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| ABSTRACT

The study attempted to investigate real estate owners' views on computerizing the Real Property Tax Administration in Calamba
City's barangays. Transparency, accountability, involvement, and compliance were critical due to the high rate of delinquent
taxpayers. The study analyzed the connection between customer satisfaction and implementation level. A questionnaire was
used to collect 140 responses. Mean, correlation, and Likert scale were used to analyze the data. The main findings of the study
revealed that real estate owners in barangay had a positive view of the computerization of real estate tax administration. The
combined percentage of "very satisfactory" and "satisfactory” responses was consistent in all key areas. This indicates that the
public perceived the local government's services as proactive and customer-centric. Since the variables were inter-connected in
a way, this study proved that the implementation of the Real Property Tax System and the Client’s Satisfaction level in Calamba
City did meet the expected outcome of the research. Respondents positively matched all the questions, which led to a
satisfactory result or more, and projected the implementation of the system. The Sub-Variables Responsiveness, Reliability, and
Assurance provided a lot of positive results in this research; the answers of the respondents created an idea of advancing the
proposal of this study. Despite the high satisfaction rate, there is always room for improvement. Therefore, the output of the
study recommended an action plan to enhance the ongoing initiative, develop innovative approaches, and boost the confidence
and productivity of barangay workers.
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1. Introduction

The promotion of cooperation with clients is one of the key objectives for each company's development. This development goal
recognizes the importance of the operation and development of clients and professionals, including the provision of high-quality
customer service standards. The decisive factor in ensuring the economic success of a company is increasingly viewed as client
satisfaction.

In the 20th century, empirical studies and scientific discussions from the world’s most advanced countries led to a conclusion that
a greater degree of customer satisfaction attracted more customers, reinforced their fidelity to certain businesses, goods, or brands,
produced larger returns, reduced the need for product improvements, and guaranteed less price flexibility (Sharma, 2020). It is,
therefore, undeniable that the company needs quality services through information communication technology. Due to the
remarkable contribution of information technology to decision-making, saving time, removing uncertainty, bringing prosperity,
and adding value to the organization has led to the emergence of various types of information technology.

Copyright: © 2024 the Author(s). This article is an open access article distributed under the terms and conditions of the Creative Commons
Attribution (CC-BY) 4.0 license (https://creativecommons.org/licenses/by/4.0/). Published by Al-Kindi Centre for Research and Development,
London, United Kingdom.
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Over the past 20 years, research indicated that information technology has been installed in operational settings in local
government with complete public safety command and control systems, executive information systems, office automation systems,
electronic mail, and other sophisticated applications of information technology.

However, the government takes longer to adapt, accept, and routinary implement the tax collection information system in the
local communities. One of the main issues faced by the tax administration system is the use of manual paper registration systems.
This is particularly true when it comes to property taxes. Taxation is a critical issue to study, but it is a broad topic, and resources
are expected to be a bottleneck for its coverage.

Similarly, assessing all aspects of the tax administration system in the Philippines and the revenue authority office across the
regions and provinces requires more effort to re-engineer and modernize the information technology systems and procedures to
increase the country’s competitiveness and improve the delivery of public services and fiscal efficiency. As a result, it involves
computerizing accounting information systems, which are set up to make decision-making easier. These are linked to several
advantages, including the speed at which regular transactions can be completed, timeliness, speedy analysis, accuracy, and
reporting.

To emphasize the significance of an updated e-government technology system, tax capacity is a measure of taxpayer compliance
and client satisfaction, both of which are influenced by the caliber of service taxpayers receive from tax authorities. In many nations,
tax compliance has always been a significant problem. The ability of authorities to impose taxes may have an impact on the low
tax compliance rate. Taxpayer compliance can, therefore, be increased by implementing a real estate tax administration technology
system that offers outstanding customer service.

All the same, an improved “Real Property Tax Administration System and Clients’ Satisfaction in Calamba City Barangays” would
motivate taxpayers to enhance their compliance, which will subsequently raise an economy'’s tax revenues. Establishing a Real
Property Tax Administration System and Client Satisfaction action plan in Barangay 3, Barangay Lecheria, and Barangay Bafadero
of Calamba City would present one strategy to raise tax capacity by enhancing taxpayer compliance and prove the tax collection
and management mode, proposes a way to enhance the tax collection and management system, enabling taxpayers to pay taxes
more swiftly and conveniently.

