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ABSTRACT: This study aims to identify and analyse the factors
affecting customers' requisition of EFD receipts in the Kariakoo Tax
Region. Specifically, it examines the awareness levels among
customers regarding the benefits of EFD receipts, assesses the
perceived Value of EFD receipts by customers, explores the impact
of legal and regulatory factors on customer requisition behaviour,
investigates the influence of business reputation and trust on
customer EFD receipt requests as well as assess the ease of receipt
issuance and its impact on customer behaviour. Descriptive statistics
were used to collect and analyse data to describe the characteristics
of the determinants of factors affecting customers' requisition of EFD
receipts. Also, the quantitative approach was used to collect
numerical data through surveys to quantify the extent of the
determinants’ influence. The sample size was based on statistical
considerations and the population under study. The researcher
develops a structured questionnaire with a mix of closed-ended and
Likert scale questions to gather quantitative data and also conducts
in-depth interviews with a subset of participants to gather qualitative
insights. The results suggest a moderate level of awareness about the
benefits of EFD receipts. The Perceived Value of EFD receipts is
generally positive, with customers acknowledging their importance
in ensuring transparency and compliance with regulations. Also,
customers are more likely to seek EFD receipts from businesses with
a positive reputation and high trust. On the other hand, businesses
that streamline issuing EFD receipts are likely to experience higher
compliance rates. The study provides valuable insights for
businesses, policymakers, and regulatory bodies to enhance the
effectiveness of EFD systems by addressing the identified areas of
improvement in awareness, legal compliance, and ease of issuance;
businesses can foster greater customer compliance with EFD receipt
requests, ultimately contributing to a more transparent and
trustworthy business environment.
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INTRODUCTION

The Government imposes charges on its citizens and businesses to raise government revenue.
Therefore, every working person and society must pay the correct tax at the right time to enable
the Government to meet budgetary demands, including the cost of providing social services
(Richard, 2018). Many researchers have supported this in the area of economic development.

The primary goal of tax collection stems from the Government's responsibility to provide
socioeconomic goods and services such as public goods, redistribute income and wealth among
different social quintiles, provide social welfare programs, and maintain economic stability
(Chindengwike & Kira, 2022). To meet those responsibilities, governments around the world,
including Tanzania, have implemented various strategies to ensure that people, businesses, and
other institutions pay taxes following state laws (Cornel, 2019); some of these strategies
include tax compliance training, enacting laws, limiting tax evasion, and implementing
Electronic Fiscal Devices (EFDs); with the primary goal of controlling evasion by issuing
electronic receipts that would serve as a facsimile of paper receipts.

Electronic Fiscal Devices (EFDs) are machines used in business for effective management and
control in a sales analysis and stock control system. These machines were first introduced in
Italy by the Minister of Economy in the 1980s where by in Italy was introduced in 1983,
followed by several other European countries, Japan, South Korea, and all over Latin America
for the aim of keeping relevant financial data like total VAT, total turnover, and owner details
for tax purposes. EFDs are seen as a major tool to reduce administrative effort and compliance
costs, from the perspectives of tax administrations and taxpayers (Odd-Helge, 2019).

Electronic fiscal devices were also adopted in Africa by some countries like Kenya, Uganda,
and Ethiopia; the Tanzania government established EFDs on July 01, 2010, aiming at tax
compliance and increasing efficiency in tax collection. In Tanzania, evasion and avoidance of
tax obligations provide potential challenges, particularly in revenue collection. Customers from
around Tanzania are strongly encouraged to exercise caution while handling EFDs receipts and
to check that these documents accurately reflect the amount of money exchanged for them.
Regarding tax collection, the goal of using EFDs is to achieve maximum compliance to
increase tax revenues. Because of this, tax authorities find it beneficial to implement EFDs
within the areas of their jurisdiction where they have Authority (Magese, 2021).

TRA began project implementation in early 2010. There were two distinct phases. VAT-
registered consumers were in phase one from 2010 to 2012, while non-VAT was applied to
traders with an annual turnover of between Tsh. 14 million and Tsh. One hundred million are
in phase two from 2013 to 2015. (Rweyemamu and Mbago, 2015). However, customer
response to EFDs has been delayed, particularly for specific clients such as restaurants and
motels (TRA, 2016). Implementation of the second phase of Electronic Fiscal Devise (EFD)
began in 2013 to expand the number of traders using the EFD system to issue receipts or tax
invoices in every transaction made.

