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ABOUT THIS DOCUMENT

Purpose

This report summarises the findings of a survey conducted by the Forum on Tax Administration’s
Taxpayer Services Sub-group to assess member revenue bodies’ progress with, and plans for, the
use of modern technology to provide services to taxpayers. It has been prepared following
extensive information gathering among member revenue bodies and associated research, and
associated discussions with officials of member revenue bodies. An accompanying document—
Survey Tabulations—contains detailed tabulations of survey data, along with a description of
the survey methodology.

Background to the Forum on Tax Administration

The Forum on Tax Administration (FTA) was created by the Committee on Fiscal Affairs (CFA) in
July 2002. Since then the FTA has grown to become a unique forum on tax administration for the
heads of revenue bodies and their teams from OECD and selected non-OECD countries.

In 2009 participating countries developed the FTA vision setting out that... The FTA vision is to
create a forum through which tax administrators can identify, discuss and influence relevant
global trends and develop new ideas to enhance tax administration around the world.

This vision is underpinned by the FTA’s key aim which is to..... improve taxpayer services and tax
compliance — by helping revenue bodies increase the efficiency, effectiveness and fairness of tax
administration and reduce the costs of compliance.

To help carry out its mandate, the FTA is directly supported by two specialist Sub-groups—
Compliance and Taxpayer Services—that each carry out a program of work agreed by members.
Both OECD and selected non-OECD countries participate in the work of the FTA and its Sub-
groups.

The Taxpayer Services Sub-group exists to provide a forum for members to share experiences and
knowledge of approaches to taxpayer service delivery, in particular through the use of modern
technology. To achieve this objective, the Subgroup’s mandate calls for it to:

1) periodically monitor and report on trends in taxpayer service delivery, with a particular
focus on the development of electronic/online services;

2) examine ways to promote the uptake and use of electronic services by revenue bodies;

3) examine options for cross-border administrative simplification and consistency; and

4) assist, as appropriate, other groups of the CFA.

Caveat

National revenue bodies face a varied environment within which to administer their taxation
system. Jurisdictions differ in respect of their policy and legislative environment and their
administrative practices and culture. As such, a standard approach to tax administration may be
neither practical nor desirable in a particular instance.

The documents forming the OECD tax guidance series need to be interpreted with this in mind.
Care should always be taken when considering a country’s practices to fully appreciate the complex
factors that have shaped a particular approach.

Inquiries and further information
Inquiries concerning any matters raised in this information note should be directed to Richard

Highfield (CTPA Tax Administration and Consumption Taxes Division) at e-mail

(Richard.highfield @oecd.org)


mailto:Richard.highfield@oecd.org
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Summary

This report (and accompanying tabulations) summarise the findings of a survey initiated by the
Forum on Tax Administration’s Taxpayer Services Sub-group to assess revenue body progress
with, and plans for, the deployment of modern electronic services in taxpayer service delivery. This
matter was previously reported on in January 2001 and January 2005 following the completion of
similar (but not quite as exhaustive) surveys. The survey has produced a wealth of valuable
information that, in addition to sharing knowledge of innovative approaches to improving service
delivery, should enable revenue bodies to benchmark the nature, quality, and take-up of the
services offered by them. The key findings are as follows:

Revenue bodies’ strategic directions and approaches for deploying e-services

e Revenue bodies’ plans give primary emphasis to reducing taxpayers’ compliance burden,
with improved operational efficiency as a clear secondary goal; a clear majority of
revenue bodies signalled increasing the range, quality, and take-up of their Internet-
based services as their number one priority.

Internet-based services

e Querall progress: Measured in high level terms, there has been good progress since
2004 in the overall range and nature of revenue bodies’ e-service offerings:
o Provision of basic tax transaction capabilities: 96% (2008)/ 75% (2004);
o Some degree of access to personal taxpayer information: 75% (2008)/55%
(2004); and
o Provision of all specified information categories: 75% (2008)/35% (2004).

e E-filing: There has been considerable overall progress in the use of e-filing for the major
taxes and a number of bodies can report substantial progress over the last 5 years; for
many, this progress this has been facilitated by the use of mandated e-filing
requirements (viz. CIT, VAT, and employers’ wage income reports); however, around
30% of surveyed revenue bodies still have considerable progress (i.e. +60%
absolute) to make across some/all of the major taxes, including a number
who have made quite limited progress over the last five years.

e E-payments: Take-up of fully electronic e-payment methods (e.g. Internet
payments, phone banking, and direct debit) has not progressed at the same
rate as e-filing take-up rates and only around one third of revenue bodies
can report that the majority of tax payments are made via fully electronic
methods; considerable potential exists in over more than half of surveyed countries to
exploit the significant benefits that can be obtained from wide use of fully electronic
payment methods, with available industry data from one country indicating a cost
differential of up to 1: 5 between fully electronic and manual payment methods.

e Personalisation: Pre-filling has evolved to become a significant strategy for
‘transforming’ service delivery in administering the personal income tax in
quite a few countries; there are a number of revenue bodies that now offer a fully
automated ‘end-to-end’ process for return preparation, assessment and payment
collection/ refund crediting, thereby providing significant benefits to their taxpayers.

e Accessing personal taxpayer information in real-time via the Internet: Relatively
Jew revenue bodies offer in 2009 the full range of functionality defined as
representing a comprehensive suite of on-line services for taxpayers— as a
result, taxpayers must resort to other more costly channels for some of the services they
require; for businesses, just over 60% of revenue bodies offer very limited or under-
developed services concerning on-line ‘accounting’ , ‘payment’ and ‘specific enquiries’
functionality’, as defined, for their CIT and VAT—on a positive note, around one third of
revenue bodies in this category indicated system enhancements in ‘accounting’ and
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‘payment’ functionality over the medium term; for citizens, between 60-80% of revenue
bodies offer very limited or under-developed services to citizens concerning ‘accounting’,
‘payment’ and ‘enquiries’ functionality’, as defined, for their PIT—on a positive note,
around half of revenue bodies in this category indicated system enhancements in
‘accounting’ and ‘payment’ functionality over the medium term.

Strategies for promoting the use of e-services: There has been considerable resort
to the use of mandated requirements for e-filing (and to a lesser extent e-
payment) over the last five yeanrs for prescribed segments of taxpayers and
this appears likely to continue for the medium term, along with the use of
promotional activities and administrative incentives.

Telephony capabilities

Use of call centres: Contrasted with the situation observed in 2004, there has been
considerable progress in the development and use of call centre capabilities (as a more
effective service delivery channel) and the associated volumes of traffic being handled;
survey data regarding the trend of call volwimes over the last 3 years were
not complete but suggest that for around half of surveyed bodies the
annual growth rate in call volwumes exceeded 10%; while growth of this
magnitude would be viewed as a concern by some revenue bodies, others described it as
a positive outcome, reflecting of their success in introducing and promoting the use of
modern call centre operations as a service alternative to other (more expensive) channels
(e.g. walk-in centres).

Faced with the demands of large increases in call centre workloads and associated
resource investments, and declining resource budgets a number of revenue bodies are
giving priority to better understand the drivers/ causes of these high growth patterns as a
means of devising mitigation strategies.

Whole of government service delivery approaches

Viewed across all surveyed bodies, ‘whole of government’ service delivery approaches
appear relatively immature but some useful developments were identified for a few
countries (e.g. single sign-ons (for authentication purposes), ‘whole of government’
portals, common citizen and business registration and numbering systems, standardised
business reporting, and dynamic sharing of information across government agencies);
putting all these developments together to form a picture of a possible
Juture, the findings clearly point to ‘whole of government’ approaches
representing the next paradigm in government service delivery, suggesting
the need for close monitoring by the Forum.

Security/ authentication

There is a relatively consistent range of authentication solutions in use (primarily User
ID/Password and digital certificates), with limited implementation/plans for adoption of
newer technology (e.g. smart cards); the impact of ‘whole-of-government’
developments on framework/policy approaches and application of
security solutions will be an area to closely monitor for all revenue bodies
and, it is suggested, by the Forum.

