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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 
 

 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 
 

 Overall 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-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-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.  

 

 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. 

 

 Accessing personal taxpayer information in real-time via the Internet: Relatively 
few 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 years 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 volumes over the last 3 years were 
not complete but suggest that for around half of surveyed bodies the 
annual growth rate in call volumes 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 
future, 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. 
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I. Background and context 

 
1. 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. 

 
2. 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: 

 

 Strategic approach to service delivery. 

 Investments in information technology. 

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

 Electronic filing, payment and refunds. 

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

 Remote use of electronic systems by revenue body staff. 

 Telephone inquiry services. 

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

 
3. The findings of this survey were published in February 2005.1 
 
4. 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. 
 
5. 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. 

 
7. 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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 Delegates generally expressed the view that the survey should be more forward-looking 
(than prior surveys), and seek details of planned developments. 

 

 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. As noted 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 

Category Description 
Confidentiality of  

data & access 
considerations 

Presence (or  
‘information’) 

One way information flow providing static information 
about the agency. Includes publications (e.g. legislation, 
policy documents), instructions, and education/ marketing 
materials. Interaction is limited to inquiry & search 
functions. 

Publicly available/ 
non-confidential 
data 
 
No access 
restrictions 

Interaction 

Two-way information flow which does not alter systems or 
data. This includes expanded search and filtering 
capabilities and services such as calculators where all data 
are entered by users (e.g. to assess eligibility for benefits or 
determine tax payable). 

Publicly available/ 
non-confidential 
data 
 
No access 
restrictions 

Transaction 

Any exchange which alters data holdings or provides access 
to taxpayer data. Includes activities such as enquiries 
involving taxpayer data, use of calculators pre-filled with 
taxpayer data, & filing returns/ making payments. 

Confidential data 
 
Access restricted to 
specific individual. 

Integration/ 
Transformation 

Exchange of information between different government 
agencies regarding a specific user (individual, business, 
organisation). For example, a change of address advised 
only once by the user and then shared across relevant 
agencies. 

Confidential data 
 
Access restricted to 
specific individual. 

 
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 

                                                 
2
 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. 



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

 10 

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 

 

12. The rationale for this maturity model is key concepts relating to: 

 Transaction processing; 

 Extending the degree of fulfilment that can take place online; 

 Integration and collaborative processing; 

 Citizen-centricity; and 

 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: 

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

 represents increasing maturity in a number of dimensions:  

o static content to dynamic content; 

o publishing to interaction; 

o generic dialogue to individualised dialogue; 

o simple transactions to complex transactions; 

o inclusion of authenticated transactions; 

o partly automated processes to fully automated online processes; 

o agency-aligned delivery to citizen-centric delivery; and 

o agency-aligned services to cross-agency services. 

                                                 
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. 
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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. As large 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 
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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.  
 

15. 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: 
 

 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‖.  

 

 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…………..  
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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  
as IT systems become more inter-connected, data                                                                      
security concerns rise. Safe-guarding data and                                                                                         
systems today is much more difficult than it was                                                                                
a few years ago. 

 
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). 

 

 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 6which 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.  

This year alone, the IRS has repelled more 
than 35 million unauthorized access 
attempts, with about one-third of this 
malicious activity originating from 
outside the country.  

 

http://www.irs.gov/irs/content/0,,id=101098,00.html
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A ‗whole of government‘ approach raises the question of what business processes are   
common 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 
monitor 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 III 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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III. Revenue bodies’ strategic directions and approaches 
 

The 2004 survey findings 
 
18. 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. 

 
19. 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 

 
20. 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. 

 
21. 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: 
 

 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 0f 28) reported that they 
consult widely in formulating their plans, including with external stakeholders (e.g. tax 
profession and business representatives).  
 

 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.  
 

 As a secondary 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 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 
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. 

 
 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. 
 

 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. 

Letter Personal 
visit 

Email Telephone 
service 

Website- 
self serve 

No- 
touch 
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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 
services to help taxpayers & employers ―self 
-manage‖ their tax affairs.  

 

Australia, Austria, Belgium, Canada, Chile, Denmark, 
France, Ireland, Italy, Japan, Korea, Netherlands, New 
Zealand, Norway, Portugal, Singapore, Slovenia, Spain, 
Sweden, Turkey, UK 

New web-based services, incl. conversion 
of online products to web-based services 

Australia, Denmark, France, Slovenia, Sweden 
(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 
mandatory e-filing requirements  

Australia (review underway), Denmark,  Finland, 
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 
increase/enhance process automation 

Belgium, Chile (especially for businesses), Denmark, 
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 

 

 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.  

 

 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 Timeliness of specific services provided to taxpayers; 

o Quality of services delivered (as established via survey; 

o Client satisfaction (as established via survey; 

o Trend in % take-up  rate for specific services; and 

o 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 
of specific 
services 

Canada  The Telephone Service level (the percentage of telephone calls 
answered within two minutes of when a caller enters the queue) for  
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 
quality 

Canada Information provided by CRA is accurate (83% agreed or agreed 
strongly) and is easy to understand (67% agreed or agreed strongly). 

Client 
satisfaction 

Canada When asked to rate their overall satisfaction with their most recent 
contact with the CRA over the past year, 61% of surveyed clients 
indicated they were ―satisfied‖ or ―very satisfied‖ in 2008. 

UK  

Trend in 
services take 

Australia 88% PIT returns filed electronically in 2008; 2009 target— 95%  

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-à-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‘ 
burden 
reduction 

UK Forms and returns: HMRC uses the standard cost model (SCM) to 
estimate cost savings from specific initiatives, against a target of 10% 
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 
measures 

Canada CRA e-file on line availability: Target 95%: Results:  93.47% for 
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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IV. Provision of e-services for delivering services to taxpayers 
 
22. 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: 

 
A. Provision of tax system information via the Internet. 
B. Electronic filing of tax returns. 
C. Electronic tax payments. 
D. Pre-filling strategies in taxpayer service delivery. 
E. Use of email in taxpayer service delivery. 
F. Services providing on-line (incl. real-time) access for taxpayers and their agents to 

specific taxpayer information. 
G. Strategies for promoting use of e-services (including mandated requirements). 
H. Preference management/ personalisation capabilities. 
I. Revenue body walk-in inquiry centres and e-services offered to taxpayers. 
J. Supporting mobile/ remote revenue body staff in taxpayer service delivery. 

 
A) Provision of tax system information via the Internet 
 
23. 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.  
 

24. 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. 
 

25. 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: 
 

 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,9 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   

  www.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. 

http://www.belastingiest.nl/
http://www.ato.gov.au/
http://www.irs.gov/
http://www.cra-arc.gc.ca/
http://www.aeat.es/
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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: 
 
o 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; 
 

o United States: flagged a move to a ‗function‘ criterion; and 
 

o 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. 

 

 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 %);  
 

o 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  

 
o 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 

(actual) 
Expected 
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 
        security levels 

27 27 

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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 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. 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). 
 

27. Other types of content management systems include: 
 

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

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

 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. 

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

 
 ease of use— content creators do not need to possess technical knowledge or 

programming skills related to language (e.g. HTML) or loading data; 
 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. 
 

29. 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. 
 

30. 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: 
 

 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. 
 



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

 23 

 A further 3 countries (Chile, Ireland and Korea) have indicated that they intend to 
introduce a content management system by 2012. 
 

 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). 
 

 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. 
 

 As an 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. 
 

 Over 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. 
 

 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. 
 

 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. 
 

 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. 

 

 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 
(actual) 

Expected  
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): 
 

 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 
 

 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). 
 

 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). 
 

 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). 
 

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

 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 
levels (>80%) of e-filing take up 

Australia, Chile, Italy10, Korea, Netherlands, 
Singapore, and Turkey 

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

Korea, Mexico, Portugal, Turkey, South Africa 
and UK 

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

Austria, Belgium, Czech Rep., Finland, France, 
Germany, Japan and Slovenia 

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

Chile, Czech Rep., and Turkey 

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

Belgium, Chile, NZ, Turkey, and USA 

 
Corporate income tax (CIT) 
 

 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). 
 

 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); 

 5 of 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 Italy reported that it has achieved 100% e-filing since 2000 for personal income tax, corporate income tax, 
VAT and employer information/income reports. 
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 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 greater use (i.e. +60% in absolute terms) in 10 
surveyed countries. 

 
Measure Countries 

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

Australia, Chile, Italy10, 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). 
 

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

 
Measure Countries 

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

Austria, Belgium, Italy10, 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 
 

 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. 
 

 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 
levels (>80%) of e-filing take up 

Australia, Austria, Canada, Chile, Denmark, Finland, 
France /1, Germany, Italy10, Korea, Mexico, Nether-
lands, Norway, Portugal, Sweden, Turkey USA  

Revenue bodies with significant increases in  
e-filing take up (+40% absolute) in last 5 years 

Finland, Japan, South Africa, Spain, UK /1, and USA 

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

Czech Rep. 

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

Belgium, Czech Rep., Denmark, Ireland, Netherlands, 
New Zealand, Singapore, Turkey, USA 

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

Ireland, Singapore /1, South Africa 

/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 

                                                 
11

 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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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. 
 

36. 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-à-vis the costs of fully automated payment methods such as direct debit and direct credit.  

 
Diagram 2. Maturity model of payment methods 

DEGREE 
OF AUTO-
MATION 

 CAPABILITY  LEVEL 
OF 

COSTS 
DESCRIPTION COSTS INCURRED 

      LOW 
(LIMITED) 

 
 
 
 
 
 
 
 
 
  
      HIGH 

(FULLY 
AUTO-

MATED) 

 In-person payment at revenue body; data 
captured electronically on receipt 

Taxpayers’ time to pay; 
revenue’s processing costs 

  
HIGH 

 
 
 
 
 
 
 
 
 
 
 

LOW 

 

 In-person payment at agency (e.g. bank);  
data captured electronically on receipt 

Taxpayers’ time to pay; agency 
transaction 

 

 Mailed cheque to revenue body; 
automated payment data capture 

Postage & banks’ & revenue 
bodies’ processing costs 

 

 Taxpayers’ use of phone banking Taxpayers’ time & phone call  

 Taxpayers’ use of Internet payment 
method (via bank/revenue body) 

Taxpayers’ time  

 Taxpayers use of ‘direct debit’ authority 
for payment (on liability-by-liability basis)  

Taxpayers’ time re renewal of 
each authorisation 

 

 Taxpayers use of blanket ‘direct debit’ 
authority for payment of all liabilities  

Taxpayers’ time for once-only  
authorisation 

 

 

Table 5. Data on costs of various payment methods /4 

Total costs for payment methods 
incurred by Australian Taxation Office /1 

Total costs of payments in 2007 for 
financial institutions, weighted average /2 

Mailpay (i.e. mailed cheques)  1.73 /3 Cheques 4.22 
Billpay (in-person at post offices) 1.72 EFTPOS 0.22 
  ATM 0.86 
Direct credit (via banking system) 0.89 /3 Direct credit 0.08 
Direct debit 2.46 /3 Direct debit 0.10 
BPAY (i.e. payment via Internet) 0.68  BPAY 0.51 
Credit card /3 Credit card 2.38 

/1. Source. Australian Taxation Office 2009. 

/2. Reserve Bank of Australia, 2007, Payment Costs in Australia. 

/3. Mailpay- Cost figure excludes taxpayers‘ postage costs (0.55); Direct debit—average cost/transaction 
substantially impacted by extensive use of ‗direct debit‘ facilities for debt payment arrangements; and Credit cards—
in course of implementation.  

/4. Revenue body costs and financial system costs cannot be added to give a total cost due to overlapping elements. 

 
37. Survey responses indicated what appears to be a fairly common difference of view around 

what is understood by the term ‗electronic payment‘. Many revenue bodies responded that an 
‗electronic payment‘ includes those payments where the act of payment entailed a cash or 
cheque payment received by a third party such as a bank or post office which captured 
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relevant payment information and transmitted it electronically to the revenue body. 
However, as illustrated in Diagram 2, full or true e-payments entail a greater degree of 
automation than this method of payment. For the purpose of this survey, ‗fully electronic 
payments‘ are deemed to be those payments that do not involve a payment by cash or use of 
a cheque and where taxpayers‘ tax accounts were updated electronically). The term ‗partially 
electronic payments‘ is used to describe payments involving cash or cheques received by 
third parties and where payment details are transmitted electronically to the revenue body. 
 

38. Tabulations reflecting survey responses in this area appear at Table A9 of the accompanying 
survey tabulations document. The key findings are as follows: 
 

 Data on the incidence of true e-payments was incomplete across the population of 
surveyed countries reflecting what seems to be a lack of knowledge and/or focus for 
some revenue bodies concerning this aspect of e-services (further comments below). 
 

 There has been minor growth over the past five years in the provision of e-payment 
services for the payment of tax liabilities (23 of 28 or 82% surveyed revenue bodies 
compared with 23/30 or 76% for 2003). 
 

 Data on actual payment volumes were not collected with the 2004 survey; however, the 
survey did reveal that payment by cheque or cash (either in person or via mail) was still 
the predominant payment method in just under 50% of surveyed revenue bodies. For 
this survey, aggregate data for 2008 payment volumes indicates: 

 5 revenue bodies achieved fully electronic payment volumes in excess of 80%; 

 7 revenue bodies achieved fully electronic payment volumes between 50-80%; 

 4 revenue bodies achieved fully electronic payment volumes between 25-50%; 

 6 revenue bodies achieved fully electronic payment volumes less than 25%; and 

 2 revenue bodies were unable to report the % of fully electronic payments made 
or do not use e-payments. 

 

 Mailed cheques and in-person agency payments involving partially electronic methods 
are still significant (i.e. +33% or more in volume) payment methods in many countries:  

 5 countries reported significant use of mailed cheques; and 

 11 countries reported significant use of third party agency in-person payments.  
 

 There is potential for substantially greater use of e-payment capabilities (i.e. +60% in 
absolute terms) in at least 10 countries.  

 
Measure 2009 (actual) 

No. of revenue bodies reporting use of the following payment methods:  
     - cheque or cash (made in person to revenue body or by mail)  12 
     - direct debit/ direct credit (EFT, BPAY)  20 
     - credit cards 4 
     - third party agents (e.g. banks and post offices)  16 
     - other methods 3 
No. of revenue bodies reporting fully electronic payment volumes of:  
     - <25% 6 
     - 25-50% 4 
     - 51-80% 7 
     - >80% 5  
     - non-use of any e-payment methods/ data not available  7 
No. of revenue bodies reporting over 33% of payments received by:   
     - cheque or cash (made in person to revenue body or by mail) 5 
     - third party agents (e.g. banks and post offices) 11 
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Measure Countries 
Revenue bodies that have achieved high levels (i.e. 
>50%) of true/ full e-payment take up 

Australia, Chile, Finland, France, Ireland, 
Italy, Netherlands, New Zealand, Norway, 
Singapore, Sweden 

Revenue bodies with significant volumes (i.e. +33%) 
of payments received directly via mailed cheques  

Canada, Ireland, Mexico, South Africa, 
USA 

Revenue bodies with significant volumes (i.e. +33%) 
of payments received via third party agencies (e.g. 
banks) with cheques (or similar instrument) 

Australia, Austria, Belgium, Canada, 
Czech Rep, Denmark, Finland, Germany, 
Japan, Slovenia, Turkey 

 

 Although the survey did not aim to capture detailed information on the nature of the e-
payment methods available, survey responses did identify a number of capabilities that 
had been developed specifically to meet government revenue collection requirements—
see Box 2 and Austria‘s case study example (at Annex 5). 
 

 On the other hand, Sweden noted that its Internet banking system now had some 7 
million customers (from a country population of around 9.5 million), with around 63% 
using the system for paying bills, including taxes; in addition, regular tax payments, such 
as monthly instalments of income tax by self-employed persons, are most commonly 
made by a ‗direct debit‘ option initiated by the taxpayer with their bank. 
 

 Generally speaking, the rate of e-payments remains substantially below e-filing rates for 
the major taxes; while not researched as part of this survey, there could be a number of 
factors that have contributed to this outcome, for example: 1) taxpayers‘ perceptions of 
security weaknesses with such payment methods; 2) taxpayers‘ reticence to 
communicate bank account details either in writing or electronically to revenue bodies 
(although such details are evident from cheques); 3) the failure of revenue bodies to 
promote e-payment methods, particularly in those countries where the banking system is 
the sole provider of e-payment capabilities (see description of example in Box 2). 

 
Box 2. USA— Electronic Federal Tax Payment System (EFTPS) 

EFTPS via the Internet is a secure government web site that uses the highest level of security 
available. Every user must have a secure Internet browser with 128-bit encryption in order to 
access the site. To log on to the system, an enrolled user must be authenticated with three pieces of 
unique information known only to the user: Taxpayer Identification Number (EIN or SSN), EFTPS 
Personal Identification Number (PIN) and an Internet Password. The combination of these three 
pieces of identification adds to the security of the site and the privacy of taxpayer data.  

Convenience at Your Fingertips: EFTPS offers you the convenience and flexibility of making 
your tax payments via the Internet or phone. By 8:00 p.m.(ET) at least one calendar day in advance 
of the due date, you access EFTPS directly to report your tax information. You will instruct EFTPS 
to move the funds from your account to the Treasury's account for payment of your federal 
taxes. Funds will not move from your account until the date you indicate. You receive an immediate 
acknowledgement of your payment instructions, and your bank statement will confirm the 
payment was made. You can initiate your tax payment 24 hours a day, seven days a week. As an 
added convenience, EFTPS allows taxpayers to schedule tax payments in advance. Businesses can 
schedule payments up to 120 days in advance of their tax due date. Individuals can schedule 
payments up to 365 days in advance of their tax due date. EFTPS will automatically make your 
payments for you on the due date you indicate. Scheduled payments can be changed or cancelled 
up to 2 business days in advance of the scheduled payment date. You can use EFTPS to make all 
your federal tax payments, including income, employment, estimated and excise taxes. 

Who benefits: More than 8 million taxpayers are currently enrolled in the system. Since EFTPS 
started in 1996, there have been over 815 million electronic payments made, for over $19 trillion. 

Source: IRS website 

 
Case studies in this domain 
 
39. There was one case study example in this domain— Austria‘s e-payment service 

FinanzOnline (PAYFON) that may be of interest to readers (see Annex 5). 
 

http://www.irs.gov/app/scripts/exit.jsp?dest=http%3A%2F%2Fwww.eftps.gov
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D) Pre-filling strategies in taxpayer service delivery 
 
40. Pre-filling entails the use by revenue bodies of information held by them (e.g. taxpayer 

identity information, elements of taxpayer history, and third party reports) to populate fields 
within tax returns etc that are made available to taxpayers for examination/ completion by 
taxpayers. Depending on the degree of sophistication of the service (and the legislative 
framework in place), fully or partially completed tax returns can be made available to 
taxpayers in electronic and/or paper form. In their most advanced form (e.g. Denmark‘s 
system of pre-filled tax returns for personal income taxpayers), tax return preparation has 
been fully automated for over 70% of the taxpayer population. 
 

41. The 2004 survey did not explore the use of pre-filling approaches in any detail. However, the 
survey report did acknowledge that a few countries had made considerable progress in 
automating the preparation of personal income tax returns using pre-filling approaches. 
Subsequent work carried out by the FTA 12 explored this topic in some detail and, among 
other things, highlighted a  growing trend of revenue bodies using (or planning to use) ―pre-
filling‖ to automate elements of tax return preparation, and the benefits flowing from such a 
service. Building on this previous work, the survey sought to identify the nature of the pre-
filling strategies being used or planned and the extent of their usage to date. 
 

42. As already mentioned, pre-filling can be carried out with varying degrees of sophistication/ 
maturity. For survey analysis purposes, these are depicted in the ‗capability‘ model presented 
in Diagram 3. However, it needs to be acknowledged that the legislative framework of a tax 
may of itself limit the extent to which pre-filling can be applied, rather than any limitations 
resulting from administrative factors. This aside, the model provides a means of classifying 
the nature of the service being provided by revenue bodies to assist taxpayers (in terms of the 
likely level of benefits being delivered. 

 
Diagram 3. Maturity model of pre-filling capabilities 

LEVEL OF 

PREFILLING 
  

CAPABILITY DESCRIPTION  

 LEVEL OF 
BENEFITS 

      
BASIC 

(LIMITED) 
 
 
 
 
 
 
 
 
 
 
 
 

ADVANCED 
(COMPLETE) 

 1 A paper form pre-filled with limited taxpayer identity &/or history 
information   

  
MINOR 

 
 
 
 
 
 
 
 
 
 
 
 
 

MAJOR 

 2 An electronic form pre-filled with limited taxpayer identity &/or 
history information 

 

 3 A paper form pre-filled with  taxpayer identity &/or history 
information & limited income/deduction & credits information    

 

 4 An electronic form pre-filled with  taxpayer identity &/or history 
information & limited income/ deduction/ credits information    

 

 5 A paper form pre-filled with  taxpayer identity &/or history 
information & most/ all income/deduction & credits information    

 

 6 An electronic form pre-filled with taxpayer identity &/or history 
information & most/ all income/deduction/ credits information. 

 

 7 Full automation (enabling elimination of original process)  

 
43. Tabulations reflecting survey responses in this area appear at Tables A10 to A12 of the 

accompanying survey tabulations document. The key findings are as follows: 
 

                                                 
12 See ‗Using Third Party Information Reports to Assist Taxpayers Meet their Return Filing Obligations: 
Country Experiences With the Use of Pre-populated Personal Tax Returns‘ 
www.oecd.org/dataoecd/42/14/36280368.pdf and ‗Third Party Reporting Arrangements and Pre-filled Tax 
Returns: The Danish and Swedish Approaches‘ at  www.oecd.org/dataoecd/39/5/39948012.pdf 

 

 

http://www.oecd.org/dataoecd/42/14/36280368.pdf
http://www.oecd.org/dataoecd/39/5/39948012.pdf
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 Pre-filling has evolved to become a significant component of revenue bodies‘ e-services 
strategy in many countries, particularly for the PIT.  Concerning the PIT; 

 
o Seven revenue bodies (i.e. Chile, Denmark, Finland, New Zealand, Norway, Sweden, 

and Slovenia) provide a capability that is able to generate at year-end a fully 
completed tax return (or its equivalent) in electronic and/or paper form for the 
majority of taxpayers required to file tax returns, while two bodies (i.e. 
Singapore and Spain 13) achieved this outcome for 2008 for 30 percent of taxpayers. 
 

o Two revenue bodies provide a capability that is able to generate a partially complete 
tax return in electronic and /or paper form (using third party income data and other 
information held by the revenue body) for the majority of their PIT 
taxpayers, while six others have recently commenced the use of pre-filling and 
expect its use to expand rapidly in the coming years. 
 

o One revenue body (i.e. Denmark) has advanced its pre-filling capability to the point 
where a pre-filled return as such is no longer referred to for some 4 million of 4.5 
million taxpayers—these taxpayers (so called ‗ordinary taxpayers‘) receive a notice 
and they can locate, if they wish, underlying return information by accessing their 
online personal tax folder; other taxpayers (so called ‗complicated taxpayers‘) still 
receive a tax return to fill-in, with much of it already pre-filled. 
 

o In terms of new developments, Chile reported that it has successfully 
extended the use of pre-filling to certain business income related 
information for returns of business/self-employed taxpayers; Australia 
reported that it is exploring the extension of its pre-filling capability (currently 
integrated into its e-filing systems) to non-individuals returns (e.g. partnerships) 
 

o Ireland issues pre-filled Tax Credit Certificates to all its 2.2 million Pay as You Earn 
(PAYE) taxpayers each year to advise the tax credits that should be taken account of 

by their employers when withholding tax at source from employment income. 
 
o Just over half of surveyed revenue bodies foreshadowed further exploration and/or 

development of pre-filling over the medium term.  
 

Measure 2009 
(actual) 

Expected 
by 2012 

No. revenue bodies offering electronic pre-filling capabilities:    
     - PIT returns 19 19 
     - CIT returns 9 10 
     - VAT returns 11 12 
No. revenue bodies offering paper pre-filling capabilities:   
     - PIT returns  8 10 
     - CIT returns  7 4 
     - VAT returns 8 7 
No. revenue bodies offering pre-filling capabilities for the PIT by % of 
returns pre-filled: 

  

     - 0-50% 8  
     - >50% 11  
No. revenue bodies offering pre-filling capabilities for the PIT by 
category of information pre-filled: 

  

     - Taxpayer identity information  19  
     - Previous tax return information 12  
     - Third party income and deduction-related information  15  
     - All of the specified information categories 10  

                                                 
13 The Spanish Tax Agency reported that in 2008 around 62 percent of PIT taxpayers received a pre-filled 
return; of these, around 52 percent were confirmed by taxpayers as being fully accurate and complete. In 
addition, some 27.5% of taxpayers received fiscal data to assist them complete their return. Taken together, 
pre-filling directly assisted almost 90% of taxpayers in 2008 (also see Annex 5 for further information).   
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 Through a combination of redesigned business processes and technological support  (e.g. 
electronic reporting of third party reports, email/ SMS event notifications, website portal 
access for taxpayers to review personal tax return information and confirm or advise 
adjustments, and direct crediting and debiting of refunds and liabilities via the banking 
system), a number of revenue bodies can now proudly report to have fully automated all 
aspects of the PIT assessment process (as depicted in Figure 3 below). 

 
Figure 3. How technology and its clever use has totally automated the personal 

income tax return assessment process 

     
  

 

 

 

 

 

 

       

 

 

 

   
 

  

     

 

 

 

 

          
      

          
            

          
 

          

 

 Businesses, financial institutions, & government bodies electronically report taxpayer data re income, 
deductions, etc to the revenue body. 
 Revenue body uses income data & other taxpayer information to prepare preliminary notice of liability which 
can be accessed online by each taxpayer.  
 Taxpayer confirms notice online or provides additional information online to revenue body to re-assess liability.  
 Taxpayer receives notification of confirmed/ revised liability online, & details of final debt payable/refund due. 
 Refunds of overpaid tax directly credited to taxpayers’ bank account; debts due collected by direct debiting.  
 Taxpayer reviews bank account online and sees credited tax refund or debited tax liability. 
 Taxpayer can access online personal tax folder 24/7 to check details of prior tax returns, account position, etc.. 

 
 Concerning the CIT and VAT, pre-filling is used largely to pre-identify electronic and/or 

paper returns and for some taxpayers to include limited liability-related information, 
that are referred to taxpayers on a periodic basis; only one country (i.e. Norway) reported 
that its pre-filling capability included income related data for the CIT; it is also known 
that Denmark provides access (but not pre-filling per se) to third party information (e.g. 
reports from banks) to businesses and accountants (in respect of their clients). 

 
VAT e-invoicing 
 
44. Although the preparation of invoices for business transactions was not part of the survey‘s 

field of inquiry, one revenue body‘s response did reveal one innovative, and what appears to 
be highly successful, example of a taxpayer service supported by electronic service delivery. 
 

45. Chile provided details of its innovative e-invoice system that enables the automated 
preparation and transmission of invoices for business transactions carried out by certain 
business operators. The broad features of the system are set out hereunder, while further 
detail is provided as a case study in Annex 5: 

 

 The revenue body has established a web-based application for the electronic invoicing of 
fees for services rendered (some of which are subject to tax withholding); 
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 The application permits authorised users, or an authorised third party, to prepare and 
transmit invoices (with in-built secure features), using email; 

 

 Service providers are offered monthly and annual summaries of invoices prepared; 
 

 Recipients of e-invoices are offered monthly and annual reports of all e-invoices sent to 
them that can be used for, among other things, withholding tax purposes; and 
 

 The income data captured by the system is used by the revenue body for pre-filling 
annual tax returns. 

 
46. The use of the e-invoice system has increased significantly since its launch in 2004. In 

December 2008, there were some 400,000 users who issued 900,000 invoices. The system 
delivers many benefits for users. For example, taxpayers do not have to visit revenue body 
offices to obtain new invoices etc., invoices are sent automatically (and free) to service 
recipients, users have an automated record of their transactions, and use of the data for pre-
filling annual tax returns significantly reduces the burden of taxpayers. 

 
Case studies in this domain 
 
47. Revenue bodies provided a number of case study examples in this domain that may be of 

interest to readers (with further details at Annex 5): 
 

 The CRA offers a special e-filing and pre-filling service for certain senior citizens that 
dispenses with a return; Singapore‘s Non-filing Service (NFS) enables tax returns to be 
dispensed with for certain employees. 
 

 Chile‘s Internal Revenue Service has successfully extended the use pre-filling of certain 
business income related information for returns of business/self-employed taxpayers. 
 

 Other e-filing and pre-filling systems—Finland‘s Tax Return Online capability; Mexico‘s 
DeclaraSAT capability, an internet service for some PIT taxpayers giving access to a fully-
completed tax return with tax calculations; Norway‘s Internet solution (Altinn) for e-
filing of taxes for citizens and business; and Spain‘s progressive development of pre-filled 
returns since 2002. 
 

 South Africa‘s modernisation of its personal income tax administration. 

E) Use of email in taxpayer service delivery 
 
48. Previous surveys and other Sub-group work have noted the potential for use of email in 

electronic taxpayer service delivery but also highlighted many of the practical issues 
associated with its use on any significant scale. For example, a major issue associated with 
email to and from revenue bodies‘ relates to ensuing taxpayers‘ privacy and confidentiality. 
There are also issues associated with efficiently managing taxpayers‘ email within the 
revenue body and creating unreal expectations among taxpayers as to the timeliness of 
service delivery. While noting considerable growth in the number of revenue bodies offering 
these facilities, the 2005 report noted that work volumes were, for the most part, relatively 
very small and that a few revenue bodies had reported a deliberate strategy of minimising/ 
discouraging email usage. Three revenue bodies reported email volumes in excess of 1 
million per annum, but these appeared to be heavily influenced by the use of outward-bound 
bulk email for marketing/ education purposes. 
 