Information technology in all units of government could not be disregarded because, without it, many of the services they provide
would not have been possible. It is already a crucial component of the government, and with time, its role will only grow. All levels
of government rely heavily on information technology to run their daily operations; therefore, any disruption to this infrastructure
would cause those governments to shut down completely and be unable to operate at any level. That is one of the factors
contributing to the government's current fascination with information technologies.

Relatively, the goal of the Treasurer’s office of Calamba City was to see the emergence of information technology as a new strategy
that could never affect its broad and fundamental commitment to clients and to improve its tax revenues aimed to continually
develop a new set of competencies to promote the general well-being and socioeconomic conditions of local communities.

2. Literature Review

The premise behind this chapter includes a review of the related literature that was relevant to the proposed research study.
Accordingly, the researcher examined the underlying literature to determine the level of satisfaction of taxpayers in Calamba City
barangays with the payment of their real estate taxes. A variety of resources were used and reviewed here, including printed
publications, unpublished materials, and published over-the-internet resources.

2.1 Real Property Tax Administration System

As cited by Uhunoma and Owenvbiugie (2020), effective tax administration involves gathering, processing, and utilizing data in
the most legitimate, efficient, and effective ways. The increase in tax revenue to pay for government spending was consistent with
the tax authorities' sincere efforts. Nevertheless, the quantity of tax revenue collected determined how effective this process was.
Effective collection and administration of revenues can result in the government performing well in providing public goods for its
citizens.

According to Carpio (2020), the barangay is the place where the community's initial projects and endeavors are planned and carried
out. However, It was ironic that it had the minimum quantity of information that served as an initial state for organizing and
executing policy. She emphasized the importance of the Barangay Management System (e-barangay) in producing precise
statistics, submitting complaints, and expediting administrative procedures like document requests.
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Furthermore, as the global environment ages, he stretched further beyond the surface of development initiatives, and the use of
digital equipment and other electronic gadgets became the emerging trend for information technology. It was at the forefront of
streamlining procedures in both the public and private sectors as process innovation. People no longer had an option; rather, it
became a necessity because computers have been instrumental in helping people organize, store, and retrieve vast amounts of
information. It was also a tool that allowed its users to accomplish more, which made it an essential tool, particularly in work
settings. Information and communication technology was being used more and more in the Philippines and other parts of the
world to improve governance, especially at the barangay level, by strengthening the role of the government in public
administration, service delivery, and the promotion of participatory democracy.

According to Islam et al. (2020), the expanding sphere and influence of ICT in contemporary times could not be simply undermined.
Numerous studies have been conducted since the 1960s, when internet technology first emerged, to chart the evolution and
expanding integration of ICT in people’s daily lives. From autonomous, stand-alone devices intended primarily for data processing
and computation, computer technology has advanced to include electronic information repositories that were always open to the
public and may be accessed by anyone, anywhere in the world. Around the world, a sizable number of studies have already been
conducted to help connect ICT and governance. The majority of this research was based on the conviction that information and
communication technology (ICT) was one of the best, if not the most, instruments for good governance. It was not enough to
simply take ICT for development as a participatory mechanism.

As stated by the National ICT Ecosystem Framework, Department of Information Communication Technology (DICT, 2019), in the
future, people will live in a society where they will have access to technology that will improve their quality of life through
innovations and offer efficient government services. In the constantly evolving digital landscape, government leaders and the
Information and Communications Technology (ICT) sector must work hand in hand to address the challenges and opportunities
of the industry. By harnessing the power of emerging technologies and innovative ideas, they could develop creative solutions to
enhance the efficiency, productivity, and competitiveness of businesses and organizations while improving the quality of life for
citizens. Collaboration between these two spheres was a key driver for the growth and success of the digital economy, enabling it
to adapt to the changing needs and demands of society.

Moreover, Bona and Camara (2021) stated that in anticipation of the new ICT system, ICT supported the tax administration in the
Philippines, which was typically made up of more than 42,000 barangays across the country. As the smallest political unit, the
barangay was primarily responsible for carrying out policies, projects, and programs for development. Without the motivated and
committed work of the barangays, the country's public service delivery system would collapse at the local level. In comparison to
other government units, barangays situated at the base of the bureaucracy exhibited a higher level of public engagement.
Therefore, a stronger, more resilient, and more prosperous society may eventually result from the empowerment of each barangay.
Ironically, the barangay had the least amount of information available to serve as a baseline for planning, policy implementation,
and competency despite being the site of the community's initial project planning and implementation and competency
development.