The implementation of the second phase of EFD shall also include persons who are not VAT
registered with a turnover ranging from TSHS 11 million and above per year, traders trading
in the Region's prime areas, identified based on rent payable, traders dealing with selected
business sectors such as Spare Parts, Hardware, Mini Supermarkets, Petrol stations, Mobile
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phone shops, Sub wholesale shops, Bar and Restaurants, Pharmaceutical Stores, Electronic
Shops etc. The system is ongoing, and the Authority shall gradually register traders based on
the trader's business prosperity, experience, and capacity (TRA, retrieved on August 20, 2023)

According to TRA (2019), compared to the city's other municipalities, the Dar es Salaam
region, specifically the Ilala municipality, has a significantly higher number of businesses (the
area with commercial traffic), including hotels and restaurants. In response to concerns about
increased installation prices, the answer appeared encouraging at the beginning of 2016.
Despite this, the percentage of traders with EFDs is insufficient to satisfy the targets (TRA,
2016). On the other hand, the average adoption rate in the hospitality industry, including
restaurants and hotels, is considered lower than the average adoption rate (llala Regional Tax
Commissioner, 2016).

The adoption of EFDs has raised many challenges, like a lack of a culture of demanding
receipts for the services or products purchased among Tanzanians. Other challenges include
the reluctance of some traders to issue receipts according to sales and cash received (Cornelius,
2019). As a result, this study aimed to assess the factors influencing customers' requisition of
EFD receipts in the Kariakoo Tax Region.

Taxation is widely acknowledged as a crucial tool in promoting the economic growth of
developing countries. The Government's revenue is generated through taxation to finance
public goods and services to the society (Omary and Pastory, 2022). To meet those
responsibilities, governments around the world, including Tanzania, have implemented various
strategies to ensure maximum tax collection; some of these strategies include tax compliance
training, enacting laws, and implementing Electronic Fiscal Devices (EFDs) within the areas
of their jurisdiction (Cornelius, 2019).

The EFDs were introduced to issue receipts and invoices for every sale to boost revenue
collection and simplify tax administration (Honest & Christopher, 2022). People vary in their
orientation towards using new technology or any innovation. They pose a stiff resistance or
lack of confidence in new technology or innovation, affecting business operations (Dasgupta,
Granger, and Megary, 2002). Since the customer's responsibility is to request EFD receipts
upon purchase of goods or services; unfortunately, there is non-compliance to customers when
requesting Electronic Fiscal Device (EFD) receipts upon payment for goods or services
(Cornelius, 2019). This study addresses such a dilemma by investigating the factors affecting
customers' requisition of EFD receipts in the case of the Kariakoo Tax Region.

The research gap identified in the study on factors affecting customers' requisition of EFD
receipts in the Kariakoo Tax Region in Dar es Salaam, Tanzania, is the lack of comprehensive
understanding of the determinants influencing customers' behaviour towards EFD receipt
requests. While existing literature has explored aspects like awareness levels, perceived value,
legal factors, business reputation, trust, and ease of receipt issuance, there is a need for a holistic
analysis that integrates all these factors to provide a more nuanced understanding of customer
requisition behaviour. This research aims to bridge this gap by examining the collective impact
of awareness, perceived value, legal and regulatory factors, business reputation, trust, and ease
of receipt issuance on customers' behaviour towards EFD receipt requests in the specific
context of the Kariakoo Tax Region in Dar es Salaam, Tanzania.
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THEORETICAL FRAMEWORK

The theoretical framework for analysing the determinants of factors affecting customers'
requisition of EFD receipts in the Kariakoo Tax Region can be developed by considering
various critical aspects highlighted in the literature. Factors such as awareness levels of
customers regarding the benefits of EFD receipts (Zwelihle, 2014), the perceived value of EFD
receipts by customers (Alan et al., 2021), the impact of legal and regulatory factors on customer
requisition behaviour (Akdogan & Akdogan, 2023), the influence of business reputation and
trust on customer EFD receipt requests (Madeleine, 2013), and the assessment of the ease of
receipt issuance and its impact on customer behaviour (Aksent'ev, 2022) are crucial elements
to include in the theoretical framework. By integrating these factors, a comprehensive model
can be designed to understand and analyse the dynamics of customers' requisition behaviour
concerning EFD receipts in the specified Region.