Overall maturity of revenue bodies’ e-services offerings

Contrasted with the situation observed in 2004, there has been considerable progress on
many fronts and a fair number of innovative developments; however, applying the
maturity framework for the provision of e-services developed by the Sub-group and
described in Chapter II of the report, most revenue bodies have some way to go
realise the ‘transformational’ level of competence set out in the framework.



Survey of Trends and Developments in the Use of Electronic Services for Taxpayer Service Delivery

I. Background and context

At the 2007 meeting of the FTA Taxpayer Services Sub-group, there was agreement in
principle to carry out a further survey on trends in the use of technology by revenue bodies in
service delivery.

The first survey conducted in this area was completed in 2000/01 and was “structured”
having regard to the Ottawa Taxation framework conditions (re taxpayer service) that
evolved from the Committee on Fiscal Affairs’ (CFA) work in the late 1990’s on electronic
commerce. At the time, the work was progressed under the guidance of the Electronic
Commerce Subgroup of the Forum on Strategic Management (FSM). The second survey,
launched in April 2004 by the newly created Forum on Tax Administration, covered similar
territory but made some attempts to expand the focus to include some broader strategic
issues around taxpayer service delivery. The subject matter covered by the 2004 survey was
as follows:

e Strategic approach to service delivery.

e Investments in information technology.

e Use of the Internet (fairly limited coverage reflecting relative lack of maturity in most
countries).

e Electronic filing, payment and refunds.

e Use of email (fairly limited coverage reflecting relative lack of maturity in most
countries).

¢ Remote use of electronic systems by revenue body staff.

e Telephone inquiry services.

¢  Whole of government service delivery approaches (fairly limited coverage reflecting
relative lack of maturity).

The findings of this survey were published in February 2005.!

A brief summary of the Ottawa Taxation framework conditions, and the findings of the
survey work conducted in both 2001 and 2004 is provided at Annex 1.

Since the last survey, the Sub-group has also produced a number of information and
guidance notes on aspects of e-services delivery, that elaborate on previously reported
developments. These are identified in Annex 2.

The focus of future work?

6.

Following the 2007 meeting of the Taxpayer Services Sub-group, the Secretariat initiated
discussion with officials of the Australian Taxation Office (that had assisted with design of
the 2004 survey) to gather some preliminary ideas for this work. Arising from these
discussions a view emerged that rather than immediately initiate another survey along the
lines of the previous effort, there would be value in first attempting to document in a generic
way leading practice in the provision of e-services. The objective of this would be to provide
a set of guidelines which member countries could use to assess their own approaches, and
which could be used within the Subgroup for consideration of future plans for e-services
and any cross-country survey work deemed helpful by the Sub-group. With this in mind, a
draft discussion paper titled “Framework for the Provision of Electronic Services” was
prepared and discussed in some detail with Sub-group members at their October 2008
meeting. The framework document was welcomed by members and discussion led to further
ideas for its enhancement, that have been incorporated in a revised version.

At the 2008 meeting, members re-iterated the need for a survey of member countries using
the framework document (as revised) to guide the design of the envisaged survey, and
provided the following additional guidance for the work envisaged:

1 See ‘Survey of Trends in Taxpayer Service Delivery Using New Technologies’, FTA (February 2005).
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e Delegates generally expressed the view that the survey should be more forward-looking
(than prior surveys), and seek details of planned developments.

e Issues identified by Sub-group members as being of particular interest were:

1) take up rates & effective strategies, & future plans for mandated e-services;

2) the use of intermediaries;

3) specific e-facilities for citizens;

4) use of email;

5) preference management approaches and experiences;

6) developments re single portal/ ‘whole of government’ approaches;

7) integration between channels;

8) new and proposed personalised products for different taxpayer segments;

9) developments with authentication; and

10) metrics for measuring/ evaluating revenue body outcomes and performance
(beyond the traditional e-filing take up rates).

8.  Following the meeting, a small group of countries (i.e. Australia, Canada, Denmark, New
Zealand and the UK) and the OECD Secretariat worked to develop the outline and detail of a
survey questionnaire, enabling the survey to be initiated towards the end of May 2009.
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II. Introduction
Framework for the provision of e-services in taxpayer service delivery

9.  Asnoted in para. 6, previous work of the Taxpayer Services Sub-group resulted in the
development of a ‘Framework for the Provision of E-services’to guide members’ thinking on
the nature and degree of capability of their existing and likely future approaches to e-services
delivery. Extracts from the framework are set out in the following paragraphs by way of an
introduction to readers of the survey’s findings.

What are e-services?

10. Within this report, the term ‘e-services’ is intended to cover all electronic interactions and
includes Web (internet, portals, web services), email 2 and telephone (fixed line & mobile)
channels 3. The survey also extends to revenue bodies’ walk-in centres and government shop-
fronts to the extent that they are used to deliver some e-services).E-services’ capabilities can
generally be defined within one of four categories of “maturity”, as described in Table 1
below.

Table 1. A framework of e-services

Confidentiality of
Category Description data & access
considerations

One way information flow providing static information Publicly availa})le/
about the agency. Includes publications (e.g. legislation, non-confidential
lfresence .(01' policy documents), instructions, and education/ marketing ~ data
‘information’) materials. Interaction is limited to inquiry & search
functions. No access
restrictions
Two-way information flow which does not alter systems or Publicly availa})le/
data. This includes expanded search and filtering non-confidential
Interaction capabilities and services such as calculators where all data data
are entered by users (e.g. to assess eligibility for benefits or
determine tax payable). No access
restrictions

Any exchange which alters data holdings or provides access  onfidential data
to taxpayer data. Includes activities such as enquiries

Transaction involving taxpayer flata, use of calcu}ators pre-filled with Access restricted to
taxpayer data, & filing returns/ making payments. specific individual.
Exchange of information between different government Confidential data

Integration/ agencies regarding a specific user (individual, business,

Transformation  Organisation). For example, a change of address advised Access restricted to
only once by the user and then shared across relevant specific individual.
agencies.

Assessing e-government maturity?

11.  This section provides an example of an e-government maturity model for service delivery,
and associated definitions, which revenue bodies and others may choose to use as a tool to
assess their level of maturity in the provision of e-services—see Figure 1 and the explanation

% Whilst email is included under the umbrella of e-services, it has traditionally proved to be a problematic
channel, due to security limitations and high user expectations regarding response times.

3 Whilst traditional phone services (e.g. person-to-person call centres) are not generally defined as “e-
services”, they have been included here as the survey (based on this framework) examined the full range of
service offerings provided by revenue bodies via phone services.
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in Box 1 in particular.4 As this is only one example of a possible model, and is aimed at the
overall e-government level, rather than the delivery of specific taxpayer services e-services, it
needs to be interpreted more narrowly in terms of any assessment regarding the provision of
e-services for taxpayer service delivery.

Figure 1: Example e-government maturity model
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12. The rationale for this maturity model is key concepts relating to:
e Transaction processing;
e Extending the degree of fulfilment that can take place online;
e Integration and collaborative processing;
e Citizen-centricity; and

e  Whole-of-government delivery architecture developed with the user in mind and driving
integration.

13. The stages of e-government maturity, as described more fully in Box 1, reflect the increasing
capability of e-government solutions. Progression through the stages:

e should deliver more value to users but also comes with increased complexity and
development costs; and

e represents increasing maturity in a number of dimensions:
o static content to dynamic content;
publishing to interaction;
generic dialogue to individualised dialogue;
simple transactions to complex transactions;
inclusion of authenticated transactions;
partly automated processes to fully automated online processes;
agency-aligned delivery to citizen-centric delivery; and
agency-aligned services to cross-agency services.

O O O O O O

4 As defined in the 2003 Australian Government Information Management Office E-government benefits
study and based on ‘The Four Phases of E-Government in the Public Sector Market’, Gartner, August 2000.

10
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Box 1. E-government maturity characteristics 5

The phases listed below are generally cumulative. For example, the provision of a transaction service does
not remove the need for an interaction service.

Phase one—On-line presence (or ‘information): This phase is represented by agencies raising
awareness of their purpose and services through a web presence. It may simply be information that
outlines what the agency does, what services it provides and how it operates. It may also include reference
to contact points if communities require further information or wish to conduct business with the agency.
There are few opportunities for community interaction or two-way communication without resorting to
use of traditional channels of service delivery, nor can communities manipulate information or interact
with it in any other way than simply viewing it.