49. The survey sought to establish the extent to which secure and non-secure email channels are 
being used and/or planned, the nature of the uses in place and/or planned, the nature of 
records management arrangements and the arrangements in place or planned to secure 
email messages. 
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50. Tabulations reflecting survey responses in this area appear at Tables A30 to A31 of the 
accompanying survey tabulations document. The key findings are as follows: 
 

 The use of email (both secure & non-secure) continues to be relatively widespread with 
75% (21/28) of revenue bodies actively using email to offer taxpayer services via one or 
both methods. 

 

 The remaining seven revenue bodies are not actively using email to provide taxpayer 
services, with three of these bodies (i.e. Canada, Korea, and the Netherlands) indicating 
that they do not currently offer services via email (secure or non-secure). The other four 
bodies only use email to either notify taxpayers‘ that a message has been sent to their 
secure website/portal account (Austria) or to provide revenue body-generated general 
information messages (Chile, Japan and Turkey), with Turkey indicating that, although 
they don‘t actively use email, they do receive/respond to requests for information via 
non-secure email. 
 

 Generally speaking, revenue bodies which don‘t currently use non-secure email in service 
delivery do not have plans to introduce such a capability within the next three years, 
although Canada has indicated it will be introducing an outbound email notification 
service within this period to advise citizens when a communication item has been posted 
to their secure portal – ‗My Account‘ or ‗My Business Account‘. 
 

 In addition, three revenue bodies (Denmark, Ireland and South Africa) have indicated 
that they will cease providing non-secure email interactions within the next three years 
and will only offer secure email contact, with Denmark moving to support secure email 
only by mid-2010. Both Denmark and Ireland currently support secure email and South 
Africa will be introducing a secure solution prior to the abolition of non-secure email. 
 

 There are signs that the use of secure e-mail (either traditional email or messaging 
services provided via secure portals) will continue to increase, with 6 revenue bodies 
(Belgium, Germany, Singapore, Slovenia, South Africa and Sweden) indicating that they 
will be introducing this type of capability within the next three years. 
 

 The 2005 survey report noted that it was expected that revenue body-initiated email 
would increase and replace traditional channels (usually surface mail) for delivery of 
things such as notices of assessment, reminders, and general marketing messages. It is 
not clear from the results of this survey that these expectations have been realised. 
 

 It is probable that, as the development of agency/whole-of-government websites, portals 
or equivalent platforms offering a range of information and secure services expands, 
there will be a reduction in citizen demand/agency support for non-secure email, apart 
from perhaps notification messages to advise availability of new information on the 
secure website/portal (and even this type of notification may be overtaken by the use of 
messaging to mobile devices). Any such trend is likely to depend on the ability to provide 
simple (real or apparent), portable and cost-effective security solutions (including a 
quick initial registration process). This particularly applies for citizens, who generally 
have less frequent interactions with revenue bodies than business or tax professionals. 

 
Nature of use of email 
 
51. A summary of the key findings in this area is as follows: 

 

 Most revenue bodies provide only generic email addresses or secure web forms/portal-
type facility, rather than individual staff email addresses. In some cases personal email 
addresses are used, but this is usually where there is a specific relationship (e.g. case 
managers for large corporate clients). 
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 The most common email services used by revenue bodies for both secure and non-secure 
email are general tax inquiries (19 - 1 secure email only, 13 non-secure email only, 5 
both), requests for/provision of information (19 - 5 secure email only, 10 non-secure 
email only, 4 both), and seeking rulings on technical issues (16 - 3 secure email only, 10 
non-secure email only, 3 both). This trend continues in relation to future plans with 
these three services persisting as the most common uses for email. 
 

 There is relatively limited use of email as a method for return filing, although there are 
signs of some growth in this area with three countries (Belgium, South Africa and UK) 
indicating they will be introducing filing as a secure email service by 2012. The lack of 
current use and relatively small projected growth may, apart from the usual security 
considerations, be indicative of the development in many revenue bodies of purpose-
built web-based return-filing applications and the advances in pre-filling to the extent 
where, for some countries, return filing (primarily for the PIT) is usually not required. 

 

 

Email-related 
information service 

No. of revenue bodies 
offering service in 2009 

No. of revenue bodies to 
offer this service by 2o12 

Secure Non-secure Secure Non-secure 

General tax inquiries 6 18 13 15 
Rulings on technical issues 6 13 13 11 
Return filing 2 2 5 1 
Updating registration data 6 7 9 5 
Requests for/provision of 
information 

9 14 12 11 

Outbound general informat-
ion/ e-delivery notifications /1 

1 4 1 4 

Other purposes 1 1 1 1 

/1. This category was not actually included in the in the survey. However, as a number of countries specified these 
uses under ―other‖ they have been included in the table. 

Records management of email 
 
52. Records management of email (particularly ‗free form‘ email) is traditionally a problematic 

area, in that automatic email archiving systems may not be able to: 1) reliably distinguish 
between emails that are important (and need to be retained) and those that may be of little 
value; 2) assign accurate subject matter/classification; 3) enable changes to subject 
matter/classification; or 4) enable sufficient access across an organisation. 
 

53. To maintain complete records, it is usually necessary to capture an email or any other 
electronic message using a structured records management system which enables 
creation/collection, evaluation, storage, analysis, use/dissemination, review, maintenance, 
protection and eventual disposal of the email record. Alternatively, messaging may be 
enabled through secure dedicated websites/portals where users can log in to submit 
messages, track progress and retrieve responses. These types of systems maintain a history of 
interactions similar to email, albeit usually within a limited number of subject types. These 
systems are not always integrated with other systems in the organisation, so it can remain 
difficult to get a complete picture of interactions. 
 

54. The survey sought to capture information regarding methods currently used to manage email 
records related to the provision of taxpayer services and any planned developments in this 
area. A summary of the key findings in this area is as follows: 
 

 There were no significant trends in relation to the management of email records, with a 
range of methods being applied. 
 

 The most commonly used primary records management approach indicated was some 
form of client/case/contact/work/document management system, where an email can be 
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linked directly to a specific taxpayer record, related case or work item and can be 
tracked, updated, etc. 
 

 A few countries indicated that they apply different approaches to storage of emails 
depending on specific aspects of the email (e.g. tax type, relative importance of the 
email). For instance, Ireland indicated the use of their Integrated Contacts system for the 
storage of a range of email types; in the case of some taxes (such as VAT) emails relating 
to a specific tax query are printed and filed on the taxpayer paper file. 
 

 Of interest is Norway‘s approach where they treat email in a similar manner to enquiries 
by phone and delete around 90% once a response has been provided. However, they 
reported that copies of emails considered to be significant (e.g. complaints) are kept. 
 

 Storage of paper copies of emails was noted as being used in some or all cases by at least 
3 countries (Germany, Ireland and South Africa) either with, or without, equivalent 
electronic archiving/storage (and the retention of paper records in certain circumstances 
may be more widespread, but may not have been not reported through the survey). 

 

Primary email records 
management approach 

No. 
using 

Countries using this approach in 2009 

Client/case/contact/work/document 
management system 

8 Australia, Belgium, Denmark, France /1, Ireland /1, 
New Zealand, Singapore (if case-specific), Spain, 
USA /1 

Database 1 Italy 
Email folders/archiving 5 Finland, Norway (significant emails only) /1, 

Slovenia, Sweden, Turkey 
Paper (filed) 2 Germany, South Africa /1 
Various/no specific arrangements 4 Chile, Japan, Portugal, UK /1 
Not specified 4 Austria /1, Czech Rep, Mexico, Switzerland 

/1 Austria—uses secure eDelivery website (managed by Federal Chancellery); France—secure emails stored 
within the portal, non-secure emails archived using local agency protocols; Ireland—only relates to emails which 
concern personal/some business taxes or those received via the Revenue Technical Service-others, depending on 
relevancy, are printed and filed on the relevant taxpayer‘s file; Norway—most emails are treated like phone calls 
and approximately 90% are answered and then deleted; South Africa—also stores electronic copy of emails off-
line for approximately 5 years or as per legal requirements; UK—arrangements differ between business areas and 
are managed within security guidelines and retention/electronic communication policies; USA—also uses paper 
(filed) process for non-secure emails (i.e. those messages not within their secure portal). 

 

 The majority of revenue bodies did not report any anticipated change to their email 
records management arrangements within the next 3 years. However, a few reported 
potential developments over this period — New Zealand noted that their future goals for 
managed email records and a reduction of duplication; Portugal is introducing a CRM 
tool to track all communication with taxpayers/users, South Africa expects to have a fully 
automated and managed system in place; and Turkey suggested that it may make further 
investment in the archiving of incoming emails. 

 
Security approaches 
 
55. The survey sought to understand the arrangements in place to provide authentication, data 

security and non-repudiation in relation to email. The key findings are outlined below: 
 

 The majority of revenue bodies (16/28) are not currently using secure email; of the 12 
bodies who do currently use secure email, seven (Australia, France, Ireland, Japan, 
Spain, UK and USA) are identified as enabling this messaging via a secure portal, 
mailbox or equivalent. 
 

 Authentication and non-repudiation is primarily occurring through the use of digital 
certificates with data secured using an SSL or equivalent encrypted connection. 
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 Italy has a slightly different approach in that it employs a country-specific solution 
(Posta Elettronica Certificata (PEC)) which is a certified email account; this solution, 
delivered through external providers, does not require the user to possess asymmetric 
keys and certificates, and enables receipt acknowledgement for email messages. 
 

 Security of data is being managed through the use of secure end-to-end links using 
protocols and standards such as Secure Socket Layer (SSL) or S/MIME. 
 

 There are no significant observations in relation to future plans for security of email as 
revenue bodies either indicated a continuation of current arrangements or, where secure 
email is planned for future implementation, had not yet settled their solutions. 

 
F) Services providing on-line (incl. real-time) access for taxpayers and their 
representatives to personal taxpayer information 
 
56. The 2005 report noted that only a minority of revenue bodies provided via their Internet the 

capability for taxpayers to effect personal transactions (e.g. to file a return, to pay tax) or to 
obtain online access to their personal tax information and history. In the main, where such 
services were offered they were confined to a fairly narrow range of transactions. 
 

57. For this survey, revenue bodies were asked to identify the nature of the online capabilities in 
place in 2009 and proposed by 2012 for taxpayers to carry out a broad range of the more 
routine but voluminous tax obligations (e.g. filing a tax return and making a tax payment) 
and related online services available to taxpayers (e.g. to request and make an instalment 
arrangement to pay a tax debt). All of these services and the nature of the capabilities 
potentially available were defined in a comprehensive menu, as set out in Diagram 4. With 
the emphasis in many countries on encouraging taxpayers to ―self-manage‖ and reduce their 
compliance burden, the survey and analysis focused on the extent to which these capabilities 
were being provided and/or proposed for the main tax types and the extent of (immediate 
validation and confirmation of transactions—the ‗RTA‘ capability described in Diagram 4. 
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Diagram 4. Comprehensive menu of capabilities for routine tax administration 

actions 

Business 
process 

Specific functionality for 
taxpayers & representatives 

 Capabilities possible for each 
process 

 
Registration 

Register online  
On-line form which needs to be printed 
and submitted on paper (OFP) 

Access registration details 

Update registration details 

Update obligation details 

   

 
Accounting 

Access account balances  
On-line fillable form (incl. structured 
web-based messaging), with validation 
edits, which can be submitted on-line 
(one-way data transmission) (OFT) 

Access account details (i.e. individual 
account postings & calculations) 

Request account statement 

Request refund or account transfer  

   

 
Return filing 

Prepare & file Online access to data/ transaction 
provided in real-time with immediate 
validation & confirmation of transactions 
(two-way data transmission) – usually 
provided within a portal-type environ-
ment or via specifically developed 
e-services (RTA) 

Receive return filing receipt 

Access previous returns filed 

Revise previous return filed 

Request extension of time to file 

   

 
Payments 

Make payment online Phone service available using phone 
key and/or interactive voice response 
(IVR) (PHN) 

Record direct debit arrangement 

Record payment arrangement  

   

 
Enquiries 

Submit inquiries on specific topics  
Other (e-capabilities) (OTH) Access responses to inquiries 

Access progress/ status of inquiries 

Record objection/ request for ruling 

 
58. Responses to this aspect of the survey were more difficult to summarise and interpret owing 

to some missing data and unclear responses. Accordingly, the results should be seen as 
indicative rather than representing a definitive fully accurate assessment. Tabulations 
reflecting survey responses in this area appear at Tables A15 to A24 of the accompanying 
survey tabulations document. The key findings are as follows: 

 
Business (based on CIT and VAT responses)  
 

 In terms of the range of functionality being provided in 2009, revenue bodies‘ offerings 
are broadly similar across the major tax types, although one might more reasonably 
expect a larger range of offerings for businesses (as payers of CIT and VAT), that 
typically have regular and multiple dealings with revenue bodies over the course of a 
fiscal year, than for individual citizens. 

 

 ‗Return filing‘ appears the most developed functional application, with around 60 
percent of revenue bodies offering all or most of the functionality defined. 

 

 Over 60% of revenue bodies offer very limited or under-developed services 
concerning ‘accounting’ , ‘payment’ and ‘enquiries’ functionality’, as 
defined in Diagram 4, for their CIT and VAT; on a positive note, around one third 
of revenue bodies in this category indicated system enhancements in ‗accounting‘ and 
‗payment‘ functionality  over the medium term.  
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Corporate income tax 

 
Business 
process 

No. revenue bodies providing real 
time access to taxpayers in 2009 

No. revenue bodies planning to offer 
real time access to taxpayers by 2012 

All 
functions 

offered 

Most 
functions 

offered 

Few or no 
functions 

offered 

All 
functions 

offered 

Most 
functions 

offered 

Few or no 
functions 

offered 
Registration 8 2 17 10 4 13 
Accounting 4 5 18 9 6 12 
Return filing  2 14 11 3 16 8 
Payments 5 3 19 6 4 17 
Enquiries/ 
messages 

1 3 23 2 4 21 

 
Value added tax 

 
 

Business 
process 

No. revenue bodies providing real 
time access to taxpayers in 2009 

No. revenue bodies planning to offer 
real time access to taxpayers by 2012 

All 
functions 

offered 

Most 
functions 

offered 

Few or no 
functions 

offered 

All 
functions 

offered 

Most 
functions 

offered 

Few or no 
functions 

offered 
Registration 8 2 17 9 4 14 
Accounting 4 6 17 9 7 11 
Return filing  2 16 9 2 16 9 
Payments 6 3 18 6 5 16 
Enquiries/ 
messages 

1 3 23 2 4 21 

 
Citizens (based on PIT responses) 
 

 As for business, ‗return filing‘ functionality is the most commonly-offered service to 
taxpayers, with around 70% of revenue bodies offering all or most of the functionality 
defined. 

 

 Between 60-80% of revenue bodies offer very limited or under-developed 
services concerning ‘accounting’, ‘payment’ and ‘enquiries’ functionality’, 
as defined in Diagram 4, for their PIT; on a positive note, around one half of 
revenue bodies in this category indicated system enhancements in ‗accounting‘ and 
‗payment‘ functionality over the medium term. 

 
Personal income tax 

 
Business 
process 

No. revenue bodies providing real 
time access to taxpayers in 2009 

No. revenue bodies planning to offer 
real time access to taxpayers by 2012 

All 
functions 

offered 

Most 
functions 

offered 

Few or no 
functions 

offered 

All 
functions 

offered 

Most 
functions 

offered 

Few or no 
functions 

offered 
Registration 7 3 17 8 4 15 
Accounting 2 9 16 6 9 12 
Return filing  1 18 8 3 18 6 
Payments 7 4 16 8 5 14 
Enquiries/ 
messages 

2 3 22 2 5 20 

 
Case studies in this domain 
 
59. Respondees provided a number of case studies in this domain that may be of interest to 

readers (with further details at Annex 5): 
 

 A range of online services giving taxpayers and/or their representatives access to various 
categories of personal taxpayer information, provided by revenue bodies in Belgium 
(MyMinFin), Canada (My account), Italy (Fiscal Drawer) New Zealand and Spain. 
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 Ireland‗s PAYE Anytime service offers an online service for employee customers that 
provides an alternative to writing to the Revenue to claim common tax credits and 
refunds, thereby replacing the need to handle and process this traditionally paper-based 
information. Information provided on line by taxpayers using this service is used to 
correct the amount of withholding by employers to their employees‘ incomes. 

 
G) Strategies for promoting use of e-services (including mandated requirements) 
 
60. Identifying successful strategies for increasing the level of e-services take up, especially in 

relation to transaction-based services, has been of considerable interest to members from the 
outset of the Forum‘s work. The 2004 survey found that for the PIT, the use of incentives 
(e.g. faster refunds, and longer filing periods) appeared to have played a significant role, 
although it was difficult to attribute success to any one specific strategy. On the other hand, 
the use of mandated requirements was minor—limited to two countries (i.e. Italy and 
Mexico). For the CIT, VAT, and EIR, there was some experience in relation to the use of 
incentives. However, mandatory requirements were far more pervasive, although for the 
most part these were targeted at the largest businesses. Given ongoing interest in this issue, 
further research was carried out in 2005/06 of selected revenues bodies that had achieved 
high levels of e-filing usage. 14 The key findings were as follows: 
 

 Revenue bodies that had achieved a relatively high take-up of electronic services typically 
had a multi-faceted set of strategies to promote usage by taxpayers. 
 

 Information campaigns utilising a variety of channels were an essential component of 
revenue bodies‘ set of strategies. 
 

 Incentives (e.g. faster refunds of overpaid taxes and longer filing periods) appeared to be 
particularly effective in encouraging increased take-up, particularly for the PIT. 
 

 Tax professionals, who prepare a large proportion of tax returns in many countries, were 
seen as critical stakeholders to the effective operation of e-filing systems, suggesting the 
need for close collaboration in the development and operation of these systems. 

 Revenue bodies that had implemented mandatory electronic filing arrangements had 
typically targeted larger businesses and taken a cautious ‗softly/softly approach‘‘ in the 
early years of these arrangements. 
 

 Short of imposing mandatory requirements which may present their own problems, 
there were no ―silver bullets‖ for rapid success towards achieving good outcomes; a 
considerable investment of time, money, and staff was inevitably required over a fair 
period of time to achieve a good level of success. 

 
61. This survey sought to identify what strategies revenue bodies are using in 2009 and intend to 

intensify over the medium term to encourage increased usage of e-services. Related to this, it 
was recognised that a prerequisite to identifying what strategies may be the most effective is 
an understanding of the reasons why taxpayers (particularly those with Internet access and 
who already use it some for their personal or business dealings) do not use tax-related e-
services. With this in mind, the Secretariat sought to identify possible reasons for low rates of 
usage of some e-services from relatively recent published reports and other materials to 
which it had access (see Box 3). (NB: It should be acknowledged that some of these findings 
may be peculiar to the country of origin and may not have broader international relevance.) 

 
 
 

                                                 
14 See ‗Strategies for Improving the Take-up Rates of Electronic Services‘ (Forum on Tax Administration, 
March 2006) www.oecd.org/dataoecd/41/36/36280699.pdf 

http://www.oecd.org/dataoecd/41/36/36280699.pdf
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Box 3. Why citizens don't use revenue bodies' / governments' e-services 

The survey brought to light revenue bodies‘ research efforts that provide insights concerning the non-
use of e-services. In addition, other reports focusing on e-government and its development also shed 
light on why citizens and business are often reluctant to use online service channels, and still prefer to 
other channels (e.g. phone or ‗in-person‘). Key findings are set out below:  
 

      Quality of the e-services being offered by a revenue body: One revenue body‘s research 
drawing on surveys of client experiences pointed to a range of specific user concerns:  1) there 
were inconsistencies across the e-services product set being offered; 2) some e-services were 
either inconvenient or too complex to use; 3) the e-service options were not sufficiently 
personalised or differentiated to make them attractive to use; and/or 4) some products were 
subject to an excessive level of rework making them expensive to use (see Box 13, Annex 4). 

 

      Lack of familiarity with e-services and the inconvenience and costs involved: Other revenue 
body research (see Box 14 at Annex 4) found that within its citizen population many were 
unfamiliar with what was actually entailed in using an e-service, as opposed to their level of 
comfort with paper forms built up over many years, and/or felt that the prospect of registering 
for a service, acquiring and using a PIN etc., would require a significant effort. There was also a 
core of surveyed clients who felt that the costs involved were an impediment.  

 
     Delivering and using on line services: This revenue body research also identified other factors 

clients regarded as important when deciding to use the e-services offered.  
 

— Security and privacy: Issues of security and privacy were paramount to many 
citizens, with many of the view that the standards applied should be on a par with, for 
example, those of financial institutions; 

 
— Personalisation/ customisation: There was also a widely expressed view that online 

forms should have the same ―look & feel‖ as the paper versions they were intended to 
replace. However, this was accompanied by an expectation that use of online forms 
should lead to some tangible benefits for users (not just the revenue body!), for 
example, that they should be tailored to users needs, only asking questions relevant to 
their circumstances and, where relevant, automatically presenting information 
already held by the revenue body;  

 
— Assurances of receipt:  It was observed that users were comforted when they knew 

that their electronic transactions ―had arrived at their intended destination‖; hence, 
there was a fairly common expectation that receipt of electronic transactions should 
be acknowledged in some way; and 

 
— Assurances of help: Potential e-services users welcomed revenue body offers of online 

and telephone help capabilities at peak filing times. However, some doubted the 
ability of the revenue body to efficiently service this capability in peak filing periods. 

 
The research described in Box 14 of Annex 4 identifies various obstacles and points to the need for close 
collaboration between the revenue body, software producers and agents, supported by a program 
targeted at potential e-filers to explain the benefits of e-filing and computerisation in general.  
 
Other identified research (see Table 7 and Box 16 at Annex 4) related more broadly to the use of e-
services offered across government by different bodies. The key factors contributing to non-use from 
this research were:    

      The service sought was not available or could not be found on line and/or the inquirer had a 
preference for telephone or ‗in-person‘ service channels; 

      Negative past experiences with a specific e-service discouraged use of other e-services; 

      Website usability, in particular navigation difficulties; 

      Lack of familiarity with the Internet; 

     Telephone:  Many choose not to use the telephone for a variety of reasons—unavailability, and 
issues related to usability, convenience and a process requirement (e.g. signature on a form) 
necessitating in-person attendance.  

     Demographic factors: Citizens in rural & remote locations are less likely to know how to 
contact government agencies online while those over age 65 are most likely to find the website 
too hard to use. 
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Nature of strategies being used and their priority 
 
62. The survey sought to identify the main strategies being relied upon in 2009 to encourage use 

of e-filing and whether revenue bodies intended to modify their approaches over the medium 
term. Tabulations reflecting survey responses in this area appear at Tables A13 to A14 of the 
accompanying survey tabulations document. The key findings are as follows: 
 

 Promotional activities (i.e. direct mail, media, and third parties) and mandated 
requirements are the predominant strategies being relied on in 2009, and these are also 
expected to dominate over the medium term; however, one revenue body (i.e. UK HMRC 
qualified its response noting that its strategy differentiates between tax products and 
customer groups, rather than being a ‗one size fits all‘ approach. 
 

 Survey responses revealed some novel incentives for promoting e-services usage: 
 
o For its PIT, the UK offers a substantial benefit in terms of an extended filing period 

for e-filers vis-a-vis paper filers (i.e. an additional period of 3 months), which 
appears to have contributed substantially to the increase use of e-filing (some 53% in 
absolute terms over the last 5 years).  
 

o South Africa‘s SARs has taken steps to encourage employers to permit their staff to 
use in-house Internet services to gain access to its e-filing service. 
 

o The US IRS has eased requirements for access by tax professionals to three so called 
incentive products (i.e. disclosure authorisations, delivery of transcripts, and 
electronic account resolution) previously only available to those who e-filed more 
than 100 returns each year. 

 
 

Nature of strategy 
Stated priority in 2009 x 

number of revenue bodies 
Emphasis over next 3 years x 

no. of revenue bodies 
1 2 3 4 More Same Less 

Promotional (e.g. direct 
mail, advertising, 3rd parties)  

 
8 

 
13 

 
2 

 
2 

 
9 

 
14 

 
2 

Incentives- administrative 7 7 3 1 10 9 1 
Incentives- financial  3 2 2 8 2 10 4 
Mandated requirements 9 2 10 2 12 10 2 
Others - 2 2 - - 2 1 

 
Mandatory e-filing (and e-payment) obligations 
 
63. As noted earlier, the mandating e-filing requirements was extremely limited for the PIT in 

2004, but used by between 30-40 percent of revenue bodies for CIT, VAT, and EIR, although 
typically confined to the largest businesses. The survey accordingly sought to identify the 
extent to which the use of mandated requirements had varied since 2004 and whether it was 
expected to play any significant role over the medium term. The key findings are as follows: 
 

 As evident from the information provided hereunder, there has been a 
clear trend towards the use of mandated e-filing requirements and this is 
likely to continue over the next 3 years; many revenue bodies that have already 
introduced mandated requirements for larger businesses and/or employers plan to 
extend the use of those requirements to some smaller or all business operators. 
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Measure No. of revenue bodies by return 

and information type 
PIT CIT VAT Employers 

Revenue bodies with mandatory e-filing 
in 2008/09 

6 12 17 20 

Revenue bodies to newly mandate 
e-filing in next 3 years 

3 6 5 2 

Totals 9 of 28 18 of 28 22 of 27 22 of 28 
Revenue bodies with mandatory e-filing 
obligations in 2003/04 (or proposed) 
for taxpayers  

 
2 of 29 

surveyed 

 
9 of 29 

surveyed 

 
12 of 29 

surveyed 

 
11 of 28 

surveyed 

 

 Also evident is a move by some revenue bodies (e.g. New Zealand and United Kingdom), 
with government approval, to mandate the use of e-payment methods in conjunction 
with mandated e-filing requirements; this development might well be of interest to the 
many revenue bodies that, as noted in the discussion on e-payments, still administer 
costly tax payment methods to a relatively significant degree. 
 

 Opposing this approach, two countries (e.g. Norway and Sweden) reported a deliberate 
strategy of not resorting to the use of mandated requirements, instead preferring to rely 
on the attractiveness of their e-services to encourage high usage by taxpayers. 

 
64. The clear trend to rely on the use of mandated requirements for increasing e-filing take-up 

rates reflects the significant benefits accruing to both revenue bodies and taxpayers. An 
obvious benefit is the potential for significant costs savings which one revenue body has 
estimated to be in the region of 85-90 percent.15 
 

65. There is a risk that in pursuing a policy of mandating the use of e-filing services on any 
significant scale where these services are not already well entrenched, revenue  bodies may 
reduce the amount of attention given to providing services that are easy for their taxpayers 
and their agents to use. Mandating the use of poorly-designed online services is likely to lead 
to additional administrative burden, not to mention complaints and expressions of 
dissatisfaction with the revenue body that may result in a broader degree of reluctance to use 
other online services offered by the revenue body. Related to this, other work being 
conducted by the Taxpayer Services Sub-group suggests that by reducing/ rationalising 
information requirements for certain high volume obligations, revenue bodies can make it 
easier to automate processes such e-filing while at the same time significantly reducing the 
administrative burden of taxpayers.16 
 

66. The information set out in Box 4, provided by way of the survey, sets out one revenue body‘s 
approach to ensuring that the services to be provided, which will be mandated for use by 
taxpayers, are designed in a way that causes minimal aggravation and burden. 

 

                                                 
15

 A recent report by the Treasury Inspector General for Tax Administration in the USA—see ‗Repeated 
Efforts to Modernize Paper Tax Returns…..‘ (September 2009) —describes the recent efforts of the IRS to 
modernise its paper returns processing arrangements. Among other things, the report records the findings of 
IRS‘s own work which indicate that its processing cost for an e-filed individual tax (PIT) return is $0.35, as 
opposed to an estimated cost of $2.87 for a paper-filed tax return, a cost differential of around 1:8. A factor 
influencing this is the significant error rate of paper (i.e. 25 percent) vis-à-vis e-filed returns (i.e. 2 percent). 
 
16

 Related work underway to identify measures being taken to reduce the administrative burden of tax 
regulations has revealed that revenue bodies in quite a few countries are rationalising information 
requirements for various tax obligations, both to reduce burden and facilitate automation. For example, The 
Netherlands is working to develop an abridged version of its corporate tax return that is expected to be 
ultimately used by 70% of its taxpayers, producing an annual estimated saving of €200 million; Canada has 
harmonised its federal and provincial corporation return for its largest province, which is estimated to save up 
to $C100 million per year; and the UK is implementing a simpler personal income tax return in 2009/10 for 
smaller income taxpayers, that is estimated to produce annual savings in burden of £50-60 million.  
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Box 4. UK—Supporting mandated online services 

To support mandation of online services HMRC has: 1) invested heavily (both financial, design and 
people resource) to ensure that secure and robust IT services that meet the needs of customers are 
in place; and 2) put in place an intense programme of activity which focuses on customer research 
and stakeholder engagement, ensuring that services are designed and developed around the needs 
of customers. 

Multi-media advertising campaigns in place to publicise the changes to customers and direct them 
(especially more vulnerable customer groups, for example customers that are less IT literate) to 
support materials helping them to make a smooth transition to using online services. 

An independent review of HMRC Online Services concluded that well-designed online services 
could bring benefits to taxpayers and the Government. The review set out a number of 
recommendations (all accepted by Government) to increase take-up of key online services 
(Individuals, Employers, Companies and VAT) and set an aspirational goal for HMRC: to aim for 
universal electronic delivery of tax returns from businesses and IT literate groups by 2012. 

Currently draft legislation covering mandation of online filing and electronic payment for 
Corporation Tax, VAT and online filing for PAYE is with Parliament and awaiting approval – this is 
likely to be received over the next few months. 

