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Abstract

Taxpayer satisfaction is an evaluation which introduced from the concept of
“customer satisfaction”, can help measure the taxpayer service quality, search the
requirements of the taxpayers, find out the defects in the taxpayer service and identify
opportunities for the continuous improvement of tax authorities.

In recent years, with the practices of taxpayer satisfaction measuring by tax
authorities at all levels, some doubts about it have also been raised. The most
prominent issue is the mismatch between service input and satisfaction measure result.
What causes high service investment but low satisfaction? How to make tax taxpayer
satisfaction objectively reflect the effect of tax service? Taking these two issues as a
starting point, this paper applies the ideas and methods of Big Data to process research.

After analyzing the current situation of taxpayer satisfaction evaluation of China's
tax authorities, this paper found out that the cause of the mismatch between service
investment and satisfaction measure result may come from the defects of satisfaction
evaluation based on questionnaire survey, and the application of Big Data will provide
ideas for solving this problem.

The theoretical and practical aspects indicated that improving taxpayer
satisfaction evaluation by applying the ideas and methods of Big Data is feasible. The
influencing factors and data which inside or outside survey can be used as the
combination point of applying Big Data to taxpayer satisfaction evaluation. This paper
designed three research projects around finding influence factors and data analysis.
They are: 1. Through the method of data digging, search the way to improve index
system from the satisfaction questionnaires survey data itself; 2. Through the method
of cross-data-source analysis, combine the external data and questionnaires survey
data, dig deeper into influencing factors, and refine the original indicators; 3. Through
the method of transform non-data information to data, to find possible influencing
factors in the data outside the original the questionnaires survey data and to supplement
the original survey indicators.



The empirical analysis based on the data of Tax Office of City G proved that these
methods and projects have utility value. Which is, it can more accurately lock down
the key influencing factors of taxpayer satisfaction, and find out the missing content
In the existing questionnaire survey indicator system, thus to eliminate the defects and
help the tax authorities further improve the taxpayer satisfaction evaluation. Moreover,
the applying of Big Data ideas and methods in taxpayer satisfaction also have universal
reference significance for the public sectors besides the taxation department

Back to the starting point of the research, in order to make the taxpayer
satisfaction evaluation can more accurately reveal the effect of tax service, so as to
provide accurate feedback for tax service improvements, this paper puts forward
further suggestions based on the research findings: That is, constantly improving the
content of indicators, adopting the data acquisition method of Big Data to normalize
the collection of satisfaction data, and carrying out the on-going data monitoring and
in-depth application of the result. These measures may continuously improve the

quality of tax services and constantly improve taxpayers’ satisfaction.

Key words : tax service, taxpayer satisfaction measuring, Big Data,

questionnaire survey
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BBMEABKREELTZH 4.48 .935 312
BB EHSABBESIZNANEEA 4.21 1.170 312
BABHSAB M IZ IR ZH 4.29 1.073 312
C AT HEBESINEEOIESIEWMB R KT 4.48 .962 312
C KT HEHE— RSN RERFAEM 4.21 1.236 312
C ATHRHFKEZ —BEMEBETFTEIARN 473 702 312
C ATHRHKESTELEBEFERAXARE 4.45 1.090 312
C KTREKEEZREHMOMABEEZE 4.26 1.161 312
C KITBRSKFRREZ AAB ARAREE) 4.04 1.292 312
C AT UHFKEHBRERERNEE 3.65 1.409 312
C AT A5k F 24780 55 B E B A R BUEHRTIR 4.18 1.131 312
C KT %KM E B 8] A 58 5l 55 70 38 4.29 1.024 312
C KT & KFIRFTEE AL EMR#ERELER I 4.33 1.062 312
CHERBEEDBEREZTLESIMERAT 4.44 1.006 312
CHEREREREFEEREIKRZ S 4.62 .867 312
DM LEDBERBRSRAEZTEZITIRE 3.73 1.463 312
D M EAOBERRS RS REEWIRERE 4.51 .935 312
D W EABIEARRS RGRER L4 Rt 414 1.192 312
DHMENBEERH MEIBHEEREEEL 4.42 .965 312
DM EDBRELHST M LB S R A HEH 4.38 .992 312
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E Mk BNk BiE N RS
ER&HBRALBERERE N

E REIRSKF RS D ER TR AL AE
E REBSFKFEH N EWETNABAREF B
E A&l 557K P 58 B Z A B B9 52 )

E Ll 557K F B & A8 BERA B 5 8
FEUFTBLSHARXTHERZRITIMEL

F B2l A 7 BLER AR S5 R AR S5 S 2 11
F FROFTRMAME QQ HEBRBE S EHWRE
FFROUFM EBMREDBRESHARRE

| ORI BHOEE BB

| EDENERFIEFEREN

| HOEN B BAR S — 0 FIEH

| R B AT ERBRRAMIECERESTH
|BEERLTNEEEIREREERZEER

3.56
4.33
4.67
4.34
4.37
4.42
4.16
4.24
4.50
4.62
4.57
4.64
4.60
4.67
4.77

1.466
1.062
.T47
1.021
1.024
.963
1.123
1.251
.897
.806
.853
.769
.831
741
.640

312
312
312
312
312
312
312
312
312
312
312
312
312
312
312
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FRAE
IR RE R¥ HEMEITE