In addition, according to the article from The LawPhil Project (2020) based on the Local Government Code of 1991, local
government entities were expected to be independent and productive collaborators in achieving the goals of national
development. They should, therefore, provide services, projects, activities, and programs that benefit their constituents. It was
anticipated that the Barangay would operate effectively, including the use of ICT. The effectiveness of the performance was
assessed based on the caliber and effectiveness of reports submitted to higher authorities and information shared within the local
community. Developing an IT-enabled workforce and offering government services to stakeholders online were two of the most
pertinent strategic visions for the Philippines. This also applied to elected officials who worked for the government. The abilities
that barangay officials have gained from attending workshops and receiving ICT training will help them when utilizing ICT in daily
life.

Furthermore, Santiago et al. (2021) highlighted in their statement that doing work at the municipal level, at least in part, required
good knowledge and communication skills using computers and office tools to get the job done. A common feature of recent
public sector reforms was the use of information and communication technologies (ICTs) to enhance government procedures and
processes and to connect governments, citizens, and other governing bodies to promote greater political participation and the
making of decisions that could not be seen as a strategy called e-governance. Growing evidence over the past decades
demonstrated the development of an international field of study at the nexus of information and communication technologies,
society, and government. Terms like "digital government," "e-government,” "e-governance," and “information society" were used
to describe this field.
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Additionally, Santiago stressed that the term's original meaning was little more than an acknowledgment of the convergence of
advancements in information technology with the use and implementation of these technologies by government agencies. It had
then come to represent the institutional change that resulted in the development of a new social paradigm. As a result, the best
definition of e-government instead of this trend would be the application of information technology to more effectively manage
public affairs, provide public services, and accomplish more equitable democratic governance. For this reason, data was essential
to making wise decisions. The Barangay Chairman, however, was not able to complete these duties by himself. As a result, he
designated the Countermeasure and the Barangay Secretary to act as his hands in handling business affairs and finances after
being granted authority as the local chief executive. The majority of the barangay's administrative tasks were carried out by the
secretary. While some barangays had already shifted to using computers and other electronic devices for official transactions, the
majority continued to rely solely on manual processes. To ensure dependability, clearances and certifications are prepared using
little to no baseline data.

To bolster the study's conclusions, Vibora and Mandigma (2022) said that since previous research examining the sustainable usage
of Modern technology was extremely significant, if not vital, the study's findings may be useful. One of the biggest innovations for
the LGU was the ability to make payments online. The goal was to offer a precise and practical method of paying taxes. Given the
shifting environment and the speed at which an online platform may be used, this was a need, and flawless execution should occur
as quickly as feasible to offer improved offerings to taxpayers. Both internal and external users must be willing and fully committed
to the implementation of such a program. Different problems call for different approaches.

Also, based on the article from the ADB Completion Report (2020), Information and communication technology (ICT) has long
been acknowledged as the most potent tool for widespread and global dissemination, exchange, and transfer of information. A
few years ago, global institutions such as the Asian Development Bank (ADB) joined forces with other organizations and platforms,
like the Addis Tax Initiative, to enhance domestic revenue mobilization (DRM) and furnish governments with the necessary funds
to fulfill sustainable development objectives and alleviate poverty from their populations. Enhancements to tax regimes may
manifest as better legislation, streamlined procedures, and educational initiatives. It also included data warehouses, data matching,
internal control functions, management information systems, and basic administrative equipment that interfaced to enable
taxpayers to electronically register, file, and provide payment. An upgraded system made a higher degree of transparency possible,
and it spread to other government agencies.

Apart from what was stated, many national and sub-national governments around the world share the goal of developing a
sustainable administrative revenue system that could manage its source revenues in an easy, efficient, and economical way. The
following were the main goals for revenue departments: (1) increase revenue; (2) enhance internal organization; (3) guarantee
increased accountability, transparency, and integrity; (4) enhance taxpayer compliance; and (5) enhance taxpayer service delivery.
The goal of modernizing revenue administration was to strengthen tax justice and efficiency as the cornerstones of revenue
collection. Information and communication technology (ICT) could be used to close the difference between taxes, fees, and charges
that were due and those that were collected. On the other hand, the administration of information and communication technology
was frequently costly and complex, and it took time to see savings. Therefore, revenue departments must make wise choices. This
was especially crucial in developing economies, where buying an "off-the-shelf* system might not be appropriate. Solutions for
information and communication technology must take into account the demands of the surrounding area. This could indicate that
more.

