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Abstract:

This study aimed to design and validate a model for implementing a knowledge management system in the Iranian National
Tax Administration, with an emphasis on improving organizational performance and public finance indicators. This study
employed a mixed-methods exploratory—explanatory design. In the qualitative phase, systematic grounded theory based on
the Strauss and Corbin approach was applied, and data were collected through semi-structured interviews with managers
and experts of the Iranian National Tax Administration until theoretical saturation was achieved. The data were analyzed
through open, axial, and selective coding. In the quantitative phase, the statistical population comprised 12,470 employees
of the Iranian National Tax Administration, of whom 403 were selected using stratified random sampling. Data were collected
using a researcher-developed questionnaire and analyzed through partial least squares structural equation modeling (PLS-
SEM) using SmartPLS 3. The reliability, convergent validity, and discriminant validity of the measurement model were also
assessed and confirmed. The structural equation modeling results indicated that all hypothesized structural relationships
were statistically significant. Causal factors exerted a significant positive effect on core factors (=0.719, t=15.869). Core
factors (B=0.291, t=3.210), intervening factors ($=0.272, t=2.398), and contextual factors (f=0.352, t=3.396) significantly and
positively predicted knowledge management implementation strategies. Furthermore, implementation strategies had a
strong positive effect on model outcomes (B=0.636, t=12.284). The R? values for strategies, core factors, and outcomes were
0.720, 0.516, and 0.404, respectively, indicating satisfactory explanatory power. Positive Q2 values confirmed the model’s
predictive relevance, while a GOF value of 0.573 demonstrated strong overall model fit. The findings demonstrate that
successful implementation of a knowledge management system within the tax administration requires the coordinated
interaction of causal, core, contextual, and intervening factors and their translation into effective implementation strategies.
The validated model provides an applicable framework for transitioning from an auditor-centered to a knowledge-centered
tax system, strengthening organizational memory, enhancing tax administration efficiency, improving transparency, and
promoting effective public financial governance.

Keywords: Knowledge Management System; Tax Administration; Grounded Theory; Structural Equation Modeling; Public
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Extended Abstract

Introduction

Knowledge has increasingly been recognized as a strategic organizational asset that enables institutions to improve
decision quality, preserve intellectual capital, enhance organizational learning, and adapt to rapidly changing environmental
conditions. Knowledge management extends beyond the storage and retrieval of information and encompasses the
systematic creation, acquisition, organization, sharing, transfer, and application of both explicit and tacit knowledge. In
contemporary organizations, the effectiveness of knowledge management depends on the interaction of technological
infrastructure, organizational structure, human resources, culture, leadership, and work processes. Accordingly,
implementation of a knowledge management system should not be regarded merely as an information technology project;
rather, it represents an organizational transformation through which individual and dispersed knowledge is converted into
accessible, reusable, and strategically valuable organizational knowledge (Kaur, 2025; Orenga-Rogla & Chalmeta, 2019; Rezaei
et al, 2021).

The importance of knowledge management is particularly evident in public-sector organizations, where institutional
memory, accountability, continuity of services, and efficient use of public resources are essential. Public organizations
continuously generate large volumes of formal regulations, procedures, operational experiences, and professional
knowledge. A substantial proportion of this knowledge, however, remains tacit and is retained in the minds of experienced
employees. Retirement, turnover, organizational restructuring, or insufficient knowledge-sharing mechanisms may therefore
result in substantial loss of intellectual capital. Successful knowledge management in the public sector requires managerial
support, employee participation, appropriate incentive mechanisms, technological compatibility, and a culture that
encourages knowledge sharing rather than knowledge monopolization (Barzegar Sambran et al., 2023; Hammerl, 2021;
Rumetna et al., 2021).

These requirements are especially critical in tax administrations because taxation involves the intersection of accounting
standards, legal regulations, professional judgment, financial analysis, digital information systems, and public policy. Tax
auditors and assessors must continuously interpret changing tax regulations, assess complex financial transactions, identify
potential tax risks, and make decisions that directly influence government revenues and taxpayers’ perceptions of fairness.
Excessive reliance on the professional judgment and personal experience of individual auditors can result in inconsistencies,
duplication of work, variable interpretations of regulations, and increased compliance costs. Recent evidence has emphasized
that barriers to knowledge sharing among tax auditors may adversely affect professional judgment, organizational efficiency,
and taxpayer compliance (Kumar & Santos, 2026).

