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Annotation: Quality management and reliability of the introduction of modern information and 

communication technology (ICT) in the field of the state tax system is one of the cornerstones of the effective 

development of any investment in the real sectors of the country's economic life. Solving the problem of the 

quality of information technology implementation requires an integrated approach to managing objects of tax 

structures, as well as the maximum implementation of the principles and rules of services from supervisory 

authorities and business entities. The article discusses one of the new and non-standard approaches to solving the 

actual problem of assessing the quality of ICT implementation in the tax system associated with expert 

assessment, which will lead to the creation of convenience and transparency about the reports and calculations 

provided by taxpayers, by providing a wide range of modern and comfortable interactive state services. Therefore, 

the new approach considered in this article is relevant and important in connection with the need to improve the 

system for managing tax revenues to the budget and other obligatory payments, as well as to create a market 

economic mechanism for assessing the quality of interactive services provided by the state tax authorities of the 

Republic of Uzbekistan. 
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INTRODUCTION 

 

The process of effective and high-quality management of the economy of any country is associated with the 

influence of the state on various spheres of the economic life of society. One of the main instruments and priority 

areas of state regulation of the economy is the social tax policy. The State Tax Inspectorate (STI) of Uzbekistan 

was established in 1991 on March 21, No.-224. The purpose of this work is to consider the issues of high-quality 

implementation of modern information and communication technology (ICT) in state tax systems, data processing 

with specialized software products, timely receipt of objective information on tax revenues, by providing a wide 

range of modern and comfortable interactive public services, as well as optimizing accepted management 

decisions, using the method of expert assessments in stages. Currently, many taxpayer entities are expressing a 

desire to be able to communicate with the leadership of the regional tax system and interactive public services in 

real time. This desire is due to the fact that people are dissatisfied with the way managers and heads of state tax 

authorities relate to their daily duties. To protect your rights in the tax area, you need to properly file a claim and 
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be familiar with many laws, rules and legal documents in the field of the regulatory framework for tax law. 

Understanding the entire bureaucratic system of independent solution of the problem for ordinary subjects of the 

republic's taxpayers is difficult and in some cases without results. Therefore, the introduction of modern 

information technologies will make it possible to create a qualitatively new management system for local 

executive bodies of tax services, as well as a system of regulated interaction with executive bodies of state power. 

Modern information technologies should provide monitoring of the state of objects and subjects of tax structures, 

engineering and communication networks, control over accrued tax payments, as well as information support for 

the process of making managerial decisions. 

Therefore, the systematic use of modern technologies will lead to qualitative changes in the life of taxpayers, 

and will also make it possible at the first stage to make available information about the status of services in real 

time. Modern ICT in the tax system contains automated workstations for office system administrators and 

information security services, which are interconnected by communication equipment in order to create a single 

global information environment. However, the effective and high-quality functioning of the tax system is possible 

only if advanced methods of ICT programs are used, based on modern computer technologies EVDO, 4G LTE. 

Currently, the solig.uz website and the my.solig.uz interactive portal have been created in the State Tax Service of 

the Republic of Uzbekistan, designed to automate all levels of the tax system to ensure the collection of taxes and 

other obligatory budget payments, as well as conducting a comprehensive operational analysis of tax calculated 

data, providing the appropriate levels of tax structures with reliable and up-to-date information.[2,3]. An important 

task of introducing modern ICT in the work of the tax system is not only the processing and storage of information 

on the calculation and payment of various taxes, but also the introduction of a transparent regulatory framework 

for tax legislation, the formation of operational reporting for tax authorities, an automated interface with banks, 

customs authorities and other state structures on the basis of the target software complex "electronic government". 