Moreover, Hamza et al. (2021) stated that both the compliance costs to taxpayers and the administrative expenses to the
government needed to have no negative influence on the total amount of taxes collected at the national level. A sustainable tax
system could not be arbitrary, nor could the amount due be influenced by bias or sentimental preferences.

Correspondingly, Sabir et al. (2021) noted also that this concept specified that the time of payment, the manner of payment, and
the amount to be paid must be clear to the taxpayer as well as the taxing authorities; convenience, on the other hand, required
that a good tax system be capable of generating a subsistence for the taxpayer,

Sorguli et al. (2021) mentioned that the following conditions must be met: reliable and accessible internet service, cooperative
financial institutions, a technologically astute public, and adequate funding to set up the necessary infrastructure in tax offices
(Ahmed et al., 2021). A comprehensive plan for the design, development, and implementation of information technology must
include e-filing and e-payment systems.

As mentioned by Ismael (2021), for e-filing to be effective, the following factors were required: skilled personnel, a reliable IT
infrastructure, and a good business climate. The first stage in creating a strategic business plan for electronic tax systems was to
document concepts and actions, along with the goals and deadlines for each part. This was carried out while taking environmental
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opportunities and risks into account, along with the administration's strengths and weaknesses in terms of taxes. In a similar vein,
Hamad et al. (2021) suggested that the implementation strategy, including the method for carrying it out, be described in the plan.

Also, Fatah et al. (2021) said that many countries had chosen a staged approach to the introduction of optional electronic filing
and payment for segments of the taxpayer base, such as individuals or companies, as part of a phased plan to allow for live testing
of the system in the early stages. Taxpayers with specific characteristics, such as companies, were obliged to file returns following
the conclusion of testing (Ali & Hamad 2021).

Furthermore, Abdullah (2021) said that there were not enough words to adequately describe the significance of IT in the field of
taxation. A few examples included a decrease in the overhead costs associated with running the government agencies in charge
of tax administration, instantaneous tax liability computation via online tax calculators, a reduction in the cost of registering
taxpayers and generating tax identification numbers instantly, a decrease in taxpayer collusion among staff members regarding
tax liability; and a decrease in the number of tax returns filed. Information Communication Technology is the fastest-growing
technology in the world today; ICT adoption for running daily administrative and business transactions has made organizations,
both private and public, use it as a tool for managing their daily activities and efficient revenue collection. There have been
numerous changes in the world of business and government revenue collection. The changes kicked off when technological
innovation was equipped for use. ICT strategies for revenue collection applications started in the USA and then spread to
developing nations. The need for efficient revenue collection was of importance in many developing countries. ICTs have
revolutionized, given competitive advantage, and increased efficiency in revenue collection. The use of e-payment and e-
commerce has been of value in the advancement of ICT in business and government services.

In addition, Abdullah underlined that the process of collecting revenue may involve the use of a computer-based electronic system
to gather and store statements to assist and direct the organizational decision-making process. Since they offered a foundation
for all information systems to function, computers were the center of accounting information. The right software application for
an accounting information system needed to be installed on the computer system that would be utilized for it to function.

On the other hand, Adegboye et al. (2022) carried out a similar analysis and discovered that industrialization and ICT were both
sufficient and necessary components for tax revenue collection and mobilization below certain ICT thresholds. The author also
found that to sustain the overall beneficial impact on tax revenue collection; additional policies were needed above and beyond
these ICT limitations. According to Ershaid (2021) analysis, there was a significant correlation between VAT compliance and
computerized tax registers.

Also, Apeti and Edoh (2023) discussed further that the lack of political will for a digital approach to tax collecting was a fundamental
barrier to revenue mobilization in most developing countries.

2.2 Client Satisfaction with the Real Property Taxes Administration System
According to Rodriques and Sacchi (2019), client satisfaction has been acknowledged as one of the key components of modern
marketing theory, especially when it comes to services.

In addition, Gobena (2019) discussed that responsiveness is the willingness to help clients and provide prompt service. In handling
client requests, inquiries, grievances, and issues, this dimension placed a strong emphasis on promptness and attentiveness.
Flexibility and the capacity to tailor the service to the needs of the customer were also encapsulated by responsiveness. The
organization needed to see how services were delivered. Responsiveness reflected the dedication of a service provider to deliver
services on schedule. Thus, the readiness and willingness to offer a service constituted the responsiveness dimension. Clients may
occasionally find themselves in a situation where staff members are attending to each other's conversations at the expense of the
client's needs.