Digital transformation has further intensified the need for systematic knowledge management in tax administrations.
Modern taxation increasingly depends on electronic tax records, integrated databases, artificial intelligence, data mining, risk
analytics, and automated decision-support systems. Such technologies provide important opportunities to identify
noncompliance, reduce information asymmetry, improve audit targeting, and optimize tax collection expenditures. However,
technological capability alone cannot ensure improved outcomes unless data and digital tools are integrated with
organizational knowledge and auditors’ professional expertise. Knowledge management systems can provide the
organizational architecture required to connect data-driven technologies with accumulated professional experience and

institutional procedures (Ahmad & Gupta, 2025; Silva et al., 2024). Emerging technologies such as generative artificial
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intelligence may further support knowledge retrieval, synthesis, and organizational learning, although their effective use
requires reliable knowledge repositories, clear governance mechanisms, and appropriate quality-control procedures (Alavi et
al., 2024).

Organizational learning is another fundamental requirement for effective knowledge management in taxation. Tax
regulations, accounting standards, economic activities, and digital business models are continuously evolving, making
periodic training insufficient. Instead, tax organizations require continuous learning systems in which formal instruction,
professional experience, peer interaction, documented cases, and organizational feedback are interconnected. Knowledge
management can facilitate this process by ensuring that knowledge generated through individual experience becomes
available to other employees and future organizational generations (Han et al., 2024). Moreover, knowledge management
systems need to reflect the actual knowledge-production and knowledge-use cycles of the organization if they are to become
embedded in daily professional practice (Hidayat et al., 2025).

Another central challenge is the conversion of tacit expertise into organizational memory. Experienced tax auditors
frequently possess knowledge concerning fraud indicators, complex cases, interpretation of ambiguous regulations, and
industry-specific risks that may not exist in formal documents. If such expertise is not systematically documented before
experienced employees leave the organization, valuable intellectual capital may be permanently lost. The systematic
documentation of lessons learned can reduce repeated mistakes and enable organizations to reuse previously acquired
knowledge in similar situations (El Khatib et al., 2021). Nevertheless, knowledge sharing is often obstructed by cultural
resistance, hierarchical structures, lack of trust, workload pressure, and concerns that sharing expertise may reduce individual
professional influence (Akbari et al., 2019; Almeida & Santos, 2023).

The effectiveness of knowledge management also depends on the compatibility between technological systems and
organizational processes. Systems that are overly complex, disconnected from routine work, or inconsistent with existing
information infrastructures may experience low levels of employee acceptance and use (Zuma & Sibindi, 2023). Consequently,
knowledge management implementation should preferably be gradual, adaptive, and responsive to user feedback (Yumhi et
al., 2024). It should also be customized to organizational context and integrated with existing operational methods and
processes (Dehghani & Ramsin, 2023). In tax administration, strategic modernization similarly requires alignment among
technology, human resources, organizational processes, and managerial policies (Paroli, 2023; Rahmi et al., 2023).

International evidence from tax administrations reinforces this multidimensional perspective. Studies conducted in
Indonesia have shown that knowledge management maturity can remain limited even when advanced information
technologies are available, indicating that technology cannot substitute for organizational readiness, institutional support,
and knowledge-sharing culture (Subroto, 2020). More recent research has further emphasized that institutionalization of
knowledge management within tax administration is shaped by the interaction of managers, employees, organizational rules,
learning activities, and external actors (Sriwahyuni, 2025). Empirical evidence has also demonstrated that digital knowledge
management can improve tax compliance efficiency through better acquisition, organization, storage, and transfer of tax-
related knowledge (Al-Rubaye & Al-Ta'lb, 2023). Effective knowledge management may additionally contribute to lower
operating costs and improved efficiency in tax administration (Okoh et al., 2022).

Evidence from Iranian organizations also indicates that successful knowledge management depends on organizational,

cultural, technological, and human factors. Knowledge management has been associated with organizational performance
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and competitive capability, while its implementation requires appropriate structural and managerial conditions (Iranban,
2017). Within the Iranian National Tax Administration, coordination, information flows, and effective management processes
have been identified as important determinants of organizational success (Delkhah & Arya, 2018). Knowledge management
processes have also been linked to human resource strategies in tax offices (Kalantar Neyestanki & Kasraei, 2020), and recent
Iranian research has emphasized the importance of managerial, cultural, knowledge-related, and technological factors in tax-
sector knowledge management (Amiri et al., 2024). Moreover, models developed in other Iranian public organizations
demonstrate the necessity of adapting knowledge management implementation to organizational context rather than relying
on universal models (Barani Mashehrani et al., 2023; Tavallaei et al., 2023). Therefore, despite the growing literature, there
remains a need for an integrated, context-specific, and empirically validated model explaining how causal, contextual,
intervening, strategic, and outcome-related dimensions jointly contribute to the establishment of a knowledge management
system in the Iranian National Tax Administration. Accordingly, this study aimed to design and validate a model for
implementing a knowledge management system in the Iranian National Tax Administration with emphasis on organizational
effectiveness and public finance indicators.