For high-quality service to taxpayers, a structured directory of tax benefits for legal entities and individuals is 

posted on the STI website and is constantly updated with the ability to search for various parameters, and more 

than 15 types of modern state interactive services have been developed and successfully used. All interactive 

services are posted on the departmental website www.solig.uz. On the basis of satellite communications, a system 

for transmitting information between all subjects of tax divisions of the Republic of Uzbekistan has been 

introduced. The regular increase in the volume of tax information was facilitated by the introduction of a corporate 

data transmission network based on the BRAS fiber optic channel. As a result, the data transfer speed has 

increased 35 times, ensuring the stable operation of existing software products, including the corporate web portal 

and interactive services. To date, the republic is undergoing a phased automation of all areas of activity of state tax 

structures, as well as the calculation and accounting of tax collection and other obligatory budget payments in real 

time. Systematic implementation of the my.solig.uz web portals, open data (data.gov.uz), the national search 

system www.uz, the norma.uz information and legal portal and regulatory legal acts (regulation.gov.uz), as well as 

information educational portal ziyonet as positive examples of the state providing mechanisms for openness, 

transparency and feedback from the population about its daily problems. allow the payer to remotely manage their 

personal account for all tax issues. By registering on the portal of the information center, any subject of the 

taxpayer of the republic, using Internet access, can timely submit reports and calculations on time for his 

company, but also see the accrual of all types of tax payments made on his personal account, pay the accrued 

amounts in real time . Thus, the introduction of information technology is relevant and necessary to control the 
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work of the tax service and convenient work with citizens' appeals. The information system helps to improve the 

quality of decisions made, the social security of the population and enhances control over the quality of services in 

the tax system. It should be noted that information Web-portals were created in the field of taxation, through 

which citizens have the opportunity in real time, prompt and comfortable communication with tax authorities. 

That is, to defend their legal rights and control the quality of the modern information technology services provided 

to them. However, the prospects for the development of information technology in the field of tax structures and, 

in particular, interactive services, at the level of world quality standards are still disappointing. And even those 

various automated systems that are currently used in the tax services of the republic do not meet modern 

requirements: for example, they do not provide for the implementation of the function of social orientation of the 

population and protection of the rights of taxpayers in disputable situations on tax charges. But this is one of the 

priority areas of the reform of the tax economy. Most of the implemented systems do not provide dynamic 

adjustment to the constantly changing legislation and regulatory framework and do not provide, for example, 

transparency and reliability of the process of accruing and paying tax payments. The problems of accelerated and 

high-quality introduction of new technologies in the field of taxation are due to several reasons: the system of 

tariffs for the formation of objects and technical means of tax structures does not stimulate the introduction of new 

technologies and complexes, and the principles of the market mechanism are not taken into account for the 

formation of tariffs. Therefore, the current tariffs do not allow increasing the cost of capital modernization and 

complete replacement of equipment and apparatus with qualitatively new and modern technological ones. Thus, 

the goal of improving the quality management of tax services is to create favorable conditions for bringing the 

state tax infrastructure to international quality standards, which will provide comfortable conditions for paying the 

accrued tax payments of citizens within the specified time frame. However, the current negative situation hinders 

the introduction of the world's most advanced information systems in the field of tax services. Therefore, 

according to many experts, this service sector of the economy is in a state of crisis, historically caused by a 

number of circumstances: an inefficient management system, high material costs, an underdeveloped competitive 

environment, chronic non-payments, corruption of state structures, as well as local mental attitudes of the 

population. This problem can be successfully solved only on the basis of advanced information technologies, as 

well as the introduction of regulated interaction with the executive bodies of state power. Modern information 

technologies should provide transparent and objective monitoring of the state of the tax economy, engineering 

networks and communications of buildings, settlements with taxpayers and control over payments for assessed 

taxes, as well as information support for the process of making managerial decisions. A single information and 

settlement center is a database for the entire spectrum of the tax sphere and the integration of all interactive 

services into a single information and technological chain. The already built and well-established technical base of 

the city and district, which is a communication system, should become the initial basis for the introduction of 

information technologies. It should be based on a qualitatively new information system that will bridge the gap 

between the already relatively developed base and law enforcement practice. And this will allow improving the 

quality of decisions made, social security of the population and strengthening control over tax business activities. 