Phase two—Interaction: This phase represents the primary development of community’s interacting
with government via online facilities. Whilst communities may still access information and services
through traditional channels, such as by phone or in person, phase two represents an environment in
which communities can order and execute services online. They may also manipulate information
databases, use search mechanisms and linkages to other related sites. This phase also introduces the
beginning of common entry points that aim to remove the need for communities to understand
government structures to access government services, and deliver the first high-volume transactions in
limited instances.

Phase three—Transaction: In this phase, communities are able to equally access government services
via many channels (e.g. online, wireless or PDA technologies) of delivery and agencies have begun to
reform their business processes such that services can be delivered via a variety of channels as a matter of
course. This will increase the convenience factor for communities and businesses using government
services. There is a greater removal of the need for communities to understand the structures of
government as increased shared services and collaboration between agencies has resulted in greater
information sharing and service initiation. Privacy and security concerns have been effectively managed
such that civic and industrial trust in e-government services is high. Personalisation of service delivery is
commonplace, and the value proposition of services has been maximised such that take-up of e-
government initiatives is consistently high. Communication between communities/ business and
government is now more akin to two-way conversation and the beginning of proactive service delivery is
being seen.

Phase four—Integration (or ‘transformation’): This phase is characterised by a seamless interface
and integrated service delivery model in which the relationship between communities, government and
business has been transformed. Multiple channels of service delivery are a given and new means of service
delivery are being continuously explored. The mechanisms of e-government are taken for granted as part
of everyday life and e-government as a concept effectively ‘disappears’ to become simply ‘government’.
Citizens and business have an implicit trust and confidence in their engagement with government, and the
concept of ‘government as a servant of the public’ is truly realised as personalised, pro-active service
delivery mechanisms abound. The distinctions between agencies at all three levels of government (local,
state, federal) are notional as collaborative service delivery is not only the norm, but a means of achieving
and delivering previously un-conceived levels of service. Government services are fundamentally
personalised, independent of channel of delivery or service provider and frequently transparent.
Government itself is highly accountable, and the mechanisms for soliciting feedback from communities
have been replaced by mechanisms that afford communities a highly participative role in decision-
making, direction and policy. Key dependencies for this phase include:

. Agency collaboration to develop integrated, customer-driven processes requiring the re-engineering
of all business processes. It will be particularly important for governments to “virtually” unify
existing customer service centres so that all customer/constituent contact can be identified to the
customer of record and transformed into standard input to state workflow. The goal should be to
work toward the development of an automated enterprise workflow.

. The e-implementation of new applications data structures developed based on the notions of client-
centricity, shared services, and shared infrastructure.

Government goals and objectives for e-services delivery

14. Aslarge agencies within their respective public sectors, revenue bodies are subject to the
policies and directions of central government agencies for the evolution of e-government
approaches as it affects the broader population of citizens and businesses. Given the nature

5 Ibid. Page 11

11
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15.

of the tasks they are asked to perform and their large and varied client base, revenue bodies
are today very much at the forefront of e-government initiatives in many countries.

To provide some broader context for the work and plans of revenue bodies (as reflected in
the survey responses), the Secretariat undertook some limited research of various recent e-
government strategy documents from countries with a good record of success in the delivery
of electronic services to citizens and business and from the European Commission. Brief
summaries of the key elements of some of these appear at Annex 3. These documents were
analysed to identify some common “directional themes” or principles that one might expect
to see reflected in revenue bodies’ efforts and plans for the use of technology in service
delivery with citizens and business, including their interactions with other government
agencies. The key themes or principles observed from this analysis were as follows:

e Optimising the take-up of e-services: Increased take up of services will be
facilitated by government agencies adopting a range of specific strategies and
approaches, including:

o Collaboration: There is a strong emphasis on the adoption of more collaborative
and consultative approaches that are applied upfront in the design of services for
citizens and business .....

As emphasised in Denmark’s strategy document....... “The public sector must make a
targeted effort to involve citizens and businesses in the development of digital
solutions (Denmark)”.

More specifically as it concerns IT developments, the EC observes that............
Governments will use and develop mass collaboration techniques............ and that
mass collaboration and ‘crowd sourcing’ tools such as Web 2.0 will become more
mature and finally find widespread use in the public sector.”

o Accessibility: It is axiomatic that to achieve very high rates of service take-up, all
potential users must have access to the Internet (including those not in possession of
their own equipment) and be able to easily find what they are seeking, as well as use
specific applications. The strategies examined typically reflect that there will be
concerted action to extend the Internet’s reach by providing new service outlets (e.g.
through use of community libraries, workplaces, government shopfront facilities,
kiosks, and private sector organisations), both for general convenience as well as for
those citizens who do not have their own personal computers. Furthermore, the
provision of public electronic services will increasingly follow standards and
international guidelines for accessibility (e.g. Official websites must adhere to the
international WAI (Web Accessibility Initiative) guidelines.

o Personalised services: Technology and its effective use will offer an increasing array
of personalised services based on individual needs.

As highlighted by the EC, this will be manifested by proactive services, self-service
capabilities, pre-emptive services, or personal services delivered by an intermediary
(e.g. a financial institution). A notable subset of these is “personal services by
inclusion” that............. “will ensure that all groups and individuals, particularly
those disadvantaged in some way, can access combined and flexible services using
multi-channel delivery systems and multi-nodal interfaces”.

e Security and privacy: All statements emphasise the criticality of appropriate security
and privacy protection safeguards. For example, Denmark calls on public sector agencies
for a guarantee of continued safe and secure handling of data in the public sector, while
the EC’s note emphasises the need for a specific risk management approach to these
matters. And as highlighted by one of the largest OECD revenue bodies..............

12
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“Technologically savvy employees and taxpayers are demanding that government
institutions provide them the same level of tools and online capabilities as best-in-class
private-sector organizations.

As more people gain access to the Internet, and

. This year alone, the IRS has repelled more
as IT systems become more inter-connected, data f

than 35 million unauthorized access

security concerns rise. Safe-guarding data and attempts, with about one-third of this
systems today is much more difficult than it was | malicious activity originating from
a few years ago. outside the country.

Data vulnerability is exacerbated by the fact that criminals are increasingly focused on
accessing personal financial information. In fact, attempts at identity theft and
phishing (i.e., online scams to steal personal data) related to federal income taxes
increased more than sevenfold in 2008.

We must become more technologically sophisticated to meet increased taxpayer
expectations and maintain data security — modernizing our systems, improving our
training, and continually enhancing our safeguards (USA IRS 2009-2013 Strategic
Plan http://www.irs.gov/irs/content/0,,id=101098,00.html).

e  Whole of government approaches/ cohesion/ re-use of information: The
move to a more seamless and cohesive set of government operations is foreshadowed in
all observed statements. For example, Norway’s plan sets the following requirements ....
“Business and industry will have a common gateway for all electronic services from the
public sector. The gateway will be based on the current Altinn Swhich will be developed
as a tool for achieving the goals for electronic communication between the public sector
and businesses, and provide efficiency-promoting and coordination benefits for both
the public and private sectors. The goal of an overall strategy for work on electronic
services aimed at business is to ensure coordinated services, reduce paperwork and
achieve a development that is in tune with the companies’ desires and needs.”

Australia’s plan foreshadows a scenario where....... “all citizens, businesses, and
organisations that need to interact with government will only need to update details
once, with the option for the update to be made automatically with other government
agencies.”

The EC’s note foreshadows an environment where governments will be more open,
government systems will be more collaborative and where the traditional distinction
between public, private and civil sectors will be affected by blurred administrative
boundaries. Furthermore...“Steps will also be taken to facilitate the re-use of data,
including both user-generated data & public sector information. Increased availability
& intelligent handling of data will empower public, private & civil institutions”.

And the OECD’s own work, elaborated in Chapter VI, provides a more frank perspective
concerning weaknesses in current government setups and the potential benefits of a
‘whole of government’ approach.......

