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On the Influencing Factors of Taxpayer Satisfaction
—— An Empirical Study of Local Tax System Based on S City

SI Xiao-yue, ZHANG Fang-zhen, BIAN Jiang
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Abstract: By drawing on the research results of the domestic and international
customer satisfaction indexes, and under the guidance of the studies on the
customer satisfaction indexes of public service, a structural equation model was
established to fit the tax system of taxpayer satisfaction. The empirical study of S
City was used to verify the model’s feasibility, and calculate the scores of taxpayer
satisfaction indexes. It was found that taxpayers’ perceived quality exerts
significant effect on taxpayer satisfaction. Besides, the effect of taxpayers’
expectation on their satisfaction follows the path of taxpayer expectation to their
perceived quality and to their satisfaction, whose direct effect is minimal. On this
basis, the reasons of low taxpayer satisfaction were analyzed and several
countermeasures and suggestions were put forward accordingly.
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