Gobena also mentioned that the competence of the company, the consideration it showed for its clients, and the safety of its
operations were all covered by the assurance dimension of service quality. Assurance was defined as the employee's “knowledge
and courtesy, and the ability of the organization and its employees to inspire trust and confidence.” Bateson and Hoffman (2019)
emphasized that competence pertained to the organization’s knowledge and skills in performing the promised service and referred
to how the organization’s employees interacted with the customer and the customer’s possessions.

2.3 Relationship between Real Property Tax Administration System and Clients’ Satisfaction

With the level of competition in the current market, the quality of service delivered to customers by enterprises plays a significant

impact on organizations’ competitiveness and sustainability. When customers believed that they received quality service, the

possibility of repeat purchases was plausible. On the other hand, when customers experienced bad service, patronizing the
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enterprise’s products and services was improbable (Sherman, 2019). Without customers, organizations ceased to exist; therefore,
delivery of quality service was vital. Providing quality customer service started within the organization. Culture acted as an
important tool in shaping people’s ideas on how to deliver excellent service to clients. When employees understood the importance
of serving customers right, it was much easier for the organization to connect with the clientele (Lovering, 2019).

According to studies conducted by Prasetio et al. (2019), job satisfaction and stress at work are not significantly correlated. The
purpose of this study is to investigate the relationship between organizational commitment, job stress, job satisfaction, and intent
to quit. Organizational goals and employee welfare can both contribute to the establishment of a more encouraging workplace
that lowers stress levels and boosts job satisfaction.

Prasetio et al. (2019) also mentioned that to prevent potential adverse impacts of stress on employees and the company, such as
declining health, anxiety, discontent at work, and unsatisfactory performance, organizations must be aware of these parameters.
Work satisfaction is crucial, and it needs to be sustained and improved over time.

Moreover, successful leaders and contented workers are seen to be critical components in attaining organizational success.

Luturlean et al. (2019) found that implementing transformational leadership and stress management at work could increase
employee job satisfaction. However, they also found that transformational leadership had no significant effect on work stress. This
suggested that work stress did not intervene in the relationship between job satisfaction and transformational leadership.
Moreover, customer satisfaction was widely recognized as a crucial factor that could impact an organization's overall success.
Providing high-quality customer service is essential in today's fiercely competitive business environment and is the foundation of
any successful business.

Several studies have identified that the quality of customer service affects the image and reputation of an organization. When
service quality was high, the level of customer satisfaction tended to be high, too, and this significant positive relationship was
indirectly affected by corporate image (Chien & Chi 2019). Service quality was vital among private organizations, and quality
customer service was the central element of the public sector. In the government sector, public service was the fundamental task
of every government worker, and the citizens were the ultimate customers. All government units and agencies must guarantee
quality customer service to their clientele. The quality of customer services was gauged by the citizens, businesses, and private
individuals; hence, government workers were expected to deliver the service that the customers deserved.

The implications of the survey's findings were similar to those made by Ocampo et al. (2019), who stated the importance of service
quality evaluation performance among employee-related issues. Similarly, the evaluation focused on how well and responsive the
employee personnel in the agency servicing sector were. Responsiveness and promptness of services were the most important
dimensions and sub-dimensions of the study; hence, the proposed approach enabled government administrators to direct their
efforts and resources toward enhancing service quality in key areas of responsibility. Responsiveness is a metric that tests the
ability to solve a problem quickly, deal with consumer complaints efficiently, and be able to assist customers as well as meet their
needs.

On the other hand, according to Ramya et al. (2019), the ability of service organizations to deliver the promised service accurately
and consistently was referred to as the system's reliability dimension, and it reflected the dependability and consistency of an
organization's performance. They added that dependability entailed the company keeping its word regarding problem-solving,
service delivery, and service provision. Although clients found unreliable service providers to be highly inconvenient, a concerning
amount of organizations continued to fall short of fulfilling their service delivery commitments. Every time, perceptions of client
satisfaction were determined primarily by reliability.

In support, Mao and James (2020) provided evidence to support their findings, stating that customers' expectations were shaped
by their previous experiences with a company's products or services, as well as advertising and word-of-mouth information.
Furthermore, they agreed that customers' expectations served as benchmarks for their evaluations of the quality of service they
received. In a similar vein, service providers must recognize that meeting or exceeding client expectations consistently is the
foundation of providing high-quality service. Thus, increasing customer satisfaction can result in positive word-of-mouth
advertising, which can result in increased revenue and profitability for the government.