“The OECD ‘E-government Imperative’ makes a case that governments structured
along vertical structures (or “silos”) with little interaction, are less efficient, and have
more difficulty in providing seamless services to citizens and business. In terms of the
back office, the duplication of some common processes such as human resource
management or payroll processing can result in duplicate IT systems (and workers)
across government, thereby raising costs. In terms of the_ front office, silos can result in
differing program rules and confusion on the part of users as to who to contact for
which services. At all levels, agencies using legacy systems developed separately have
difficulty sharing data with one another-..........

6 ALTINN is Norway’s shared channel for electronic dialogue (in particular, public reporting) with enterprises
and individuals. A brief description of ALTINN was contained in the Forum’s 2005 survey report in Box 12.
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A ‘whole of government’ approach raises the question of what business processes are
comimon across government agencies, or groups of agencies, and how these processes
can be better organized to maximize efficiency. By sharing common processes and
services across agencies, governments can, in theory, achieve considerable benefits of
scale while reducing duplication, eliminating legacy systems, and fostering inter-
agency collaboration. (Source: OECD Symposium on E-government (March 2004)).

Measurement and accountability: Notions of increased measurement and greater
accountability are also prominent in most of the various statements cited.

Denmark’s plan calls for.... “consistent impact assessment and documentation of
digitalisation efforts”... and sets a target whereby 75% of all digitalisation projects must
free up resources (with at least 25% to a great extent.

The EC foreshadows that ...... “Government will increase its capacity to measure and
montitor the effectiveness of policies in society. This requires independent institutions to
be able to monitor the quality of governance processes & structures & assess
information & communication strategies. Governments also need to be accountable &
transparent while at the same time offering sufficient safeguards for the protection of
privacy & maintenance of security.”

Strengthening of public sector capabilities and operations: Without
exception, statements acknowledge the magnitude of the task ahead in building a public
sector that is cohesive, better co-ordinated and capable of building and providing the
services envisaged. For example, Denmark’s plan sets core objectives aimed at achieving
greater collaboration, including: 1) decision-making as part of a binding community; 2)
public sector systems that talk a common language; and 3) joint development that is
strengthened by joint co-operation.

Australia’s plan, among other things, emphasises a more rigorous approach to skills
assessment and development while Singapore highlights initiatives to... ‘create synergy
through shared data, processes and systems” and ... “to enrich public officers work
experience through innovative use of information technology (e.g. leveraging the use of
mobile technologies and the deployment of collaborate desktop tools to support work
across departments and agencies)”.

16. The rest of this report deals with the detailed findings of the survey. Specifically:

Chapter ITI describes aspects of revenue bodies’ strategic plans and their planning
approaches (survey questions 1 and 2).

Chapter IV describes detailed finding for specific e-services provided for taxpayers
(survey questions 3 to 8, 10, 11, 15 and 17).

Chapter V describes the use of telephony capabilities in taxpayer service delivery
(survey question 9).

Chapter VI deals with ‘whole of government service’ delivery (survey question 13).
Chapter VII deals with the capture and sharing of taxpayer-related information with
external bodies (survey questions 14 and 16).

Chapter VIII covers security, authentication and authorisation (survey question 12).
Chapter IX provides an overall summary of key findings, conclusions and
recommendations.

17. In addition, various annexes provided with this report give background information:

Annex 1: A summary of the OECD’s work in this area since 1997.

Annex 2: A summary of e-services work products completed by the FTA.

Annex 3: Summary extracts from selected countries plans for e-government.
Annex 4: Selected research findings regarding the non-use of available e-services.
Annex 5: E-services case studies provided by members as part of this survey.
Annex 6: Miscellaneous statistical data.
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18.

19.

20.

21.

II1. Revenue bodies’ strategic directions and approaches

The 2004 survey findings

The Forum’s 2004 survey set out to take a fairly broad look at taxpayer service delivery plans
and approaches of revenue bodies. It found that around 80% of surveyed revenue bodies had
developed and published formal statements of strategic intent for the delivery of improved
services (incl. e-services) to taxpayers. It noted that most revenue bodies reported that their
strategy for improved delivery of services included a broad range of activities (e.g. increasing
the range of electronic services offered, providing more tailored approaches for services to
individuals; simplifying tax laws and/or procedures, providing better guidance to assist
taxpayers, and building and strengthening partnerships with key stakeholders). However,
relatively few revenue bodies reported the setting of challenging (and in some cases,
mandated) targets for the delivery and take-up of electronic services. There were fair
indications of the adoption of “customer segmentation” approaches to the planning and
delivery of services from the survey responses of the majority of revenue authorities,
although responses suggested that these approaches varied in terms of both their scope and
intensity. Tax professionals were seen as significant stakeholders in the tax systems of many
member countries, and most revenue bodies could point to specific initiatives to support this
relationship. Beyond tax professionals, other stakeholders specifically identified as
important, particularly in an e-services context, were accounting software developers,
employers/ payroll agents, and financial institutions.

The survey also found that the majority of revenue bodies had established time-bound
service standards for some/most aspects of taxpayer service delivery. However, less than half
of surveyed bodies appeared to have a comprehensive set of such standards and/or a practice
of publishing the results achieved. The majority of revenue bodies indicated that it was
important to gather feedback from taxpayers on their perceptions of the quality of services
offered and for around 2/3 of revenue bodies it was reported that periodic surveys were
conducted for this purpose. However, less than half of these bodies published the results of
such surveys.

The 2009 survey focus

For this survey, the focus of inquiry was narrowed more specifically, as agreed by Sub-group
members, to the progress achieved by revenue bodies with e-services delivery (as defined)
and in particular at their plans and strategies for the period 2009 to 2012. Accordingly, in the
context of revenue bodies’ strategic approaches and plans, the survey sought to identify
aspects of the planning effort, including the extent of stakeholder involvement, priority target
areas for the coming three years, and the nature of any strategic targets set and the metrics
used to evaluate progress. Survey responses covering 28 countries were supplemented by
examination of corporate documents of a number of revenue bodies and some e-government
related documents prepared by central government agencies.

Tabulations reflecting survey responses in this area appear at Tables A1 to A3 of the
accompanying survey tabulations document. The key findings are as follows:

e The majority (24 of 28 or 86 percent) of revenue bodies reported that they have a formal
plan for the development and delivery of e-services to taxpayers; for most revenue
bodies, these plans form part of their overall business/ strategic plan for delivery of tax
administration (and other) operations and are reviewed as part of the regular business
planning cycle; just under 50 percent of revenue bodies (13 of 28) reported that they
consult widely in formulating their plans, including with external stakeholders (e.g. tax
profession and business representatives).

e Rated across all surveyed bodies, the stated primary outcome being sought by revenue
bodies from their e-services plan/strategy/ activities was clearly reducing the compliance
burden of taxpayers; this primary ranking of burden reduction, is in line with the
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emphasis being given to, and the significant targets set, for administrative burden
reduction in many OECD/EU countries at the present time, and would, therefore seem
entirely appropriate.

¢ Asasecondary desired outcome, there was a fair mix of revenue bodies indicating
improved efficiency and improved responsiveness of services to taxpayers.

¢ In an e-services context, the objectives of reducing burden and increasing efficiency are
typically being driven by strategies to enhance the range of on-line and phone services
available to clients (see Table 1), and to increase their take up, 7 for some services to
achieve total automation (e.g. Denmark’s so-called ‘no touch’ goal), all aimed at reducing
reliance on more costly methods of service delivery. This is illustrated in Diagram 1
depicting Denmark’s overall channel strategy.

Diagram 1. Denmark’s channel strategy

Telephone Website-
self serve

An important tool in achieving our objectives is SKAT’s channel strategy. In short, the strategy is about
getting our customers to contact us in the most cost and time effective way. For example, it is least expensive
if the customers are able to help themselves online at skat.dk, and most expensive if they send us letters. As
a consequence, we need to do our best in encouraging our customers to use the most inexpensive channels -
such as online filing via the TastSelv (Self-Key) service. Our objective is that by 2010, 90% of all wage
earners and pensioners will choose to have no personal or only electronic contact with SKAT in connection
with their tax statement, which is processed automatically.