The effect of the use of information technology is possible only with the rational and targeted use of monetary and 

material resources, which ensures the sustainable development of the economy and improves the quality of life of 

the population. [5]. 
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Therefore, the main deterrent to the introduction of modern technology in the system of tax services is 

economic, i. the absence or lack of targeted funding for technical support is of key importance. It should be 

emphasized that, in the transition to full-scale automation of business processes, tax services, using innovative 

methods and technologies of the Internet of Things, will create a single information space for the industry, create 

IT systems for informing customers and processing their data, and introduce mobile and cloud solutions. Only 

strict observance of the rules of tax services and the specified technological process can be ensured by the 

production discipline of all participants in the process of integrative services. However, for some reason, 

observing all the regulatory rules and technology at the stage of ICT operation in the tax system, all types of 

interactive public services are fundamentally different in quality, durability from foreign analogues and standards. 

As a result, either our technologies and regulatory documents are much outdated, or they simply do not suit our 

local mental conditions, or, most importantly, corrupt structures successfully participate in the preparation of 

project documentation. At the same time, corruption, figuratively speaking, participates imperceptibly in the 

system of tax interactive services, it is very difficult to detect it. Meanwhile, corruption in the tax system can only 

be detected after a very thorough and objective analysis of the final results of the services rendered and the work 

performed. Here, we agree that the main problem is the immoderate appetites of corrupt officials who earn money 

for the implementation of the ICT project in the tax sphere by lobbying the interests of other competitive 

companies. As a result, the cost of the project of introducing ICT into the tax structure and interactive services 

increases, and the quality and reliability are very different from the normative indications. The most important 

aspect of the project is to take into account its actual cost and the duration of its operation. Based on the above 

objective assessments, we offer an optimal and effective bottom-up approach, based on expert assessments, to 

implement the principles of modern ICT in the tax system of the Republic of Uzbekistan. [6,7]. The essence of the 

method is as follows: according to the approved schedule, modern methods, programs and technical means of ICT 

communication are gradually introduced on the structures of the tax system. In the course of implementation, 

according to the regulation of the State Tax Inspection, it is necessary to conduct a state examination. Further, for 

the final assessment and analysis of the quality of ICT programs in the tax system, competent specialists - experts 

should be involved. A selective expert survey is conducted at all stages of the introduction of an ICT software 

product into the tax system. The expert is a repository of a large amount of objective and rational information in 

the tax field, it can be considered as a qualitative and quantitative source. When using the expert method, a 

working and expert group is formed. The working group organizes the procedure for interviewing experts, collects 

questionnaires, develops and analyzes expert assessments. Further, the expert group determines the sum of the 

scores of each factor and the total final score, is estimated by the weight coefficients of each factor. Below is an 

example where a questionnaire was compiled for a survey of competent experts in the city of Samarkand for the 

reporting period of 2021. Leading experts in the field of tax legislation and the introduction of modern ICT into 

the tax system were invited and interviewed as experts. The questionnaire consists of 14 questions and the answers 

of experts (there are more than 35) are recorded on a 10-point scale for all expert members participating in the 

survey (1-min score, 10-max score). The questionnaire included the following questions: 

 

1. How do you rate the quality of the implemented modern methods and programs 

ICT in the state tax system? 

2. How do you feel about the regular survey of experts on the transparency of tax laws? 
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3. Are you satisfied with the work of the official state site solig.uz and the portal 

my. solig.uz. 

4. Is there a need for continuous distance learning for taxpayers about 

tax legislation using modern ICT tools? 

5. How do you assess the level of knowledge and competence of tax officials in the field of taxation? 

6. Are you satisfied with the overall tax burden of the Republic of Uzbekistan (currently the tax burden is 

28%). 

7. How do you assess the liberalization of the taxation system of the Republic of Uzbekistan. 

8. How do you feel about the rates of tax penalties in case of violation of tax laws. 

9. Do you agree to a phased reduction and optimization of the amount of taxes and other obligatory payments. 

10. How do you assess the activities of the coordinating council for a scheduled tax audit of individuals and 

legal entities of the Republic of Uzbekistan. 