 
H) Preference management/ personalisation capabilities 
 
67. As highlighted in earlier parts of this report, the provision of e-services that are ‗tailored‘ or 

‗personalised‘ to the circumstances of the individual taxpayer is a significant expectation on 
the part of many e-services users and, as a result, can be critical to achieving high levels of 
usage, thereby reducing taxpayers‘ compliance burden and achieving other benefits. For the 
purposes of this survey, the provision of personalised services is embodied in the inter-
related terms ‗preference management‘ and ‗personalisation‘:  
 

 Preference management in a taxpayer service context can be defined as the provision of 
e-services that enable taxpayers or their representatives to express their preferences for 
the range and nature of the specific e-services to be provided to them, and how that will 
be managed, for example;    

 
Preference option Level of offering 

1. Delivery point—defines who receives a letter, form etc;  
Options can 

potentially be offered 
at a client, tax, 
product level 

2. Carbon copy—enables a copy of letter etc to be sent to a 
nominated party (e.g. tax agent); 
3. Channel—defines which channel (e.g. website portal, 
mobile, email) is preferred for delivery; 
4. Accessibility—enables tailored services for those with 
―accessibility‖ barriers (e.g. the visually impaired). 
 

 

 Personalisation can be defined as tailoring the content of revenue body products to suit 
individual user characteristics or known preferences, for example; 

 
Personalisation option Level of offering 

1. Modify what is displayed on the homepage Options can potentially be 
offered at tax type, by client 

size, accessibility factors, 
compliance history or some 

other level 

2. Create/ update lists of links or favourites 
3. Select specific categories for receiving updates  
4. Modify language  
5. Modify display options 
 

 
68. These aspects of e-services‘ delivery were not addressed specifically in the 2004 survey. 

However, the topic has gained prominence in recent years for the reasons expressed above  
and it was deemed useful in generally exploring developments with e-services to assess how 
and in what way these strategies were being deployed and/ or being considered as future 
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enhancements. Tabulations reflecting survey responses in this area appear at Tables A44 to 
A46 of the accompanying survey tabulations document. The key findings are as follows: 

 
Preference management 
 

 Around one third of revenue bodies reported that they provide some level of capability in 
this area but their accompanying responses indicated that this is still relatively 
―unexplored territory‖ for tailoring service provision; minor growth in the number of 
revenue bodies using these capabilities was reported for the medium term. 
 

 The most common preference options used are ‗delivery‘, ‗channel‘ and ‗accessibility‘ at 
the client level; for the medium term, these same options (again at the client level) are 
expected to dominate revenue bodies‘ preference management capability. 
 

 An example of the use of preference management highlighted by the survey is the use of 
taxpayers‘ mobile phones to deliver SMS reminders or event notifications (e.g. South 
Africa‘s extensive use of mobile phones reported at para. 79). 

 
Measure 2009 

(actual) 
Expected 
by 2012 

No. of revenue bodies indicating that a preference management 
capability is used (or is being planned) for the delivery of e-services   

 
10 

 
14 

No. of revenue bodies whose capability includes these preference options:   
     - delivery point (defines who receives the correspondence/form etc:    
        the client, tax representative, etc)  

7 10 

     - carbon copy (enables a copy of correspondence to be given to one or  
       more nominated third parties) 

3 5 

     - channel (defines how it is issued: on-line/portal, web service, mobile  
        phone, digital TV) 

6 11 

     - accessibility (e.g. modified for visually impaired) 6 10 
     - other (please specify) 1 - 
No. of revenue bodies whose preference options are offered at the:    
     - client level (e.g. individual, company) 10 14 
     - tax type level (e.g. VAT, PIT, CIT) 4 7 
     - product level (e.g. forms, reminders, educational material) 7 10 
     - other (please specify) 2 2 

 
Personalisation 
 

 Around one third of revenue bodies reported that they provide some level of capability in 
this area but, as for preference management, their responses suggest that this is still a 
relatively unexplored capability for tailoring service provision; minor growth in the 
number of revenue bodies using these capabilities was reported for the medium term. 
 

 The most commonly used personalisation options were reported as ‗create 
links/favourites‘, ‗specify updates‘, ‗modify language‘ and ‗modify display options‘ at the 
tax type and client size levels; for the medium term, these same options (again at the tax 
and client size levels) are expected to dominate revenue bodies‘ personalisation 
capability. 
 

 Just over one third of revenue bodies reported that they personalise some of their more 
common forms/ returns to only include questions/ fields relevant to the taxpayers 
(based on previous taxpayer history). 
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Measure 2009 

(actual) 
Expected 
by 2012 

No. of revenue bodies reporting that they  provide (or are planning) 
personalisation of their website/ portal based on previous user activity 
(i.e. adaptive website/portal content) 

 
0 

 
4 

No. of revenue bodies reporting that they:     
     - enable users to manually personalise their view of website/ portal 10 14 
     - enable users to manually personalise their view of website/ portal by   

       - modifying what is displayed on the homepage (e.g. add, remove, 
          re- order information to be displayed) 

0 3 

               - creating/updating the list of links of ―favourites‖ 4 5 
               - selecting specific categories on which to receive updates (e.g. all  
                  VAT-related information)  

4 8 

               -modifying language 5 7 
               - modifying display options (e.g. font size, colours) 6 10 
              - other (please specify) 2 2 
No. of revenue bodies reporting that:    
     - personalise (or plan to) their online forms/ returns to only include  
        questions/fields relevant to the taxpayer  

9 14 

     - this personalisation is based on:   
               - tax obligations for which client is registered 6 8 
               - client size (e.g. small, medium, large) 5 6 
               - accessibility considerations (e.g. seniors, visually impaired, etc) 1 4 
               - compliance history 1 4 
               - other (please specify) 1 1 

 
I) Revenue body walk-in inquiry centres and e-services offered to taxpayers 
 
69. The provision of networks of ‗walk-in inquiry centres‘ (or their equivalent) where taxpayers 

can raise tax matters ‗in-person‘ with revenue body officials represents an essential but costly 
channel for service delivery. With budgets of revenue bodies typically under pressure to ―do 
more with less‖, reducing the costs associated with this service channel is likely to an 
objective of most OECD revenue bodies.  
 

70. Previous FTA work (e.g. the Forum‘s ‗Comparative Information Series (2008)‘ at page 49) has 
highlighted the fact that large office networks are particularly common in many European 
countries where their design is very often based on local government ―political‖ boundaries 
and where the range of taxes administered is larger than seen in non-European countries—
refer Annex 6. However, it has also noted that some revenue bodies (e.g. Austria, Bulgaria, 
Denmark, and the UK) had taken steps to significantly scale back their office networks, and 
in some cases their overall workforce, to improve operational efficiency, in part by taking 
advantage of increased e-services usage. 
 

71. With this background in mind, the survey sought to establish what actions revenue bodies 
were taking or planning to reduce the administrative costs associated with the provision of 
walk-in inquiry centres via use of e-services within such centres, the extent to which the 
presence of payment services within such centres may be contributing to such costs, and 
whether revenue bodies were planning to scale back the size of their office networks 
(presumably aided by planned expansion of the e-services available to taxpayers). 

 
72. Tabulations reflecting survey responses in this area appear at Table A32 of the accompanying 

survey tabulations document. The key findings are as follows: 
 

 There is a clear policy in the majority of revenue bodies (18 of 28 or 64%) to provide 
some e-services in their walk-in centres and this seems likely to grow into the future; e-
services most commonly provided are: 1) free Internet access to revenue body products; 
2) access to call centre phone agents; and 3) provision of e-payment services. 
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Even where e-services are not offered, some revenue bodies take steps to actively 
promote their use, and just about all revenue bodies reported that they actively promote 
the use of e-services from within their walk-in centres. 
 

 A majority of revenue bodies (19 of 28 or 68%) have chosen not to provide 
cash/cheque payment services from within their public outlets (to encourage 
use of other less costly payment methods (e.g. payment at bank and e-payments) and to 
avoid the costs of maintaining security arrangements attaching to the operation of cash 
payment facilities); South Africa signalled its intention over the medium term to phase 
out all cash and cheque payments from its centres. 
 

 A majority of revenue bodies (17 of 28 or 60%) reported that they were 
currently reducing their office network, reviewing the feasibility of doing 
so and/or had firm plans or intentions to reduce the office network of walk-
in inquiry centres over the medium term, for example: 

o Belgium has consolidated 25 offices into 6 in Brussels, with more planned;  

o Denmark‘s intention to scale back its network by 15% (from 30 to 25 sites);  

o South Africa) reported that it was examining the feasibility of using smaller mobile 
offices or co-locating satellite offices with other enterprises 

o Sweden foreshadowed cutbacks as client demand has declined following the creation 
of government service offices that offer multiple agency services; and  

o UK foreshadowed cutbacks should current reductions in demand continue;  
 

Measure 2009 
(actual) 

Expected 
by 2012 

No. of revenue bodies whose walk-in inquiry centres:   
     - provide e-services to taxpayers 18 20 
     - actively educate taxpayers in use of e-services to promote take-up 23 24 
No. of revenue bodies offering e-services at walk-in inquiry centres for:   
     - phone inquiries (e.g. via dedicated lines) 4 4 
     - Internet access to tax information (incl. personal tax records)  15 20 
     - e-payments 4 4 
     - other 1 1 
No. of revenue bodies:    
      - accepting cash and/or cheque payments at centres 9 8 
      - not accepting cash and/or cheque payments at centres 19 20 
      - planning to reduce or reviewing its network of walk-in centres 17 15 

 

 Responses revealed a variety of initiatives that revenue bodies had implemented or were 
planning to improve the efficiency of services at walk-in centres. These included: 

o Extension of the e-services provided to taxpayers from within centres, including via 
use of kiosks (Belgium and Chile); 

o Service by appointment has been implemented, with appointments being made via 
call centre agents (Canada)— see Box 5 for elaborated description; 

o Appointments via video conference to call centre experts/ travelling officials are 
being considered (Canada); 

o Provision of a dedicated self-service area (with e-services kiosks) in each public 
office that all persons must pass before getting ‗in person‘ service (Ireland); and 

o For tax payments, the provision of e-payment only facilities (Singapore). 
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Box 5. Canada—Reducing the costs of in-person contacts at service centres 

Consistent with the CRA‘s service strategy, the goal of the In-Person Service Strategy has been to 
migrate clients to the more affordable, accessible and equitable channels such as the Internet and 
telephone and to offer service by appointment for those individuals still needing to meet with a CRA 
representative. Traditionally, only 4% of enquiries were handled ‗in person‘ through walk-in counter 
services and the delivery costs were the highest of any service channel; double the cost of telephone 
enquiries. Access to ‗in-person‘ service was not equitable across the country, since it was only 
available to taxpayers who lived close to our offices.  

Transformation of CRA‘s in-person service started in 2006. Service agents greeted taxpayers 
visiting the Tax Service Offices (TSOs), assessed their needs, educated them on the self-serve 
options available and directed them to the most appropriate service channel. Telephone lines 
linked directly to CRA call centres were available in TSO lobbies. These dedicated telephone lines, 
giving 100% accessibility, provided the majority of taxpayers, businesses, and benefit recipients the 
ability to obtain the information they needed. Around 95% of individuals calling to make an 
appointment resolved their issue over the telephone at the first point of contact resulting in only 
39,000 appointments in the 2008/09 fiscal year. Those taxpayers requiring in-person service due 
to their personal circum-stances, such as a language barrier or physical need, or for those situations 
where immediate service is required, would be provided with the option to meet with a CRA agent 
to discuss their enquiry. Prior to the transition, 1.6M taxpayers were served at CRA enquiry 
counters. Since the implementation of appointment service, there has been a 50% decrease in walk-
in traffic. Of those walking in, the majority obtained information from the agents on the dedicated 
phones, a significant number requested that their documents be stamped – to obtain proof of 
receipt, and only 5% required an appointment. 

In order to address the large and increasing number of stamping requests (i.e. stamping of docu-
ments with a receipt date), self-serve stamping machines were installed in all TSOs in April 2009. 
With the implementation of self-serve stamping stations, requests for manual stamping decreased 
almost 70% and continue to decrease as more taxpayers accept the self-serve stamping option.  

 

 Survey questions brought to note a number of initiatives that revenue bodies had 
implemented or were planning to reduce the need for taxpayers to visit their walk-in 
inquiry centres. These included: 

o Provision (via a shared services arrangement) of tax help and a limited range of tax 
publications from non-tax government outlets (i.e. Medicare and Centrelink)) 
during peak PIT filing periods (Australia); 

o Provision of CDs of instructions and links to web-based products, provision of RSS 
feeds, audio casts and video casts on various tax-related products (Canada); 

o Placing teaching courses (e.g. Teaching Taxes, Responsible Citizen) online for 
secondary and post-secondary students (Canada); 

o Provision of a training CD for community partners who run tax return preparation 
clinics (Canada); and 

o Provision of self-service facilities (e.g. PAYE Anytime) from other government sites, 
including libraries and integration of other government websites (Ireland). 

 
J) Supporting mobile/ remote revenue body staff in taxpayer service delivery  
 
73. The 2004 survey made limited inquiries regarding steps taken by revenue bodies to support 

field staff in their interactions with taxpayers, through the provision of remote access 
capabilities. The survey found that while there had been fair growth since the year 2000 
survey in the number of revenue bodies providing some form of remote access, the scale of 
usage was still relatively small—generally less than 5% of total staff—while the functionality 
provided was fairly limited—around 2/3 of those providing services included email 
capabilities, but the proportion providing access to taxpayers‘ data was less than one-half. 
 

74. The survey sought to identify the extent to which such capabilities were being supported, the 
nature of usage, problems that arise with their provision, and revenue bodies‘ plans for the 
medium term. Tabulations reflecting responses in this area appear at Tables A48 and A49 of 
the accompanying survey tabulations document. The key findings are as follows: 
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 Although the number of revenue bodies providing remote access capabilities (20 of 28 or 
around 71%) is largely in line with the situation observed in 2004, there has been 
significant expansion in the use being made of this capability by many revenue bodies: 

 

 Denmark (8-9000 employees in 2009 compared with 500 in 2004); 

 France (3,000 employees in 2009 compared with 1,200 in 2004); 

 Ireland (600 employees in 2009 compared with ‗few‘ in 2004); 

 Mexico (around 3,600 employees in 2009 compared with 104 in 2004); 

 New Zealand (1,200 employees in 2009 compared with 225 in 2004; 

 Norway (1,650 employees in 2009 compared with 130 in 2004); 

 Portugal (2,000 employees in 2009 compared with none in 2004); and 

 USA (around 25,000 employees in 2009 compared with 224 in 2004). 
 

Other revenue bodies reporting substantial capabilities or plans to provide them were 
Belgium (all staff by 2012), and South Africa (4,000 staff in 2009 and 50% by 2012). 
 

 On the other hand, one revenue body (i.e. Sweden) reported that there is a clear 
government policy not to provide such capabilities and this appears to be the case 
elsewhere (e.g. Japan, Korea, and Singapore (except in the case of business continuity 
planning for Singapore)). 

 

 Security tools, in the main, entailed password/ user ID authentication and use of 
encryption. 
 

 Most revenue bodies (14 of 20) reported that remote access is provided for a broad range 
of functions (i.e. taxpayer assistance and education, audits, and debt collection); there 
were also a number of examples reported of innovative and unusual developments being 
trialled/ implemented or at the planning stage: 

o Denmark reported future developments in the form of a ―virtual office‖ 
incorporating webcam, messenger and videoconference capabilities; 

o Ireland reported that it is trialling ―teleworking‖ (i.e. working from home); 

o The Netherlands reported (See Box 6 below) an innovative mobile capability to 
assist with the collection of outstanding taxes; and 

o The UK reported that it was piloting a concept of ―field force officers‖ and promoting 
home working and remote access strategies. 

 
Box 6. Netherlands: Supporting field staff—a novel capability 

The tax and customs administration has acquired a number of cars fitted out with scanning 
equipment. These cars are used for different supervision activities, including debt recovery. Driving 
through neighbourhoods, the onboard computer shows whether the owners of cars whose 
registration details are scanned have any outstanding tax debts. If this is the case, the car is halted 
and the taxpayer is given the opportunity to pay his/her taxes. In the case of non-payment, the car 
is seized and will only be returned after the tax debts have been paid. 

 

 Revenue bodies overwhelmingly reported (14 of 20) that improved staff efficiency was 
the primary motivation for provision of this capability. 
 

 The main problems experienced are speed of access, maintaining connectivity and 
network coverage/reach (reported by 8 revenue bodies), and security/ privacy/ risk of 
theft concerns (reported by 7 countries); and many revenue bodies expected that such 
concerns and issues would continue into the future. 
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Measure 2009 
(actual) 

Expected 
by 2012 

No. of revenue bodies providing their employees with remote access 
facilities  

20 21 

No. of revenue bodies providing remote access facilities to: /1   
     - <100 employees/not specified 2 3 
     - 101-500 employees 5 4 
     - 501-1,000 employees  1 1 
     - >1,000 employees  12 13 
No. of revenue bodies giving their employees remote access facilities for:     
     - taxpayer education  14 14 
     - taxpayer assistance 15 15 
     - audit  16 16 
     - debt collection 8 8 
     - other purposes  9 9 
No. of revenue bodies indicating primary benefit of remote access 
facilities as: /2 

  

     - improved efficiency of mobile staff 14  
     - improved service to taxpayers 7  
     - improved case/issue development 1  
     - other/not specified 1  
No. of revenue bodies indicating main problems of remote access 
facilities as: 

  

     - security/ theft, and risks to taxpayers‘ privacy 7  
     - speed of access/ connectivity, and/or network coverage 8  
     - others (e.g. Synchronisation, support, and costs) 4  

/1. Where no data was provided for 2012, it has been assumed that employee numbers provided in relation to 2009 
will remain more-or-less the same. 

/2. USA reported improved efficiency, improved service and improved case/issue development as of equal primary 
benefit; South Africa reported improved efficiency and improved service as of equal primary benefit. 

 



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

 52 

V. Use of telephony capabilities in taxpayer service delivery 
 
Call centre operations 
 
75. The 2005 survey report noted that call centre phone operations, supported by modern 

telephony technology, were becoming an increasingly significant element of the service 
delivery strategy of many revenue bodies, reflecting drives for increased efficiency and 
accessibility for taxpayers to the information they required for tax and other roles carried out 
by revenue bodies. At the 2008 meeting of the Taxpayer Services Sub-group, detailed 
discussions of the experiences of selected countries revealed that despite significant advances 
in the range of other e-services offered and their take-up, the  demand for telephony services 
had continued to grow (in some cases by a significant degree) and was presenting numerous 
problems for many revenue bodies. While various measures had been implemented to reduce 
workloads in this area, there appeared little confidence that these would have a stabilising 
effect in the medium term. 
 

76. The survey sought to identify the actual and likely future scale of call centre operations in 
surveyed revenue bodies, trends in workloads and the factors seen to be influencing these, 
and aspects associated with the technology being used to support call centre operations. 
Tabulations reflecting survey responses in this area appear at Tables A25 to A29 of the 
accompanying survey tabulations document. The key findings are as follows: 
 

 There has been further and significant growth in the use of call centre operations and  
the vast majority (26 of 28 or around 93%) of revenue bodies reported their use for 
answering taxpayers‘ phone inquiries (around 15 of 30 revenue bodies (50%) in 2004). 
 

 Applying the yardsticks of staffing size (over 500 FTEs) and/or phone volumes (over 4 
million) substantial call centre operations were reported for 12 countries. 
 

 Two agencies reported the use of some outsourced call centre operations—Spain uses 
some 650 outsourced operators during its PIT campaign, which complement its in-house 
call centre operation of 100 permanent staff (which reaches a peak of 300 officials during 
the PIT campaign), while France uses outsourcing services to handle some 0.5 million 
calls in its PIT peak filing period (May-June). 
 

 Survey data to ascertain the trend of call volumes over the last 3 years were not complete 
but they suggest that for around half of surveyed bodies the annual growth 
rate in call volumes exceeded 10%; while growth of this magnitude would be 
viewed as a concern by some revenue bodies, others (e.g. Belgium, France, Japan, 
Mexico, South Africa, and Spain) reported it as a reflection of their success in 
introducing and promoting the use of call centres as a service alternative to other (more 
expensive) channels (e.g. walk-in centres). 
 

 The major reasons for the overall growth in call centre volumes were attributed to: 

 expansion and general promotion of call centres as a service channel (8 bodies); 

 increasing complexity of, and changes to, tax legislation (5 bodies); and 

 new government programs and measures (4 bodies). 
 

 Examples of the factors reported as contributing to volume growth included: 
 

o UK HMRC: Deliberate migration of tax credits work to its phone channel; 
o NZ IRD: Introduction of KiwiSaver (retirement incomes) program; 
o ATO and US IRS: Governments‘ Tax bonus/ Economic Stimulus legislation; 
o CRA: New tax credits added to tax system (e.g. for fitness, public transport and 

home renovation). 
 

 Call centre volumes in a relative sense (e.g. the number of calls received each year per 
100 citizens (see Annex 6)) vary enormously from revenue body to revenue body—from 1 
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to 122—reflecting, on the one hand, the lack of use of call centres and/or their  newness 
and, on the other hand, in part from increased workloads resulting from additional 
functions given to the revenue body; examples in this latter category are: 
 
o NZ (ratio of 122):  Administration of welfare programs and KiwiSaver; 
o Netherlands (ratio of 101): Administration of welfare programs; and 
o UK (ratio of 109): Administration of tax credits. 
 
The relative high ratio for Ireland (i.e. 114) appears largely attributable to administration 
of its PAYE scheme for employees. 
 

 It may be coincidental but Denmark, one of only four revenue bodies to record a decline 
in call centre phone volumes between 2006-08, is the only revenue body to have largely 
automated its PIT return preparation and assessment process (as described at para. 43). 
 

 Reflecting on the difficulties in handling increased phone volumes, over 40 percent of 
revenue bodies reported call abandonment rates in excess of 10 percent (with two over 
20) for the last fiscal year; over one third of revenue bodies were unable to report 
comprehensive data for call volumes (i.e. calls received, answered, and abandoned) etc 
suggesting possible weaknesses in their performance management systems. 
 

 Average call durations were reported by round half of the bodies using call centres as 
within a band of +/- 10%  over the last three years (i.e. stable); however, 4 bodies 
reported an average overall increase in excess of 10% and attributed this to the sorts of 
reasons expressed in the following comments made by Canada…. 
 
―With the increase in Web usage telephone enquiries have evolved from a mix of 50% 
simple versus 50% complex and account-specific to 20% simple and 80% complex and 
account-specific. This leads us to believe clients are self-serving for simple information 
and using the telephones to obtain agent assistance for more complex and account-
specific situations. In addition, account-specific calls require additional time due to 
confidentiality requirements.‖ 
 

 There were insufficient data on average call durations to draw any conclusions on the 
majority of revenue bodies; the limited data reported (for 8 revenue bodies) revealed 
widely varying ―duration‖ benchmarks, in part likely to be as a result of tax system design 
factors and the range and nature of functions performed by the revenue body. 

 
Measure 2009 

(actual) 
Expected 
by 2012 

No. of revenue bodies providing call centre operations with:    
     - 1 or 2 sites 11 11 
     - 3-5 sites 3 3 
     - 5-10 sites 4 5 
     - > 10 sites  8 7 
No. of revenue bodies providing call centre operations with:   
     - <100 employees 6  
     - 101-500 employees 10  
     - 501-1,000 employees  5  
     - >1,000 employees  5  
No. of revenue bodies with call centre volumes in 2008 of:   
     - <1 million calls 7  
     - 1- 5 million calls 12  
     - 5- 10 million calls 3  
     - 10-25 million calls 2  
     - over 25 million calls  2  
No. of revenue bodies where the trend of overall inwards call centre 
volumes over the last 3 years was:   

  

     - a reduction  4  
     - + 0-5 % 6  
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Measure 2009 
(actual) 

Expected 
by 2012 

     - + 5-10%  4  
     - + 10-15% 2  
     - +15%  10  
No. of revenue bodies where % of calls abandoned to calls received was: 
- <10% 
- > 10% but <20% 
- >20% 
- could not be computed owning to absence of relevant data 

 
5 
8 
3 
9 

 

No. of revenue bodies where the trend of average call centre phone 
duration over the last 3 years was:  

  

     - falling (by more than 10%) 0  
     - more or less stable 11  
     - rising (by more than 10%) 5  
     - not measured or operating for too short a time 9  

 

 Concerning the medium term outlook (to 2012), most revenue bodies identified a range 
of factors that are expected to increase and reduce impact phone demand: 
 
o Developments likely to increase demand: Some new e-services will because 

of their newness lead to an increase in inquiries while others (e.g. click to call) will 
incorporate a phone call component; there will be further promotion and expansion 
of call centres to reduce other channel demand, and new government policies and 
programs will generate additional phone inquiries. 
 

o Developments likely to reduce demand: New and enhanced e-services will 
make further inroads to reducing call centre demand as taxpayers increasingly are 
able to self-manage their affairs. 

 
In the face of rising demand, a number of countries (e.g. Australia, Sweden and the UK) 
reported that deliberate efforts were being made to better understand the reasons for 
frequent and repeat callers as prerequisite to devising mitigating strategies, as expressed 
in the following comments by the United Kingdom…. ―HMRC is now running a 
significant ‗Demand Management‘ initiative, which aims to eradicate unnecessary 
contact, which it estimates to be around 10% of total phone contact volumes (over 66 
million in 2008). Demand Management will deliver over the next 2-3 years across our 
five major heads of duty, designing out unnecessary contact through a range of 
measures such as process improvement, guidance re-writes and better use of IVRs to 
give customers the information they need. 

 
Measure 2009 

(actual) 
Expected 
by 2012 

No. of revenue bodies identifying the following factors as contributing to 
increased call centre volumes over last 3 years: 

  

     - increased complexity of, and changes to,  tax laws   5  
     - promotion of call centre channel (as alternative to other channels) 9  
     - new revenue body functions or Government programs/ measures 4  
     - new e-services products (lack of taxpayer familiarity) 2  
     - growth in taxpayer populations 1  
No. of revenue bodies identifying the following factors as likely to increase 
inwards call centre phone volumes over next 3 years: 

  

     - new e-services (with phone call linkage e.g. click to call)   9 
     - new government programs/ measures  3 
     - further promotion/ expansion/ efficiency of call centre capability  5 
     - new whole of government initiatives  2 
No. of revenue bodies identifying the following factors as likely to reduce 
inwards call centre phone volumes over next 3 years: 

  

     - new e-services and greater use of self- management capabilities  10 
     - specific strategies targeted at frequent/ repeat callers  2 
     - channel migration related initiatives  4 

 



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

 55 

 Just on half (12 of 26) revenue bodies reported that they make use of call centre 
operations for outward calls concerning aspect of tax and other functions administered; 
the main functions related to outward call centre operations were: debt collection (8 
bodies), other compliance related activities (e.g. return filing enforcement) (6 bodies) 
and updating/verifying client data (3 bodies). 
 

 Generally speaking, around two thirds of revenue bodies with call centres reported they 
were deploying a comprehensive range of technology within their centres, but the survey 
did not extend to gathering further information on their precise usage. 
 

 While not the subject of detailed study, Australia reported that it was examining a large 
number of technology products/ choices to enhance its call centre operations, suggesting 
that this channel will be subject to considerable development for it and potentially other 
revenue bodies over the medium term—see Box 7; South Africa outlined features of its 
program to establish a world class call centre operation, with the strategic aim of 
ensuring that 80 percent of client interactions result in a first contact resolution—also 
see Box 7. 

 
Box 7. Country developments to enhance call centre operations 

Technology under review to enhance call centre operations: Australia reported it was 
considering the following technology for implementation over the next 3 years: 

- Universal routing, click to call, web chat, VOIP, Screen capture; 

- On-line training environment, speech-enabled note taking; 

- Potential work from home, full call centre portability across the whole of ATO (inbound & 
outbound); 

- 133tax (natural language speech enabled routing, single entry point), speech enabled Self Help 
applications 

- On-line forms, single Sign-in; and dual screens 

Universal Routing will enable the delivery of client initiated inbound activities, regardless of channel (i.e. 
Universal routing will have the functionality to deliver telephony and/or electronic activities to the next 
available operator based on numerous criteria including skill set and service standards. 

Client Contact currently utilise 100% call recording and this function will be expanded to incorporate the 
associated Screen Capture. 
 
Establishing a world class call centre operation: South Africa reported that progress on 
implementing the foundations for improvements to the provision of service continued in this fiscal year. 
Building on the base infrastructure put in place during 2007/8, enhancements were introduced in 
2008/9 to move closer to achieving improved transactional workflow, client self-service, staff learning 
and improved contact centre facilities, all with the intent to drive improved service and efficient 
performance. The deliverables against the Service Programme for this fiscal year included: 

 Execution of a ―4 Tier, 4 Location‖ Contact Centre model, co-locating the call centres and 
assessment centres supported by enhanced scanning centres. 

 Delivery of a case management transactional system.  

 Introduction of an Interactive Voice Response (IVR) system to support self-service and the 
optimisation of query handling in the contact centre for improved first contact resolution. 

 Staggered deployment of Computer Telephony Integration (CTI). 

 The provision of a Knowledge Base to provide Frequently Asked Questions (FAQs), information 
and scripted responses to assist our staff to provide consistent and quality feedback to clients.  

More detail is provided in the series of case studies at Annex 5. 
 

Measure 2009 
(actual) 

Expected 
by 2012 

No. of revenue bodies using call centre operations for outward calls for:    
     - debt collection-related work 8 8 
     - other compliance work 6 6 
     - updating/ verifying client data 3 3 



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

 56 

Measure 2009 
(actual) 

Expected 
by 2012 

No. of revenue bodies using technology described for call centre operations:   
    - interactive voice response 22 22 
    - voice recording messages 14 15 
    - computer telephony integration/ automatic call delivery 17 19 
    - knowledge tools 17 17 
    - call recording capabilities 16 15 
    - others 8 5 

 

 There are number of revenue bodies with what appear to be—based on the number of call 
sites, staff and technology deployed and/or call volumes (vis-à-vis country 
demographics) —relatively small scale call centre operations and large to very large office 
networks (i.e. Austria, Belgium, Czech Rep., Italy, Japan, Portugal, Turkey and 
Slovenia)- see also Table 8 at Annex 6. 

 
Case studies in this domain 
 
77. Two revenue bodies provided case studies that may be of interest to readers (with further 

details at Annex 5). Canada‘s national portal assists call centre agents by providing access to 
national messages, tax information and national policies and procedures all from a single 
desktop with no more than three mouse clicks. South Africa‘s modernisation program aims 
to establish, among other things, a world class call centre operation. 