Source: SKAT (Denmark’s revenue body) Corporate Plan 2009.

e The majority (18 of 28 or 65 percent) of revenue bodies reported that their plans are
made publicly available; however, a far lesser number (11 of 28 or 40 percent indicated
that they report publicly on the progress achieved and, where in applicable, their
performance in relation to any specific targets that were set in relation to the delivery of
e-services.

e The vast majority (22 of 28 or 79 percent) of revenue bodies identified a number of
priority areas for the coming three years (see Table 2); while these priority areas are
wide- ranging in scope there are a few areas common to a fair number of revenue bodies:

7 As discussed later in this report, many countries reported that they were very satisfied with large increases
in their call centre phone volumes as it reflected success in their efforts to establish more efficient phone
inquiry services and/or drive down the numbers of (costly) visits by taxpayers to their walk in inquiry centres;
on the other hand, other countries saw significantly increased call centre phone volumes, in part, as a
reflection of weaknesses in their communications and/or a lack of progress in getting taxpayers to self-
manage their affairs by finding information they require on the revenue body’s website.
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o Increasing the range and quality of online services available to taxpayers, enabling
the vast majority of taxpayers to self-manage their tax affairs;

o Adoption of generic whole of government approaches to public sector (including tax)
administration; and

o Increased e-filing and use of pre-filling approaches.

Table 2. Priority areas for e-services delivery during 2009-2012

Priority areas for e-services delivery Countries

Internet-based services:

Enhance the existing range of on-line Australia, Austria, Belgium, Canada, Chile, Denmark,

services to help taxpayers & employers “self | France, Ireland, Italy, Japan, Korea, Netherlands, New

-manage” their tax affairs. Zealand, Norway, Portugal, Singapore, Slovenia, Spain,
Sweden, Turkey, UK

New web-based services, incl. conversion Australia, Denmark, France, Slovenia, Sweden

of online products to web-based services (e-services for business registration & advance tax

payments), USA

Increased usage of redesigned website Ireland, Sweden

Security/authentication/ identity checking | Slovenia, Sweden, UK

Increase e-filing, including by use of Australia (review underway), Denmark, Finland,

mandatory e-filing requirements France, Ireland, Singapore, UK

Integration of external service links Austria (e.g. for e-banking and e-invoice), Turkey (e-
invoice and e-book)

Extend pre-filling of tax returns etc to Belgium, Chile (especially for businesses), Denmark,

increase/enhance process automation Finland, France, and Netherlands

Strengthen outreach & communications Canada

Specific applications enhancements Chile and Ireland (CRM), Korea (receipt system), &
Sweden

Complete large modernisation program Australia & South Africa (PIT, CIT, VAT, Customs)

Enhance telephone service capabilities Canada, Chile, Ireland,

Whole of government approaches:

Standard business reporting Australia, Belgium, New Zealand,
Generic government solutions Netherlands, Norway, Switzerland, UK
Sharing tax information with gov’t bodies Denmark, Norway, Slovenia, Sweden

e Relative few revenue bodies reported the existence of medium term targets/ objectives
for aspects of e-services delivery, perhaps in part because a fair number are proposing
(with Government support) to increase use of mandated e-filing obligations; some
examples of targets set by individual revenue bodies are set out in Table 3.

Table 3. Examples of strategic targets set for improved e-service delivery

Country E-service delivery and examples of related strategic targets/ goals
Canada The CRA will achieve a 5% increase in the share of total interactions/transactions that

are undertaken on a self-service basis by all clients by March 2012. The CRA will
achieve a 5% increase in the level of satisfaction for overall service quality among
individual taxpayers that had direct contact with it to get information or receive a
service by March 2012. /1

Denmark All communication to and from businesses to be made electronically from 2012.

Ireland Easier to use PAYE self-service channels leading to greater take-up, with a target by
end 2010 of 300,000 using the service at least once a year.
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Country

E-service delivery and examples of related strategic targets/ goals

Japan

Goal to raise e-service usage rates to more than 65% by 2013 regarding 15 specific
procedures (e.g. return filing, payment certificates).

Mexico

SAT’s e-services are seen as contributing to its broad organisational targets,
particularly those for efficiency & community satisfaction with its administration: 1)
Reduce the SAT’s costs of collections from 1.06 (2006) to 0.9 (per 100 pesos
collected) in 2012; and 2) Increase the level of community satisfaction with SAT’s
administration to 85% by 2012, compared with around 80% in 2006.

Netherlands

Assist achieve government administrative burden reduction target of 25% by 2012.

NZ

95% of customers who file electronically also pay electronically by 2011/12; and 95%
of all returns and payment transactions have customer output created and issued
without any additional manual intervention by 2013/14; we will contact 90% of our
customers who have not complied within seven days through the most effective
channel; and a framework is in place to enable self management by 2011.

Spain

Extending the use of the automated system to all the taxpayers that carry out
economic activities and reducing the costs of the execution of their tax liabilities.

Turkey

To have all taxpayers filing all tax returns via e-declaration and promote taxpayers to
use banks for collections.

USA

80% of all major tax returns to be filed electronically by individuals, businesses, and
tax exempt entities by 2012.

/1. The CRA advised that achievement of these goals is underpinned by a strategy of annually setting and meeting
challenging and meaningful standards for services that are high volume and that affect the greatest number of
taxpayers and benefit recipients.

e Revenue bodies reported the use of a wide range of metrics to evaluate the success of
their e-services strategy; the most commonly use metrics reported were:8

O O O O O

Timeliness of specific services provided to taxpayers;
Quality of services delivered (as established via survey;
Client satisfaction (as established via survey;

Trend in % take-up rate for specific services; and
Revenue body administrative costs reductions.

Actual examples of metrics used by some revenue bodies are set in Table 4.

Table 4. Examples of metrics used to evaluate service delivery

Metric Country Examples cited from country survey responses
and official publications
Timeliness Canada The Telephone Service level (the percentage of telephone calls
of specific answered within two minutes of when a caller enters the queue) for
services 2008-2009 was: General Enquiries target is 80%, result was 82%;
and Business Enquiries target is 80%, result was 87%.
UK VAT registration: In 2008-09, processed 75% of applications in 13
days against a target of 70%.
Service Canada Information provided by CRA is accurate (83% agreed or agreed
quality strongly) and is easy to understand (67% agreed or agreed strongly).
Client Canada When asked to rate their overall satisfaction with their most recent
satisfaction contact with the CRA over the past year, 61% of surveyed clients
indicated they were “satisfied” or “very satisfied” in 2008.
UK
Trend in Australia 88% PIT returns filed electronically in 2008; 2009 target— 95%
services take 94% CIT returns filed electronically in 2008; 2009 target—95%

8 Although not reported as being widely used, survey data and research revealed that a few revenue bodies
(e.g. Sweden and USA) also closely monitor the percentage of errors in paper returns vis-a-vis e-filed returns.
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Metric Country Examples cited from country survey responses
and official publications
up rates 46% activity statements filed electronically in 2008; 2009 target—
50%.
Clients’ UK Forms and returns: HMRC uses the standard cost model (SCM) to
burden estimate cost savings from specific initiatives, against a target of 10%
reduction overall reduction by 2010-11
UK Audits: HMRC uses the SCM to estimate the reduction in
administrative burden by compliant taxpayers. The target is a
reduction of 15% against a baseline measure by 2010-11.
Other Canada CRA e-file on line availability: Target 95%: Results: 93.47% for
measures 2006-2007, 98.70% for 2007-2008, and 99.91% for 2008-2009

Source: Survey responses and annual reports

Measure Number
No. of revenue bodies reporting that they:
- have an organisational-wide strategy/ plan for e-services delivery to all taxpayers 22
- have a stand-alone strategy/ plan for e-services delivery to all taxpayers 2
- formulate their strategy/ plan in consultation with external stakeholders 13
- include specific service-related targets/ objectives in their strategy/ plan 17
- publish their strategy/plan for external viewing 18
No. of revenue bodies using these metrics to evaluate progress in service outcomes:
- service timeliness 22
- quality of services (as measured by survey) 22
- client satisfaction (as established by survey) 22
- trend in % take-up rates 24
- reductions in revenue body’s administrative costs 17
- reductions in clients administrative burden 11
- return on investment 15
- other measures 3
No. of revenue bodies indicating that they:
- publish the results achieved/ progress made re objectives & targets in their plan 10
- revise/ update their strategy plan: annually 15
: every two years -
: > two years 7
No. of revenue bodies stating the most important outcome from the strategy/plan as:
- improved taxpayers’ compliance 2(3.5)/1
- improved revenue collections 2(3.8)/1
- reductions in taxpayers’ compliance burden 11 (1.8)/1
- improved responsiveness of services to taxpayers -(3.0)/1
- improved revenue body efficiency 8 (2.5)/1

/1. Figure in brackets reflects the mean score for the outcome indicated across rankings from 23 revenue bodies.
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22,

IV. Provision of e-services for delivering services to taxpayers

This part presents survey findings concerning the nature of the e-services being planned and
used in taxpayer service delivery, the extent to which these services are being used, and
strategies implemented or being planned to increase the use of e-services by taxpayers. Given
the range and nature of the issues covered it is set out as follows:

Provision of tax system information via the Internet.

