________________________________

__ 

  
b) (PEFT2) I can use my influence to pay less tax than is due. 

Strongly disagree           
  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree   
 Strongly disagree  
 
What are the loopholes in the tax system you can exploit to avoid/evade tax? 
_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

  
c) (PEFT3)Big businesses are treated favorably by the tax officers 

 
       Strongly disagree           

  Disagree        

 Slightly Disagree       
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 Neither disagrees nor agrees       

 Slightly agree    
 Agree   
       Strongly disagree  

  
In your opinion what are some of the preferential treatment given to some 

business? 
 _______________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

_  

7. PERCEPTION OF TAX PAYERS ON TAX APPEAL SYSTEM (TRIBUNAL)  

 

What is the process of solving tax disputes? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

  

(PAS1) Indicate the extent to which you agree with the statements on tax appeal 

system. On a scale of 1-7 with 1 strongly disagrees and 7 strongly agree. 

a)  How easy or difficult is it to file a tax appeal? 
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Very difficult           

  Difficult        

 Slightly difficult       

 Neither difficult nor easy       

 Slightly easy    
 Easy  
 Very easy  

 

Have your heard of the Tax tribunal? 

 

Yes          No   

If your answer is yes, what is the role of the Tax tribunal?  

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

________________________________________________________________________ 

________________________________________________________________________ 

 

b) (PAS2)The tax appeal system handles cases fairly without favor or influence 

  Strongly disagree           
  Disagree        

 Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
 Agree   

  Strongly disagree    
 
Have you appeared before the tax tribunal? 
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Yes              No  
 
If yes, how were you handles by the commissioners? 
_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

_____________________________________________________________________ 

 

 

Were you satisfied by the verdict of the tribunal? 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

_____________________________________________________________________ 

 
c) (PAS3)The tax appeal system takes a short time to deal with cases. 

Strongly disagree           
  Disagree        

       Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
      Agree   

Strongly agree  



37 

 

    Is the tax tribunal system time consuming or take less times to dispose of case? 
 _______________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

_  

d) (PAS4)The tax appeal system needs reform 

Strongly disagree           
  Disagree        

       Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
       Agree   
       Strongly agree  
 
What are suggestions/recommendations on improvement of the tax tribunal 
system? 
 
_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

_____________________________________________________________________ 

 
e) (PAS5) I can find my way round the tax appeal system for favourable 

outcomes 
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Strongly disagree           
  Disagree        

       Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
       Agree   
       Strongly agree  
 
Are their ways of influencing the tribunal to pass a verdict in your favour? 
 
_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

 
f) (PAS6)The tax tribunal system needs a total overhaul  

 
Strongly disagree           

  Disagree        

       Slightly Disagree       

 Neither disagrees nor agrees       

 Slightly agree    
       Agree   
       Strongly agree  

   
Would you recommend radical changes to the tax tribunal? 

   
Yes               No  

 
 If yes, what are the recommendations you would prefer made at the tribunal? 



39 

 

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________

_______________________________________________________________________  

 
Thank you for participation 

 

 


	TABLE OF CONTENTS
	LIST OF ABBREVIATIONS AND ACRONYMS
	PREFACE
	ACKNOWLEDGEMENT
	EXECUTIVE SUMMARY
	Summary of Findings
	1.1 Introduction
	1.2 Objective
	1.3 Target Group

	PART II
	METHODOLOGY
	PART THREE
	RESULTS AND FINDINGS
	3.1 Introduction
	3.2 Demography of Respondents

	3.3 Perception of Tax Payers and the Tax system
	3.3.1 Changes to the current tax system
	3.3.2 Current system Service level
	3.3.3 Tax computation
	3.3.4 Tax payment process

	3.4 Perception on Written reminders
	3.5 Perception on professionalism of tax Collectors
	3.5.1 Civility and Professionalism of Tax collectors
	3.5.2 Customer care Service of Revenue Department

	3.6 Perception on Effectiveness on Computerization of Tax System
	3.6.1 Ministry of Finance and Development online Portals for Tax.
	3.6. 2. Computerized system provide accurate amount on tax

	3.7 Perception on Equity and Fairness of Tax System
	3.7.1 Equitable and fair tax system
	3.7.2 Use of influence in the tax system
	3.7.3 Big businesses are treated favorably by the tax officers

	3.8 Perception of Tax Payers on Tax Appeal System (Tribunal)
	4.1 Comparative analysis with Previous Reports
	4.1.1 Comparative Analysis of Perception of Tax Payers on Tax System
	4.1.2 Change to the Current Tax System
	4.1.3 Professionalism of Tax officials.


	APPENDIX A: SEMI-STRUCTRED QUESTIONNAIRE