The result was in line with the findings of Asuncion and Lacap (2021), who found a strong correlation between provider assurance
and customer satisfaction with courteous service providers. They added that service providers should give each customer their full
attention and take good care of their needs to boost customer satisfaction. The level of client satisfaction with the service showed
a statistically significant relationship between assurance and customer satisfaction, according to the results of the hypothesis
testing.
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Several researchers, including the findings of Doeleman et al. (2021), revealed that a positive relationship existed between
successful strategy implementation and open strategizing practices when transformational leadership was present. Based on the
data, "intrinsically motivated" and "empowering" leaders were found to be a moderating factor in supporting the adoption of their
own locally developed location strategy. Hence, employee commitment to strategy implementation had a positive impact on
employee satisfaction. Consequently, employee commitment to strategy implementation of barangays was correlated with
employee satisfaction; thus, the more committed employees to strategy implementation, the higher the level of satisfaction with
their firms. As a result, increasing employee job satisfaction through the implementation of transformational leadership and work
stress level management had a positive relationship with employee job satisfaction. However, transformational leadership did not
have a significant relationship with work stress. This, therefore, meant that there was no mediation of work stress either.

3. Methodology

This chapter presents a brief description of the general method of research employed in the study, the sample of the study, the
procedural steps followed in the conduct of the study, which includes research instruments, and the statistical treatment applied
for the analysis and interpretation of the data obtained from the City Treasurer's Office of Calamba.

3.7 Research Design

This study used the quantitative descriptive correlational study (Creswell, J. et al., 2018). The quantitative-descriptive correlational
method refers to the method that accurately and systematically describes a population, situation, or phenomenon. It systematically
describes a situation or area of interest factually and accurately and helps the researcher discover relationships and causal links
between variables while considering all steps involved in the interpretation process.

Through this research, an action plan can be made for improving, maintaining, and rejecting the focus on making it efficient. Since
the study described the satisfaction of the clients and the findings were the basis for developing an action plan, the quantitative
descriptive survey method was the most appropriate to use in this study.

3.2 Research Locale

The study, which aimed to create a new standard of superior local governance, took place in selected barangays in Calamba City.
These included Barangay 3, Barangay Lecheria, and Barangay Bafiadero, which had a high rate of taxpayer delinquencies and
required a commitment to transparency, accountability, participation, and compliance. The survey was conducted in certain
barangays.

3.3 Population and Sampling

In this study, a stratified random sampling technique was applied to select the corresponding number of respondents. The
sampling was established with the effect size to quantify the magnitude of the difference between populations, the margin of
error, and the confidence level calculated with the statistician using G*Power of 140 taxpayers from selected Barangays, including
the 21 Barangay Officials from the three selected Barangays of Calamba City.

3.4 Respondents of the Study

To assess the level of implementation of the real property tax administration system of Calamba City barangays, the researcher
included twenty-one (21) officials and key personnel of selected barangay to contribute information about the performances of
the Revenue Collection Information System administered by the Treasurers’ Office in their barangay. To supplement the
information of the personnel and barangay officials and to assess the level of satisfaction, the one hundred forty (140) clients
(taxpayers) were included.

Table A
Reseondents of the StudK
Group of Respondents Population Percentage Sample Size
Barangay Officials 33 15.21% 21
Clients 184 84.79% 119

Total 217 100% 140

Table A shows that the 33 barangay officials and 184 clients/taxpayers were the respondents who assessed their satisfaction with
the Real Property Tax Administration System (RPTAS) implemented by the City Treasurer's Office in Calamba City. All of them were
selected to comprise the study sample, which consisted of 21 Barangay Officials and 119 Clients, using a simple random sampling
technique.
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3.5 Instrument

A researcher-made questionnaire tailored for the institution checklist was utilized as the main data-gathering instrument. It was
patterned from books, articles, periodicals, and some unpublished materials pertinent to the proposed topic and was presented
to the adviser and statistician for evaluation, suggestions, and recommendations. The questionnaires were divided into two (2) to
evaluate the system and program implemented by the Treasurer’s office. The questionnaires explored the perceptions of the
clientele, particularly regarding responsiveness, reliability, and assurance.