Methods and Materials

The study employed a mixed-methods exploratory—explanatory design consisting of qualitative and quantitative phases.
In the qualitative phase, systematic grounded theory based on the Strauss and Corbin approach was used to identify the
principal dimensions, categories, and relationships involved in implementing a knowledge management system. The
qualitative participants consisted of senior managers, deputies, and experts of the Iranian National Tax Administration who
had extensive organizational experience and familiarity with information systems, digital transformation, or tax management
processes. Participants were selected purposively and through snowball sampling. Eligibility criteria included at least 10 years
of organizational work experience, experience in a managerial or senior professional position, practical familiarity with
organizational information systems or digital transformation initiatives, and willingness to participate. Semi-structured
interviews continued until theoretical saturation was achieved, resulting in 24 in-depth interviews.

The interviews lasted approximately 50 to 80 minutes and focused on the existing status of knowledge management,
challenges affecting system implementation, factors facilitating or obstructing successful implementation, and priority
organizational knowledge requirements. Interviews were recorded, transcribed verbatim, and analyzed through open, axial,
and selective coding. Qualitative analysis was conducted using MAXQDA 2020. Credibility, transferability, dependability, and
confirmability were addressed through participant validation, triangulation, external review, and systematic documentation
of the analytical process.

In the quantitative phase, the statistical population comprised 12,470 employees of the Iranian National Tax
Administration. Based on Cochran's formula, the required sample was initially estimated at 373 participants. Allowing for
potential nonresponse, 448 questionnaires were distributed, of which 403 usable questionnaires were returned,
corresponding to a response rate of approximately 90%. Participants were selected using stratified random sampling across
organizational units. A 64-item researcher-developed questionnaire was constructed based on the categories identified in
the qualitative phase and scored on a five-point Likert scale. Content validity was assessed using expert evaluation, while
internal consistency and composite reliability were examined statistically. Structural equation modeling using the partial least

squares approach was performed in SmartPLS 3. Measurement-model evaluation included factor loadings, composite
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reliability, convergent validity, and discriminant validity. The structural model was evaluated through path coefficients, R?,
Q?, effect-related indicators, bootstrapping with 5,000 resamples, and overall model fit.

Findings

Qualitative analysis resulted in the extraction of 108 initial concepts, 35 major categories, and six principal dimensions
organized within the Strauss and Corbin paradigmatic framework. The causal conditions included preservation of intellectual
capital, complexity of tax laws and accounting standards, transition toward data-driven decision-making, public demands for
financial transparency, operational efficiency, and combating tax evasion. The central phenomenon was identified as the
transition from an auditor-centered tax system toward a knowledge-centered tax system.

The contextual conditions consisted of hierarchical organizational structure, technological infrastructure, conservative
organizational culture, workforce composition, and environmental conditions. Intervening factors were divided into
facilitating and inhibiting conditions. Facilitators included senior management support, a culture of trust and cooperation,
integrated information infrastructure, incentive systems, and professional communities of practice. Inhibiting conditions
included cultural resistance, operational constraints, structural fragmentation, and system complexity. Seven implementation
strategies were identified: developing a phased implementation roadmap, documenting expert knowledge, creating an
integrated knowledge repository, embedding knowledge management within daily organizational processes, revising
relevant regulations, promoting training and cultural development, and establishing empowerment and evaluation
mechanisms.

The identified outcomes were classified into operational, medium-term, strategic, and cautionary levels. Operational
outcomes included increased speed and accuracy of tax processing, reduced duplication of work, and facilitated transfer of
experience. Medium-term outcomes consisted of greater consistency in interpretation and implementation of tax regulations
and reinforcement of organizational memory. Strategic outcomes included improved tax justice, enhanced financial
governance and transparency, and more accurate realization of budgetary revenues. The major cautionary outcome
concerned the potential digital divide among auditors with different levels of technological competence.

The measurement model demonstrated acceptable reliability and validity. Cronbach's alpha and composite reliability
values for all constructs exceeded the recommended threshold of 0.70, while convergent validity indicators were satisfactory.
Structural model analysis showed that all hypothesized paths were statistically significant. Causal factors had the strongest
effect on the central factors (B = 0.719, t = 15.869). Central factors had a significant positive effect on implementation
strategies (B = 0.291, t = 3.210). Intervening factors significantly influenced strategies (B = 0.272, t = 2.398), while contextual
factors demonstrated a somewhat stronger significant effect on strategies (B = 0.352, t = 3.396). Implementation strategies,
in turn, had a strong positive effect on outcomes (p = 0.636, t = 12.284).

