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ABSTRACT

The quality factor of tax agent service on the
reputation of tax agent and continuous use
intention by customer trust

Kim, Eun—Sil
Major in Smart Convergence Consulting

Department of Smart Convergence

Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

Beginning with the enactment of the Tax Officer Act on September
09, 1961, employees of tax officers, certified public accountants, lawyers,
and other qualified staffs or corporations with specialized knowledge and
experience are engaged in tax affairs. As the number of professional tax
agents has been increased to open service providers after the financial
crisis, competition among tax agents has become more intense and I have
become aware of the need for differentiated professional services and
quality service quality. The purpose of this study is to identify the effect
of tax agency service quality on tax reputation reputation, customer trust,
and continuous use intention in order to improve differentiated expertise

and quality, I examined the effect of the type of moderation effect. The

_79_



purpose of this study is to identify the effect of tax agency service
quality on tax reputation reputation, customer trust, and continuous use
intention in order to improve differentiated expertise and quality, I
examined the effect of the type of moderation effect. Statistical analysis
procedure frequency analysis — descriptive statistics analysis —
exploratory factor analysis — trust analysis — confirmatory factor
analysis — structural analysis model analysis — control effect analysis. In
frequency analysis,

First, in the frequency analysis, the wholesale and retail trade in
which a man in his 40s used less than 100 million private companies for
less than 3 years was the most frequent,

Second, in the statistical analysis, the standard deviation was less than 3
and the kurtosis absolute value was less than 3.

Third, in the exploratory factor analysis and reliability analysis,
Cronbach's Alpha value exceeded the standard of 0.7, confirming the
reliability and confirmatory factor analysis.

Fourth, in discriminant validity test of confirmatory factor analysis,
the correlation coefficient value of all pairs was lower than the AVE
square root value of each constituent concept, but the correlation
coefficient of confidence and responsiveness was 0.857. The validity of
the assurance and responsiveness was confirmed, and the model fit of the
measurement model evaluation was analyzed to be acceptable as a whole.

Fifth, Hypothesis test results show that empathy and tangibility affects
the tax agent 's reputation positively, and professionalism, responsiveness,
empathy, and tangibility have a positive effect on customer trust, Agent
reputation and customer trust have a positive (+) impact on persistent
intention to use. The model fit of the structural equation model analysis
also showed acceptable levels as a whole,

Sixth, the controlled study model of the control effect test showed
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that the confidence level had a moderating effect on the reputation of the
tax agent and the customer trust, and the measure identity test showed
that the control variable business type secures the measurement equality.

As a result of multiple group analysis in the control effect test, the
type of corporation regulated between expertise and tax agent 's
reputation. Corporate corporation has a positive influence on professional
trust and responsiveness to customer trust and tax agent' As a result, it
was found that the professionalism, empathy, and tangibility affects the

reputation of the tax agent and the tangibility affects the customer trust

positively (+).

The results of this study are as follows.

First, it is important to examine the difference between the leading
variables and the variables of this study, If we conduct further research
to find out the customer's choice factors and unsatisfactory service in the
fierce competition among agents, and improve the quality of service, we
would like to establish continuous relationship with the taxpayer
customer and the service provider taxpayer and to develop each other,

Monetization may also help.

[Keyword] Tax agent, tax agent, service quality, tax agent's reputation,

customer trust,
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