The questions were structured using the Likert format. In this survey type, four choices were provided for every question or
statement. The choices represented the degree of agreement on the given questions. The scale below was used to interpret the
total responses of all the respondents for every survey question by computing the weighted mean. The application of the Likert
scale in this study was further explained with an interpretation as shown below.

Mean-score Interval and Verbal Interpretation on the Level of Implementation
of Real Property Tax Administration System

Ranges of Mean Rating Categorical Response Verbal Interpretation
3.25-4.00 4 Strongly Agree Fully Implemented
2.50 - 3.24 3 Agree Implemented

1.75 - 249 2 Disagree Partially Implemented
1.00 - 1.74 1 Strongly Disagree Not Implemented

Mean-score Interval and Verbal Interpretation on the Level of
Clients' Satisfaction

Ranges of Mean Rating Categorical Response Verbal Interpretation
3.25-4.00 4 Very Satisfied Fully Implemented
2.50-3.24 3 Satisfied Implemented

1.75 - 249 2 Dissatisfied Partially Implemented
1.00 - 1.74 1 Very Dissatisfied Not Implemented

3.6 Validation of the Instruments

To test the validity of the instrument to be used for the study, the instrument was pilot-tested on six barangay officials not included
in the group of respondents and 25 clients from one barangay. The dependability and consistency of the instrument's internal data
were evaluated using Cronbach's Alpha. The specialists who dedicated their time and effort to considering all the important
problems that should be described and clarified in the study process validated and approved this instrument. These specialists
were the statistician for the study, a professor from LCBA, and a representative from the Treasurer's Office. As a result, each
comment and proposal received thorough attention. Based on proportion relevance, the calculation concluded that the S-CVI
Average and S-CVI UA Average met the satisfactory level of 1.0. Hence, the scale of the questionnaire has achieved a satisfactory
level of content validity.

3.7 Data Gathering Procedure

Since the study required the participation of respondents, the consent of the selected respondents was secured, relaying all
important details of the study, including its aims and purposes. By explaining these important details, the respondents were able
to understand the importance of their role in the completion of the research.

A face-to-face survey on the selected Barangays at Calamba City was conducted. Specifically, Barangay 3, Lecheria, and Bafadero.
In every Barangay, the researcher randomly administered the survey to one hundred forty (140) respondents, including taxpayers
and barangay officials.

The researcher distributed and discussed the custom-tailored questionnaires. After three to four days, the researcher collected the
data personally. The results were tallied, prepared in a tabular form, presented, and analyzed in the text by using the appropriate
statistical treatment.

3.8 Ethical Consideration

Ethical issues were one of the most important aspects of the research. Thus, this study considered the observance of the Ethics

Manual of LCBA. The respondents' informed permission was secured before the survey. The study ensured participants' dignity
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should not be compromised in any way, and this was given top attention. Finally, during the process, consideration was given to
maintaining the privacy and security of the information obtained.

3.9 Treatment of Quantitative Data
The following statistical treatments were used to analyze the quantitative data:

1. The Mean and four-point Likert scale was used to describe the level of implementation and the level of client satisfaction with
the Revenue Collection Tax Administration System.

2. To compare the means of two groups, the paired t-test was used in hypothesis testing to determine whether a process or
treatment has an effect on the population of interest or whether two groups are different from one another.

3. The Pearson Product-Moment Correlation was utilized to measure the strength and direction of the relationship that exists
between the level of implementation and clients’ satisfaction with the Revenue Collection Tax Administration System.

4. Results and Discussion

This chapter presents the summary of findings and the results of the data generated from the respondents’ responses relative to
the delivery of services. The conclusions framed were correspondingly derived from the findings. Finally, the recommendations
were fashioned from the conclusions drawn.

4.1 Summary of Findings
From the data gathered and analyzed, the following findings were presented:

4.1.1 Level of Implementation of Real Property Tax Administration System Implementation in Calamba City Barangays as
assessed by Barangay Officials and Clients in terms of:

4.1.1.1 Revenue Collection Information System (RCIS)

It had a general assessment of 3.47, interpreted as Fully Implemented.

4.1.1.2 Revenue Collection Processes
It had a general assessment of 3.47, interpreted as Fully Implemented.

4.1.2 Test of Significant Difference between the Assessment of the Barangay Officials and Clients on the Level of
Implementation of the Real Property Tax Administration System in Calamba City Barangays.

There was a significant difference between the assessment of the barangay officials and clients on the level of implementation of
the Real Property Tax Administration System in Calamba City barangays. The probability values were .003 and .008.