Regarding customers' awareness levels regarding EFD receipts' benefits, Zwelihle (2014)
suggests that customers' awareness of the benefits of EFD receipts, such as transparency in
transactions and accountability, can significantly influence their behaviour. According to Alan,
Au. & Alan, Tse. (2021) emphasise the importance of customers' perception of the Value of
EFD receipts to ensure the accuracy of transactions and compliance with tax regulations.
Akdogan & Akdogan (2023) argue that legal and regulatory factors, such as enforcing tax laws
and penalties for non-compliance, can shape customers' behaviour towards requesting EFD
receipts. Also, Madeleine (2013) suggests that customers' trust in businesses and their
reputation for compliance with tax regulations can affect their willingness to request EFD
receipts. Finally, Aksent'ev (2022) highlights the importance of the ease and convenience of
issuing EFD receipts, as customers may be more likely to request receipts if the process is quick
and efficient. This framework can provide valuable insights for policymakers and businesses
to enhance compliance with tax regulations and improve transaction transparency.

The study aims to identify factors influencing customers' decisions to request EFD receipts,
utilising the Technology Acceptance Model (TAM). Perceived ease of use and perceived
usefulness are crucial in determining users' acceptance of technology (Eiman, 2023; Vika &
Zoraya, 2023; Musakwa & Petersen, 2022; and Hantono et al., 2023). Customers are more
likely to request EFD receipts if they find the system easy to use and perceive benefits like
faster transactions and accurate record-keeping. Factors such as performance expectancy,
facilitating conditions, effort expectancy, and social influence impact users' acceptance
intentions of e-payment products and services, aligning with the TAM framework.
Additionally, the study emphasises the significance of perceived ease of use and perceived
usefulness in influencing users' intention to use technology, which applies to EFD receipts.
This model has been widely applied in understanding the adoption of various information
technologies.
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Conceptual framework

From the conceptual model presented in Figure 1, the researcher conceptualised that customer
EFD receipts requisition is affected by many factors. It incorporates factors related to
awareness, perceived value, legal and regulatory aspects, business reputation, and ease of
receipt issuance. The framework also recognises the potential moderating influence of
demographic factors such as age, education, income, and customers' familiarity with
technology, as well as may influence the ease of issuance and awareness of requisition
behaviour.

Independent Variables Dependent Variable

Awareness levels among
customers regarding the benefits of
EFD receipts

Customers' requisition of
EFD receipts

Perceived value of EFD receipts by
customers

Impact of legal and regulatory
factors on customer requisition
behaviour

Ease of receipt issuance and its
impact on customer behavior

Influence of business reputation
and trust on customer EFD receipt
requests

Figure 1: Conceptual framework

Source: Researcher, 2024
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STUDY METHODOLOGY

The study adopts a descriptive Research Design. Descriptive research design plays a crucial
role in understanding the determinants of factors affecting customers' requisition of EFD
receipts in the Kariakoo Tax Region. By employing structured questionnaires and statistical
analysis (Mariita, 2018; Mariita et al., 2018; Kumar & Punitha, 2020), descriptive research
helps in assessing various aspects such as customers' awareness levels of EFD receipt benefits,
perceived value, legal and regulatory impacts, business reputation influence, and ease of receipt
issuance impact on customer behaviour. Through data collection, analysis, and presentation
using SPSS and descriptive statistics, this research design aids in identifying patterns, trends,
and relationships among the variables, providing valuable insights into customer behaviour
towards EFD receipt requisition in the specified Region.

The study area was the Kariakoo Tax region, specifically the Kariakoo market in Dar es Salaam
City. The Kariakoo market in Dar es Salaam was chosen because it has a large number of
traders who are taxpayers, trading with selected business sectors such as spare parts, hardware,
mobile phone shops, wholesale shops, sub-wholesale, electronics shops, pharmaceutical stores,
bar and restaurants, and the majority of them use EFD machines (TRA, retrieved on October
03, 2023); therefore, a researcher expected to obtain important information on the determinants
of the factors affecting customers' requisition for EFD receipts.

The study adopts stratified random sampling. Stratify customers based on demographics (age,
income, occupation) and select samples from each stratum. Also, the sample size was based on
statistical power analysis, ensuring it was representative of the population and provided
sufficient data for analysis (Mohsin, 2016).