Electronic filing of tax returns.

Electronic tax payments.

Pre-filling strategies in taxpayer service delivery.

Use of email in taxpayer service delivery.

Services providing on-line (incl. real-time) access for taxpayers and their agents to
specific taxpayer information.

Strategies for promoting use of e-services (including mandated requirements).
Preference management/ personalisation capabilities.

Revenue body walk-in inquiry centres and e-services offered to taxpayers.
Supporting mobile/ remote revenue body staff in taxpayer service delivery.

IEOOw>

Eal=-1o

A) Provision of tax system information via the Internet

23.

24.

25.

The 2005 report noted that the Internet had become a significant tool for the delivery of
services to taxpayers. Generally speaking, revenue bodies had substantially increased the
information content, functionality, and “user-friendliness” of their websites since the 2000
survey, with just over half offering transaction services via their Internet sites in 2004.

The survey sought to identify the range and nature of services being offered and/or planned
by revenue bodies, steps that had been taken or were being proposed to facilitate access by
taxpayers, and aspects of the way the website was being managed.

Tabulations reflecting survey responses in this area appear at Tables A4 to A5 of the
accompanying survey tabulations document. The key findings are as follows:

e All revenue bodies have implemented a website for the provision of information to
taxpayers, with around two thirds of revenue bodies structuring their website
information at the highest level principally by ‘client type’ categories,® although to
varying degrees of differentiation, as illustrated by the examples in Figure 2;

Figure 2. Examples of ‘client segment type’ criteria for website structure

AUSTRALIA CANADA NETHERLANDS USA
Individuals Individuals Individual Individuals
Businesses Businesses Businesses Businesses
Non-profit Charities Tax Consultants Charities/ Non-Profit
Government Aboriginal Persons www.belastingiest.nl Government Entities

Tax Professionals Tax Professionals Tax Professionals
Super Funds Registered Plans Retirement Plans Co
www.ato.gov.au Family Benefit Recip. SPAIN Tax Exempt Bond Co
Disabled Persons Citizens WWW.irs.gov

Internationals

Business/ professions

Trust Administrators

Tax intermediaries

Wwww.cra-arc.gc.ca

www.aeat.es

9 It should be noted that 9 of these 19 revenue bodies also indicated that a ‘function’ criterion was also

relevant to their structuring approach at the highest level.
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¢ A number of revenue bodies in larger developed countries signalled a move away from
their current ‘client type ’ structure at the highest level:

(¢]

United Kingdom: noted that with its ‘Transformational Government Agenda’, it
expects the primary route to information will be thorough its citizen and business
government portals, which are structured around grouped areas—products,
audiences or themes;

United States: flagged a move to a ‘function’ criterion; and
Canada: reported its planned adoption of a task-based architecture in the future,

but indicated that it would be complementary/ supplementary to its client type
structure which would remain at the highest level.

e Generally speaking, revenue bodies’ websites provide a far richer array of information
categories and functionality than observed in 2004; particular areas of enhancement
include the provision of:

O

Taxpayer transaction capabilities (e.g. return filing and tax payment), which has
increased to 27 of 28 revenue bodies (96%) from 23 of 31 revenue bodies (75 %);

Access to personal taxpayer information/ history, which has increased from 17 of 31
revenue bodies (55%) to 21 of 28 revenue bodies (75%)—see further comments on
this aspect at para. 57 et seq.); and

All content categories (19 of 28 revenue bodies or 68%), compared with 11 of 31
bodies (35% in 2004).

¢ Eleven revenue bodies reported that some non-personal tax system information is stored
on their respective ‘whole of government’ website; based on survey responses, this
practice appears likely to grow over the medium term and is described more detail later
in the report—see Chapter VI (Whole of government etc.)

Measure 2009 Expected
(actual) by 2012
No. of revenue bodies indicating the structure of their website at the
highest level as:
- client type 12 13
- client and function types 9 8
- function type 5 5
- location/ province - -
- other 1 2
No. of revenue bodies indicating that general tax information is:
- available via other agencies’ websites 21 21
- available on other agencies’ websites by links to its own website 10 -/1
- is actually stored on other agencies’ websites 3 -/1
- is both stored on other agencies’ websites & available by links 8 -/1
No. of revenue bodies indicating that their website:
- provides cross-channel links to other service channels (e.g. phone) 11 18
- separates transaction & information portions using different 27 27
security levels
No. of revenue bodies indicating that the following information
categories are accessible from their Internet site:
- general information (i.e. guides and forms) 28 28
- specific advice and tools (e.g. calculators) 28 28
- taxpayers’ transactions (e.g. filing of a return) 27 27
- taxpayers’ account/ record information 21 26
- legislation (e.g. provisions of the tax law) 25 27
- corporate information about the revenue body 25 25
- all information categories and functionality 19 22

/1. Most countries did not specify this level of detail for 2012, so numbers have not been included.
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e The use of cross-channel links to facilitate service delivery appears to be a relatively
undeveloped area of capability— reported by only 11 countries—and only one substantive
example (e.g. Canada’s SMARTLINKS) was provided as part of reported survey data; 18
revenue bodies reported that such functionality was expected by 2012.

¢ One revenue body reported a novel ‘knowledge base’ capability to automate the provision
of answers via the Internet, phone and email to fairly simple tax law and procedure
questions—Slovenia’s virtual assistant capability (VIDA) employs animation, artificial
intelligence and other means to automatically respond to taxpayer inquiries (see Annex 5
for further details).

¢ All revenue bodies, with one exception, reported that their websites separate information
and transaction portions using different security levels.

Content Management Systems

26.

27.

28.

29,

30.

Content management systems (CMS) are most typically used to manage website content
including the process from creation through to publishing of electronic text, and the
associated version control, indexing and archival capabilities. This type of system is generally
referred to as a web content management system (WCMS).

Other types of content management systems include:

e enterprise content management systems (ECMS) which manage information, documents
and records relating to organisation-wide processes;

e mobile content management systems (MCMS) which enable delivery of content tailored
to mobile devices such as mobile phones, PDAs and smart phones; and

e component content management systems (CCMS) which manage content at an elemental
level, rather than a document level. Component content management may be a discrete
system or part of an existing enterprise or web content management system.

Drivers for, and benefits of, using a content management system include:

v'  ease of use— content creators do not need to possess technical knowledge or
programming skills related to language (e.g. HTML) or loading data;

v consistency — design and content are separated ensuring consistent presentation and

enabling changes to design layout without impacting stored content;

speed — publishing of updates has improved turnaround times; and

quality — enhanced rigour and consistency through standard processes and controlled

workflow.

AN

The 2004 survey data indicated that approximately 65% (20 of 31) of respondents’ Internet
sites used a content management system to manage their website. However, this area was
not explored in any further detail at that time.