R B FRAEIR Beta t Sig. AE VIF
(BE) -.387 .369 -1.049 295

AGEATFHBANBBREREGEENBRERFELH .034 .054 .038 630 529 440 2.275
AEE /A ABEDBBERRE RN RARRIREMN .059 .053 .067 1.122 263 452 2.212
AGEAFERBIZREX AT IRBEKRRER .038 .075 .035 504 615 336 2.974
AGE "ﬁﬂ,itjj BB R RS BB Mot et X 1458 -.011 .055 -.012 -.206 .837 467 2.143
AGEAFERNAHERERESHERTRNGE -.017 .052 -.018 -.322 748 501 1.994
B BB & BN E 15 R i B .091 .064 .098 1.414 159 .340 2.943
BHRIKWEABKEEREZH -.093 .069 -.092 -1.354 A77 351 2.850
BABHSMBHSZIINERHA - .054 .000 .000 1.000 .363 2.752

3.793E-06

BABHSMWBHSZINEXNS#H .004 .061 .005 .071 943 337 2.967
C AT HhEHESINEEOEIEHBEZRE -.013 .063 -.013 -.210 834 .396 2.522
C KT HEBHE5—REEANDBRRERFIEME -.003 .051 -.005 -.067 .946 361 2.768
C KITIRSKFGE—BEMBEFTEZIARIN .097 .075 072 1.294 197 524 1.910
C RKITIRSKESTHLESAERAXAMAE -.027 .053 -.031 -.497 620 429 2.330
C KITRSKFEZRMOABERESE .046 .056 .056 .820 413 345 2.901
C RKITBRS KRR ES NAT AR HAEED -.011 .048 -.015 -.224 823 .385 2.595
C KT W KEHERERERNTRE .046 .037 .068 1.254 211 547 1.827
C AT K AFEZ NS EZMBARBABLIR -.043 .058 -.052 -.749 454 342 2.924
C AT A&7k FAEM E A 8] P SE AR L 55 77 32 217 .058 235 3.768 .000 418 2.390
C KT WS KFRFTBE AL EHERELT -.014 .063 -.016 -.224 .823 .320 3.120

CHRREBEDPHIRBEBETLIESIMERAT -.013 .052 -.013 -.244 .808 534 1.874
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CHRRENREEFFEERRERETE
DM EABEARRS RENETESTRE

D M LB AR AR SS R4 SR BB M IR AR (E

D W LB ARIRS RERE R 45 KAt
DM ENBERKET N ELBELREEE

D W EABiE /&S W L 7Bt 45 & B HE

E AL BHARLBIERMIER

E A& BERL BEREDE R

E ALRSKFRSSERFERXANEAE
ERERS KT EFH N EAETNIABAREHEED
E &l 5K P AT B Z AT ARIEE R
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F B0 L 7 B ot R S5 IRE AR S5 % 2 e
F FROFTRHAME QQ HFEBRBESEWRE
FFROIFM EBPSNEDBRESHHPBRE
| ORI BHORE MBI

| CEDBENERFIEFEZEN

| RCOED BB HELS — 0 FER

| S AR ERARRAMTECERESTH
|REERLTUREEEmESEERSEER

-.024
-.009
.040
.011
134
-.016
.076
-.044
.070
-.002
-.025
178
.037
-.006
.000
.039
-.139
.338
.028
-.005
.017

.066
.037
.061
.051
.078
.079
.034
.057
.082
.068
.081
.076
.056
.039
.064
.080
.082
.089
.086
.092
.099

-.022
-.013
.039
.014
37
-.017
A17
-.049
.055
-.002
-.027
.180
.044
-.008
.000
.033
-.125
275
.025
-.004
.012

-.360
-.234
.652
217
1.717
-.201
2.207
-778
.856
-.025
-.309
2.350
.668
-.159
-.005
490
-1.682
3.788
.330
-.051
173

.719
.815
515
.828
.087
.841
.028
437
.393
.980
757
.019
.505
.874
.996
.625
.094
.000
742
.959
.863

441
494
448
.387
.255
.238
575
403
.386
.303
211
275
371
.611
435
.352
294
.308
.282
310
.364

2.268
2.023
2.230
2.582
3.923
4.195
1.741
2.479
2.591
3.296
4.742
3.638
2.695
1.636
2.297
2.839
3.402
3.243
3.547
3.224
2.744

a. AZE: J B4 S TN A2 AR EE
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Bz 11: QEFRIIESIZHIE