 
Use of taxpayers’ mobile phones in tax administration 
 
78. There has been rapid growth in mobile phone usage over the last 5-10 years, in both 

developed and developing countries, providing an additional electronic channel for service 
delivery. As mobile telephony was an unexplored area for taxpayer service delivery in 2004, 
the Forum‘s last report did not canvass issues concerning its actual or planned use. 
 

79. The survey sought to identify the extent to which revenue bodies were making use of 
taxpayers‘ mobile phones, the nature of the services in use or planned, and details of specific 
strategies being used to encourage their wider use and any particular problems being 
experienced. Tabulations reflecting survey responses in this area appear at Table A29 of the 
accompanying survey document. The key findings are as follows: 
 

 Just over half of surveyed revenue bodies revealed the use of taxpayers‘ mobile phones 
for taxpayer service-related purposes although, for the most part, the services offered 
were fairly limited and the volumes quite low; furthermore, survey responses from 
revenue bodies not currently using this channel did not indicate plans or even much 
interest at this time in this channel for taxpayer service activities. 
 

 In terms of mobile call volumes, reasonably significant usage was reported by: 
 

 Denmark (some 400,000 received new PIN codes and service messages); 

 Japan (some 805,000 received general tax information); 

 Norway (some 400,000 received alerts of personal information on website); 

 South Africa (some 3 million taxpayers receiving various alerts, representing 
around 25 million dispatched SMS in the last fiscal year); and 

 Sweden (1.5 million taxpayers confirmed acceptance of pre-filled tax returns). 
 

 Although based on relatively limited usage, the main problems and issues identified by 
revenue bodies with mobile phone usage were; 1) taxpayers‘ frequent changes of their 
mobile numbers; and 2) the limited amount of information that can be communicated. 
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Measure 2009 
(actual) 

Expected 
by 2012 

No. of revenue bodies offering services via taxpayers‘ mobile phone:  16 16+ 
No. of revenue bodies offering the following services via email:   
     - provision of general information about tax 4 4 
     - alerts/ reminders of appointments, due dates and other events 8 8 
     - to confirm acceptance of notification or effect short transaction  3 3 
     - provision of PIN codes for online access  2 2 
     - order forms and brochures 2 2 
No. of revenue bodies and no. of taxpayers impacted by these services:   
     - <100,ooo taxpayers 5  
     - 101-500,ooo taxpayers 2  
     - 501,ooo-1 million taxpayers  1  
     - >1 million taxpayers  2  
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VI. Whole of government service delivery approaches 
 
80. This topic was not examined as part of the 2004 survey as it was considered that there had  

been little progress by governments in developing detailed plans and strategies which would 
impact, among others, revenue bodies. However, survey responses did reveal a small number 
of initiatives reflecting ‗whole of government‘ approaches to service delivery (e.g. common 
business registration systems in both Australia and Canada, and Norway‘s ALTINN portal for 
reporting by businesses to government). Shortly after completing the survey, the Sub-group 
started to monitor developments with ‗Standard Business Reporting (SBR)‘, and it recently 
published a separate information note on this topic drawing on the significant progress made 
by The Netherlands and the plans of a few other countries.  
 

81. To provide some context for the survey‘s findings in this area and in light of a recent decision 
by the Forum‘s Sub-group to embark on further work in this area, this part commences with 
some background information on the rationale for, and expected benefits from, technology-
enabled ‗whole of government‘ approaches to public sector reform. 

 
Background 
 
82. As far back as the year 2000, the CFA‘s work on tax administration had foreshadowed the 

evolution of a more holistic and seamless approach to government administration. In the 
Forum on Strategic Management‘s (FSM) 2001 survey report, it was acknowledged that a 
number of revenue bodies were exploring ways to minimise the number of contacts with 
customers and to decrease the time required for those contacts. Methods such as establishing 
a single register via the Internet of business information for use by government departments 
and public sector partnerships were being investigated. In support of this direction, the FSM 
recommended that revenue bodies should consider working with relevant government 
agencies to investigate the benefits of single government registration points on the Internet. 
 

83. In subsequent years, more broadly focused work by the OECD in the area of e-Government 
presented more compelling arguments for reform of government operations. For example; 
 

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. 
 
The introduction of common front office interfaces such as electronic portals and 
middleware to join-up the individual systems of different agencies has improved the 
quality of government interactions with businesses and citizens, but does not 
guarantee that program rules are standardized or that agencies are sufficiently 
integrated to meet the higher expectations of users familiar with online transactions 
with the private sector. Identifying common services or user groups can help 
government agencies to further integrate and improve their services. 
 
As e-government managers are being asked to demonstrate that e-government 
initiatives create financial savings and improve services, many governments are 
realizing that efficiency gains from ICT are inherently limited when approached 
solely at the agency level. Some countries have looked at how duplication can be 
reduced from a whole of government perspective, notably through ―enterprise 
architecture‖ exercises that are designed to transform government into a business 
organization, rather than one made up of multiple structures with overlapping 
mandates built-up over several generations. 
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A ‗whole of government‘ approach raises the question of what business processes are 
common 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:3rd OECD Symposium on E-
government (March 2004)). 

 
84. By 2005, more definite but still early signs of change were starting to be seen in the plans of 

some countries. As noted in 2005:17  
 

―Today the e-government agenda is starting to emphasise the importance of service 
innovation, often to be achieved by moving to multi-channel service delivery. This 
agenda is reshaping service delivery models. Traditionally, service delivery, even for 
online services, has been based around individual agency functions, structures, 
information, systems and capabilities. New technologies and economic pressures are 
enabling (and sometimes forcing) private and government organisations to use the 
same infrastructures to deliver multiple services through multiple channels.  

 

This is creating a drive towards more collaborative models of service delivery, often 
based on a strategic rhetoric of creating ‗networked government‘. Agency co-
operation to ensure that ICT infrastructures, data, business processes and delivery 
channels are interoperable and can be integrated is becoming crucial. When business 
processes as well as delivery channels are developed and managed in this way 
flexible, efficient and effective multi-channel service delivery becomes possible. 

 

Currently, no government has realised the completely seamless and networked 
approach that is the ultimate vision of many national e-government visions and 
strategies. Rather, a range of models are being trialled, and agencies‘ use of multi-
channel delivery will be at different levels of ‗maturity‘. Within each country there 
will be a continuum of maturity among agencies and services. Indeed, governments 
and agencies may have chosen, for any number of reasons, to aim for a less mature 
model. Three generic models of how government agencies use delivery channels are 
depicted in Figures 4.1-4.3 of Figure 4 below.  

 

The first model shows the most common approach to service delivery, where 
agencies are maintaining discrete platforms for delivering services through different 
channels, and these are not integrated either within or between agencies. This is 
clearly the most common approach to service delivery across OECD countries. The 
second and third models show approaches to multi-channel service delivery that are 
increasingly ‗mature‘…  There is growing recognition that this type of approach (i.e. 
model three) is what is eventually required to enable seamless, multi-channel, multi-
agency and user-focused service delivery. Achieving this, however, also requires 
significant cultural and administrative change across government, supported by 
innovative approaches to planning, and a collaborative approach to the development 
and stewardship of information, infrastructure and business processes. 

 
The business case for e-government 
 
85. Given the emerging model/scenario just described, an obvious question concerns the 

strength of the business case for reform along the lines described. Related to this, if the 
business case is so compelling why, as some might conclude in 2009, has relatively little 
progress has been achieved. 

                                                 
17 See ‗E-Government for Better Government‘, OECD (March 2005). 
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Figure 4. Emerging Directions—From Multiple Discrete Channels to a Networked Multi-channel Approach 
 (Source: E-Government for Better Government, OECD, 2005) 

Figure 4.1. The “vertical integration („silo‟)” model 

 

Figure 4.2. The “vertical integration with interoperable delivery 
platform” model 

 

Figure 4.3. The “vertical integration with 
integrated service delivery platforms” model 

 

This is an early maturity model, reflecting application of ICTs to a 
silo form of service delivery. Each silo (normally based around an 
agency, but often found at the business unit level within 
agencies), has its own approach to using ICTs to deliver services & 
managing delivery channels. This model involves each agency or 
business unit in administering separate channels with separate 
layers of management. Choices about information, access, 
distribution & governance models are owned and controlled by 
individual agencies. The agency or business unit view of the world 
tends to dominate how the needs and expectations of customers 
are perceived & addressed. Opportunities for service 
improvement & transformation tend to arise on an unplanned 
basis, & be limited to individual processes, services, or agencies. 

This is a more mature model of channel management. Agencies still 
administer largely separate channels, but recognise that better quality 
services and greater efficiency can be achieved by some cross-over of access 
and service content among different channels (e.g. agency A supporting its 
phone and online channels with the same platform). It is characterised by a 
more collaborative, although still ad hoc, approach to service delivery, with 
some sharing of infrastructure and data and a greater focus on standards, so 
as to develop interoperability between channels (e.g. agency A and B share a 
platform and channel for over-the-counter service delivery). Administration of 
services and channels generally resides with individual agencies, and 
information and capability is still agency-based, resulting in variable 
governance and funding arrangements, & inconsistent customer experiences. 

This multi-channel delivery model is characterised by fully 
interoperable & integrated channels that enable service 
users to transfer between channels and experience 
seamless service. It is a user-focused model that works 
both within and across agencies. A “create once, use 
many times” principle of information & ICT management 
is incorporated into the service delivery frameworks of all 
government agencies. The model builds on recognition, 
through adoption of a government service delivery 
architecture, of ICTs as being the backbone of all service 
delivery channels, regardless of whether actual delivery 
takes place on- or off line. 
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86. The e-Government Imperative (OECD, 2003) outlined a case for reform that identified the 
following benefits:  
 

 Improved efficiency: ICTs help improve efficiency in mass processing tasks and public 
administration operations. Internet-based applications can generate savings on data 
collection and transmission, provision of information and communication with 
customers. Significant future efficiencies are likely through greater sharing of data within 
and between governments. 
 

 Improved services: Adopting a customer focus is a core element of OECD countries‘ 
reform agendas. Successful services (both online and off-line) are built on an 
understanding of user requirements. A customer focus implies that a user should not 
have to understand complex government structures and relationships in order to interact 
with government. The Internet can help achieve this goal, by enabling governments to 
appear as a unified organisation and provide seamless online service. As with all services, 
e-government services must be developed in light of demand and user value, as part of 
an overall multi-channel service strategy. 
 

 Achieve policy outcomes:  The Internet can help stakeholders share information and 
ideas and thus contribute to specific policy outcomes. For example, online information 
can boost use of an educational or training programme, information sharing in the 
health sector can improve resource use and patient care and information sharing 
between central and sub-national governments can facilitate environmental policies. The 
sharing of information on individuals, however, will raise privacy protection issues, and 
the potential trade-offs need to be carefully assessed. Timeframes for initiatives need to 
be realistic, as there can be considerable lags before benefits accrue. 
 

 Contribute to economic policy objectives: E-government helps reduce corruption, 
increases openness and trust in government, and thus contributes to economic policy 
objectives. Specific impacts include the reduced government spending through more 
effective programmes, and efficiencies and improvements in business productivity 
through ICT-enabled administrative simplification and enhanced government 
information. Given the reach and influence of government, e-government initiatives 
promote information society and e-commerce objectives. Government consumption of 
ICT products and services can also support local ICT industries. However, impacts in 
these areas are difficult to quantify. 
 

 Building trust: Building trust between governments and citizens is fundamental to good 
governance. ICT can help build trust by enabling citizen engagement in the policy 
process, promoting open and accountable government and helping to prevent 
corruption. Furthermore, if limits and challenges are properly overcome, e-government 
can help an individual‘s voice to be heard in a broad debate. This is done by harnessing 
ICT to encourage citizens to think constructively about public issues and assessing the 

impact of applying technology to open up the policy process. However, few expect e-
government arrangements to replace completely traditional methods of information 
provision, consultation and public participation in the near future. 

 
87. In its 2005 report, the OECD‘s review noted that some of the more obvious initiatives (e.g. 

national web portals) had achieved a high profile and much support. However, it also 
acknowledged that ……. ―The next stage of e-government activity is likely to involve more 
e-government initiatives that develop services and solutions based on the redesign and 
joining-up of back-office business process and IT systems. This will be more complex and 
challenging, possibly more costly, and potentially more risky, especially because they will 
often require changes that may be quite disruptive of established public sector structures, 
culture, and management arrangements. Benefits of these initiatives are likely to be less 
readily apparent to policy makers and the outside observer…. In the face of this, while the 
priorities of both countries and individual government organisations may differ, the need 
to better articulate the case for continued investment in e-government drives a need for 
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improved identification, evaluation and monitoring of e-government  costs and benefits. 
Without this, those implementing e-government will find it increasingly difficult to obtain 
political and public support.”   

 
88. These comments provide useful background to the work of national revenue bodies, who, 

while not responsible for driving e-Government reforms, have an important role to play as 
large public sector agencies with a substantial client base of citizens and businesses. 

 
2009 survey 
 
89. With interest growing in this development and knowledge that a number of countries had 

developed detailed e-government plans over the last 4/5 years, the survey and related 
research sought to identify established and planned developments likely to impact revenue 
bodies. Specifically: 
 

1) The provision of a single government portal for accessing government e-services; 
2) The use of common registration and numbering systems for citizens and businesses; 
3) Adoption of Standard Business Reporting (SBR), or some variant of this concept, 

and/or related enabling projects; 
4) The use of government or other community facilities for delivering taxpayer services; 
5) The electronic sharing with other government bodies of taxpayer-related information. 

 
Single government portals 
 
90. Government portals designed to provide services to citizens and business on a ‗whole of 

government basis‘ very much epitomise the underlying philosophy/direction embodied in 
the approach—a single interface to government which replaces a myriad of ‗agency by 
agency‘ web-sites that are characteristic of government operations that are structured 
vertically (by silos!) with little interaction and a resulting inability to provide services in a 
seam-less manner. The survey accordingly sought to identify the status of developments in 
this area and plans for the medium term. Tabulations of survey responses in this area appear 
at Tables A37 of the accompanying survey tabulations document. The key findings are as 
follows : 
 

 16 of 28 or around 58% of revenue bodes reported the existence of single or multiple 
portals —one for citizens and one for businesses—that are intended to provide access to 
services on a ‗whole of government‘ basis, while another four indicated the prospect of 
this development over the medium term; survey responses suggest that where single or 
multiple portals exist many are still at an early stage of development. 
 

 Without exception, these portals operate in conjunction with separate revenue body sites 
(and largely provide links to such sites), meaning that taxpayers have the option to 
choose which website to use to get the services they require. 
 

 Some noteworthy developments reported and identified are: 
 
o Launched in October 2008, Denmark‘s www.borger.dk is a single entry point to the 

public sector for its citizens. All relevant information & self-service solutions can be 
found on this portal. The new version of Borger.dk has a 'My Page' section which 
gives a personal overview of one‘s relation to the public authorities. A single 
digital sign-on solution is also introduced, which allows citizens to 
receive & access information & services from several agencies without 
having to log on several times.18 The portal has been further structured around 
its users‘ needs, with information and services being divided into franchises. A 

                                                 
18

 The issue of authentication is dealt with in Chapter VIII. In addition to Denmark‘s single sign-on solution 
described above, Australia has indicated that, by mid-2010, it will introduce a common authentication system 
for business to access government online services (see Box 11 for further information). 

http://www.borger.dk/
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franchise is a theme providing thematic access to information & digital services 
provided by various authorities.‖  (Source: Denmark—e-Government factsheets (at 
www.epractice.eu)). 

o Norway‘s www.altinn.no is a common Internet portal for business to report financial 
data to government, and in 2009 is dealing with some 120 forms and over 20 
government agencies. 

o In the UK, citizens can currently access both HMRC and Directgov, while businesses 
can access both the HMRC website or the government portal Businesslink (see Box 
8. It is the Government‘s intention to rationalise the main public facing sites for 
service delivery to just three sites—Directgov, Businesslink, and NHSChoices, and 
considerable rationalisation of government websites has already been achieved. 

Box 8. UK — Whole of government portals 

Directgov: Launched in March 2004, Directgov is the UK Government's citizen portal. It provides the 
citizens with easy and effective digital access to all the public services and information they need, when 
and where they need it. It is the place to apply for a job, plan a journey using public transport, find local 
services on your mobile, and also find out detailed information on income tax, benefits and 
employment. Unlike its predecessor, UK online, Direct.gov.uk is not organised on a ―life-cycle episodes‖ 
model but on the basis of major public services areas (e.g. health, education, employment, etc.) 
and of target customer groups (parents, disabled people, young people, etc.). The depth of information 
presented on Direct.gov.uk is also much greater, reducing the need for users to navigate further sites.  

Besides the Internet, Directgov services are also available through digital TV and mobile phones. 
By using the digital TV channel more than ten million UK households are able to access public services 
information through their digital TV sets. Mobile access is also an important communication channel, 
having a major impact on the way citizens interact with the Government. In this context, Directgov is 
working with ‗NHS Choices’, the official website of the National Health System, to deliver health 
information and services on the Directgov mobile phone platform. 

Within the framework of an ongoing large scale websites rationalization process, aimed at reducing the 
main public-facing sites for service delivery to just three (Directgov, Business Link and 
NHSChoices), the Directgov portal has already received the contents of several websites. Directgov 
usage has continued to grow and the portal along with relevant branded sites featured more than 18 
million visitors in April 2009. Since 1 April 2008, the ownership of Directgov lies within the 
Department for Work and Pensions (DWP). 

Business Link: A separate e-Government business portal was launched in November 2003, for 
businesses seeking authoritative information and advice from the Government. It is a comprehensive 
tool to help employers with all aspects of dealing with employees simplifying government support to 
businesses by providing clear information on products available. More precisely, it provides access to 
government information and services for businesses, business owners and managers. The 
Business Link provides the information, advice and support to start, maintain and grow a business. It 
also provides information and advice to help customers make the most of their opportunities. Rather 
than providing all the advice and help itself, it fast-tracks customers to the expert help they need. It is 
primarily funded by the Department of Trade and Industry, supported by a number of other 
government departments, agencies and local authorities. In October 2008, Businesslink.gov.uk had its 
highest ever number of monthly visits at over 1.2 million. 

The UK is committed to building service delivery around the customer, not the convenience of the 
provider. In order to drive up the quality of services, ―joining up‖ government services have to be set up, 
rather than expecting the customer to visit many different Government sites. Therefore, there is an 
ongoing process of transforming service delivery through ‗Directgov’ and ‗Business Link’ with the 
target that in the future, these sites will become the single sites for citizens & businesses respectively. 

Source: UK E-government factsheets (at www.epractice.eu). 

 
Measure 2009 

(actual)  
Expected 
by 2012 

Single government portal: 
No. of governments operating a single portal (covering both citizens & 
business) for access to government services on a whole of government basis 

 
10 

 
14 

No. of governments operating a portal for citizens and one for businesses for 
access to government services on a whole of government basis 

6 6 

 

http://www.epractice.eu)/
http://www.altinn.no/
http://www.epractice.eu/
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Business and citizen registration and numbering  
 
91. The vision of a public sector offering seamless multi-channel service delivery across agencies 

presupposes a means of sharing individual business and citizen data both accurately and 
rapidly. Central to this are systems of high integrity business and citizen identifiers. This part 
of the report explores the matter in a revenue body context. 

 
Business registration and numbering 
 
92. The requirement for businesses to register separately with different government agencies has 

historically entailed a significant administrative burden given the paperwork entailed, 
different agency requirements and procedures and the associated need to keep contact 
information up to date with different agencies. Even within many revenue bodies, it was until 
quite recently the practice to separately register (and number) businesses (and other entities) 
for each tax to which there liable. Recognition that these practices were inherently inefficient 
and burdensome on business has seen the emergence of a practice whereby businesses need 
only register once and are given a unique identifier for all their revenue body (and in some 
cases, government) dealings. The survey accordingly sought to establish the extent to which 
this practice has become entrenched and was expected to grow over the medium term. 
Tabulations reflecting survey responses in this area appear at Tables A36 of the 
accompanying survey tabulations document. The key findings are as follows: 
 

 Just under half (13 0f 28 or 46%) of revenue bodies reported the existence of a single 
system for registering businesses for their dealings with government;  in six countries the 
system is administered by the revenue body;  
 

 As an example of its arrangements, Sweden reported that since 2003 it has been possible 
to register a business with the Swedish Companies Registration Office (SCRO) and 
register for tax with the Swedish Tax Agency (STA) at the same time on the website 
(www.foretagsregistrering.se); for entrepreneurs a new website is being developed 
(www.Verksamt.se) that will provide useful information and a series of e-services from 
three agencies (i.e. the STA, the SCRO and the Swedish Agency for Economic and 
Regional Growth). The new website, which is presently being developed (with part of it 
already in operation) will be finished in 2010, will enable entrepreneurs to find 
information on how to start, operate, develop and liquidate of companies. 
 

 Five countries noted that the matter was subject to review or firm plans with a view to 
having such a system in place by 2012, for example: 
 
o Ireland reported that a cross-Government group had been established to examine 

the potential of developing a unique business identifier, as part of the Government 
commitment to reduce administrative burden by 25% by 2012. 
 

o Switzerland reported that its formal e-government strategy includes projects to 
establish: 1) a unified system for registering companies and updating changes (to be 
implemented in 2010); and 2) a uniform business identification number (UID) (to 
be implemented in 2011). The Government‘s e-government strategy document notes 
that the UID is…. ―expected to significantly enhance efficiency and effectiveness 
during the entry, use and maintenance of data, and that businesses are relieved of 
many administrative tasks in all their interactions with the authorities‖.19 

 
 
 
 

                                                 
19 See ‗Switzerland E-government: Catalogue of Prioritised Projects‘  
http://internet.isb.admin.ch/themen/egovernment/00067/index.html?lang=en 
 

http://www.foretagsregistrering.se/
http://www.verksamt.se/
http://internet.isb.admin.ch/themen/egovernment/00067/index.html?lang=en
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Measure 2009 
(actual)  

Expected 
by 2012 

Business registration: 
No. of governments with single system for business registration & 
numbering 

 
13 

 
19 

No. of revenue bodies responsible for administering single system  6 6+ 
No. of revenue bodies using the ‗government business number‘ as 
the primary taxpayer identifier 

15 18 

 
Citizen registration and numbering 
 
93. Historically, citizens in many countries have also had to register separately with different 

government agencies (e.g. tax, welfare, health, immigration, and electoral bodies) although 
these impact members of the citizen population to varying degrees depending on their 
personal circumstances. Elsewhere, countries have implemented a single population register 
and given each citizen a unique identifier for their government dealings. The survey sought 
to establish the extent to which this practice had become entrenched and was expected to 
grow over the medium term. Tabulations reflecting survey responses appear at Tables A36 of 
the accompanying survey tabulations document. The key findings are as follows: 
 

 The majority of revenue bodies (17 of 28 or 61%) reported the existence of a single 
system for registering citizens for their dealings with government, and in three countries 
is the system administered by the revenue body. 
 

 Two countries reported that the matter was subject to review or firm plans with a view to 
having such a system in place by 2012, for example: 
 
o Switzerland reported that its formal e-government strategy includes projects to 

establish a uniform citizen identifier (to be implemented in 2010) and a unified 
Internet-based service enabling citizens to record a change of address or notify a 
departure/ arrival from/to the country with one notification (still at conceptual 
development stage); for all applications, the records of relevant government 
agencies, including revenue bodies, would be updated automatically, resulting in 
benefits for businesses, citizens and affected government bodies. 

 
Measure 2009 

(actual)  
Expected 
by 2012 

Citizen registration: 
No. of governments with single system for citizen registration & 
numbering 

 
17 

 
18 

No. of revenue bodies responsible for single system administration 3 3+ 
No. revenue bodies using the ‗government citizen number‘ as the 
primary taxpayer identifier 

14 16 

 
Standard business reporting (SBR) 
 
94. The Forum‘s July 2009 guidance note on this topic 20 emphasized the point that the 

reporting of financial data to Government by business is a significant cost burden on 
business in just about all countries. It noted that a number of studies have estimated the cost 
to be in the region of 2.5% of GDP. A very significant element of that cost is the many data 
formats and descriptions used by different Government agencies (and possibly even within 

                                                 
20 Standard business reporting (SBR) refers to: 1) creating a national financial taxonomy which can be used by 
business to report financial information to Government; 2) using the creation of that taxonomy to drive out 
unnecessary or duplicated data descriptions; 3) enabling use of that taxonomy for financial reporting to 
Government and facilitating straight-through reporting for many types of report direct from accounting and 
reporting software in use by business and their intermediaries; and 4) creating supporting mechanisms to 
make SBR efficient where they do not already exist (a single Government reporting service or portal or 
gateway etc.) See also the Forum‘s 2009 note on SBR at http://www.oecd.org/dataoecd/36/52/43384923.pdf 
 

http://www.oecd.org/dataoecd/36/52/43384923.pdf
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the revenue body) for reporting financial information to Government. SBR   standardises and 
rationalises those data formats and descriptions to make reporting of financial information 
easier and cheaper for business.  
 

95. As noted in the Forum‘s earlier work, SBR is not yet a universally accepted or understood 
term. Even within those countries that are adopting SBR or considering its feasibility, its 
scope and precise implementation differ. But there are fundamental concepts at the heart of 
SBR which distinguish it from other approaches and which allow differences in 
implementation without undermining the unifying concept. Essentially, SBR is based on: 
 

 Creating a national financial taxonomy which can be used by business to report financial 
information to Government. That taxonomy could encompass all financial data from 
outset or be built up gradually. 
 

 Using the creation of that taxonomy to drive out unnecessary or duplicated data 
descriptions. 
 

 Enabling use of that taxonomy for financial reporting to Government and facilitating 
straight-through reporting for many types of report direct from accounting and reporting 
software in use by business and their intermediaries; and 
 

 Creating supporting mechanisms to make SBR efficient where they do not already exist 
(a single Government reporting service or portal or gateway etc.) 

 
96. The information in Box 9 illustrates these points. Figure 5 reflects how business must change 

multiple times the format of information used in its financial reporting to Government and 
how the same information will often be sent at different times to many different destinations. 
By introducing the key elements of SBR described in the bullets above that picture can be 
radically transformed- refer Figures 6 and 7. The difference between Figures 6 and 7 brings 
out an important learning point in implementation work so far. Both represent a form of 
SBR. Figure 6 shows the standardised information being sent to Government but still being 
sent via multiple different reports. Figure 7 shows that standardisation of the information 
could be exploited to consolidate the multiple forms into a single report (or few reports). 
Early thinking around SBR tended to assume that this consolidation was an important part 
of initial implementation. However, two points have tended to change that thinking. First, 
the major benefits to business flow from standardisation of the information. Physically 
sending a report or form containing that information does not, of itself, incur a significant 
cost in an electronic world (though it used to in a paper-based world). Secondly, it can be 
difficult in practice to consolidate forms across agencies because of timing and legal issues. 
Countries are therefore generally tackling information standardisation first while creating an 
infrastructure which could support consolidation at a later date if there prove to be sufficient 
benefits to business. 

 
97. Depending on a country‘s individual situation, the potential savings from SBR can be 

significant. For example, the expected savings to business in Australia from full SBR 
implementation have been estimated at $A795m per annum and in the Netherlands at €350 
million per annum. Annual savings of this magnitude are clearly attractive for those 
Governments that have set challenging goals for administrative burden reduction over the 
medium term.  

 
98. With the issue being the subject of a fair deal of discussion within the Sub-group over recent 

years, and against the background of burden reduction activities underway in many countries 
to achieve significant burden reduction targets, the survey sought to establish the level 
member country interest in this development and the nature of any specific actions taken to 
introduce SBR, or to prepare for its introduction. The tabulation reflecting survey responses 
in this area appears at Table A38 of the accompanying survey tabulations document. The key 
findings are as follows: 
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Box 9. Standard Business Reporting 

Figure 5 illustrates how businesses must typically change multiple times the format of information used in 
financial reporting to Government and how the same information will often be sent at different times to 
many different government bodies. Figures 6 and 7 show how, by introducing the key elements of SBR, that 
picture can be radically transformed. 

 
Figure 5.  Pre-SBR position – multiple data format reporting 

Businesses make multiple reports in different data formats to different Government agencies or even to the same agency 
 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 6. Standard data format – multiple reporting model 

As now but with standard data format. Business continues to make  multiple returns but all using same data format 
 

 

 

 

 

 

 

 

 

 

 

 
Figure 7. Standard data format – consolidated reporting model 

Move to consolidated returns using standard data format. Business continues to send separate returns 
in standard data format where necessary 

 

 

 

 

 

 

 

 

 

 

 

 
 11 revenue bodies reported that SBR or related enabling projects were underway/ in 

course of development (although some survey responses suggest that a full and uniform 
understanding of what SBR can entail is not, as yet, shared across member countries).  

 

 Some individual country developments that may be of interest are set out in Table 6.  
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Table 6. Streamlining businesses’ financial reporting to government 

Country Description of developments 

Denmark 

 

Planning to implement SBR has commenced under the direction of the National IT and 
Telecom Agency. Definition of the OIO architecture framework, which is the common 
public framework for working with architecture and standards, is in course. The 
framework comprises principles, methods, standards for documentation and 
classification of architecture work, and also a number of tools. 

Ireland  Revenue has commenced an examination of the issues around the feasibility & costs of 
making XBRL filing available to its customers. While customers can file returns online 
the move to enable XBRL would greatly contribute to the elimination of the need to file 
paper based accounts and computations. The Companies Registration Office in Ireland 
is currently piloting an XBRL project and Revenue expects to learn from this. 
Consultation with accountancy bodies, trade representatives and software providers 
will be part of the process. XBRL-enabled submissions would contribute to cost 
reductions of multiple filing to different government bodies. A decision concerning any 
‗whole of government‘ approach has yet to be made. 

Italy A specific decree defining technical modalities for making financial reporting on digital 
ways through XBRL was issued on 31 December 2008. The initiative is under the 
direction of the Ministry for Public Administration & Innovation & most government 
agencies are involved. 