The survey sought to further explore this area to better understand the primary purpose,
application and users of existing and planned content management systems. Tabulations
reflecting survey responses in this area appear at Table A6 of the accompanying survey
tabulation document. The key findings are as follows:

e The majority of revenue bodies surveyed (23/28 or around 82%) reported that they have
a content management system in place with 5 of these countries (Canada, Czech.
Republic, New Zealand, Portugal and Spain) having introduced their system since their
participation in the previous survey.
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e A further 3 countries (Chile, Ireland and Korea) have indicated that they intend to
introduce a content management system by 2012.

e The most common purpose indicated for content management systems currently in use
is management of web content (22/23 revenue bodies), but indications are that a
number of revenue bodies are planning to expand their use of CMS capabilities by 2012
to include the management of mobile phone content (6 revenue bodies), publications (5
revenue bodies) and enterprise content (6 revenue bodies).

e South Africa has indicated that all taxpayer transaction artefacts will be stored in their
enterprise CMS (including voice from contact centres and bulk submissions from large
taxpayers) which is tightly coupled with their service and case management capability,
providing an integrated view of the taxpayer.

e Asan example of the need to consider the provision of web presentation tailored for
mobile devices, Canada has reported that these devices are currently showing in their top
10 browsers used to access their site.

e Opver half of revenue bodies with an existing content management system (14/23)
indicated that the purpose for which they use their CMS is not expected to change within
the next three years.

e Of the 26 participating revenue bodies with an existing or planned content management
system, 20 have indicated that they currently generate, or expect to be generating by
2012, dynamic pages.

e The primary uses of content management systems are publishing and authoring with, as
would be expected, the main users being web administrators and content authors.

e Observations made by revenue bodies in relation to the use of content management
systems included:

o usability: Australia noted that, once in use, content management systems may need
modification to improve usability for authors and publishers;

o information quality: Belgium noted that ensuring relevant, comprehensible and up-
to-date information is a business challenge rather than a technical one and thus
requires an organisational solution rather than a system solution;

o service quality & consistency: South Africa noted that information availability,
accuracy, and ability to search are critical in facilitating effective service and first
contact resolution of queries and indicated that they are supporting this through the
provision of frequently asked questions, tax information, and scripted responses
with keyword and meaning-based (upcoming enhancement) search capabilities.

o integration across organisations/sites: Denmark noted that as it hasn’t been possible
to achieve export of content from their CMS to the CMS system of the organisation
that hosts their whole-of-government portal, they need to reproduce text more-or-
less manually.

e An example of the broadening use of new electronic channels to provide information is
Mexico’s approach in developing a virtual subject for educational programs in
universities and incorporation of tax information services via YouTube, Flickr, Twitter
and Really Simple Syndication (RSS).
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Measure 2009 Expected
(actual) by 2012
No. of revenue bodies indicating that:

— their website uses a content management system (CMS) 23 26
— the main purposes of the CMS are:

— web content management 22 22

— mobile phone content management 2 8

— publications content management 10 15

— enterprise content management /1 7 13

— component content management /2 1 2
— their CMS generates static pages only 7 2
— their CMS generates dynamic pages only /3 1 2
— their CMS generates both static and dynamic pages 13 18
— the main users of their CMS are:

— content authors 13 16

— web administrators 19 21

— information technology staff 7 9
— the main uses of their CMS are:

— as an authoring tool 14 16

— as a publishing tool 22 23

— as a work management tool 8 12

/1. Germany noted that they will be storing all taxpayer transaction artefacts in their enterprise CMS.

/2. Component content management systems (CCMS) were not specifically addressed in survey; however, Austria
indicated that they currently use such a capability and Canada is exploring this area through the use of DITA XML.

/3. The term “dynamic” was not defined in the survey and may have been interpreted one of two ways by
respondents - either (1) simply as a technical term meaning that web pages are generated ‘on-the-fly’ (content and
design are separate and the web page is constructed when it is viewed), or (2) as within the broader concept of
interactivity where the content displayed and/or the sequencing of information/pages changes depending on
information known about the user and/or data entered by the user.

Case studies in this domain

31.

Respondees provided a number of case studies in this domain that may be of interest to
readers (with further details at Annex 5):

e Canada’s SMARTLINKS initiative helps taxpayers get the information they require, while
contributing to its understanding of taxpayer multi-channel usage, their behaviour
decision processes, preferences and satisfaction in the context of an actual tax question.

¢ UK’s Component Kit, governing the processes and standards for building all online
features, was introduced in 2008 and has helped deliver a consistent online experience
and ensures uniformity of design, re-use of components, and faster and more cost-
effective development of new services.

B) Electronic filing of tax returns

32.

Prior survey reports have given a fair deal of attention to the automation of return filing
arrangements for the major taxes given their potential to deliver significant benefits to both
revenue bodies and taxpayers. The 2005 report noted that that there had been substantial
progress since 2000 in the number of revenue bodies offering e—filing capabilities for the
major taxes. However, it also noted there were significant variations across both revenue
bodies and taxes in terms of the take-up being achieved, resulting in considerable
“unevenness” in the benefits being derived across member countries. In the main, most
progress had been made with e-filing for the PIT but the report, noting an emerging practice
to impose mandatory e-filing requirements on some/ all businesses, anticipated major
progress in the medium term for these taxpayers. The survey accordingly sought to
determine what progress had been made for the major taxes and information reporting
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regimes and the extent to which mandatory requirements were being relied upon, as well as
details of planned developments over the medium term.

33. Tabulations reflecting individual country survey responses appear at Tables A7 and A8 of the
accompanying survey tabulations document. The key findings are as follows:

Personal income tax

e The provision of e-filing services is now just about universal across the countries
surveyed (27/28 compared with 24/30 surveyed revenue bodies for fiscal year 2003).

e Generally speaking, there has been considerable growth over the past five years in the
use of available e-filing services by taxpayers and tax professionals—for the latest year:
— 7 of 27 revenue bodies achieved usage in excess of 80% (3/24 in 2003);
— 9 of 27 revenue bodies achieved usage rates between 50-80% (3/24 in 2003);
— 8 of 27 revenue bodies achieved usage rates between 25-50% (7/24 in 2003); &
— 3 of 27 revenue bodies achieved usage rates less than 25% (11/24 in 2003).

e A number of countries have made substantial progress (i.e. +40% in absolute terms) over
the last five years in increasing e-filing usage—Korea (+46%), Mexico (+48%), Portugal
(+62%), Turkey (+99%), South Africa (42%) and United Kingdom (+53%); in addition to
administrative initiatives, increased usage in some countries has been achieved with the
introduction of mandated requirements (see later comments).

e There is potential for substantially greater use (i.e. +60% in absolute terms) of e-filing in
8 surveyed countries.

e Six revenue bodies reported their intention to introduce, or extend existing, mandatory
e-filing requirements over the medium term.

Measure Countries
Revenue bodies that have achieved very high Australia, Chile, Italy'°, Korea, Netherlands,
levels (>80%) of e-filing take up Singapore, and Turkey
Revenue bodies with significant increases in Korea, Mexico, Portugal, Turkey, South Africa
usage (+40% absolute) in last 5 years and UK
Revenue bodies still to make significant progress | Austria, Belgium, Czech Rep., Finland, France,
(+60% absolute) in e-filing take up Germany, Japan and Slovenia
Revenue bodies that have implemented Chile, Czech Rep., and Turkey

mandatory e-filing obligations in last 5 years,
typically applying a high threshold

Revenue bodies expected to implement/ expand | Belgium, Chile, NZ, Turkey, and USA
mandatory e-filing in next 3 /4 years

Corporate income tax (CIT)

e There has been considerable growth over the past five years in the provision of e-filing
services for the CIT (26 of 28 revenue bodies compared with 21/30 for 2003).

e There has been significant growth in the use of available e-filing services by taxpayers
and tax professionals—for the latest fiscal year:
— 11 of 26 revenue bodies achieved usage in excess of 80% (4/17 in 2003);
— 5o0f 26 revenue bodies achieved usage rates between 50-80% (0/17 in 2003);
— 3 of 26 revenue bodies achieved usage rates between 25-50% (2/17 in 2003); and

10 Ttaly reported that it has achieved 100% e-filing since 2000 for personal income tax, corporate income tax,
VAT and employer information/income reports.

25



Survey of Trends and Developments in the Use of Electronic Services for Taxpayer Service Delivery

7 of 26 revenue bodies achieved usage rates less than 25% (9/17 in 2003).

A number of revenue bodies have made substantial progress (i.e. +40% in absolute

terms) over the last five years in increasing e-filing usage—Austria (+71%), Belgium

(+40%), Ireland (+46%), Netherlands

(+99%), Norway (+50%), Portugal (+95%),

Slovenia (100%), Spain (+88%) and Turkey (+99%); in addition to administrative
initiatives, increased usage in many countries has been achieved with the introduction of
mandated requirements (see later comments).