The study utilised statistical methods such as regression analysis to assess relationships
between independent and dependent variables. Conduct subgroup analyses to explore
variations based on demographic and technological familiarity factors. The qualitative data was
analysed using content analysis to interpret data from interviews. The pre-test survey was done
to ensure the validity and reliability of the data.
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RESULTS AND DISCUSSION

Table 1 shows the descriptive statistics of the variables understudy. It shows that all variables
have 153 observations, with the mean varying from 0.35 for experience to 0.85 for satisfaction.
The standard deviation is slight for satisfaction (0.35) and most significant for legal
requirements (0.50). All variables are dummies, so the minimum value is zero, and the
maximum is one for each.

Table 1: Descriptive Statistics

Variable Observation | Mean | Std. Dev. Min Max
EFD requisition | 153 0.634 |0.483 0 1
Age 153 0.412 ]0.494 0 1
Sex 153 0.614 ]0.488 0 1
Occupation 153 0.608 0.490 0 1
Experience 153 0.359 |0.481 0 1
Legal required 153 0.516 | 0.501 0 1
Trust 153 0.621 |0.487 0 1
Satisfaction 153 0.856 | 0.352 0 1

Concerning correlation analysis in Table 2, age, sex, occupation, experiences, and legal
requirements positively correlate with the requisition of EFD receipts. On the other side,
trustiness and satisfaction over obtaining and using EFD receipts are positively correlated with
the requisition of EFD receipts. However, all the variables display weak correlation. The
correlation across independent variables is less than fifty percent, thus signifying the absence
of the multicollinearity problem.

Table 2: Correlation Matrix

EFD Age | Sex Occupation | Experience | Legal | Trust | Satisfaction
requisition

EFD 1

requisition

Age -0.14 1

Sex -0.07 020 |1

Occupation | -0.19 013 (013 |1

Experience | -0.05 0.20 |0.01 |-0.26 1

Legal -0.08 0.07 |0.12 |0.05 0.02 1

Trust 0.13 -0.22 | -0.01 |0.12 -0.14 -0.06 |1

Satisfaction | 0.35 -0.34 | -0.21 |-0.29 0.04 -0.17 1033 |1

Table 3 presents the logistic regression results, and its marginal effect is presented in Table 4.
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Table 3: Logistic Regression Results

Number of obs= 153
Wald chi2(5) = 9.86
Prob >chi2 = 0.0793
Log pseudo likelihood =-94.787047
PseudoR2 = 0.0568
EFD_Requisition | Coef. Robust  Std. | z P>z [95% Conf.
Err. Interval]

Age -0.572 | 0.342 -1.670 | 0.094 -1.242 | 0.098
Sex -0.092 | 0.373 -0.250 | 0.806 -0.822 | 0.639
Occupation -0.861 0.365 -2.360 |0.018 -1.577 -0.145
Exp -0.493 | 0.397 -1.240 | 0.215 -1.272 1 0.286
legal required -0.116 0.379 -0.310 | 0.759 -0.859 0.627
Trust 0.611 0.370 1.650 0.098 -0.114 | 1.336
Satisfaction 1.789 0.642 2.790 0.005 0.531 3.047
_cons -0.477 | 0.822 -0.580 | 0.562 -2.087 1.134
Table 4: Marginal Effect
Variable dy/dx Std. z P>z [95% C.1. ] X

Err.
Age* -0.133 0.080 |-1.670 |0.094 |-0.289 |0.023 |0.412
Sex* -0.021 0.085 |-0.250 |0.805 |-0.187 |0.145 |0.614
Occupation* | -0.191 0.076 |-2500 |0.012 |-0.340 |-0.041 |0.608
Experience* | -0.115 0.093 |[-1.240 |0.216 |-0.297 |0.067 |0.359
Legal * -0.027 0.087 |-0.310 |0.758 |[-0.197 |0.144 |0.516
Trust* 0.142 0.086 |1660 |0.097 |-0.026 |0.310 |0.621
Satisfaction* | 0.419 0.130 3230 |0.001 [0.165 |0.674 |0.856

The coefficient of age is positive and statistically significant at a 10% level. This shows that
individuals aged 46 years and above are more likely to requisition EFD receipts frequently than
individuals aged below 46 years. The coefficient of sex is negative but statistically
insignificant. However, it signifies that men are less likely to requisition EFD receipts
frequently than women.

For occupation, the coefficient is negative and statistically significant at the 5% level. This
implies that individuals who are in employment are less likely to requisition EFD receipts more
frequently than unemployed persons. Concerning the coefficient of experiences, we find it is
negative but statistically insignificant related to requisition EFD receipts. However, this
suggests that the longer the individual operates the businesses, the less likely they will require
the EFD machine.