Portugal As part of Portugal‘s administrative burden reduction program, a new accounting 
model based on XML structures was created that enables companies to submit their 
accounts electronically, all in one go, together with other declarations that they are 
legally obliged to make to the Ministries of Finance and Labour and Social Solidarity. 
This permits the computerised treatment of this data for statistical purposes, and thus 
does away with a whole range of surveys conducted by the Bank of Portugal and the 
National Institute of Statistics (INE), among others, to which businesses were 
previously obliged to respond. (See fuller description in Annex 5.) 

Switzerland The formal e-government strategic plan of the Government provides for a number of 
enabling projects that will facilitate moves towards the adoption of SBR. These are 1) 
E-government architecture (Project B1.06); 2) Standardisation of business and payroll 
data (project B1.08); 3) Transmission of payroll data from accounting systems of 
businesses to government (project A1.02); and 4) Services for electronic forms (project 
B2.04) and inter-authority electronic data exchange (project B2.05). More information 
on each project is contained in the tabulations of Switzerland‘s survey response. 

 

 The cross-border dimension of SBR: With increasing globalisation, greater  numbers of 
businesses must deal government bodies in different jurisdictions, raising the issue of 
meeting different government reporting requirements (and the associated costs thereof; 
related to this, the Australian and New Zealand  Governments recently signed a 
memorandum of understanding which aims to…. standardise the definitions of the 
information businesses report to government, including standardising the terminology 
used in forms to pre-fill reports with data from businesses accounting systems and 
providing a single secure sign-on for businesses to submit forms electronically to the 
right government agencies using their accounting system software‖ (see Box 9 for 
further details). This approach may serve as a model for others. 

 
Measure 2009 

(actual) 
Expected 
by 2012 

Standard business reporting: 
No. of governments that have implemented (or are planning to 
implement) SBR or related enabling projects 

 
12 

 
13/14 

Number of revenue bodies reporting the status of SBR as:   
      - monitoring developments  4  
      - at feasibility assessment stage (requiring approval to proceed);  2  
      - at detailed implementation planning;  1  
      - implemented in part; or 2  
      - implemented in full 1 0r 2  
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Use of government shop-fronts/ community facilities for taxpayer services  
 
99. The use of government shop-fronts, outlets of other government agencies, and other 

community facilities represent another potential way for revenue bodies to deliver services to 
taxpayers. Such outlets may provide a means for revenue bodies to deliver services (including 
electronic services) that would not otherwise be economic to deliver. This matter was not 
examined as part of the 2004 survey. The survey accordingly sought to determine the extent 
to which this approach is used and the nature of the services provided to taxpayers from such 
outlets. The tabulation reflecting survey responses in this area appears at Table A39 of the 
accompanying survey tabulations document. The key findings are as follows: 

 

 Around half of surveyed bodies reported some use of such facilities for tax services. 
 

 Chile‘s and Denmark use public libraries to provide Internet access to e-services. 
 

 Ireland reported the availability of self-service options (i.e. personal computer kiosks) 
providing online access to the Internet and Revenue‘s systems at Government shop-
fronts and libraries. 
 

 Both Canada and Sweden reported the operation of government service centres 
providing multiple agency services.  

 
Measure 2009 

(actual)  
Expected 
by 2012 

Use of government shop-fronts/facilities for tax administration:  
No. of revenue bodies reporting use of such facilities 

 
14 

 
15 

No. of revenue bodies providing e-services from these facilities 10  
No. of revenue bodies providing services from these facilities for:    
     - general tax inquiries and assistance 7  
     - payment of taxes 8  
     - Internet access to general tax information 8  
     - Internet access to personal tax information/ records 2  

 
Electronic sharing of taxpayer-related data with other government bodies 
 
100. As noted earlier in this chapter, significant improvements in the efficiency of government 

operations are potentially attainable through the greater sharing of data within and between 
governments using modern technology capabilities. Revenue bodies collect a vast array of 
information that is required by other areas of government. Mechanisms for the timely 
sharing of such data can facilitate administration in those areas and negate the need for 
other information gathering tasks that would otherwise be needed.  
 

101. The survey sought to gather limited information on the extent of information sharing, how it 
was effected in practice and details of plans for further development over the medium term. 
The tabulation reflecting survey responses in this area appears at Table A40 of the 
accompanying survey tabulations document. The key findings are as follows:  
 

 The vast majority of revenue bodies (some 20 of 28) reported some level of routine 
information sharing with other government agencies but these vary widely in their scope 
and nature (e.g. for  administration of pension entitlements, student loans, welfare 
entitlements, child support, corporate registrations, statistical information, real property 
valuations, and customs); a number of revenue bodies supplemented their responses by 
noting that such sharing had to be authorised by specific statutes. 
 

 One country (i.e. Denmark) provided details of its e-Income initiative that assists it and 
other government bodies (and potentially soon, some private sector bodies) by providing 
them with up-to-date wage data for their administrative purposes. Further details of this 
initiative are provided by way of a case study at Annex 5. 
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VII. Bulk data transfer to and from revenue bodies and access to taxpayer data 
by non-government third parties 

 
Data received in bulk from external bodies 
 
102. The survey sought brief information on the nature of services provided for the bulk transfer 

of taxpayer data to and from the revenue body. Tabulations reflecting survey responses in 
this area appear at Tables A41- A42 of the accompanying survey tabulations document. The 
key findings are as follows: 
 

 The majority of countries (26/28) are receiving bulk data of some type and, whilst there 
is no particular data category being transmitted significantly more than all others, 
prevalent types of information being received in bulk include personal and corporate tax 
return data, tax payments, employer information returns, data used for matching 
purposes, and tax payments. 
 

 Whilst the source of bulk data was not specifically investigated through the survey, 
responses indicated that those supplying data include employers submitting employee 
information/returns, tax professionals acting on behalf of citizens and businesses, and 
banks transmitting return and/or payment data. 

 

Category of data 
Number of revenue bodies receiving 

this data in bulk from external bodies 
2009 Expected by 2012 

Return filing – PIT 19 20 

Return filing – CIT 18 18 

Return filing – VAT 15 15 

Employer information returns 18 18 

Registration information/updates 16 16 

Specific data matching 19 20 

Tax payments 22 22 

Other /1 8 8 

/1. Australia—social welfare program data, Italy—vehicle tax information, Japan—includes applications for 
certificate of tax payment, Ireland—a range of third party data for verification and compliance management, 
Mexico—e-invoices, Spain—car registration information, remaining three countries did not report specifics of 
other data received by this method. 

 

 Technologies being used for data transmission are varied and include disc, magnetic 
tape, private networks, and internet (including web-services) with a future trend away 
from use of media such as discs and magnetic tape in favour of virtual private networks 
and the internet. 
 

 Whilst methods used to secure data vary depending on the technology used for 
transmission, there is fairly consistent application of protocols such as Secure Sockets 
Layer to establish encrypted connections. 

 
Data sent in bulk to non-government bodies 
 
103. Tabulations reflecting survey responses in this area appear at Table A43 of the accompanying 

survey tabulations document. The key findings are as follows: 
 

 There is relatively limited incidence of data being transferred in bulk form to non-
government bodies, with just over half of revenue bodies (16/28) indicating that they do 
not currently support this type of data sharing. A number of bodies cited that their 
legislation (either agency-specific or privacy legislation) expressly restricts or prohibits 
this type of data sharing. 
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 Two revenue bodies (Germany and Spain) have indicated that they expect to introduce 
bulk-data transfers to non-government bodies within the next three years. 
 

 Of the 12 revenue bodies who have indicated that they are currently providing bulk data 
to non-government bodies, the most common type of data provided is income and 
benefits data. 

 

Type of data 
No. revenue bodies transferring  data 

in bulk to non-government bodies 
2009 Expected by 2012 

Identity data (name, address, date of birth, spouse 
details, etc) 

6 7 

Income/benefits data /1 10 11 

Employment data 5 6 

Other tax-related data (e.g. business information) 5 5 

Other /2 3 3 

/1. Denmark--indicated that data transfers are usually case-specific and non-bulk (so it is not a standard 
occurrence for them to provide bulk data to non-government bodies). 

/2. Ireland—mortgage interest relief information provided to financial institutions, Italy—tax code (individual 
identifier) validation provided to financial institutions and private companies, Portugal—electronic notifications. 

 
Access to data by non-government third parties 
 
104. This area of the survey sought to investigate non-government third party access to taxpayer 

data provided by revenue bodies, the controls relating to any such access, and the methods 
used to provide access to data. 
 

105. Tabulations reflecting survey responses in this area appear at Table A47 of the accompanying 
survey tabulations document. The key findings are as follows: 

 

 Provision of access to taxpayer data by non-government third parties is not particularly 
widespread, with just under half of survey respondents (13/28) indicating that they 
provide this type of access in some form, and Slovenia indicating that access was only 
available via indirect methods such as letters, email or person-to-person phone calls. 
 

 Of the 14 countries that do not currently provide this type of access or who did not 
provide sufficient detail regarding any access available, two countries (Belgium and 
Sweden) indicated that they plan to introduce third party data access for tax 
professionals and other appointed representatives within the medium term. 
 

 For those revenue bodies where third party access to taxpayer data is supported, it can be 
granted by both individual and corporate taxpayers in all cases. 
 

 Data access is most commonly provided to tax professionals or similar intermediaries 
and appointed representatives (such as those with power of attorney), with a lesser 
number of revenue bodies (6/14) providing access to private corporations and, in the 
context of ‗e-services‘, access is primarily facilitated via secure portals and web services. 

 

Type of third party 
No. of revenue bodies who provide access 

to taxpayer data for these third parties 
2009 Expected by 2012 

Tax professionals/intermediaries 13 15 

Other appointed representatives 12 14 

Private companies 6 6 

Other /1 1 1 

/1. Slovenia—Legislation enables information on tax debt (exceeding €4,000) to be provided, on request, to those 
with a valid commercial interest, including those persons who perform credit rating services as their business 
activity. 
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Data access method 
No. of revenue bodies offering this 

method of data access 
2009 Expected by 2012 

Portal 12 14 

Web services 10 12 

Interactive Voice Response (IVR) /1 3 3 

Indirect methods (e.g. post, email, in person, phone) 12 12 

/1. Access to data via IVR is provided by Australia, Canada and Portugal. 

 
Case studies in this domain 
 
106. One respondee provided a case study example in this domain that may be of interest to 

readers—see Denmark‘s eIncome initiative (see Annex 5). 
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VIII. Security, authentication and authorisation 

 
107. The 2004 survey and its report did not go into any depth on aspects of security although it 

was noted that a variety of measures/ techniques were being used to give taxpayers online 
access their personal data. This survey sought to determine the extent of security frameworks 
in place and/ or planned covering delivery of e-services and to further explore the methods 
being used and/ or planned to control user verification (authentication) and, once 
authenticated, the actions a user can perform (authorisation). Tabulations reflecting survey 
responses in this area appear at Tables A33 to A35 of the accompanying survey tabulations 
document. The key findings are outlined below. 

 
Security framework 
 

 Responses provided in this area were a combination of policy/ general information and 
technical information regarding specific security approaches for e-service offerings. As 
such, it is not possible to clearly articulate the number of respondents who have a 
specific overarching security framework in place (at either the whole-of-government or 
agency level) relating to the delivery of e-services. 
 

 A number of revenue bodies (11/28) made reference to the application of threat and risk 
assessments as part of their security approach for delivery of e-services, with 2 bodies 
(Germany and Ireland) making specific reference to the application of ISO27001 
(Information Security Management System standard published in 2005). 
 

 Four revenue bodies (Belgium, Finland, Mexico and Switzerland) indicated that they do 
not currently have an overarching security framework in place, but that they are either 
currently working on developing such a framework or are planning to do so within the 
next few years. 
 

 Most revenue bodies (15/28) either did not indicate any significant developments 
regarding their security framework over the next three years or indicated that their 
situation was expected to be the same as it is today (7/28). Nevertheless, it is expected 
that security policies and procedures will continue to be reviewed and will evolve as new 
threats emerge and new solutions become available. Revenue bodies that indicated 
specific planned developments are: 
 

o Australia indicated that it will be seeking to develop, align with or adopt more 
government-wide solutions so that clients can experience consistent and reusable 
security solutions. 

o Belgium and Finland indicated that they will be planning/ producing a new security 
framework within the next three years. 

o Norway is developing more comprehensive TRA for the e-services on its website. 

o Sweden reported that its government is investigating the possibility of introducing 
an eID for non-individuals. 

 
Authentication 
 
108. Authentication is the method by which a user‘s identity is verified and may be password-

based (including the use of known facts and shared secrets), device-based or biometric. 
Determining a suitable authentication solution requires a balance between security (ensuring 
the level of control is appropriate to the sensitivity of data being accessed) and usability 
(ensuring the security solution is not so annoying that it drives users away). 
 

109. Information regarding authentication methods currently in use and/or planned was received 
for 26/28 revenue bodies. The primary observations are as outlined below: 
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 The application of PIN/password (including shared secret) and digital certificate/PKI 
approaches is fairly equal for each client type. For individuals, PIN/password is slightly 
more prevalent and for business, the use of digital certificates/PKI is marginally more 
common. For the categories tax professional/bookkeepers and other intermediaries, the 
application of either authentication method is virtually identical. 
 

 There is limited implementation of smartcards and/or tokens, with only seven countries 
indicating that they provide them for one or more client types (Austria, Belgium, 
Finland, Italy, Norway, Mexico and Sweden). 
 

 There were no indications of biometric authentication solutions in use or being actively 
considered for adoption within the next three years. 
 

 A number of bodies (10/26) offer two forms of authentication for one or more client 
types. The most common combination in these cases is User ID/password and digital 
certificate/PKI. 
 

 Research identified a noteworthy development in Singapore (see Box 10). 

 
Box 10. Singapore Personal Access (SingPass) 

The Government of Singapore implemented SingPass in March 2003 to support Singapore‘s e-
Government Vision (2003-2006) and to transform public service into a Networked Government 
that delivers accessible, integrated and value-adding e-services to customers; and also helps bring 
citizens closer together. 

SingPass is the common password for the public to access the government‘s e-services. With 
SingPass, citizens and foreigners working in Singapore only need to remember one unique ID and 
password assigned to them. With SingPass, registered users can use their unique ID and password 
to enjoy citizen-centric government e-services. Today, about 40 government agencies authenticate 
users with SingPass for access to about 370 e-services requiring secure user identification. 
Customers who forget their SingPass can reset their password immediately at 52 locations. 

To ensure privacy of user information, SingPass data is encrypted which denies unauthorised 
personnel direct access to it. In addition, agencies using SingPass authentication for their e-services 
do not have direct access to the database. 

Source: UN E-government Survey 2008 (From E-government to Connected Governance) 

 

 No significant trends emerged in relation to the authentication methods in use today and 
those indicated to be in place by 2012. A number of countries reported particular 
planned developments as follows: 

o Australia noted that, through the programmes for the Australian Business Register 
and SBR, the ATO will be providing a whole-of-government solution for business 
authentication (see Box 11 below for further details). Their proposed strategy for 
individuals is shared secret with perhaps the option of two-factor authentication and 
they are hoping to leverage off existing authentication solutions from other agencies. 

o Denmark advised that they are phasing out the pincode/personal id for individuals 
and tax professionals. In addition, the digital certificate for individuals will be 
changed from a software version to a hardware device. 

o Finland indicated that they are intending to introduce mobile authentication 
(delivery of access codes via SMS) for individuals. 

o France indicated that they are in the process of making authentication easier by 
allowing individual citizens to choose the authentication mechanism: use of shared 
secrets, 3rd party authentication using identity federation with whole-of-
government web site, or future electronic ID card holding an electronic certificate. 
Easier authentication for business, using shared secrets, is also being studied for 
2010. For all other client types, hardware certificates will continue to be provided by 
authorised Certification Authorities. 
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o Spain advised that there is a new personal ID-card (managed by the Ministry of Internal 
Affairs) which includes an advanced electronic signature and that they are developing 
arrangements for its use in addition to their present electronic certificate (PKI). 

Box 11. Australia - Single secure sign-on for business 

A key component of reducing the time and effort businesses spend in filing reports to government is 
making the online channel easier and more convenient to use. SBR will significantly improve online 
reporting for Australian businesses by delivering a common authentication system for government 
online services. 

This will mean a single pass for interacting with government rather than maintaining separate 
credentials (e.g. user ids, PIN/passwords, digital certificates) for each agency they choose to interact 
with. Designed and developed in consultation with businesses, their intermediaries, government 
agencies and software developers, the new credential which will be common to all agencies 
participating in SBR, will draw the right balance between convenience and the level of security 
businesses expect from online authentication systems. 

It will be an essential part of reporting to government through SBR-enabled business financial and 
accounting software from 1 July 2010. However, businesses will also notice the credential being 
progressively applied to business to government online services outside the SBR environment e.g. 
the ATO‘s Business Portal. The credential will be available online from early April 2010 in 
preparation for SBR going live on 1 July 2010. 

While businesses and their intermediaries will be directed to registration facilities by their software 
or the login screen of the online service they are trying to access, there will also be a link to the 
credential‘s website from the Australian Business Register (http://www.abr.gov.au). 

It is expected that people holding ATO digital certificates will be easily able to convert to the new 
technology during registration. 

Source: Standard Business Reporting website (http://www.sbr.gov.au/) 

 

 
 
 

Client Type 
 
 

N0. of revenue bodies offering this method of authentication in 
2009 (and the number offering this method as the highest level of 

authentication for the client type) 
PIN/Password or 

shared secret 
Digital 

certificate/ PKI 
Smart card/ 

token, etc 
Not 

supported 
2009 2012 2009 2012 2009 2012 2009 2012 

Individuals 17  (10) 16  (9) 12  (10) 12  (10) 6  (6) 7  (7) - - 
Business 15   (8) 14  (7) 16  (15) 17  (16) 3  (3) 3  (3) - - 
Tax professionals/ 
bookkeepers 

13   (9) 12  (8) 13  (12) 14  (13) 4  (4) 4  (4) 2 2 

Other 
intermediaries 

11   (8) 10  (7) 10  (9) 11  (10) 3  (3) 3  (3) 6 6 

 
Authorisation 
 
110. Authorisation is the process by which, following user authentication, the system determines 

what a user can do (i.e. what areas of the system he/she can access, what data he/she can 
see, and what transactions he/she can submit, etc). This control may be based on access 
level, user type, stored user permissions, and the like. 

 
111.  Survey responses suggested that revenue bodies interpreted this question in different ways, 

with some countries reiterating their authentication methods or outlining technical access 
controls for enabling an online session – where this occurred, it has been assumed that, once 
authenticated, users are able to use all functions available for the particular e-service they 
have accessed. Relevant findings for this area are as follows: 
 

 Just over half of revenue bodies who provided responses in this area (15/26) indicated 
that they have methods in place to be able to limit user access to data or transactions 
within their e-services. 
 

 The survey did not specifically seek information about revenue bodies‘ uses of custom-
built vs. commercial-off-the-shelf solutions (COTS) for access management and, 
accordingly, no trends are able to be established in this area. Singapore was the only 

http://www.abr.gov.au/
http://www.sbr.gov.au/
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country to specifically indicate that they currently use a COTS product for authorisation 
(Universal Access Management ((UAM)). 

 
Revenue bodies providing each type of access for their e-services and brief description 

Controlled access (15 countries) 

Australia    
/2 

Custom-built application (Online Access Manager) for key online applications. Enables 
businesses & tax professionals to limit access for their staff (by client, function). 

Canada Access is dependent on user type and permissions set. Once authenticated, taxpayers 
have full view and transact access to their online account. Third party access is 
controlled by permissions granted by taxpayer (i.e. they can specify view only or full 
view & transact access). 

Chile Access profiles system. 

Denmark Range of identification codes for access to data and transactions. 

Finland Defined Katso roles. 

France Enables businesses & tax professionals to delegate access to information/functions to 
another user and can manage access by individual function within tax type. 

Ireland /2 ROS administrators within an organisation/tax practice can apply for sub-certificates 
for staff & can apply internal controls to the access these staff have (by client, tax type). 

Japan Identification codes based on digital certificate. 

Mexico User profiles are used. Role-based access. 

NZ Business rules. 

Norway Defined roles from the Central Coordinating Register for Legal Entities. Authorisation 
can be delegated by businesses and citizens. 

Singapore Access defined by roles & functions and supported by specific product (Universal Access 
Matrix) with some customisation. 

Slovenia Access defined by custom authorization module. Access control for taxpayers is based 
on implicit rights, depending on the type of taxpayer and types of taxes, and additional 
explicit permissions. 

S. Africa Access defined by roles, rights and functions. Businesses/ tax professionals can control 
access for their staff. 

USA /2 Access to data/e-services by third-parties (e.g. taxpayer representatives) must be 
individually authorised by the taxpayer – able to be controlled to the level of tax type an 
period. For other e-services, enrolment process is used to validate authorisation. 

Full access (/1, once enrolled & authenticated (10 countries) 

Austria, Belgium, Germany, Italy, Korea, Netherlands, Spain, Sweden, Turkey, UK 

/1. ―Full access‖ means the ability to access all data and/or transactions provided via an e-service. 

/2. Australia, Canada, Ireland & USA also indicated that primary users have full access to e-services/ transactions 
for which they are registered. 
 

 Responses in relation to the expected situation for authorisation in 3 years time were 
limited, but the following developments are expected: 

o Australia noted that they are extending their Online Access Manager application to 
all online services and looking to replace it in the future with a commercial product 

o Belgium are working on a standards-based IAM (Identity & Access Management) 
project for businesses (to facilitate access control for individuals within the 
business) 

o Finland advised that a new system is being built in the Trade Register to enable real-
time confirmation that an entity‘s role is still active/ valid at the time of 
authentication/ authorisation (described as instant-Katso), and 

o Netherlands indicated that they will be introducing layered authorisation based on 
specific profiles for businesses. 

 
Case studies in this domain 
 
112. One respondee (i.e. Australia) provided a case study example in this domain— its mobile 

portal access capability—that may be of interest to readers (with further details at Annex 5): 
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IX. Key findings, conclusions and recommendations 
 
113. Survey responses, allied with limited research of likely broader directions for e-government, 

have provided a wealth of valuable information and insights reflecting on overall trends, 
revenue bodies‘ progress, achievements, and specific products, and likely directions over the 
medium term. While the survey‘s inquiries were relatively high level in nature, and are in any 
event limited by time and resource constraints, it is possible to draw some conclusions and 
make a number of findings that may assist revenue bodies in their future planning of e-
services. These are set out below. 

 
Revenue bodies’ strategic directions and approaches (Chapter III) 

 

 Based on survey responses, 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. 
 

 The setting of quantified targets to gauge progress for key aspects of e-services in a 
strategic context does not appear to be a widely used practice; greater use of medium 
term targets may help to focus efforts and reinforce notions of accountability among 
revenue body officials. 
 

 There is a need for greater transparency by at least half of surveyed countries in 
reporting the progress being achieved with their revenue body‘s e-services strategy.  

 
Internet-based services (Chapter IV) 
 
Comprehensive range of services 
 

 Measured in high level terms, there has been considerable progress since 2004 in the 
range and nature of e-service offerings: 

o Provision of basic tax transaction capabilities: 96% (2008)/ 75% (2004); 
o Access to personal taxpayer information:  75% (2008)/55% (2004); and  
o Provision of all specified content categories:  75%(2008)/35% (2004). 

 

 There is widespread use of content management systems (CMS), primarily for web 
content with indications of an increasing future focus on content management for 
mobile devices; integration of CMS approaches/systems across government will become 
a priority as development of ‗whole-of-government‘ websites/portals increases. 

 
E-filing 
 

 There has been considerable overall progress in 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). 
 

 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-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 
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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 1: 40 between purely electronic and manual payment methods.  

 
Personalisation (incl. use of pre-filling strategies) 
 

 Pre-filling has evolved to become a significant strategy for ‗transforming‘ service delivery 
for the administration of 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. 
 

 A number of novel developments (e.g. e-invoicing and pre-filled tax returns) for self-
employed/ SME businesses were reported by Chile and may have wider application. 

 
Email 
 

 There is still fairly wide use of email but its scale appears to be relatively minor and there 
are clear signs of a shift by many revenue bodies towards the provision of secure 
capabilities (incl. use of taxpayer portals). 

 
Accessing personal taxpayer information and other services 
 

 Relatively few 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. 
 

 Over 60% of revenue bodies offer very limited or under-developed services to businesses 
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 ‗payment‘ functionality  
over the medium term.  
 

 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 one half of revenue bodies in this category indicated 
system enhancements in ‗accounting‘ and ‗payment‘ functionality over the medium term. 

 
Revenue bodies walk-inquiry centres and use of e-services 
 

 Many revenue bodies have implemented a range of measures to reduce reliance on costly 
service channels (e.g. in person inquiries etc); these include the pr0vision of a e-service 
facilities within walk in centres for taxpayers‘ own use, the use of filtering mechanisms to 
direct taxpayers, where feasible, to self-help facilities, and the withdrawal of payment 
receipt services. 
 

 The majority of revenue bodies reported plans/ intentions to scale back their networks of 
walk-in centres/ local offices as part of efforts to improve efficiency/ drive down costs. 

 
Strategies for promoting 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 years for prescribed segments of taxpayers 
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and this appears likely to continue for the medium term, along with the use of 
promotional activities and administrative incentives (e.g. longer filing periods). 

 
Remote access capabilities for staff 
 

 There has been significant expansion in the number of revenue officials being given 
remote access capabilities for their dealings with taxpayers, primarily for increased 
efficiency purposes and this appears likely to continue over the medium term.  

 
Telephony capabilities (Chapter V) 
 
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 volumes over the last 3 years were not complete 
but suggest that for around half of surveyed bodies the annual growth rate 
in call volumes exceeded 10%; while growth of this magnitude would be viewed 
justifiably as a concern by some revenue bodies, others (e.g. Belgium, France, Japan, 
Mexico, Portugal South Africa, and Spain) reported it as a positive outcome, reflecting of 
their success in introducing and promoting the use of call centres as a service alternative 
to other (more expensive) channels (e.g. walk-in centres). 
 

 Survey responses suggest that around one third of revenue bodies may not have 
adequate performance measurement arrangements in place to properly evaluate their 
call centre operations. 
 

 Faced with large increases in call centre workloads and associated resource investments, 
coupled with the goal of increasing the proportion of taxpayers who can self-manage 
their tax affairs, a number of revenue bodies are making increased efforts to understand 
the drivers/ causes as a means of devising mitigation strategies. 
 

 Around one third of revenue bodies, all of which have large/ very large office networks, 
appear to have potential to make far greater use of modern call centre facilities. 

 
Use of mobile phones 
 

 Survey data indicates that mobile phones are still a largely undeveloped channel for 
service delivery in most revenue bodies, but some useful applications/ experiences were 
reported by a small number of countries. 

 
Whole of government strategies (Chapter VI) 
 

 Viewed across all surveyed bodies, whole of government service delivery approaches 
appear relatively immature but some useful developments identified for a few countries 
(e.g. Australia‘s SBR initiative, Denmark‘s single portal development for citizens and its 
e-Income initiative, Norway‘s Altinn capability, and the UK‘s single portal developments 
for citizens and business). 

 
Whole of government portals 
 

 There has been considerable progress in this field almost 60% of countries reported the 
establishment of whole of government portals; while these vary in their functionality, 
some noteworthy developments were observed in Denmark, Norway and the UK. 
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Business and citizen registration 
 

 Less than half of countries surveyed offer a unified system for registering and numbering 
businesses, while the proportion is around two thirds in relation to citizens; the absence 
of such capabilities is likely to complicate/ limit the delivery of seamless ‗whole of 
government‘ services into the future, as envisaged. 

 
Standard business reporting 
 

 With the objective of reducing taxpayers‘ compliance burdens, an increasing number of 
countries have taken steps (including SBR), or are planning along these lines, to 
rationalise financial reporting obligations on business imposed by government 
(including tax) regulations. 

 
Government shop-fronts and other facilities 
 

 Government shopfronts appear to play a relatively minor role in service delivery but 
developments in Canada and Sweden may be worthy of closer monitoring; both 
Denmark reported the use of public libraries to increase access to e-services. 

 
Bulk data transfer to and from revenue bodies and access to taxpayer data by non-
government third parties (Chapter VII) 
 

 Receipt of bulk data from external bodies is prevalent across a variety of technologies, 
ranging from discs to web services. 
 

 Transmission of bulk data to, and access to taxpayer data by, non-government bodies is 
not common, with less than half of surveyed revenue bodies providing these services (in 
some cases this is due to specific legislative prohibition) and there is little future 
expansion indicated. 

 
Security/ authentication (Chapter VIII) 
 

 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, access code delivery via mobile phone). 
 

 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. 

 
Overall maturity of 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 observed; however, most 
revenue bodies have some way to go realise the ‗transformational‘ level of competence 
set out in the maturity model described in Chapter II, and briefly referenced in the 
‗scorecard‘ hereunder. 

 
E-maturity scorecard: What the findings reveal in a revenue body context  

 
Phase and e-government maturity characteristics Survey findings 

Presence: 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. 

All revenue bodies demonstrate this 
characteristic 

Interaction: This phase represents the primary development of 
community‘s interacting with government via online facilities. 

Most revenue bodies appear well 
advanced in respect of this 
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Phase and e-government maturity characteristics Survey findings 
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 under-
stand government structures to access government services, and 
deliver the first high-volume transactions in limited instances. 
 

characteristic. 
 
 
 
 
 
 
Some useful developments identified 
across a number of revenue bodies 
(e.g. citizen and business government 
portals). 

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.  
 
Personalisation of service delivery is commonplace, & the value 
proposition of services has been maximised such that take-up of 
e-government initiatives is consistently high. 

Transaction services are well 
developed for most revenue bodies, 
but a minority of revenue bodies still 
have substantial progress to make in 
their usage for the major taxes. 
 
 
 
These remain outstanding issues for 
most revenue bodies. 
 