There is potential for substantially gre
surveyed countries.

ater use (i.e. +60% in absolute terms) in 10

Measure

Countries

Revenue bodies that have achieved very high
levels (>80%) of e-filing take up

Australia, Chile, Italy°, Korea, Mexico,
Netherlands, Norway, Portugal, Slovenia, Spain,
and Turkey

Revenue bodies with significant increases in
usage (+40% absolute) in last 5 years

Austria, Belgium, Ireland, Netherlands, Norway,
Portugal, Slovenia, Spain, and Turkey

Revenue bodies still to make significant
progress (+60% absolute) in e-filing take up

Canada, Czech Rep., Denmark, Finland, Germany,
Japan, South Africa, Sweden, UK, and USA

Revenue bodies that have implemented
mandatory e-filing obligations in last 5 years,
typically applying a high threshold

Austria, Czech Rep., France, Ireland, Italy, Mexico,
Netherlands, Spain, Turkey, and USA

Revenue bodies expected to implement/
expand mandatory e-filing in next 3 /4 years

Australia, Canada, Finland, France, Germany.
Ireland, Italy, NZ, UK, and USA

Value added taxes

There has been considerable growth over the past five years in the provision of e-filing

services for the VAT (26 of 28 revenue bodies compared with 21/30 for 2003).

There has been significant growth in the use of available e-filing services by taxpayers

and tax professionals—for the latest fiscal year:

10 of 26 revenue bodies achieved usage in excess of 80% (0/25 in 2003);

6 of 26 revenue bodies achieved usage rates between 50-80% (3/25 in 2003);

5 of 26 revenue bodies achieved usage rates between 25-50% (3/25 in 2003); &
5 of 26 revenue bodies achieved usage rates less than 25% (19/25 in 2003).

Twelve surveyed countries reported substantial progress (i.e. +40% in absolute terms)

over the last five years in increasing the level of usage of e-filing services; increased usage
in many countries has been achieved with the introduction of mandated requirements
(refer later comments for increasing the use of e-services).

surveyed countries.

There is potential for substantially greater use (i.e. +60% in absolute terms) in 8

Measure

Countries

Revenue bodies that have achieved very high
levels (>80%) of e-filing take up

Austria, Belgium, Italy'°, Mexico, Netherlands,
Norway, Portugal, Singapore, Slovenia, Turkey

Revenue bodies with significant increases in
usage (+40% absolute) in last 5 years

Belgium, Finland, Japan, Korea, Mexico, Nether-
lands, Norway, Portugal, Singapore, Slovenia,
Spain, and Turkey

Revenue bodies still to make significant
progress (+60% absolute) in e-filing take up

Canada, Czech Rep., France, Germany, New
Zealand, South Africa, Switzerland, and UK

Revenue bodies that have implemented
mandatory e-filing obligations in last 5 years

Belgium, Chile, Ireland, Czech. Rep., Singapore,
and Turkey
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Employers’ information/ income reports

e There has been fair growth over the past five years in the provision of e-filing services for
employers’ reporting of employee wage reports (27 of 28 surveyed revenue bodies
compared with 23/30 for 2003); for many revenue bodies, efforts to increase electronic
reporting have been driven by a goal to pre-fill tax returns.

e There has been substantial growth in the use of available e-filing services by employers/
payroll agents—for the latest fiscal year:
— 17 of 27 (63%) revenue bodies achieved usage in excess of 80% (5/23 in 2003)
— 6 of 27 revenue bodies achieved usage rates between 50-80% (11/23 in 2003);
— 2 of 27 revenue bodies achieved usage rates between 25-50% (2/23 in 2003); &
— 2 of 27 revenue bodies achieved usage rates less than 25% (11/23 in 2003), or
could not report an e-filing rate.

¢ A number of countries appear to have made substantial progress (i.e. +40% in absolute
terms) over the last five years in increasing the level of usage of e-filing services— Chile,
Finland, Japan, Portugal, Spain, UK, and USA 11; increased usage in many countries has
been achieved with the introduction of mandated requirements (refer later comments for
increasing the use of e-services).

Measure Countries
Revenue bodies that have achieved very high Australia, Austria, Canada, Chile, Denmark, Finland,
levels (>80%) of e-filing take up France /1, Germany, Italy*°, Korea, Mexico, Nether-

lands, Norway, Portugal, Sweden, Turkey USA

Revenue bodies with significant increases in Finland, Japan, South Africa, Spain, UK /1, and USA
e-filing take up (+40% absolute) in last 5 years

Revenue bodies still to make significant Czech Rep.
progress (+60% absolute) in e-filing take up

Revenue bodies that have implemented some Belgium, Czech Rep., Denmark, Ireland, Netherlands,
mandatory e-filing obligations in last 5 years New Zealand, Singapore, Turkey, USA

Revenue bodies expected to implement/ Ireland, Singapore /1, South Africa
expand mandatory e-filing in next 3 /4 years

/1. France—employers’ reports on employees’ incomes are reported to the Government social security agency that
provides all such information to the revenue body electronically; Singapore—annual reporting is compulsory in
2009 for employers with >100 employees; for 2010, the reporting criteria reduces to 50 employees; UK—for 2009,
annual reporting is compulsory for employers with >50 employees; from 2011, the reporting criterion will be ‘0’ (i.e.
a universal reporting obligation).

C) Electronic tax payments

34. Tax payments constitute one of the most common forms of interaction between taxpayers
and revenue bodies. This is especially the case for the many businesses that are required to
regularly remit multiple tax payments for different taxes. More generally, citizens and
businesses are required to make significant numbers of payments for “bills” each year (e.g.
for utilities, and credit card debts) and these requirements have led to many developments in
the range of electronic payment methods available to the public and businesses.

35. The 2005 survey report indicated that revenue bodies had made considerable progress in
increasing the range of electronic payment methods available to taxpayers. The main
examples cited were direct debit, direct credit (i.e. on-line payments by taxpayers), phone
banking, and credit cards. However, it also noted that “manual payment methods”—mailed
cheques, cash, or ‘in-person’ payments by taxpayers at revenue bodies, and/or at third party

1 South Africa reported that it had re-engineered its PAYE system to, among other things, increase the level
of reports received electronically from employers. For 2008/09, its efforts had resulted in 90% of employers’
submissions being received electronically, and a 30% increase in the volume received. Of particular note, this
reporting led to the identification of over 400,000 taxpayers not previously registered with SARs.
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36.

37

agencies (using cash or cheques)— were still the predominant method of payment in around
50 percent of surveyed revenue bodies. As a result, many revenue bodies were still incurring
the significant extra administrative costs associated with such manual methods (e.g. third
party transaction fees (or their equivalent), internal cheque processing/handling costs) that
fully electronic methods largely eliminate.

As for other e-services, e-payment methods vary in their level of “maturity” (or degree of
automation), and the resulting benefits they can deliver for taxpayers, revenue bodies and
third parties. Accordingly, to promote thinking about this matter and to assist in analysing
survey responses a range of information has been assembled. Diagram 2 sets out a model
depicting the typical methods of payment available to revenue bodies to collect taxes, a
description of the types of costs normally involved and a judgment as to the associated
degree of automation and costs involved, while Table 5 provides cost data from one country—
covering both the revenue body and the banking system—to reflect the relative cost
advantages of different payment methods. As will be evident from the data in Table 5, there
are significant variations in the costs of fully manual methods involving the use of cheques
vis-a-vis the costs of fully automated payment methods such as direct debit and direct credit.

Diagram 2. Maturity model of payment methods

DEGREE CAPABILITY LEVEL
OF AUTO- OF
MATION DESCRIPTION COSTS INCURRED COSTS
Low In-person payment at revenue body; data | Taxpayers’ time to pay; G
(LIMITED) captured electronically on receipt revenue’s processing costs HIGH
In-person payment at agency (e.g. bank); | Taxpayers’ time to pay; agency
data captured electronically on receipt transaction
Mailed cheque to revenue body; Postage & banks’ & revenue
automate