NEFHEE

A RE
AGRATFABRHBBEREENBRHRFEELE 1.000 536
A GELTFHNADHRBERREEANBPERIREH 1.000 588
AGEAFERBIZHEX AT IHBRRESR 1.000 675
A BERATFREXDBBERREEEH KA X148 1.000 .600
AGELATFEANRERSASIBEEERNLE 1.000 474
B B E B E & KA EI L 1.000 643
BRUKNEEBNEEELASH 1.000 613
BABHSABHSFEIINEXHA 1.000 567
BABHMSABHSF I 2 1.000 651
C RTHBIESINBENESEMBT R RE 1.000 559
C KT HBIES — RS HABRERFTEM 1.000 596
C KITRFSKFE—BEMBEFTEZIARZIN 1.000 574
C RITERSFKFEE 1T L BAERA X AE 1.000 658
C KTHRSKFEZNMOABER 5 E 1.000 681
C KITREKFRVE H AR AREAE 1.000 619
C KT WHKEHEREREREHE 1.000 548
C KT WS AFREN S EIBENBA BB ABTIR 1.000 653
C AT 55K FAE M E B 18] P FE AR Al 55 71 32 1.000 527
C KT UK FIATEE N T B EIEE R 7P 1.000 632
CHRERBEEABRREETLIESIHEAT 1.000 418
C MR REF R EFEEREEREEZTE 1.000 538
D MEABRBEARBESREYEZTESITIRE 1.000 573
D M EABEARIRS RE R EEWIRERE 1.000 621
D WM EABRBEARERSRERERMLLE DT Kot 1.000 618
DRLEABERKE WLEABREALEEIN 1.000 691
D W LEABLELHES W LIS R ot HE 1.000 711
E A& BERE BT RATES 1.000 460
E A& ipBRL BIERE RS Rt 1.000 611
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E RALBRSKERSDERFERAAMATAHE 1.000 650
E RZIRSKFE XN B AETMAE AREEE 1.000 713
E &l 5K T 58 BB 90 B A /Y £ ) 1.000 754
E #& W EKFERENBAZEEH S E 1.000 728
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FESHMADBLEN RS RERS S S HEE 1.000 442
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R

1 2 3 4 5 6
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A HEE
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B Bl E & B E & KAt EIf 737 -.235
BABHSHWBHSEZINEXNZH 737 -.222
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&) BE T T iR
DRENBEAH MLEABEEZE 733 .348
g R
C RATUHKFRFTBEANLEMEKE 719 235
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&
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SHE
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£72

E A&7 B AL BiEEE R S Rt
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.702
.701

.692

.686
.683

.674

.670

.670

.667

.662

.659

.656

.656

.652

.646

.639

.635

.634

.628
.619

502
311
-325
280
-217
-303  -.302
294
472
-280 -.210
521
249
539
396
271
445
244

-.267

273

-.212

203
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| CEDEDBIER — N FEH 618 574

| 5E TP BCEAE W B 617 501
DHMENBBEARBSREREEMRE 616 469
YEfRI{E

C AT UHKEHERERERME 615 373

vl

ERLRFKERSSERFFEAL 608 262 414

BAHE A B

C ATHRHFKEZ —EEMEBESFE 591 403
JARS

C KITIRSKESTHELESMEERAL 587 549
BAHE

CHREBEEINRRBFERZSTLE 571 209
SIE2AT

E A& BERL BiERNIZR 542 327
FESAFMADBENRSPUER 511 347
SELER

| SR ETERARNBETEEEFR 505 .637

EETH

[ RENENBEFATFLENR 551 .631
IREERTMIEEEmESEER 468 617
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DMENBBEARBRSREYETEEZ 507 533
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fE#E (BA Kaiser FREE{LHIME S BES %o
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JEMAM MM EMEHEEE 4.40 947 312
®F1 0159743 1.00301467 312
F2 .0003454 .99922755 312
¥3 .0057606 .97816600 312
T4 .0289376 .98206416 312
¥5 -.0008479 .99724967 312
H¥6 -.0112610  1.01596914 312
XK
JEMAM
ERARE:
BV
N=312 BE A1 A2 53 A 14 15 16
Pearso JEM&TS 1.000 658 190 .057 074 .000 .010
n X iEHINEE
3 HHREE
& F1 658 1.000 -.001 -.002 -.030 -.003 .001
®F2 190 -.001 1.000 .024 -.003 018 -.024
"3 .057 -.002 .024 1.000 012 -.001 012
®F4 074 -.030 -.003 012 1.000 -016 -.005
"5 .000 -.003 018 -.001 -.016 1.000 .009
"6 .010 .001 -.024 012 -.005 009  1.000
SEM JEAMS .000 .000 159 .095 500 432
(& THoEE
B) #HEE
& F1 .000 491 488 297 478 490
®F2 .000 491 335 476 377 339
®F3 159 488 335 415 495 415
®F4 .095 297 476 415 .386 466
"5 .500 478 377 495 .386 437
® 6 432 490 .339 415 466 437
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