 
 
Some useful examples reported but 
findings indicate this is largely 
―unexplored territory‖ for most 
revenue bodies. 

Integration/ 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‘. 

There are some isolated examples of 
this (e.g. single sign ons and whole of 
government portals, and Denmark‘s e-
Income initiative), but achieving the 
vision embodied in the this phase is 
largely the challenge ahead for all 
revenue bodies (and other government 
agencies).  
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Annex 1 - Taxpayer service delivery using modern technology: 

The OECD’s work in this field since 1997 
 
Background 
 
1. At the November 1997 conference entitled Dismantling the Barriers to Global Electronic 

Commerce held in Turku, Finland, government and business representatives met for 
informal discussions on the challenges and opportunities presented by global electronic 
commerce to tax systems. Less than a year after Turku, the Committee on Fiscal Affairs 
(CFA) formulated the Ottawa Taxation Framework Conditions (DAFFE /CFA(98)38/REV3) 
that were welcomed by OECD Ministers at the 1998 Ottawa conference, and subsequently 
generally accepted world-wide as providing a sound basis for ongoing work. The OECD, in 
co-operation with other international organisations, was acknowledged as the organisation 
best placed to co-ordinate and carry this work forward. 
 

Ottawa Taxation Framework Conditions and Taxpayer Service Delivery 
 

2. In the field of tax administration and specifically as it relates to taxpayer services, the 
principles and conclusions embodied in the framework conditions were developed into a 
number of elements: 
 

 Revenue bodies should make use of the available technology and harness commercial 
developments in administering their tax system to continuously improve taxpayer 
service. 
 

 Developing an international consensus on ways to simplify taxation systems to minimise 
the cost of tax compliance, particularly for SMEs. 

 
3. In February 1999, the Forum on Strategic Management (FSM), the predecessor to the Forum 

on Tax Administration (FTA), formed the Electronic Commerce Sub-group to progress work 
on the tax compliance, taxpayer service, and other administration issues associated with 
electronic commerce. In particular, the Sub-Group was tasked with consideration of the 
various tax administration ―implementation options‖ identified in the CFA report ―Electronic 
Commerce: A Discussion Paper on Taxation Issues‖ (DAFFE/CFA(98)50) (which was 
released at Ottawa together with the Taxation Framework Conditions). These 
implementation options were intended to stimulate discussions on the mechanisms open to 
governments to implement the Taxation Framework Conditions. The agreed implementation 
options relating to taxpayer service are summarised in Box 12. 

 
Box 12. Ottawa Taxation Framework Conditions: 

Agreed Implementation Options Relating to Taxpayer Services 

1. Revenue bodies may consider developing Internet websites where information, such as tax 
legislation, rulings, case law, revenue statistics & forms can be viewed & downloaded. 

2. Revenue bodies may consider interactive telephone answering systems for many standard inquiries. 

3. Revenue bodies may consider a single e-mail access point for highly mobile taxpayers. 

4. Revenue bodies may consider receiving & responding to taxpayers‘ service enquiries by e-mail. 

5. Revenue bodies may consider direct deposit programs for tax payments & refunds. 

6. Revenue bodies may consider accepting tax return data & other information by use of the new 
technologies. 

7. Revenue bodies may consider automated payments of social security, payroll taxes, & other similar 
deductions. 

8. Revenue bodies may consider working with other arms of government to investigate the benefits of 
single government registration points on the Internet. 

 
 

 
 

4. To progress these implementation options, the Sub-Group organised a meeting of relevant 
specialists, and undertook a survey of what electronic service techniques were being used by 
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member countries. The former took place in March 2000 when taxpayer service experts met 
in Copenhagen to share experiences in the use of electronic service delivery and to learn from 
other members as to the way in which they are using the new technologies to improve 
taxpayer service. The latter was initiated in May 2000 when a survey of taxpayer service 
initiatives using new technology was conducted among member countries.  

 
The 2000 survey of trends in taxpayer service delivery using technology 
 
5. The key findings from this survey (covering 15 member countries) were as follows: 

 

 Paper communications to electronic communications: Revenue authorities 
have introduced in their tax administrations processes that use electronic media as a 
substitute for paper forms and manual methods currently in use. In conjunction with 
this, technology to facilitate privacy and security is in various stages of testing and 
employment. Currently a revenue authority has a functional program that permits 
businesses to file employment tax returns electronically. Additionally there is a program 
that allows individuals to file their income tax returns via the telephone. 
 

 Preparer/assistor to self-help/expert systems: There is a trend toward 
empowering taxpayers with the ability to research tax-related inquiries and to complete 
returns on their own with minimal or no assistance necessary. One example is the testing 
being performed by a revenue authority on ―touch panel‖ public computers that 
taxpayers will use in the preparation of their own returns. The system will use screen 
prompts and guides. 
 

 Cheques/cash to electronic funds transfer: Utilising the technologies developed 
for retail sales transactions, revenue authorities are enabling taxpayers to satisfy their tax 
obligations by electronic transmissions. 
 

 Manual responses to automated voice/mail: Increased use of artificial 
intelligence software, centralised call systems and Internet resources to improve service 
rather than increasing staff years to meet customer needs are manifestations of a 
growing trend. One such initiative uses an automatic e-mail management system to read, 
route and respond to e-mail inquiries. 
 

 Reactive programs to proactive programs: Anticipating the needs and wants of 
customers has generated a host of initiatives. Rather than trying to remedy situations as 
they arise revenue authorities are planning in advance to try and eliminate future 
problems. For example, resources are being expended to develop tax interactive web 
sites for teens and planning web sites specifically tailored to the young (animation, etc.) 
and the elderly (large format, etc.). 
 

 Segmented service to integrated/one-stop service: In an effort to reduce 
taxpayer burden revenue authorities are exploring ways to minimise the number of 
contacts with customers and to decrease the time required for such contacts. Methods 
such as establishing a single register, via the Internet, of business information for use by 
government departments and public sector partnerships are being investigated.  
 

 Taxpayer to customer: There is a growing trend toward providing more services to 
the ultimate user, the taxpayer. By formulating strategy and structuring the tax 
administration to better serve their customers revenue authorities are becoming more 
responsive to their market. Citizen advocacy panels, workdays devoted exclusively to 
taxpayers with chronic problems, and offering incentives for e-filing are only a few 
examples of this tendency. 
 

6. Almost all respondents to the survey had established web sites that allowed the downloading 
of forms, and provided answers to commonly asked questions. The majority of sites allowed 
for on-line form filing. Overall, the human and paper elements were being removed and 



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

 84 

replaced with automated responses and, in some cases, expert systems employing artificial 
intelligence. Where the human element remains, it was noted that efforts were being 
employed to improve efficiency and to empower employees to take actions, which can resolve 
the inquiry/problem at a single point of contact. Such initiatives involve allowing employees 
to access mainframe computers storing total taxpayer data, providing expert systems to 
quickly find the answer for the taxpayer, accessing electronic correspondence to provide 
timely response and integrating all revenue systems to communicate with each other. 
 

7. Some obstacles remain to the greater utilization of electronic technology. Two of these, 
electronic security and electronic signatures, were reported as in various stages of 
development and deployment. Another obstacle identified was the availability of computers 
to taxpayers. Several countries have compensated for this by allowing ―form-filing‖ over the 
phone, by establishing ―kiosks‖ in public places that allow for filing and by using third parties 
such as the postal authorities and agents. It was noted that the new generation of relatively 
cheap mobile Internet-enabled devices (e.g. WAP15 phones) might also help bridge the 
current digital divide in this respect. 
 

8. As noted in the December 2000 report to the CFA, the work of the FSM underlined the 
growing importance of electronic means of delivering service to taxpayers and in reducing 
compliance costs. The FSM welcomed the marked trend towards greater use of electronic 
mechanisms such as e-mail, web-based tax knowledge repositories, electronic funds transfer, 
etc. to improve taxpayer service by administrations and accordingly recommended that 
revenue authorities continue to facilitate the exchange of practices and knowledge between 
administrations, both member and non-member, via the use of targeted meetings, including 
appropriate expert meetings, the FSM Electronic Discussion Group, and the ongoing 
development of the FSMKE web site. 

 
The 2004 survey of trends in taxpayer service delivery using technology 
 
9. A further follow up survey was initiated in 2004 by the Taxpayer Services Sub-group of the 

newly constituted Forum on Tax Administration. The key findings from this survey were:  
 

 There has been substantial progress since 2000 in the scope and nature of electronic 
services offered to taxpayers and their agents by virtually all national revenue bodies in 
OECD countries. 
 

 Notwithstanding this progress, considerable potential exists for many national revenue 
bodies to substantially increase the take-up rates for the various services offered, 
especially by businesses. 
 

 Substantial progress has been made since 2000 in the use of electronic filing by 
taxpayers and their agents for personal income tax administration purposes; indicative 
of this progress is the fact that in 2003, the take-up rate for these services exceeded 50% 
in five revenue authorities, with four achieving 80% or more (3 without mandatory 
requirements); progress in other areas (e.g. VAT, corporate income tax), largely covering 
businesses, is considerably less advanced, although a small number of countries have 
demonstrated that very high overall take-up rates (i.e. over 50%) can be achieved. 
 

 The Internet has become a significant tool for the delivery of services to taxpayers; 
generally speaking, revenue bodies have substantially increased the information content, 
functionality, and ―user-friendliness‖ of their websites since the last survey; over half of 
the revenue bodies in member countries offered transaction services via their Internet 
sites in 2004. 
 

 Customer segmentation approaches to the delivery of services to taxpayers have become 
increasingly significant (e.g. website information groupings, dedicated portals, account 
mangers for large taxpayers, specialist inquiry and consultative services for tax 
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professionals) in line with modern management and marketing approaches to service 
delivery. 
 

 The significant role played by tax professionals in day-to-day tax administration in many 
countries is receiving increasing recognition; over one half of revenue authorities have 
identified tax professionals as a critical service delivery stakeholder and provide a range 
of tailored services (e.g. dedicated call centre phone services, dedicated internet portals 
with transaction capabilities) in recognition of this factor. 
 

 There has been considerable growth in the provision of electronic payment facilities; 
however, the take-up of these services has been slow, most likely due to taxpayers‘ 
concerns around security and fears of fraud. 
 

 Less than one half of revenue bodies in member countries have evolved a comprehensive 
set of performance standards that guide the delivery of services to taxpayers, thus 
making it difficult to draw conclusions for these bodies as to the standards of service 
generally offered, and to determine the extent of any service delivery improvements 
resulting from the use of new technologies. 
 

 There is a clear trend of revenue bodies devoting an increasing share of their 
administrative budgets to IT investments; however, the survey revealed a substantial 
variation in the levels of the IT investments across member revenue bodies (from 5-
25%), pointing to the need for some bodies to review the extent of their investments in 
line with prevailing trends. 
 

 There has been a substantial increase in the number of revenue bodies using email 
(either in free or constrained form) for taxpayer interactions (mainly for taxpayers‘ 
inquiries); however, reported volumes are generally quite small and survey responses 
revealed a number of concerns regarding effective management of email services; based 
on fairly limited data from a few countries, revenue body-initiated electronic mail (e.g. 
formal notices of assessment, reminders, marketing advice) may have considerable 
future and replace traditional postal channels. 
 

 Call centre phone operations, supported by modern phone technology, are becoming an 
increasingly significant element of the service delivery strategy of many revenue bodies 
in OECD countries, reflecting drives for increased efficiency and accessibility for 
taxpayers to the information required for tax obligations. 
 

 Although not examined in detail, survey responses and accompanying research revealed 
a small number of examples of innovative strategies based on ‗whole of government‘ 
approaches to service delivery. 
 

10. The report concluded with three recommendations for national revenue bodies:  
 

 Revenue bodies are encouraged to use the survey findings to systematically benchmark 
their own performance and to identify opportunities for improved service delivery to 
taxpayers, particularly through use of new technologies; 
 

 Where relevant, revenue bodies are encouraged to actively pursue enhanced strategies 
for improving the take-up rates of e-service; 
 

 Where not already in place, revenue bodies are encouraged to develop and implement 
service delivery standards for the major services offered, and to measure and report the 
performance achieved by them. 
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Annex 2 - Forum on Tax Administration Taxpayer Services Sub-group 

Work Products Published Since 2005 on Aspects of E-services Delivery 

 Survey of Trends in Taxpayer Service Delivery Using New Technologies (February 2005) 
www.oecd.org/dataoecd/56/41/34904237.pdf 

 Achieving Success With Electronic Services: The Importance of Having a Sound Business 
Architecture (April 2005) (www.oecd.org/dataoecd/27/19/34767000.pdf) 

 Strategies for Improving the Take-up Rates of Electronic Services (March 2006) 
(www.oecd.org/dataoecd/41/36/36280699.pdf) 

 Using Third Party Information Reports to Assist Taxpayers Meet their Return Filing 
Obligations: Country Experiences with the Use of Pre-populated Personal Tax Returns 
(March 2006) (www.oecd.org/dataoecd/42/14/36280368.pdf) 

 Management of Email (March 2006)   (www.oecd.org/dataoecd/42/19/36279861.pdf)  

 Application Software Solutions Being Used to Support the Technical Architecture of 
Selected Revenue Bodies (March 2006) 

(www.oecd.org/dataoecd/42/12/36280568.pdf) 

 Third Party Reporting Arrangements and Pre-filled Tax Returns: The Danish and 
Swedish Approaches (January 2008) (www.oecd.org/dataoecd/39/5/39948012.pdf) 

 Standard business reporting (July 2009) 
(www.oecd.org/dataoecd/36/52/43384923.pdf) 

 

http://www.oecd.org/dataoecd/56/41/34904237.pdf
http://www.oecd.org/dataoecd/27/19/34767000.pdf
http://www.oecd.org/dataoecd/41/36/36280699.pdf
http://www.oecd.org/dataoecd/42/14/36280368.pdf
http://www.oecd.org/dataoecd/42/19/36279861.pdf
http://www.oecd.org/dataoecd/42/12/36280568.pdf
http://www.oecd.org/dataoecd/39/5/39948012.pdf
http://www.oecd.org/dataoecd/36/52/43384923.pdf
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Annex 3 - Value for citizens: A vision of public governance 

The vision:  The public sector is moving into a new era in which the provision of public services will be oriented 

towards the creation of public value & user empowerment. This transformation is part of an historical evolution 
with its own rationale & momentum, but which is being strongly supported & enabled by information and 
communication technologies (ICT). Indeed, the two are clearly linked and drive each other. ICT has today 
become main-stream in any public sector or government activity, whether making administrative processes 
more efficient or providing more effective services for citizens & businesses…… 

The creation of public value will contribute to empowering individually and collectively all actors that play a role 
in the constitution of society. It will increase the capacity of these social actors to function in society and take on 
their social responsibilities. 

 

Key transformations and challenges ahead 

Fully joined-up government and networked governance: Governance will opt for pluralistic & more diverse 

governance arrangements. It will develop leadership, & skills & working practices needed to accommodate 
these changes. This involves new roles for leaders & managers based on negotiation skills, empowerment of 
staff , new ICT-based multi-tasking skills & flexible working practices: 

 Governments will be more open. They will, therefore, create an open source framework of appropriate 

& shared standards to ensure overall efficiency, transparency & simplicity, but which can 
simultaneously be openly & flexibly adapted to meet different local or sectoral needs to optimise on-
the-ground impacts. 

 Government systems will become more collaborative. They will bring together the resources, 

knowledge & know-how of all relevant public, private and civil actors in order to optimise the creation 
of public value. New modes of collaborative production will stimulate the creation of public-public, 
public-private & public-civil partnerships. 

 Traditional distinctions between the public, private & civil sectors will be affected by blurring 
administrative boundaries. How public services production takes place will become subordinate to a 

main criterion of the production of clear public value, & will be done by those who are in the best 
position to do it, whether a government organisation, business, or citizens.  

 Governments will 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. 

Responsiveness to user needs and wants: personalised services: ICT tools will be used to offer 

personalised services that create personal or private value enjoyed by all social actors. Personalisation has 
moved from a far off dream to something tangible, as users increasingly demand made-to-measure services 
designed for their precise, individual needs, rather than accepting one size-fits-all offers from an impersonal 
state. This can be through pro-active services, self-service, pre-emptive services or personal service pathways 
delivered by any appropriate actor, including social entrepreneurs, and/or commercial intermediaries: 

 Self-directed services will accompany personalisation. Users themselves will play a direct role at one 

or several points along the service value chain, perhaps also assembling a complete value chain to 
suit their specific needs. Users will become directly involved through their own, or participative, service 
design, new user-determined delivery channels, or choice and control over their own service 
consumption via personal budgets. 

 In addition to ICT-based interfaces, personal services will also be developed. Personal advisers and 

carers will use ICT support systems to improve the quality of service, either where a personal 
approach is more appropriate or to fulfil the needs of specific target groups. This can be done by staff 
operating from existing front offices or dedicated public service centres. 

 Personalisation through inclusion 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-modal interfaces. 

 Personalisation through intermediation will be achieved by combining the provision of public, 

private & civil services through new outlets, such as banks, supermarkets or social clubs. Intermediar-
ies will also assist social actors who cannot, or do not wish to access services themselves, but have 
access to them through these third parties, whether on an informal, professional or commercial basis. 

More open, participative and democratic government: Another key element of empowerment is the 

enabling & stimulation of participative policy making. It promotes collaboration between stakeholders in society 
by attempting to balance or reconcile any conflicts of interest. Critical to participative policy making is ICT-
based social networking, in which people are increasingly making their experience & knowledge available to 
others. Governments will support, encourage & exploit the growth of networks of individuals & interests to 
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improve the quality of governance & services through the ‘wisdom of the crowd’, & to increase public sector 
legitimacy & trust. 

 Governments will use ICT to empower citizens, businesses & other organisations from the bottom-up. 

ICT will be used to leverage the voices and expertise of huge numbers of individuals and groups 
through consultations, active participation and elections. Many barriers to participation can be 
overcome by making consequences transparent and logical. Governments will actively inform citizens 
in order to raise awareness and stimulate interaction. 

 Governments will empower local communities and localities, beyond formal politics and the ballot 

box, by promoting subsidiarity at local and neighbourhood level and interaction between policy makers 
and citizens. This leverages local resources, know-how and skills to develop new forms of political 
advocacy, social support and social capital and can serve to strengthen diverse cultures and interests 
as well as act as a bridge between them.  

 Governments will encourage new ideas from all sources. ICT will be used to provide a voice by 

establishing platforms that make it easier for citizens with common interests and viewpoints to get 
together and refine their ideas. Voice is important. It is not enough for citizens to be able to understand 
or ratify government decisions; they must also be able to propose ideas and know that those ideas 
have been heard and seriously considered. 

 Governments will develop & use mass collaboration techniques. New services will be used for 

highly specialised decision & policy support through modelling, visualisation & simulation. The mass 
collaboration & ‘crowd-sourcing’ tools of Web 2.0 will become mature & finally find widespread use 
within the public sector. The roll-out of new generations of Web services (Web 3.0) will begin & large 
scale networking & GRID based computing will become ubiquitous. 

New forms of managing, evaluating and improving performance: Government will increase its capacity to 
measure and monitor 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. 

 Governments will make cost/benefit calculations of the services they offer. Services provided for 

society – whether for individual use, such as care, education and health services, or for the common 
good, such as land use regulations, infrastructures like roads, greenbelts or public wireless 
connectivity – always have both costs and benefits. For each of them, there are trade-off s to be made 
in such terms as amount, frequency, access, and quality. The various trade-off s between these 
effects on different people should be available for citizens to explore. 

 Governments will have to manage risk openly. Any responsible citizen hedges against risk by 

purchasing insurance. Insurance underwriters hedge against risk by purchasing reinsurance. For many 
risks, the government is the re-insurer of last resort, & it is important for governments not to incur the 
risk of not being able to exercise that role. A risk management approach is therefore a necessity. It is 
important that governments make explicit the under-lying assumptions about what the risk of a certain 
line of action is, & what the gain may be.  

 A specific risk management approach will be required for security & privacy protection. Working in a 

flexible and information rich environment requires security systems that can be easily adapted to 
different administrative procedures. As these systems are increasingly used at pan-European level, 
interoperability of semantic structures & technical standards will be of the essence. Data security will 
also be improved by giving social actors much greater control over their own data & their own (often 
multiple) identities, for example through trusted 3rd parties. 

 Performance monitoring of government services will move from the present top down, process-driven 
approach of setting targets and defining measurements towards a more user-centric and output-
driven approach. This will incorporate more accountability of local needs and organise feedback 

loops involving front line staff and users of government services themselves.  

 Built-in quality assurance will be offered. This is necessary because one danger of the information 

age is that people are flooded with information or advice with no way of checking its accuracy or 
relevance. Quality assurance must be inherent in the system, or it will rapidly become the opposite of 
efficient and effective.  

 Governments will encourage continuous learning in order to improve the quality of decision making 

and internal functioning of government. They will also learn how to better exploit the intangible assets 
represented by skilled and experienced staff. Organisational learning and competency development 
will contribute to evidence-based decision and policy making. 

 

Source: Value for Citizens—A Vision of Public Sector Governance in 2020 (Report for the European Commission) 
December 2008.  
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Key elements of Norway‟s e-government plan: eNorway 2009—the digital leap 

 

The broad vision: The Government wishes to create a knowledge society, in which everyone can participate 

and which exploits the potential of information technology. Norway’s advanced use of technology shall 
provide its population and businesses with an easier life and contribute to promoting value creation, thereby 
ensuring prosperity and welfare for future generations. Information technology shall support the advance of a 
public sector that provides the best possible services, based on the resources it has at its disposal. The 
needs of its population and its business and industry shall be at the heart of the development of the digital 
Norway. 

 

1. The individual in digital Norway 

Key strategy elements and targets 

1.1 Digital participation for everyone 

• By 2007, schemes shall be established that will ensure that all of those who do not have Internet access 
have the opportunity to access online services in their neighbourhood 

• By 2007, 80 percent of all official websites shall meet Norge.no’s quality criteria regarding accessibility.  

1.2 Digital skills 

• Basic digital skills are important, both in order to prevent expulsion from the labour market and to make it 
easier to find new work. One stage in the development of the IA Agreement will involve government 
collaboration with the parties in the labour market concerning initiatives to prevent that lack of basic digital 
skills in job situations leads to early expulsion from the labour market. Development of digital skills will also 
be used by the labour and welfare administration as qualification measures in situations where lack of such 
skills prevents the priority groups in labour market policy from returning to the labour market.  

• By 2008, digital skills shall be central to education and training, emphasising: 1) ICT as a teaching aid: 
pupils and students shall be able to use ICT in a safe, well-informed and creative way  to develop the 
knowledge and skills that they will need as full participants in society; 2) Use of ICT in academic subjects: 
ICT shall be integrated in all subjects through curricula and as part of the assessment system, where it is 
relevant; 3) Digital skills: Methods and tools must be developed that assess and measure pupils’ and 
students’ digital skills, in order to ensure that pupils and students achieve satisfactory digital skill levels. 

1.3 Digital services for the general public 

• By 2009, all relevant interactive services, which have the general public as their target group, shall be 
available through the citizen gateway, MyPage.  

• All new interactive services, which have the general public as their target group, shall be developed so that 
they can be made available through the citizen gateway MyPage from the moment they are launched. 

• The target groups’ usage of electronic services shall be monitored closely. In the case of high volume 
services (e.g. tax, coordinated admission for higher education, etc.) at least 75 percent of the target group 
shall use the electronic services by 2009. 

• By 2009, 80% of the users of public digital services shall be satisfied or very satisfied with the services. 

1.4 Digital rights 

• By 2007, all citizens will be able to choose for themselves whether approaches from, and communication 
with, the authorities shall take place electronically.  

• By 2009, a holistic review of the copyright legislation will take place. A natural part of this work would be to 
assess the application of the regulations concerning copying, dissemination and technical protection systems 
linked to digital content. 

• By 2009, all public sector agencies shall have prepared the way for electronic retrieval of one’s own 
personal data in an easy & secure way. 

1.5 Digital access to knowledge and culture 

• By 2007, a strategy shall be presented that prepares for schemes that provide access to heritage, including 
film, literature, museum and archive collections, professional literary sources of knowledge and national 
archives for sound and pictures. The strategy shall be drawn up on the basis of copyright agreements and 
personal data protection regulations. 

• By 2009, schemes shall be established that ensure Internet access to cultural heritage and knowledge and 
experience sources for educational institutions and the general public. 
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2. Innovation and growth in Norwegian business and industry 

Key strategy elements and targets 

2.1 Value  creation, innovation and restructuring 

• By 2009, all industries and companies that benefit from skills initiatives that exploit the innovation potential in 
electronic business operations, shall have the option to do this. 

2.2 Digital services adapted to the needs of business and industry 

• By 2008, all relevant interactive services for businesses shall be available through the Altinn service gateway.  

• By 2008, 75 percent of all submissions of the 15 most used official forms shall take place electronically. 

During 2008, at least 30 percent of the target group for other available electronic services shall use the 

electronic form of communication.  

• By 2008, 70 percent of businesses should be satisfied or very satisfied with the public digital services. 

2.3 Increasing value creation based on re-use of public sector information 

• By 2008, a holistic policy shall be implemented that ensures efficient re-use of public data to increase value 

creation and development of new services, based on a no cost principle. 

• Evaluation/reporting of the re-use directive’s impact on value creation and consequences for official bodies 

shall be carried out by 2007.  

• Sole rights’ agreements for use of official data, which conflict with the EU directive concerning re-use of public 
sector information, shall be reviewed and changed by 2007. 

• Government agencies with responsibility for geo-data and most municipalities shall join Digital Norway and 

update their data by 2005. 

• Modern electronic marine charts, covering the entire Norwegian coast, shall be presented by 2008. 

2.4 Electronic purchasing contributes to increased competitive edge 

• By 2007, all public agencies shall have goals, strategies and plans for their procurement that include use of 

electronic processes. 

• By 2009, 25 percent of the volume of public sector operational procurement shall be wholly or partly achieved 
through competition based on electronic processes for coordination with businesses. 

2.5 The will to research 

• By 2010, total investment in research shall increase to 3 percent of GNP, 1 percent of which shall come from 
public sources. In order to raise Norway to a leading research nation has the Government in its Research White 
Paper proposed to increase the total research investment. 

 

3. A co-ordinated and user-adapted public sector 

3.1 Digital interaction in the public sector 

• In the period up to 2009, the Government will prepare ground for digital interaction in the public sector so that: 
1) all non-sensitive, formal communication between public sector agencies shall mainly take place electronically 
(As a first step, the ministries shall implement this at the latest during 2007); 2) all government agencies shall 
have introduced electronically supported case handling and taken the initiative for the establishment of 
electronic archives; and 3) all public sector agencies have taken into use e-ID and electronic signature for all 
relevant services. 

3.2 Use of open ICT standards and open source applications 

• By 2009, all new ICT and information systems in the public sector shall use open standards. 

• By 2006, a set of administration standards for data and document exchange shall have been established. 

• By 2006, all public sector agencies shall have incorporated how they are going to use open standards, 

service-oriented architecture and open source applications in the relevant planning documents. 

• By 2008, data and document exchange in the public sector shall satisfy administration standards. 

• By 2008, all official forms shall be available electronically and built round a common user interface. 

3.3 Ensure benefits realisation and new ways of working 

• By 2009, at least 75 percent of public sector agencies shall report, and can document, that digitisation projects 

have contributed to change and simplification of working routines. 

• By 2009, the total burden on businesses regarding reports to the authorities shall be reduced by 300 full-time 
equivalent jobs, compared with 2004. 

Source: eNorway 2009—The Digital Leap (June 2005). 
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Key Elements Denmark‟s e-Government Strategy 

Goal  Objectives Key initiatives 

Better digital 
service 

Citizens and businesses must experience an 
accessible and service-minded public 
sector 

Action plan to increase the share of online settlements when using online services by 15% by 2010; from 
2008, citizens and business will be able to receive text message reminders about appointments with the public 
sector; by 2012,  full evolution of the citizen portal; business portal will become the common public service 
channel for businesses—in 2009, businesses will be able to access all government reporting solutions by the 
business portal and in 2010 75% of business reporting will be done digitally. 

The public sector must offer cohesive 
services and place citizens & businesses 
at the heart of their task-solving 

Digital citizen clusters such as ‘My home’ & ‘My children’ are to be developed in all major user areas by 2010; 
in 2007, complete analysis of the potential for and legal challenges associated with the joint operation of public 
registers (with the objective of more efficient resource use & better recycling of data. 

The channels of communication between 

the public sector and citizens and businesses 
must be targeted and strengthened so as to 
promote digital channels as much as 
possible 

From 2010, citizens and business can opt to receive all letters from the public sector electronically (in a digital 
document box on the citizen or business portal); by 2010, 25% of the transactions ordinarily reported by 
business to the public sector are to be performed as ‘system to system’ solutions; investigate compulsory use 
of self-service services by IT-ready groups. 

The public sector must make a targeted effort 
to involve citizens and businesses in the 
development of digital solutions 

In 2007, the 10 most essential business flows will be identified with a view to optimising those flows by means 
of digitalisation, rule simplification, recycling of data, etc; 30 essential municipal/ regional/ state services will be 
integrated into the citizen portal in 2008; models for involving citizens & business in the development of e-
services will be made accessible to public authorities  

Continued safe and secure data handling 
in the public sector must be guaranteed 

Digital signature will be refined—by 2009, citizens and business must be able to use the digital signature in all 
solutions where the user must self-authenticate,  a solution for giving citizens & business an overview of their 
records in public sector electronic files & systems to be launched in 2010  

Digitalisation 
will facilitate 
increased 
efficiency 

Managerial commitment and focus on 

digitalization must ensure that the public 
sector is among the best at realizing the 
gains of digitalization  

At least 75% of all digitalisation projects every year must free up resources (with at least 25% to a great 
extent); managerial focus on digitalisation will be made compulsory in guidelines for public sector efficiency 
strategies; new regions must give further emphasis to digitalisation by appointing IT managers to executive 
management   

Consistent impact assessment and 

documentation of digitalization efforts must 
target public digitalization initiatives 

In 2007, common business case tools will be devised for use by all state public sector bodies; public 
authorities must deploy systematic project management methods (PMM) in all large scale digitalisation 
projects;  a communication drive will be aimed at public top executives on use of systematic PMM  

Stronger 
collaboration 
will create 
digital 
cohesion 

More decisions will be made as part of a 
binding community 

For strategy period, domain boards will be responsible for digitalisation, channel strategies & standardisation 
in selected areas; marketing of citizen and business portals will be centrally co-ordinated; and new compulsory 
open standards will be operationalised in 2008. 