4.1.3 Level of Client Satisfaction on Real Property Tax Administration System in terms of:
4.1.3.1 Responsiveness
It had a general assessment of 3.36, interpreted as Very Satisfied.

4.1.3.2 Reliability
It had a general assessment of 3.38, interpreted as Very Satisfied.

4.1.3.3 Assurance
It had a general assessment of 3.41, interpreted as Very Satisfied.

4.1.4 Test of Significant Relationship between the Level of Implementation of Real Property Tax Administration System
and Clients’ Satisfaction Level in Calamba City Barangays.

There was a significant relationship between the revenue collection process and clients’ satisfaction in terms of responsiveness,
reliability, and assurance. The r-values were between .010 to .025, which indicated a small positive correlation. The null hypothesis
was rejected because the probability values .020, .034, and .029, respectively, were all below the level of significance.

4.2 The Proposed Action Plan
The development of an action plan or program awareness was undertaken to further improve the Clients' Satisfaction with the

implementation of the Real Property Tax Administration System in Calamba City Barangays.

4.3 Recommendations
Based on the conclusions, recommendations were provided below:
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1. The City Government of Calamba, through the Treasurer's Office, may be more sensitive and energized to engage with more
clients/taxpayers through the creation of a City Technical Working Group to plan and carry out creative yet realistic system
modifications after conducting a diagnostic analysis of the real property tax implementation system's organizational and
operational structure. The program's participatory approach aims to bring about a paradigm shift not only for the assessment and
Treasury personnel but also for elective officials and other relevant parties such as barangay officials.

2. A technical assistance team from barangays may be arranged to support the working group. It was underlined that an assistant’s
primary responsibilities are observations and limited advice, clarifications, and suggestions. The City Technical Working Group
makes the decision and takes the necessary action regarding the implementation system.

3. The Treasurer's Office of Calamba City may facilitate training and seminars on real property tax payment, particularly to those
directly involved in service delivery implementation, to improve their confidence, ability, and expertise in dealing with clients to
achieve the goal of customer satisfaction, which is to ensure that the members' satisfaction is maintained.

4. The City Treasurer's Office may implement the proposed action plan/program to further develop and enhance the satisfaction
of its clients, as this is the most important factor of customer retention, which has a big impact on the company's future and
profitability.

5. Future studies on similar topics are hereby inferred to identify the specific factors not covered by this study to contribute to the
cultivation of the program, more research on the implementation of the real property tax implementation system and revenue
collection processes, as well as client satisfaction with the program, should be done. A qualitative strategy rather than a quantitative
approach will be employed in future research with the purpose of better understanding the clients’ experiences and having a great
opportunity to do all necessary analyses about the quality of its services and the satisfaction of its clients as a result of this initiative.

5. Conclusion
After presenting the summary of the findings of the study, the following conclusions were drawn:

1. That the Real Property Tax Administration System in Calamba City barangays, as assessed by barangay officials and clients in
terms of Revenue Collection Information System (RCIS), is recognized and accepted. Based on the aforementioned data, it can be
concluded that barangay workers firmly support the Revenue Collection Information System. Their rules and regulations are a big
part of what drives workers to behave a certain way when rendering services. Furthermore, the revenue collection procedures for
the Real Property Tax Administration System in the barangays of Calamba City had been fully implemented, according to the
revenue collection processes that the barangay personnel primarily agreed upon.

2. Barangay officials' and clients' assessments of the Real Property Tax Administration System's implementation levels in Calamba
City barangays vary significantly. It demonstrates that the probability values are .003 and .008, both of which are below the
significance threshold of .05. Rejecting the null hypothesis leads to the conclusion that clients and barangay officials have different
opinions about how well the Real Property Tax Administration System is being implemented.

3. Tax supervision systems can be improved by considering human issues and standardized tax collection and administration.
However, big data complexity presents challenges in computing and statistical analysis. Therefore, addressing humanitarian
concerns is crucial. Employee commitment to strategy implementation and transformational leadership positively impact job
satisfaction.

4. That improved revenue collection processes lead to higher client satisfaction, but no significant relationship was found between
implementation indicators and satisfaction. The study identified three key variables: process, payment, and system image,
emphasizing the importance of reliability, responsiveness, assurance, and employee service.

5. That a service enhancement program is necessary to be prepared to incorporate additional strategies on an ongoing basis to
strengthen the current program of the Revenue Collection Implementation System while simultaneously increasing employee
productivity and confidence levels.
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