11. Are you satisfied with your monthly salary or other family income. 

12. How do you feel about the transparency of the tax code of the Republic of Uzbekistan. 

13. In your opinion, is there corruption in the tax structures of the Republic of Uzbekistan. 

14. Have you personally encountered corrupt tax officials at work? 

  

Table 1. Expert scoring of factors 

 

    

Experts 

Factors 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 

1 6 5 6 5 6 5 7 6 6 4 5 4 5 6 5 6 6 5 

2 6 5 6 6 5 7 5 4 5 6 4 6 7 4 5 6 5 7 

3 7 5 6 6 7 5 4 5 6 7 5 4 5 6 6 5 6 5 

4 6 6 5 6 6 7 5 6 6 5 6 5 4 7 5 6 5 6 

5 5 6 5 4 5 4 5 4 5 6 5 7 5 6 5 6 5 7 

6 5 6 4 7 6 5 4 3 5 4 5 7 4 6 5 5 6 5 

7 6 5 6 4 5 4 5 6 5 6 6 7 5 6 6 5 5 7 

8 6 6 5 4 5 6 5 5 6 5 4 5 6 5 6 5 4 5 

9 6 5 6 5 6 5 5 6 5 4 5 6 6 5 4 6 5 6 

10 6 6 5 5 4 6 5 6 4 5 6 5 5 6 5 5 6 4 
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11 5 5 6 7 6 7 5 6 5 4 5 6 5 4 6 5 6 5 

12 5 6 7 5 4 6 6 5 5 4 6 4 5 6 7 6 5 5 

13 6 5 5 6 6 5 6 5 5 5 6 5 7 6 7 5 5 7 

14 7 6 5 6 7 5 7 6 7 6 5 7 6 5 7 6 7 5 

Total 82 77 77 76 78 77 74 73 75 71 73 78 75 78 79 77 76 79 

 

Continuation of Table 1. 

19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 35 Total 

3 6 5 4 4 6 4 7 4 6 4 4 3 4 7 4 5   178 

6 5 5 5 6 4 7 6 5 4 4 6 4 7 4 4 6   187 

7 5 4 6 6 5 4 7 4 4 5 4 6 4 5 4 6   186 

5 6 4 6 6 5 7 7 6 4 6 4 5 4 4 6 5   192 

7 5 6 5 4 6 6 5 6 4 6 4 3 4 7 5 6   184 

6 5 5 6 5 4 6 6 5 5 4 5 6 7 5 6 5   183 

7 6 6 5 6 5 6 4 6 6 7 4 5 6 5 6 5   194 

6 7 5 6 5 6 4 5 6 5 6 7 6 5 6 5 6   189 

7 5 6 5 6 5 6 5 5 6 6 5 4 5 4 5 6   187 

5 6 5 5 6 6 5 4 6 5 6 5 4 6 5 6 5   184 

6 7 6 5 5 6 6 5 6 6 5 6 5 6 5 5 6   194 

6 7 5 6 5 6 5 6 5 4 6 5 6 5 5 6 5   190 

7 6 6 7 6 7 6 7 5 6 7 6 6 5 6 7 5   207 

6 5 7 6 6 7 6 5 6 7 5 7 6 6 5 6 6   212 

84 81 75 77 76 78 78 79 75 72 77 72 69 74 73 75 77   2667 
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The final quantitative assessment of the factor is determined using the simple ranking method, the data are 

given in Table 1. Using the method of mathematical statistics, we obtain a generalized opinion of experts. The 

average rank of each factor is determined, the average statistical value of the Sj-th factor.  

 
where,  Sj – mean of factors,     assessment of the factor by an expert. 

mj - number of experts evaluating j- factor,  i – expert number,  

j - factor number. After processing the data in Table 1, the average rank of factors was:  

     

      S1=5,1;    S2=5,3;    S3=5,3;      S4=5,5;      S5=5,3;     S6=5,2;      S7=5,5;    

      S8=5,4;    S9=5,3;    S10=5,3;    S11=5,5;    S12=5,4;   S13=5,9;    S14=6,1;    

 