Public sector IT systems must speak the 
same language 

In 2008,  action plan will be devised for development of overall enterprise architecture in the public sector and 
there will be a joint tender for a public sector electronic file & document management system    

Joint development will be strengthened 
by joint operation 

In 2007, guidelines will be prepared for setting up collaborative IT operating solutions that cut across public 
sector; a joint solution for authentication and authorisation will be put in place 

Source: ‘Towards Better Digital Service, Increased Efficiency and Stronger Collaboration‘, (The Danish Government E-Government Strategy 2007-2010) June 2007.  
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Key elements of Australia‟s e-Government Strategy 

2010 Vision  Priorities  Actions to be taken 

 

Australia will maintain 
its position as a leader 
in e-government, 
demonstrating how 
effective use of 
technology transforms 
government into a 
more efficient and 
client-oriented sector of 
the economy. 

 

Through effective use 
of technology, the 
government will 
improve its structures 
and processes. Online, 
electronic and voice-
based services will be 
fully integrated into 
government service 
delivery. Electronic 
delivery will underpin 
all other delivery 
channels, ensuring a 
consistent base to all 
activities and providing 
consistent service no 
matter how 
government is 
approached 

Meeting 
users’ needs 

AGIMO, in conjunction with the Privacy Commissioner and relevant security agencies, will assist government agencies to understand 
and implement the government’s own legislation and requirements for security and privacy. 

The government will develop a consistent & coordinated approach for agencies to measure the use of/ satisfaction with their 
services. 

The government will review and consolidate its websites, so that it is easier for people to find what they want. A simpler, more 
streamlined government online presence will be easier to promote, enhancing awareness and use. 

The government will provide individual, personalised accounts through australia.gov.au. All users—citizens, citizens of other 
countries who need to interact with the Australian Government, businesses and organisations—will only need to update details once, 
with the option for the update to be made automatically across other government agencies. 

It will be possible to track government transactions in real time. Users will be provided with immediate receipts for transactions which 
cannot be completed straight away. As part of the reform of government business processes, many more transactions will be 
completed electronically at the time of commencement than is possible using traditional means. 

The Government will promote its electronic service delivery options more prominently, so it is easier to access government services. 

The government will set principles for online engagement to support a consistent experience for everyone engaging with Australian 
governments electronically 

Establishing 
connected 
service 
delivery 

The government will reform poorly designed and redundant business processes, and reduce duplication by combining similar 
processes across agencies. While technology will be an enabler for these reforms, the main effort will be in implementing new ways 
to undertake government business. 

The government will design an overall blueprint or roadmap for how government agencies will use information technology to interact 
with each other and with citizens, businesses and organisations under connected government. 

Achieving 
value for 
money 

The government will develop a robust ICT investment framework, improving the quality of: 1) ICT strategic planning; 2) project 
development and management; 3) procurement; and 4) evaluation. 

The Government will introduce a new project management process known as Gateway™ to improve the delivery of major projects. 

The adoption of common, standardised, modular business processes by government agencies is intended to eliminate or change 
duplicated, redundant and inefficient processes. This will require the re-use and sharing of existing systems. 

Enhancing 
public sector 
capability 

The government will measure the extent to which it has the necessary capabilities to deliver the vision, and will assess the maturity of 
these capabilities. 

The government will increase the ICT skill level of its employees as part of the process of building agencies’ service delivery 
capability & maturity. 

The government will develop procurement plans at the agency and whole of government levels, to promote more strategic and 
targeted decisions about ICT procurement 

The government will develop a secure identity management framework for government employees and for its contractors, enabling 
government to streamline access and better account for its own staff 

The government will identify, review and remove any legislative barriers to connected government. 

Source: ‗Responsive Government—A New Service Agenda‘ (Australian Government, March 2006). 



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

 93 

Key Elements of Singapore‟s e-Government Strategy 

Vision for 2010 Strategic thrusts Actions to be taken 

The iGov2010 vision is to be an 
Integrated Government (iGov) that 
delights customers and connects 
citizens through Infocomm. 

 

It is a Government that works as 
one, across organisational 
boundaries, to reap synergies and 
exploit new opportunities in all 
aspects, whether in providing 
information that engages citizens, 
or being intelligent and interactive 
in fully understanding customers’ 
needs to deliver quality services 
that delight them. 

 

By 2010, we aim to have at least:  
1) 8 of 10 users who are very 
satisfied with the overall quality of 
e-services;  

2) 9 of 10 users who would 
recommend others to transact with 
the Government through e-
services; and  

3) 8 of 10 users who are very 
satisfied with the level of clarity & 
usefulness of information 
published online on Government 
policies, programmes and 
initiatives. 

 

Increasing reach and 
richness of services 

Develop insights to enhance e-services to customers. Work to integrate processes and services across 
organisational boundaries, including those of private sector entities, with the aim of minimising the number 
of interactions between customers and Government in completing their transactions. 

Develop proactive, user friendly, responsive and integrated e-services. 

Extend the reach of e-services. Anyone who wishes to transact online with the Government needs to be 
provided with easy and convenient access to do just that, regardless of whether he or she has the means 
to do so. We will also take advantage of our 100.8% mobile phone penetration rate to extend the reach of 
e-services to our customers.  

Increasing citizen’s 
mindshare in e-engagement 

Develop clear and useful information online in a vibrant and interesting manner. The Singapore 
Government Online Portal www.gov.sg – the gateway to all Government information and e-services - will 
have an improved look-and-feel, better content search facilities and clearer presentation of information on 
Government policies and services. 

Attract participation in online public consultations and feedback. We will provide separate consultation 
spaces for Businesses, Youths and Overseas Singaporeans in the Government’s one-stop, interactive 
Online Consultation Portal for national issues and policy proposals (www.feedback.gov.sg).  

Enhancing capacity and 
synergy in Government 

Create synergy through shared data, processes and systems. The Singapore Government Enterprise 
Architecture (SGEA), a blueprint to identify potential business areas for inter-agency collaboration, will 
lead the way to reap greater efficiencies. It will also set data and application standards to facilitate sharing 
of information and systems across agencies. An instantiation of SGEA would be the consolidation of 
common Finance and Human Resource services to public agencies under VITAL.org - Centre for Shared 
Services to bring about greater economies of scale for the public sector. 

Enrich public officers’ work experience through innovative use of infocomm. Infocomm will also be 
exploited to transform the way public officers work, and to create solutions that address the common 
challenges they face. For example, we can leverage on mobile technologies to allow officers to work from 
anywhere and deploy collaborative desktop tools to support work across departments and agencies. By 
2010, a service-wide Standard ICT Operating Environment (SOE) will also be implemented to derive 
significant cost savings while enhancing operating efficiency. 

Foster innovative exploitation of infocomm in the public sector.  

Enhancing national 
competitive advantage 

Enhance economic competitiveness through sectoral transformation. 

Collaborate with the infocomm industry in iGov solutions. At the industry level, we will facilitate the growth 
of the private sector through partnerships in innovative Infocomm projects. Public agencies will collaborate 
with the Infocomm industry in the co-creation, development and export of iGov solutions. 

Showcase and promote iGov solutions. 

Source: iGov.sg (Singapore Government) June 2009 

 

http://www.gov.sg/
http://www.feedback.gov.sg/
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Annex 4 - Selected research findings re non-use of e-services 

Box 13. Australian Taxation Office: On-line client experience—research findings 

These findings reflect client experience (circa mid-2007)  as reported by external research for the ATO and 
provide an understanding of the expected client experience to enable analysis of the ‗gap‘: 
 
The current on-line channel client experience is:  

 Inconsistent, ad hoc, and ill defined: For example, the full range of return filing options are 
unavailable on preferred channels, and multiple channels are available for the same filing. 

 Inconvenient and complex: Clients are unable to interact ‗naturally‘, using their current office 
administrative systems, frequently having to resort to multiple-system interaction or print and post 
to satisfy their obligations and are restricted in terms of quantity /volume of electronic data able to 
be transferred between the client and the Tax Office. The majority of on-line transactions or 
interactions are not real-time / near-real-time, & do not provide certainty, and the registration & 
sign-on process is long & complex compared to the other non-government experiences e.g. banks. 

 Not personalised/differentiated: Options are not customised and personalised to accommodate 
particular requirements/ preferences, and have limited individual pre-population data ‗already 
known‘ by the government. 

 Expensive: There continues to be excessive rework by both the Tax Office and clients as a 
consequence of post-filing exceptions and there continues to be minimal services provided /filed on-
line; the Tax Office continues to be stretched so we struggle to focus on providing better service on 
preferred channels. 

 

Source: Internal ATO report (provided for survey purposes). Some of the shortcomings identified have since been rectified. 

 
Box 14. UK HMRC: The barriers to filing on line 

These verbatim findings were extracted from research conducted in late 2007 on behalf of the UK HMRC to 
ascertain the current barriers to on-line filing for VAT, CIT and PIT and in-year PAYE customers and to 
identify strategies for overcoming these barriers:  
 
The barriers: Barriers to online filing options tended to be either perceptual or practical. 

Among these perceptual barriers, familiarity and comfort with existing habits and routines of paper filing was 
most important. For customers who had been filing this way for a long time, their system for doing so was 
familiar to them and relatively efficient. The concern many raised was that any new system would require a 
significant effort to adjust to without offering substantial advantages.  

Those who have never used online filing found it hard to imagine how the process would work in practice, and 
how similar it would be to the paper forms they felt familiar with. Furthermore, many customers were 
concerned that online services may not be fully reliable or secure and assumed this would also apply to 
HMRC online services. Even for those who were relatively optimistic about using online filing were easily 
diverted from making the switch from paper returns. In these cases, customers felt the actual process of 
registering for the service, waiting for a PIN and becoming familiar with the site was too much effort and 
anxiety on top of standard tax deadlines.  

Finally, there was a core of customers who faced real & significant practical barriers to adopting online filing 
services. Those individuals and businesses without IT access or the skills to navigate online filing tended to 
describe similar concerns and perceptual barriers, but also faced the prospect of financial outlay and having 
to train staff to be able to use this system; a process which many said they would be reluctant to undertake. 
 
Delivering online solutions: Of utmost important was that the security measures in place to protect 
their personal details would be stringent & in line with those used by other organisations which promoted 
online transactions such as banks & building societies. PINs, passwords & the logo of a padlock were all 
mentioned in relation to this. In addition, there was also an expectation that online tax returns would be 
tailored to their needs with only questions relevant to their circumstances being asked & that these would 
be written in plain English.  

In terms of how to encourage customers to file online in the future, participants spontaneously mentioned a 
number of suggestions. In the first instance, they wanted the online form to look and feel as similar to 
the paper return as possible, by using a similar language and design regarding the sections relevant to 
them. It was thought this would provide reassurance and help build confidence, especially among those that 
were less confident regarding IT and interact less regularly with HMRC.  
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Many were also keen that the Department provided customers with reassurance. This spanned from 
acknowledging receipt of returns through to communicating about HMRC‘s systems‘ ability to cope with 
customers interacting with it in this way. Linked in with this, some business customers and agents suggested 
that HMRC provides proactive support such as workshops to help build levels of confidence among those 
not used to working online. Finally, a few believed that HMRC should offer incentives to customers to 
encourage them to file online, given the savings that it was perceived that the Department would make.  

Participants generally reacted positively towards HMRC‘s potential solutions to encourage people to file 
online. In particular, help with the registration process and the provision of face-to-face and 
telephone advice were all ideas that were well received. There were, however, concerns about some of the 
suggestions. Some queried whether HMRC would have the resources it needs to effectively run workshops 
and seminars while there were worries that providing 24 hour telephone support in January only would result 
in people delaying submitting their tax return. They felt that this, as a result, would place undue strain on 
HMRC‘s computer systems. There was also resistance to accessing computers in other 
organisations such as UK Online. Not only were levels of awareness about these organisations low but, 
furthermore, there were concerns about the security of their data being submitted via a third party location. 

 

Source: The Customer Experience of On-line Filing (Research Study conducted for HMRC) April 2008—see 
http://www.hmrc.gov.uk/research/report61.pdf 

 

Box 15. United Kingdom—Use of Accounting Software Systems for VAT & CIT Filing 

These verbatim findings were extracted from external research of some 1,200 businesses commissioned by 
UK HMRC into the extent and nature of the use of computerised accounting by businesses to meet their VAT 
and CIT obligations. With the proposed introduction of compulsory online filing in 2010 for all new VAT 
registrations, & for current VAT registered businesses with a turnover of £100,000 or more, the research also 
examines businesses readiness to migrate to a more ‗hands-off‘ & electronic method of submitting returns. 

Electronic capabilities: Most, but not all, businesses have access to a computer and to the internet, 
although there is variability by industry type. In the context of plans for compulsory online filing of VAT and 
Company Tax returns, consideration will have to be given to the minority, nearly one in ten, who do not 
currently have access to online resources and skills. 

VAT administration: There are few indications that businesses have difficulty with VAT administration. 
Just 6% overall said they found it difficult undertaking administrative tasks for VAT returns. Use of a third 
party / agent for VAT tasks is common, but only to the extent that about half of businesses say they use an 
agent. Just 16% use an agent for all their VAT tasks, with considerable variation by industry category. 

Use of Accounting software: A high proportion of businesses use some form of computerised 
accounting software to prepare their VAT returns. An accounting software package is used by 35% of these 
organisations, 17% use a spreadsheet, & 25% use a paper/manual method of accounting. (The remaining 19% 
use an agent or third party and 4% did not know). Of those not using an agent/third party and using a 
computer for business, the use of an accounting software package varies from 22% among sole proprietors 
and nearly half of smaller organisations to 90% in larger organisations.  
 

VAT accounting software functionality: Accounting software packages, when used, reduce the 
administrative burden of VAT related tasks (especially maintaining VAT records and calculating VAT figures) 
for the majority of respondents. The exception is ‗submission of VAT return‘ where for 50% of respondents a 
software package makes no difference to the administrative burden & for the other half it reduces the burden.  
 
There is a marked difference between awareness of, access to and use of the following two functions available 
in accounting software packages: 1) The function to automatically calculate VAT return figures; and 2) The 
function to submit VAT return figures directly to HMRC using XML. 76 per cent of respondents are aware 
that they can purchase accounting software which will automatically calculate VAT return figures. Among 
businesses who use an accounting software package and say that they are aware they can purchase one that 
will automatically calculate VAT return figures, most (81%) have access to such a package, and nearly all (91 
%) of those with one of these packages actually use the facility to calculate VAT return figures. There is 
therefore still a small proportion (10%) of those with access who choose not to use the facility as they prefer 
the manual method or don‘t know how to use the feature. Businesses that do not use a software package for 
VAT tasks suggested that HMRC should provide ‗guidance‘ (23%) with a few suggesting free software or 
financial incentives (14% and 5% respectively). 
 
Although the majority say they are unlikely to consider purchasing computer software to produce VAT return 
figures even if it had been tested by HMRC (57%), a third say that having software tested by HMRC would 
make them likely or very likely to consider buying it.  
 

http://www.hmrc.gov.uk/research/report61.pdf
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Awareness of software packages which submit figures directly to HMRC using XML is not high. Just under 
half (45%) of respondents overall are aware of software packages which submit figures directly to HMRC 
using XML. There is currently very little evidence of enthusiasm for the automatic submission of VAT figures 
using software packages. Among businesses that have software and are aware of software with an automatic 
submission VAT facility, fewer than half, 41 per cent, have software with the facility to submit online. Among 
respondents who have the facility, there is a very low take-up of online submission via XML: just 15% actually 
do use the feature. This equates to 1.5% of all respondents using the online submission via XML. However 
current HMRC VAT return submission statistics indicate that 0.1% of VAT returns are submitted via XML.  
 
The barriers to usage are the same as those preventing people from using the automatic calculation of VAT 
facility on their software: apathy and a preference for the status quo. Most prefer to submit the way they do 
now, and a few are concerned how it would work in the context of their existing systems and procedures, with 
some concerned about security or file corruption. 

 
Sources of advice on accounting software: The main source of information businesses turn to for 
advice on the appropriate software for their business is an agent (80%), then the internet, or business 
associates. At present, the HMRC website is not a source many would think of for advice on business software 
(2%). If HMRC want to be considered as a suitable information source for business software, then they need 
to communicate this to the business community. 
 

Online filing: With compulsory online filing will come an increasing use of computer software over the 
next two years. Most businesses who do not submit online stated that they are likely or very likely to consider 
using software to produce VAT returns figures once online filing is compulsory (73%). However, this result 
probably reflects the lack of awareness of the actual requirements for online filing. Amongst those who do not 
file online, but will consider it if made compulsory in 2010 their given preference for submitting VAT returns 
once online filing is made compulsory is online via the HMRC website, (54%). There is a need to educate and 
support businesses to ease this transition. It is suggested that HMRC provides more information about the 
options, possibly with training for online filing, a phone help-line, and free software or a financial incentive in 
return for saving HMRC work. 

 
E-invoicing: Electronic invoicing is used by a minority of businesses– just one in five (18%) claims their 
business makes use of e-invoicing, although again this varies by industry sector. 
 
CIT: Overall, there is a low use of accounting software packages for CIT, equating to 19% of those responsible 
for CIT in their organisations using an accounting software package for organising and preparing CIT return 
figures. Apart from a very general ‗more information‘ and a hopeful ‗free software‘, there are few useful 
indications from the quantitative research as to how HMRC might support businesses in moving to submit 
CIT returns online. As ever, businesses require more information, including a summary of benefits. 

Source: ‗The Extent and Nature of the Use of Computerised Accounting by Businesses to Meet VAT and Corporate Tax 
Filing Obligations‘ (Research Study conducted for HMRC) December 2008—see http://www.hmrc.gov.uk/research/comp-
research-report.pdf 

http://www.hmrc.gov.uk/research/comp-research-report.pdf
http://www.hmrc.gov.uk/research/comp-research-report.pdf
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Table 7. Australia—Why citizens are not using government e-services 

Issue Key findings Specifics of findings 

Why people 
who are 
internet users 
did not use it 
to contact 
government 

 

52% of those who 
use the internet 
did not use the 
internet or a 
mobile phone to 
access a website 
in their last 
contact with 
government 

Online option was not available or possible—28% said their 
contact with government was only possible in person (13%) or that an 
online option was not available (14%). 

Features of other service delivery channels—17% mentioned at 
least one feature related to other service delivery channels as a reason 
for not using the internet. The main issue mentioned was the preference 
for speaking to ‗real‘ person (16%). 

Access—12% mentioned access issues such as lack of familiarity with 
using the internet (7%). 

Website usability—9% mentioned website usability issues, with 6% 
specifically mentioning website navigation difficulties. 

Awareness—7% mentioned awareness issues, the most significant of 
which was being unaware whether the task could be done online. 

Reasons for 
unsuccessful 
attempts to 
find 
government 
information 
or services 
online 

 

25% of internet 
users report they 
had tried 
unsuccessfully to 
find government 
information or 
services online in 
the previous 
twelve months.  

 

4% of those who 
claim to be non-
internet users 
also tried 
unsuccessfully to 
seek these 
services online. 

The main reasons cited were that the website did not have the 
information that they wanted (43%) and that the website was too hard 
to use or understand (28%). Those who found the website too hard to 
use or understand were more likely to be trying to exchange 
information with government (35%) compared with those seeking 
(23%) or providing information (21%). A further 11% did not know 
where to find the website they wanted. 

The reasons why people were unsuccessful in using the internet to 
contact government are also influenced by their location and age. Those 
in rural or remote areas are more likely to say they do not know which 
department/agency/service to contact online (17% compared with 7% in 
regional areas and 6% in metropolitan areas). Those 65 and older are 
most likely to find the website too hard to use or understand (37% 
compared with the average of 28%). 

Broadband users are more likely to say their reason for an unsuccessful 
attempt was the information they wanted was not there (45% compared 
with 35% for non-broadband users). 

Reasons why 
contact made 
in person and 
not by 
telephone 

 

68% of people do 
not use the 
telephone to 
contact 
government. 

Telephone option was not available or possible—43% of people 
advised that a telephone option was not available or not possible: either 
their contact was only possible in person (37% compared with 26% in 
2007) or no telephone option was available (8%, down from 15% in 
2007).  

Usability of telephone—13% mentioned at least one usability issue 
as a reason for not using the telephone to contact government. 12% 
chose not to use the telephone because they had difficulty or disliked 
using an automated telephone system (5%), had difficulty in navigating 
a telephone menu (4%), or ―got bounced‖ from person to person (4%). 

Convenience—12% cited a convenience related reason for not using 
the telephone to contact government. 8% made contact in person 
because a government office was close by or because it was easier to do 
things over the counter. 

Process requirement—11% cited a process requirement as a reason 
for not using the telephone to contact government. The most common 
reasons why a process requirement prevented contact with government 
by telephone were the need to sign documents or forms (7%) or the 
issues were too complex for the telephone (5%). 

Source: ‗Interacting with Government: Australians Use and Satisfaction with e-government Services‘ (December 2008). 
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Box 16. Canada—Service Delivery in the Public Sector 

Government-wide surveys show that Canadians are increasingly using the Internet to satisfy their service 
requirements, most often as a source of government information, but in some cases as a channel of contact for 
transactional purposes. However the telephone remains the most common channel of contact among 
Canadians, for a variety of reasons, including personal preference, accessibility, complexity of service 
requirement or habit. 2006 data suggests that 60% of individual Canadians contacted government by 
telephone alone.21  Similarly, 2007 data found that the telephone is the principal channel of communication 
with the government for 42% of businesses.22 While studies show that Canadians increasingly indicate that 
they would contact government online, this often differs from what they actually do, which is contact 
government via telephone. This suggests that the telephone will continue to be an important channel for 
many Canadians, and that the mere availability of electronic service options may not be enough to motivate 
users to switch channels. 

Canadians‘ perceptions of government services, at all levels, are also improving. At the same time, their 
expectations for service continue to grow, in response to technology, industry innovations and comparisons 
with other service-based organizations. Canadians today expect at least the same type of service that they 
receive from private-sector organizations and continue to seek better service (i.e., service that is more 
accessible, convenient and timely yet secure), all through a variety of channels and to a certain standard. 
These expectations affect how CRA delivers services. 

Service delivery organizations are responding to these needs through a mix of service offering improvements 
and innovations that span technology, human resources, governance, accountability and management, and 
are underpinned by a more nuanced knowledge of the client base.  

Source: Internal report prepared by CRA as part of an environmental scan exercise for developing its Service Strategy. 

 

                                                 
21 Ipsos Reid. Government Service and Satisfaction: A Syndicated Public Opinion Study. Summary of 
Findings Volume 1. (October 2006). 
22 ERIN Research: Taking Care of Business (February 2007). 
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Annex 5 - Successful E-services: Case Studies Provided with Survey 
Responses 

1) Website design  
 

United Kingdom— Component Kit  (2008 Onwards) 

Description: HMRC‘s objective was to develop an approach to website process design to ensure applications 
consistently meet accessibility legal requirements and recognised standards. It took the e-services programs 
of the two former departments out of the IT arena and set them firmly in a customer focused context. 

HMRC extensively researched accessibility legislation and utilised industry best practice for web develop-
ment, and translated them into a very detailed description of standards. It collaborated closely with its IT 
providers and partners, and engaged its business stakeholders to develop and agree a set of standards for 
every aspect of web page design, which it expanded when new deliveries identified the need for a new 
component. HMRC developed a ‗Component Kit‘, providing a prescriptive set of instructions for building all 
online viewing features to ensure that it built consistency and obtained and used customer feedback to inform 
development of the kit.  

Who benefits? The component kit covers all applications under design, so it benefits all taxpayer segments. 

How the product has assisted taxpayers: The Component Kit has helped deliver a consistent online 
customer experience, increased customer confidence and trust in their ability to understand & navigate 
around HMRC transactions. 

Success factors: The Component Kit; 1) ensures components are designed and built only once, and new 
services are built in a consistent manner; 2) leads to quicker, more cost effective development of new services; 
3) leads to a faster & easier translation of process flow into online service development; and 4) is highly 
transferable & applicable to a range of web solutions. 

 
 

Sweden—Use of Web Analytics to Assist Website Navigation 
 
Description: The Swedish Tax Agency (STA) opened its first site in 1996. It was primarily developed for 
employees of accounting firms, professionals, etc. and journalists. A major restructuring and improvement of 
the site was made in 2004 to better meet user needs. The STA will in early 2010 launch a new site that 
includes a total of about 50-60 sub-projects. In the feasibility study (2007) for the web project proposed, 
among other things, a new data structure and new menus. Creating a user friendly website, where it is easy to 
find information has been an important goal in development. User involvement has been an important part in 
developing the new web. 
 
One of the project's first deliverables was to map all existing documents on today‘s site into the proposed 
menu structure. It turned out that many new areas did not fit in the old structure. Supplementation has 
therefore been necessary.  
 
During the feasibility study regular user testing was carried out, requiring some 6-8 people representing the 
target group for each service to be tested. User testing for entrepreneurs required specialists to conduct tests 
in people's own workplace. Other tests were made on the STA's premises. The tests consisted of two parts. The 
first part entailed background questions while the second consisted of 10-12 data areas where the subjects had 
find a service or answer to a question on the STA website. The tests had a test leader and an observer. 
 
Use of Web Analytics 
Faced with the continued development of navigation at Skatteverket.se, the STA chose instead to use web 
analytics to verify or reject our suggestions. Web analytics is a relatively new quantitative method that is still 
under development. It consists in measuring, collecting and analysing user data to understand and optimize a 
website based on targets and indicators. The method is fast and iterative. One can in a few hours verify or 
reject the ideas you have. New menu proposal has been tested using the new web analysis. 
 
The approach has been to ask users who are on a specific page at Skatteverket.se to give their opinion about 
where they think they can find the information in the menu to test. Users' commitment and willingness to 
help us to develop the STA's website has been clear. The test has a response rate of 12-13 percent. So far, 
about 20 000 people have participated in the test.  
 
The method has clear advantages over user tests: 1) cost- efficiency; 2) iterative and rapid; 3) testing the user 
with a high degree of commitment and understanding of the issues because they are on a page that deals with 
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the task; 4) provides an opportunity to get many variations of substructures and menu names tested; and 5) 
provides an opportunity to get many pages and services tested. The method also has some drawbacks: 1) tests 
are not controlled; 2) there is no opportunity for observation; and 3) a ―think-loud‖ method cannot be used. 
 
Even in this type of testing is it possible to provide background questions about the users. It has not been 
made, mainly for two reasons. The project has had limited time to perform tests and will be able to deepen the 
tests at a later stage if the results are ambiguous. So far the project has limited itself to testing the menu 
 
This project aims to assist all web users and it is clear that web usability has improved through 
citizen involvement in shaping the web. To date, the number of participants has been 20,000. 
 
2) Internet-based services 
 

Canada—Smart-links 

Description: SMARTLINKS helps taxpayers get the information they require, while contributing to its 
understanding taxpayer multi-channel usage, their behaviour decision processes, preferences and satisfaction 
in the context of an actual tax question. It works as follows.  

Taxpayers navigate the CRA Web site to find information. Smartlinks are strategically located within complex 
or high interest topics.  

 

 

Smartlinks provides taxpayers with direct access to a dedicated team of telephone agents in call centres across 
Canada. When a SmartLink is clicked, the taxpayer is linked to a Web form on the CRA Web site. The 
taxpayer is required to input the following information: 1) phone number (including area code); 2) timeframe 
for contact (immediately or 5 minutes from hang up); and 3) official language of preference. The taxpayer 
then submits the form using the ―Connect to an agent‖ button.  

An Interactive Voice Response (IVR) system known as Click-To-Talk (CTT) processes the information on the 
Web form and proceeds to: 1) Contact the taxpayer at the telephone number provided; 2) Contact the next 
available CRA telephone agent; and 3) Link the two parties together. A message indicates that the taxpayer 
has a call from the Click-To-Talk service. The taxpayer is provided with the option to accept or reject the call. 
If the call is accepted, the system contacts an agent. A message indicates that the agent is receiving a call from 
the Click-To-Talk (CTT) service (Click-To-Talk is displayed on Caller ID). Agents are provided with a 
reference number that corresponds to the CRA Web page where the taxpayer found the SmartLink. The 
taxpayer and the agent are now connected. Once the agent has responded to the taxpayer‘s question, the 
taxpayer is asked to participate in a survey. Survey data is fed back to web architects and authors in real-time 
and is used to gain insight into the effectiveness of specific web pages, improve agent training, and target 
outreach activities.  

Who benefits?  Individuals and businesses.  

How the product assists taxpayers and others: Smartlinks help both the client and the CRA. First, 
Web site users do not have to restate their enquiry from the beginning to a call centre agent. Second, with 
client feedback the CRA is able to streamline information, make its services more accessible, and reduce costs 
through the effective delivery of self-service options. The volume of usage of this capability provides clear 
evidence of its attractiveness to taxpayers and businesses. 

Success factors: Frequency of use by individuals and businesses and visits to SMARTLINKS PAGES 

 

Ireland—PAYE Anytime Service 

Description: Revenue issues 100% pre-filled Tax Credit Certificates to its 2.2m Pay as you Earn (PAYE) 
taxpayers. Revenue also provides employers with sufficient information to calculate the tax their employees 
pay. The amount of PAYE paid on income can be reduced by the application of tax credits. All tax credits are 
shown on the tax Credit Certificate. Where an employee has not claimed all the credits they are entitled to, 
they have overpaid their tax. 
 
PAYE Anytime service offers an online service for employee customers that provides an alternative to writing 
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to the Revenue to claim common tax credits and refunds, thereby replacing the need to handle and process 
this traditionally paper-based information. Information provided on line by taxpayers using this service is 
used to correct the amount of withholding by employers to their employees' incomes. 
 