The coefficient of legal is negative and statistically insignificant. However, as people become
aware of the legal requirements for obtaining and keeping EFD receipts, they are less likely to
requisition EFD receipts. On the contrary, the coefficient of trust is positive and statistically
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significant at a 10% level. Thus, people are likely to requisition EFD receipts as they trust the
accuracy and reliability of EFD receipts increases.

Lastly, the satisfaction coefficient is positive and statistically significant at a 1% level. This
justifies that people are more likely to requisition EFD receipts as they become more satisfied
with the overall process of obtaining and using EFD receipts.

IMPLICATION TO RESEARCH AND PRACTICES

The research study on factors affecting customers' requisition of EFD receipts in the Kariakoo
Tax Region in Dar es Salaam, Tanzania, has significant implications. The findings from various
studies suggest that factors such as awareness levels of customers regarding EFD receipt
benefits (Siwandeti et al., 2020), perceived Value of EFD receipts by customers (Chalu &
Mzee, 2017), legal and regulatory factors influencing customer behaviour (Mohamed et al.,
2023), business reputation and trust impacting EFD receipt requests (Nnko, 2023), and ease of
receipt issuance affecting customer behaviour (Masoud, 2023) are crucial in determining
customers' requisition behaviour. These implications highlight the importance of enhancing
customer awareness, improving perceived value, ensuring regulatory compliance, building
trust, and streamlining the issuance process to encourage customers to request EFD receipts
effectively in the Kariakoo Tax Region.

The findings could inform policymakers about the effectiveness of current policies related to
EFDs. The study shows moderate awareness levels about the benefits of EFD receipts among
customers; policymakers may consider implementing awareness campaigns or enhancing the
perceived benefits of EFDs. Businesses in the Kariakoo Tax Region could benefit from
understanding the factors influencing customer requisition of EFD receipts. This knowledge
could help TRA tailor their strategies to increase customer awareness, improve trust, and
streamline the issuance process on the side of businesses.

The study could highlight the need for regulatory changes to improve the ease of receipt
issuance. If customers find it challenging to obtain EFD receipts, regulators may need to
simplify the process to encourage compliance. Understanding the factors influencing customer
requisition behaviour could help businesses improve customer service and enhance customer
satisfaction. For example, if customers value EFD receipts for tax compliance purposes,
companies could emphasise this benefit in their interactions with customers. And lastly, the
study could highlight the importance of trust and reputation in influencing customer behaviour.
Businesses with a strong reputation for compliance and trustworthiness may find it easier to
convince customers to request EFD receipts.

CONCLUSION

The findings of the study highlighted the awareness levels among customers regarding the
requisition of EFD receipts, the perceived value of these receipts, the impact of legal and
regulatory requirements on customer requisition behaviour, the influence of business trust on
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customer EFD receipt requests, and the assessment of the ease of receipt issuance and its impact
on customer behaviour.

The results suggest that while there is a moderate level of awareness about the benefits of EFD
receipts, there is room for improvement in communicating these advantages to customers. The
Perceived Value of EFD receipts is generally positive, with customers acknowledging their
importance in ensuring transparency and compliance with regulations. Legal and regulatory
factors significantly influence customer requisition behaviour, emphasising the need for
businesses to stay abreast of and comply with relevant laws.

The study also highlights the crucial role of business reputation and trust in encouraging
customers to request EFD receipts. Customers are more likely to seek EFD receipts from
businesses with a positive reputation and high trust. Therefore, companies should prioritize
building and maintaining a solid reputation for enhancing customer compliance with EFD
receipt requests.

On the other hand, the ease of receipt issuance is identified as a critical factor affecting
customer requisition of EFD. Businesses that streamline the process of issuing EFD receipts
are likely to experience higher compliance rates. Therefore, efforts to simplify and expedite the
issuance of EFD receipts can positively impact customer behaviour and contribute to a more
efficient and compliant business environment.

The study also provides valuable insights for businesses, policymakers, and regulatory bodies
to enhance the effectiveness of EFD systems. By addressing the identified areas of
improvement in awareness, legal compliance, and ease of issuance, businesses can foster
greater customer compliance with EFD receipt requests, ultimately contributing to a more
transparent and trustworthy business environment.
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