The coefficient of determination was 0.720 for implementation strategies, indicating that a substantial proportion of
variance in strategies was explained by the related model constructs. The R? values for central factors and outcomes were
0.516 and 0.404, respectively. Predictive relevance values were positive for strategies (Q? = 0.383), central factors (Q? =
0.271), and outcomes (Q* = 0.229), confirming satisfactory predictive capability. The overall goodness-of-fit index was
approximately 0.573, indicating strong overall model fit and supporting the empirical validity of the proposed knowledge
management implementation model.

Discussion and Conclusion
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The findings indicate that implementation of a knowledge management system in the Iranian National Tax Administration
is a multidimensional organizational transformation rather than a purely technological intervention. The strongest structural
relationship, between causal factors and the central phenomenon, demonstrates that fundamental organizational pressures
are major drivers of the transition from auditor-centered to knowledge-centered taxation. The need to preserve expert
knowledge, respond to increasingly complex regulations, adopt data-driven practices, enhance operational efficiency,
improve transparency, and combat tax evasion collectively creates substantial pressure for systemic knowledge
management.

Identification of the transition from auditor-centered to knowledge-centered taxation as the central phenomenon is
particularly important. It suggests that the proposed transformation involves a change in the logic through which professional
decisions are produced. In an auditor-centered structure, organizational performance may depend excessively on individual
memory, personal interpretation, and experience. In a knowledge-centered structure, professional judgment remains
important but is supported by shared organizational knowledge, documented experiences, integrated information, and
analytical technologies. Such a transition can reduce organizational dependence on specific individuals while preserving and
extending the value of professional expertise.

The significant effect of contextual conditions on implementation strategies further demonstrates that knowledge
management cannot be effectively implemented independently of the organizational environment. Hierarchical structures,
fragmented information systems, conservative professional norms, workforce composition, and rapid environmental change
determine what implementation strategies are feasible and how they should be designed. These findings suggest that the
same knowledge management architecture may produce different outcomes in different organizational contexts. Therefore,
implementation should begin with careful assessment of organizational readiness rather than direct deployment of
technological solutions.

The role of intervening factors also highlights the importance of change management. Senior management support, trust,
incentives, integrated infrastructure, and professional communities can accelerate adoption, whereas resistance, workload
pressure, structural fragmentation, and excessive system complexity can undermine it. Importantly, the results indicate that
barriers should not simply be treated as technical problems. Many are behavioral and institutional and therefore require
managerial, cultural, and organizational responses.

The seven identified strategies provide an integrated implementation pathway. A phased roadmap can reduce
implementation risk and allow organizational learning before expansion. Documentation of expert knowledge is especially
urgent because tacit expertise accumulated by experienced auditors may otherwise disappear through retirement or
turnover. An integrated repository can transform fragmented information into accessible organizational memory, while
embedding the system into routine tax processes can increase actual use. Regulatory revision can institutionalize knowledge
management practices, whereas continuous training and cultural development can address resistance and the digital skills
gap. Evaluation mechanisms are equally important because the system should be judged through observable operational and
strategic outcomes rather than merely by technological deployment.

The strong path from implementation strategies to outcomes confirms that the effectiveness of knowledge management
depends primarily on how organizational intentions are translated into practice. The identified outcomes suggest that the

benefits of the system may emerge at multiple levels. In the short term, improved access to knowledge can accelerate case
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processing, reduce repeated work, and support inexperienced auditors. At the organizational level, the system can strengthen
institutional memory and promote consistency in the interpretation of tax regulations. At the strategic level, more systematic
and evidence-based decision-making may contribute to tax justice, improved governance, transparency, and more reliable
realization of public revenues.

The digital divide identified as a cautionary outcome should also receive serious attention. Technological modernization
may unintentionally marginalize experienced employees who possess extensive professional knowledge but lower digital
competence. Therefore, the transition to a knowledge-centered tax administration should integrate technological capability
with human expertise rather than replace one with the other. Training, user-centered design, gradual implementation, and
knowledge-transfer programs can reduce this risk.

Overall, the satisfactory reliability and validity indicators, significant structural paths, substantial R? values, positive
predictive relevance measures, and strong overall goodness of fit support the proposed model. The study demonstrates that
successful knowledge management implementation requires coordinated attention to causal drivers, organizational context,
intervening conditions, strategic actions, and multidimensional outcomes. The resulting model provides a practical and
empirically validated framework for guiding the Iranian National Tax Administration toward a more integrated, learning-
oriented, data-informed, and knowledge-centered organizational system. Successful implementation of this framework may
contribute to preservation of intellectual capital, more consistent professional decision-making, greater efficiency in tax
administration, improved organizational memory, enhanced transparency, and ultimately stronger public financial

governance.
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