Based on the results of the scoring of expert opinions, it can be concluded that the general opinion of experts 

on quality and reliability, as well as the effectiveness of introducing ICT into the tax system and interactive 

services in the city of Samarkand is approximately slightly above the average standard level, that is, at a 

satisfactory level. Statistical processing of the final results on the current state of the implementation of ICT and 

engineering communications, received from experts by scoring, confirms that the expert method is the most 

effective and optimal tool for determining qualitatively new indicators and directions for the effectiveness of 

interactive public services of tax authorities. As a result of the analysis of the final data of expert assessments, it 

can be recommended that standards and regulations in the field of the tax system and interactive public services, 

as well as the rules for their implementation based on the expert method, should be updated at the legislative level 

in Uzbekistan [15,16]. Further, at all stages of the introduction of ICT into the tax system and interactive services, 

as well as in national regulatory manuals and international standards, the following relevant requirements and 

recommendations should be included: 

- the introduction of modern technical means and ICT programs should 

  be made on the basis of the recommendation of competent specialists; 

- optimization of information flows, acceleration of information exchange, 

  centralized storage of information about taxation and increase 

  cybersecurity of information systems; 

- creation of transparent and high-quality interactive public services for 

  taxpayers; 

- introduction of qualitatively new principles and rules for organizing the implementation of ICT 

  and services based on foreign analogues; 

- provision of a wide range of interactive services to taxpayers, 

  providing them with access to information accrued and paid 

  tax amounts in real time. 

- monitoring the level of efficiency and quality of ICT implementation in the tax system, 

  according to national and international standards; 

- improving the efficiency and quality of capital investments, as well as 
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  transparency of the implemented project ICT in the tax system; 

- support for the development of national innovative enterprises developing 

  digital infrastructure, platforms and technologies into the tax system; 

- potential integration with various solutions, including those with 

  national specifics, using modern IT products. 

- development of market guidelines for evaluating the effectiveness and 

  monitoring the implementation of ICT in the tax service, taking into account 

  available resource provision; 

- implementation of the world's most advanced information systems and calculation methods in the field of 

tax services. 

       Thus, it can be confirmed that modern methods of managing the quality of ICT implementation in the tax 

structure have a good potential for digitalization. The degree of complexity of building a digital economy into a 

tax structure is one of the most important areas from which, according to experts, the digital transformation of the 

Uzbek economy should begin. This point of view is confirmed by the quite obvious social significance of the 

industry, and a number of economic and political factors. The introduction of a unified billing will enable 

consumers of interactive tax services to receive reliable information about the status of personal accounts by 

entering PINFL in payment services such as Payme, Apelsin and Click. This will eliminate any distortion in the 

reports submitted to the tax authorities and will reduce the time for payment of accrued tax payments. [2,4,5]. 

Thus, the modern global digital economy is radically changing our understanding of familiar things. There are 

new terms and methods that can best explain the ongoing processes. The economic reforms carried out in 

Uzbekistan have had a significant impact on the development and functioning of the tax system. The main goals 

and priorities of development in this industry have changed, that is, a gradual transition to online payment for tax 

payments and interactive services; promoting the introduction of new technologies; support for the structural 

transformation of the tax service, etc. Summing up the above, it can be assumed that the modern tax system of 

Uzbekistan has a good potential for digitalization. A gradual transition to digital for economic reasons is overdue: 

despite many unfavorable factors, a significant number of the most progressive tax state structures are introducing 

new technologies into their work, seeing their high potential and efficiency. Moreover, there are developers in the 

country who are able to create world-class software, proving the quality of their products with a high 

implementation effect. Therefore, the work on the "legalization" of information modeling technologies, which has 

now begun at the state level, has a great chance of success. And, judging by the plans announced by the 

government, the Uzbek tax system will finally enter the “digital era” in the next few years. Thus, it can be 

confirmed that the expert method is an optimal and effective tool for managing the quality of interactive services 

of tax services. Therefore, the expert method must be used as one of the new and non-standard approaches to 

solving the actual problem of the efficiency of the tax authority, which will lead to qualitative changes in the life 

of the city's population. Consequently, only a comprehensive “bottom-up” approach based on expert assessment 

methods, as well as the systematic use of modern ICT in tax structures, will seriously improve the quality, speed 

and transparency of monitoring objects of tax structures in Uzbekistan and is a determining criterion for the 

effectiveness and durability of their work. 
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