PAYE Anytime initially involves a simple PIN registration process. Once registered, the self-service facilities 
enable PAYE customers to manage their tax affairs in a quick, free and secure manner and at a time that suits 
them best. PAYE Anytime is designed for ease of use and allows customers to: 

 View their tax record;  

 Claim a wide range of tax credits: service charges, union subscriptions and rent credit etc.; 

 Apply for refunds of tax including health expenses; 

 Update their address; 

 Declare additional income; 

 Request a review of tax liability for previous years; 

 Re-allocate credits; and 
 Track correspondence submitted to Revenue. 

Who benefits?  Individuals and employers.  

How the product assists taxpayers and others: PAYE Anytime offers customers an alternative to 
making annual PAYE Returns or writing to us to claim common tax credits and refunds, thereby replacing 
our need to handle and process this traditionally paper-based information. It has reduced the number of 
customer contacts through alternative channels (post, phone or personal caller to our public offices). It has 
eliminated the need for a customer service operator to: 1) input customers‘ personal information (bank a/c, 
change of address, phone no., etc); 2) process claims from customers for the most common tax credits; and 3) 
input details of additional income, etc.  

Success factors: Revenue maintains statistics on the numbers and percentage of customer contacts that are 
channelled through PAYE Anytime. PAYE Anytime (formerly PAYE self –service) was redesigned and re-
launched in May 2009. By the end of 2008, 14% of PAYE customers had registered for PAYE Self Service. 
Total PAYE self-service transactions increased by 63% year on year, to over half a million.  

 

Chile—e-invoice system and (pre-filling application) 

Income from professional or other independent services rendered by individuals is taxed at a progressive rate 
of 0-40%, subject to annual self assessment by taxpayers. Partners of companies formed by individuals for 
the sole purpose of providing professional services are also subject to this tax regime, unless the company 
chose to be taxed as a business and pay the business profits tax. Under the tax law, 10% of the fees for 
independent personal services must be paid as a provisional tax, in the month following the payment of the 
services. If the payer is a municipality, a fiscal institution, a juridical person or a taxpayer performing 
business activities, the payer must withhold the 10% provisional tax and pay it to the General Treasury; 
otherwise, the provider of the service is required to pay the 10% provisional tax, along with the monthly filing 
of tax returns. Service providers can credit the 10% tax withheld against the income tax due on its annual tax 
return. 

The Chilean Tax Code authorizes the Tax Administration (SII) to require from taxpayers the issuing of 
invoices in respect any income, transaction or transfer on which base a tax is assessed. According to this 
provision, the SII has issue the following rulings: 1) Res. Ex. N° 1414/1978 requires individuals or companies 
formed by individuals for the sole purpose of providing professional services to issue an invoice when 
providing professional or other independent personal services. This requirement applies even if the company 
has opted to be taxed as a business: and 2) Res. Ex. N° 551/1975 requires business taxpayers to issue an 
―invoice for the services received‖ when paying for independent personal services to individuals who: a) 
render those services sporadically; and b) do not have the resources to issue invoices themselves. (NB: As 
independent personal services are not taxed with VAT, invoices issued for professional or other type of 
independent personal services only have effect for income tax purposes and not for VAT purposes.) 

To facilitate the issuing of invoices for professional services and other independent personal services (EIS), in 
2004 the SII set up a web application for the electronic invoicing of services fees. The strategy was to provide 
taxpayers with a user-friendly website that would allow them to issue invoices that carry the same legal value 
that invoices issued in paper and which offers high standards of information security. The SII call centre was 
been given the task of assisting taxpayers with the use of the web site.  
Rulings of the SII regulating electronic invoicing are Res. Ex. 83/2004 and Res. Ex.112/2004. 

Features of EIS application:  

The EIS application allows service providers to issue invoices electronically: Service providers can issue 
invoices themselves, using their own password, or authorize a third party to issue invoices on their behalf, 
using their own password. In both cases there is the option of using the data of the recipient of the invoice 
saved in the system from previous transactions.  
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Electronic invoices are correlatively numbered and each invoice has an exclusive encrypted barcode which 
incorporates the most important data of the invoice. The invoice must (i) identify the issuer: name, tax ID, 
address, occupation, phone and fax number. In the case of companies that have opted to be taxed as 
businesses, it must inform such circumstance; (ii) services fees, tax withheld by the payer (as the case may be) 
and net amount due; (iii) identify the recipient of the invoice: name, tax ID and address. If, after entering the 
recipient‘s tax ID, the system recognizes him or her as a registered taxpayer, there is no need to enter its 
name as it will be shown automatically; (iv) date of the invoice; and (v) nature of the services rendered. The 
EIS application requires the issuer to inform if the 10% provisional income tax will be paid by him/her or 
withheld by the payer, as required by law. Invoices issued are automatically sent by e-mail to the recipient 
(payer of the service), as a PDF attachment. 

Authorization given to third parties to issue invoices on behalf of the taxpayer expires in one year and can be 
terminated at any time by the taxpayer, through the web site. 
The EIS application allows taxpayers to annul electronic invoices issued, under certain conditions relating to 
the date and amount of the invoice. 

Taxpayers are offered monthly and annual summaries of invoices issued by them or on their behalf. They can 
download these reports into their own computers; check on-line all electronic invoices issued; print those 
invoices and re-send them by e-mail to their recipients. Recipients of electronic invoices are offered monthly 
reports of all invoices addressed to them. These reports can be used as a record of payments made and taxes 
withheld to service providers and can be downloaded into the taxpayer‘s computer. Third parties are allowed 
to check the validity of electronic invoices and obtain a ―simply‖ copy of the invoice, which do not have the 
value of an ―original‖ copy. Issuers and recipients of electronic invoices are not required to keep copies of the 
invoices issued/received (electronically or in paper), since they can always access them at the SII web site.  
 
The EIS application allows business taxpayers to issue electronic invoices for services received from third 
parties: Invoices are also correlatively numbered and each invoice has an exclusive encrypted barcode which 
incorporates the most important data of the invoice and includes the date and hour of its issuance. Taxpayers 
can issue invoices one by one or, if they regularly have to issue invoices for services received, they can obtain 
an authorization from the SII to use an especial feature of the web application that speeds up the process 
(―emisor masivo‖). In the latter case, taxpayers are only required to maintain electronic records of taxes 
withheld, but nor paper records. 

Invoices for services received must include the following information of the issuer: name, business activities, 
tax ID, address of the principal seat of the enterprise and of the branch that issued the invoice, telephone and 
fax number. The next information is also needed: name, tax ID and address of the recipient (service 
provider), date of the invoice, nature of the service and services fees, tax withheld, net amount due. The issuer 
must hand out a printed copy of the invoice to the service provider or send him an electronic copy. 

Issuers are offered monthly and annual summaries of invoices issued. Recipients of invoices are offered 
annuals reports, indicating the amounts received each month as payment for services and the amount of the 
income tax withheld. 
 
The EIS application eliminates the need of taxpayers to go to a SII´s office in order to obtain authorization 
to issue new invoices and to print invoices in paper: As the authorization of invoices is done automatically by 
the system, the processing time has been reduced from approximately 10 days to 0. Additionally, it is 
estimated that the reduction in the use of paper amounts for about 50 USD per year per taxpayer, resulting in 
a reduction of costs of aprox.2.000.000 USD annually (considering 400.000 taxpayers using the application 
in 2008).  

Recipients of electronic invoices can check on-line the authenticity of the copies of the invoices received, by 
accessing the original invoices saved in the system (in format html) or checking and downloading to their own 
computers a copy of the original invoice (in pdf format).  

The information provided in electronic invoices is saved in the system and used by the SII to produce pre-
filled annual tax returns. For individuals rendering independent personal services, the SII is able to offer fully 
pre-filled tax returns.  

The use of the EIS application has increased significantly since its launch: In February 2005, 56,000 
taxpayers issued 165,000 invoices using the EIS application. In December 2008, the application was used by 
400,000 taxpayers, who issued 900,000 electronic invoices. Over the last three years, this application has 
been used by nearly 90% of new self-employed individuals. A complete description of the rules governing the 
issuing of electronic invoices can be found at: http://www.sii.cl/boleta_honorarios/  
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Slovenia’ s VIRTUAL TAX ASSISTANT – VIDA 

Background: The Tax Administration of the Republic of Slovenia made the decision to invest in an 
information system to enable taxable persons and other users to access the most frequently asked questions, 
explanations and tax forms. The decision to set up this system arose on the basis of an overload analysis of 
officials working in information tax offices. The analysis showed that the most frequent questions are simple 
and repeated. Officials in information offices had to be familiar with most tax legislation issues. At the same 
time, experts from different tax domains needed to be present to answer difficult questions. The heavy 
burden of frequent and repeated questions made the officials apathetic, whereas experts already burdened 
with heavy workloads became even busier dealing with such questions. This investment into the support 
information system to help users allows realisation of important strategic objectives of the Tax 
Administration: access to information for taxable persons outside of working hours, optimisation of work and 
a reduced burden on officials in information offices.  
 
Description: VIDA provides functionalities of support to taxable persons at the first level. The first level of 
support represents the information to the most frequent questions and answers from the domains included in 
the knowledge database. Specifically, VIDA provides the following functionality: 
 

 VIDA has its own personality and animation;  

 VIDA provides taxable persons with expert answers from key tax domains; 

 VIDA provides redirection within the communication channel from the first level of support to the 
second level of support. Functionalities of second level support are carried out by clerks in tax 
information offices during working hours;  

 VIDA uses a single knowledge database, regardless of which communication channel is used. The scope 
& form of the answer must be adjusted to the type of communication channel used; 

 VIDA is available 24 hours a day, every day; 

 VIDA can receive questions via several communication channels (i.e. a web channel, a web chat room, a 
voice channel via telephone or VoIP, or a message (email) channel). 

 
VIDA is shown in a special "dialogue window" as a graphical image of a woman  
with synchronised animation of the head (mouth, eyes, head position, etc.). It 
provides a friendly image that encourages a user to continue the dialogue. These 
animations reflect VIDA‘s serious and professional attitude. The animation is 
restrained, calm and does not show emotion. 

 
As a virtual tax assistant, VIDA aims to help users by providing them with simple 
& quick answers to tax questions. As VIDA uses artificial intelligence techniques, 
it is capable of recognising a question in terms of substance (it includes grammar rules, synonyms, slang 
words, phrases, etc). It can answer questions with answers prepared beforehand in the knowledge database. 
Answers can be given in the form of text, audio, an SMS, a presentation of a website, etc. It is important that a 
question is formed with simple words. Therefore, it is essential that a user always receives the same answer 
regardless of the communication channel, since the same database of answers is provided for all forms of 
providing information. 
 

Benefits: After 2006, the first year of using VIDA in the area of income tax, there were major changes in tax 
legislation in the area of income tax. VIDA‘s introduction led to several important synergies. There were more 
satisfied users, obtaining the information they require about changes to the income tax. It unburdened 
officials in information offices, freeing them to answer citizens' questions on tax which VIDA is unable to 
answer resulting in even more satisfied users. VIDA‘s available information is always reliable and users are 
provided with the same answer each time they ask a similar question (there are no misleading, insufficient or 
incomplete answers). VIDA provides information to users who would never make in-person inquiries at a tax 
office. By connecting to the back-office system, a user can be provided with the most up-to-date information 
(e.g. about when he or she will receive tax assessment decision). And by creating VIDA, the administration 
has significantly contributed to its strategic orientation of being a 'User-friendly tax administration'. 
 
In 2008, VIDA can provide information from all tax domains. The Tax Administration decided to offer users 
easy access to all explanations, brochures and forms published on the Tax Administration‘s websites. This 
service was entitled "intelligent browser". Based on simple questions, key words and the most frequently 
asked questions, VIDA can offer quick access to all published explanations and tax forms. Additional 
synergies have come from using published brochures about individual tax domains (taxes). Brochures 
additionally offer to taxable persons simple explanations of tax issues. A simple link from VIDA to existing 
websites provides us with better and easier accessibility to published information. We have ensured our 
objective of making involvement in designing websites even more accessible. Access to all published 
information on the Tax Administration‘s websites has remained unchanged. 
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France—cadastre.gouv.fr 

Description: Allows any individual to navigate in a map representing the official land registry (free service). 
The user can also download an electronic version of the map representation of the land registry of a 
geographic area or order a paper version of it (subject to charges). See (cf. http://www.cadastre.gouv.fr/).  

(An additional service in this area (i.e. PATRIM), to be developed in the next 3 years, will allow individuals to 
evaluate a real estate property by providing them with the prices of similar real estate recently sold in the 
same geographic area. This should improve their compliance with the patrimonial tax. ) 

Who will benefit? Individual owners. 

How the product assists taxpayers: Assists taxpayers in their real estate projects (building a house, 
selling, buying, dividing a property, etc). 
 

Sweden— Tax Agency e-service to support obstetric clinics 

Description: The population register is administered by the Swedish Tax Agency. A person must notify the 
Tax Agency if, for example, he/she wants to report a change of address, change their name or get married. 
Most people who are born in Sweden or move to Sweden are registered in the Swedish population register. A 
person remains in the register until the day he/she moves abroad or dies. Many civil rights and obligations 
are depending on where in Sweden you are registered. In August this year a new e-service to notify the birth 
of a child came into operation. The service will be implemented gradually. Eventually, all midwives in 
Swedish hospital obstetric clinics will be able to connect with the Tax Agency and via the automated e-service 
to report a birth. As a result of the report of a newborn the Tax Agency will immediately return the newborn 
baby‘s personal identity number to the hospital. 

Who will benefit? Hospitals and the revenue body. 

How the product assists users: The new e-service makes it easier and safer for hospitals to identify 
newborns. Instead of giving the newborn a hospital id-number while waiting for the official personal identity 
number they get the official number within 60 seconds. With the hospital id-number it is easy to make 
mistakes and mix up the information of a newborn, especially when the newborn needs immediate special 
care at another ward. Even the Tax Agency will benefit from this new e-service, since it will result in fewer 
manual personal identity numbers to allot. 

Success factors: The quality of the allocation of personal numbers has increased. 

 
USA—E-services Product: Where’s My Refund 

 
Description: Refund information for the most current tax year that the taxpayer filed a return. 

Who benefits? Individual taxpayers. 

How the product assists taxpayers: Provides taxpayers with the ability to check the status of their tax 
refunds. 

Success factors: In fiscal year 2007 there were 32.1 million completed inquiries, in 2008, some 39.1 
million, and in 2009 (year to date), some 52.6 million inquiries. 
 
 
3) E-payments 
 

Austria—E-payment of Taxes via FinanzOnline (PAY-FON) 

Description: Tax payments are paid by individuals and companies (taxpayers) using payment slips 
presented at banks. Taxpayers have a right to decide which taxes they would like to pay. On the slips, the 
taxpayer also states which self-assessment taxes (e.g. VAT, wage tax) the paid in amount should be calculated 
at by the revenue body (billing instructions). For a large number of taxpayers (65%) this information is 
compiled by an authorised tax consultant and is forwarded to the taxpayer in the form of a payment slip. The 
tax offices are sent a copy of this payment slip by the bank for every payment received, the details from which 
must be manually entered by staff into the revenue body‘s computer system. Only then can the taxpayers‘ 
billing instructions be followed. The current process contains several changes in format (IT to paper or paper 
to IT). Compilation errors as well as misinterpretations result in a waste of time, and queries with taxpayers 
and/or banks. This causes high costs for all parties & taxpayer dissatisfaction. 

Introduced in July 2008, the PAY-FON project aims to create a solution which links benefits for citizen 
(business benefits) with administrative savings (budget savings). Disadvantages of the previous process for 
citizens and companies should be removed and the solution should not incur any additional costs for 

http://www.cadastre.gouv.fr/
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taxpayers and tax consultants. Effective savings for the budget should be achieved for the tax administration. 
There should be a reduction in paper applications, changes in format, manual entry processes, entry errors, 
time wasting and queries should be prevented. 

Who benefits? Individuals and businesses. 

How has the product assisted taxpayers and others? The anticipated rate and nature of savings by 
the use of PAY-FON have occurred. By individuals and companies as well as bay the tax consultants and the 
tax administration each e-payment makes a contribution to lower costs. The pre-calculated economization of 
any payment by using PAY-FON has completely occurred. By using PAY-FON quality of data has escalated, 
there are much less interpretation errors. Red tape is cut and taxes are paid quicker otherwise transparency 
about the account status has become much better for the taxpayer and the tax consultants. 

 
4) E-filing/pre-filling/records management  
 

Canada’s-Special e-filing and pre-filling service for senior citizens 

The CRA offers a phone service enabling a form of e-filing that also incorporates an element of ―pre-filling‖. 
Some 270,000 senior citizen taxpayers are given the opportunity to file their personal income tax using a 
touch-tone telephone. It only requires taxpayers to identify themselves and answer a few ‗yes/no‘ questions. 
During the subsequent assessment process, the taxpayer's income will be included automatically using third-
party information already held by the CRA. As well, the taxpayer will be automatically given the basic 
personal allowance, the age allowance and, if applicable, the disability allowance. Thereafter, taxpayers 
receive a normal notice of assessment. 

 
Finland. Tax Return Online 

Description: Tax Return Online (VIV) combines the best practices in the Finnish way to tax citizens. The 
Finnish Tax Administration (FTA) collects data electronically at the source: 95% of the data that employers 
and other third parties report comes in an electronic form. With its in-house procedures, the FTA is able to 
offer customers their tax return as complete as possible. The customer only needs to check the information 
entered by the FTA and fill in the missing items. If the information is already correct and complete, then that 
is all there is to it: the tax return has been filed. If there are errors on the form, the taxpayer corrects them and 
files the corrected form. Annually, only 29 % of the FTA‘s customers (1.4 million out of 4.8 million) make any 
corrections on their tax return.  

The pre-filled tax proposal has already reduced the compliance burden of millions. In recognition of this, 
Prime Minister awarded the pre-filled tax return in 2006 as one of the major information society innovations. 
Customers thanked the FTA for saving them significant amount of time.  

In spring 2008 it was possible for the first time to make some of the corrections over the Internet. 28 % of the 
target group then took their chance. Thank you notes poured in. This year, the FTA expanded VIV to the 
extent that already half of our annually filing customers (1.4 million) were able to complete their whole filing 
over the Internet. Potentially, 1 million customers could file their taxes solely in the web.  

Who benefits? Salary earners and pensioners. 

How the product assists taxpayers: Most of the information is already presented, mostly correct. Only 
the balance needs to be corrected, and a large part of the remainder can be corrected in the web. 

Success factors: Only 30 % of the customers needed to file their tax return. 27 % chose to do so in the web. 
58 % of the feed-backing VIV users wanted to thank the service. VIV enabled savings of 1,135 million € in 
2009, according to the preliminary calculations. This includes salaries and postage fees. 

 
Mexico—DeclaraSAT system (for tax return preparation) 

Description: Service to fill income taxes electronic format (including related taxes IVA, IDE, IETU and IA), 
with automatic tax calculation, internet-based presentation and ability to follow process state. 

Who benefits? Taxpayers subject to the PIT. 

How the product assists taxpayers: This is an intuitive application that simplifies the capture of data, 
use pre-filling of taxpayer data; the taxpayer doesn‘t need to be a tax expert or hire a consultant to determine 
their taxes. It reduces the time spent on the capture and presentation of information and eliminates errors in 
capture. The tax return may be authorized and paid automatically in periods of up to twenty days. 

Success factors: In 2003, 5% of total operations were processed by the Internet. In 2009, 97% of total 
operations were processed by the internet 
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Norway— Internet solution for declaration of taxes for both businesses and citizens 

 

Description: The internet solution for declaration of PITs has provided the users with a high quality, user-
friendly electronic service. The Norwegian Tax Administration wanted to extend this service also to small and 
medium businesses (CITs). The solution provides the user with a high degree of pre-filling. The user can 
choose between a web interface or third party software for tax calculation and filing (mostly used by 
businesses), or a combination of the two (most common). Version 1 for citizens was delivered April 2005 and 
Version 2 for small and medium businesses delivered April 2008. 

Who benefits? Citizens, small and medium businesses (not corporate businesses). 

How the product assists taxpayers: 

  Seamless integration between main- and sub-forms  

 Automatic transmission of data from sub forms to main form.  

 Summation and calculation.  

 Pre-filling and a more user-friendly interface for web users. 

Success factors: 

Qualitative: These include; 

 Pre-filling of forms (time spent on filing, quality of data) 

 Integration between the main form and sub-forms (time spent on filing, quality of data) 

 Integration with third party software for tax calculation and filing (time spent on filing, quality of data). 

Quantitative: Most taxpayers use this solution. There has been an increase in number of filed PITs due to the 
possibility of ―silent acceptance‖ (since 2008). Approx. 74 % of businesses send the data directly into the 
internet solution from their third party software solution. 

Filed returns 2008 (fiscal year 2007): PIT—1 million; and CIT—194, 000. 
 

Singapore— No-Filing Service (full implementation for 2009 assessment year) 

 

Description: The No-Filing Service (NFS) covers employee taxpayers who only have auto-included salary 
and claim standard reliefs that can be pre-filled. 

Who benefits? Employee taxpayers with no additional income sources and no changes in relief claims. 

How has the product assisted taxpayers: Their tax filing obligation is eliminated and hence the NFS 
reduces their compliance costs. 

Success factors: 70% of the 500,000 taxpayers under the NFS scheme did not make changes, a good 
validation of its success. 

 
Spain- Personal income tax pre-populated tax return 

 
The Spanish Tax Agency´s efforts over more than twenty years to assist citizens in the submission of their PIT 
return culminated in the pre-populated return for the 2002 fiscal year Campaign. 

The issue of pre-populated returns means, on the one hand, that the AEAT trusts the quality of the 
information in its possession and, on the other hand, that it can anticipate the PIT return of most taxpayers. 
This instrument must be considered a service to taxpayers the objective of which is not infallibility. The pre-
populated return cannot be extended to all taxpayers since the AEAT does not have complete information for 
some types of gains or revenues. Moreover, it is the responsibility of taxpayers to verify the accuracy of the 
data contained in the pre-populated return before confirming it. Lastly, taxpayers are provided with other 
assistance mechanisms, such as the above-mentioned aid program. But, on the whole, we can affirm that 
those taxpayers most in need of assistance receive a pre-populated PIT return that they can confirm without 
modifications. 
 
The pre-populated return is considered to be the flagship assistance service of the AEAT. Therefore a report 
on the whole project was submitted for the Call of the Prize to Best Practices in Public Services 2008 
of the Spanish Ministry of the Presidency. The AEAT has been awarded with the first prize for this project, 
which has just been published in the State Official Gazette of 13 October 2009.   
 
Milestones of the PIT pre-populated return 

1. Campaign 2002: Pilot with the issue of 1.5 million letters offering the possibility to obtain a pre-
populated return. From them, 547,431 taxpayers requested the return and 156,432 confirmed and 
submitted it. 



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

 107 

2. Campaign 2003: Extension to all taxpayers upon request. 

3. Campaign 2004: Improvement of letters to taxpayers offering the service. 

4. Campaign 2005: This included the possibility to subscribe to a mobile alert service that informs of 
the availability of the pre-populated return and the automatic generation of a pre-populated return 
in case of request of appointment for the preparation of the PIT declaration at the local offices. In 
this way, the taxpayer can confirm the pre-filled return already prepared for the appointment, which 
saves time and costs both for taxpayers and the Tax Administration. 

5. Campaign 2006: Possibility to totally process on-line the pre-populated return. 
 
Request of the pre-populated return 

Taxpayers may simply tick a box in their return to ask for the pre-populated return the following year (or 
certificate of fiscal data if not applicable). If they have not done that, the can still ask for it during the PIT 
Campaign by internet, telephone, walk-in services, etc. 

Submission of the pre-populated return 

The pre-populated return can be submitted in many ways: by telephone, the internet, walk-in offices, SMS, 
financial institutions and other entities collaborating with the AEAT or cash dispensers. Only correct pre-
populated returns can be submitted. In case of modifications a new pre-populated return is produced by the 
AEAT and sent to the taxpayer for its submission. 
 
Communication strategies 

In order to boost the use of the pre-populated return and do it more consumer-friendly, several 
communication strategies are used during each year‘s PIT Campaign. These include the issue of informative 
letters and brochures along with the return, broadcasted advertisements or information on AEAT‘s website. 

Some facts and figures 

PRE-POPULATED RETURNS ISSUED  
Year Issued 

(1) 
Increase Increase 

(%) 
Confirmed 

(2) 
Increase Increase 

(%) 
% 

(2)/(1) 
2002 
(pilot) 

547,431   159,505   29% 

2003 4.362.853   1,538,053   35% 
2004 7,455,899 3,093,036 71% 2,875,194 1,337,141 87% 39% 
2005 9,337,960 1,882,071 25% 4,199,451 1,324,257 46% 45% 
2006 10,539,789 1,201,829 13% 5,385,666 1,186,215 28% 51% 
2007 12,737,918 2,198,129 21% 6,632,148 1,246,482 23% 52% 

 
TOTAL NUMBER OF RETURNS SUBMITTED 
 

Year Total number of PIT 
returns (including 
pre-populated)   (1) 

Number of pre-
populated returns 

submitted   (2) 

% 
(2)/(1) 

2003 15,508,657 1,538,053 9,92 
2004 16,189,692 2,875,194 17,76 
2005 16,981,230 4,199,451 24,73 
2006 17,788,013 5,385,666 30,28 
2007 18,733,702 6,632,148 35,40 

 
These charts show that the number of pre-populated returns issued and confirmed have been increasing year 
to year. In the PIT Campaign 2007, 62% of taxpayers were delivered a pre-populated return. If we add to this 
the certificates of fiscal data, 89% of taxpayers received either a pre-populated return or a certificate of fiscal 
data in the 2007 Campaign. 
 
Conclusions and future improvements 

The pre-populated return greatly facilitates the obligation of taxpayers to submit their PIT return. This is 
confirmed by three facts: 1) The figures and trends described above; 2) The opinion of taxpayers in polls and 
studies made by the AEAT; 3) The prize that has just been awarded to us on Best Practices in Public Services 
2008. However, the AEAT continues to look for new ways of improving the services and, specifically, the pre-
populated return. In this line, the latest efforts are focused on the improvement of the accessibility to its web 
pages and the compatibility of the applications 
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South Africa—Online Personal Income Tax 

Description: In May 2007 SARS embarked on a programme to transform the income tax process from a 
complex, paper-based and labour-intensive process to a simplified, automated and electronic one. The 
motivation behind this endeavour was two-fold: firstly, to reduce the costs to both SARS and taxpayers of 
meeting income tax obligations and secondly, to enhance the ability of SARS to effectively ensure the 
compliance of taxpayers. This is in line with SAR‘s approved strategic direction to modernise operating 
capabilities through automation to enhance efficiency and to release resources to focus on meeting its 
mandate of sustained revenue collection, trade facilitation and border protection. 

Over the past 3 years, SARs has been able to increase the number of registered users from ±500k at the end of 
2006 to just over 5m at the end of 2009 – an increase of ±1000%. The number of returns submitted has 
increased from ±1.5 m per annum in 2006 to ±7 m in 2009 – an increase of ±500%. The assessment amounts 
processed by e-Filing have risen from ±R100 bn in 2006 to ±R382 bn in 2009 – an increase of ±375%. The 
percentage of e-Filed returns to total returns has increased from ±8% to ±44% and the percentage of 
electronic assessments to total revenue has increased from ±24% to ±61%. At the same time, an independent 
survey – Tax Season 2008 - has shown significant improvements in taxpayer satisfaction.  

Who benefits? Personal income taxpayers and employers. 

How the products assist taxpayers and evidence of success : Major successes to date include: 1) 
materially improved services levels to tax payers; 2) refunds are processed substantially quicker; and 3) 
material reduction in cost (incl. time) of compliance for tax payers. 

The use of the various e-Filing channels has grown in the last year, not only in respect of submissions of 
returns, but also in respect of payments made: 

 Value of e-filing payments by companies has grown to R39.1billion, an increase of 67% year on year. 
 

 The total value of payments for CIT, PIT, Trusts, VAT and PAYE now amounts to ±R226 Billion. 
 

 Quality has increased and turnaround times are improving dramatically due to a combination of form 
customisation, e-Filing, pre-population and the lower volumes of paper returns processed. 

 
Most taxpayers received their assessments significantly faster than before and average turnaround times 
continued to improve: 1) 2006: average turnaround time— 45-55 days; 2) 2007: average turnaround time— 
20-30 days; and 3) 2008: average turnaround time—10-20 days. 
 
Returns assessed quickly improved dramatically: 1) 2006: 1% within 48 hours /3% within 10 days; 2) 2007: 
32% within 48 hours/40% within 10 days; and 3) 2008: 63% within 24 hours/79% within 10 days.  
 
The newly developed E@syfile software for Tax Practitioners has been received positively by tax practitioners. 

To date there are more than 5000 users of the software, serving over 700‘000 taxpayers. 
 
All of the above has led to changes in taxpayer behaviour in that compliance levels have increased (approx. 1m 
additional taxpayers have filed returns), they are now filing earlier in the tax season (esp. if expecting a refund 
which is processed much sooner). 
 

Spain: E-government- the electronic dossier 

The objectives pursued by the Spanish Tax Agency with the implementation of the electronic dossier can be 
summarized as follows: 

1. To promote that all the documents treated by the Fiscal Spanish Administration are in electronic 
format. 

2. To admit original electronic documents as well as those which are originally in paper (using 
digitalization technologies). 

3. To integrate documents of different sources of information (tax payers´ returns, documents 
generated by our internal IT system, scanned documents, information in electronic format delivered 
by the taxpayer, etc. 

4. To incorporate different formats of documents (e.g. TIFF, JPG, Excel). 

5. To allow the necessary transformations in order to generate the electronic formats required for the 
exchange of files with other organisations. 

6. To provide an ease of use adapted for not specialized personnel. 

7. To generate as little impact as possible to the systems used.  

We are looking for a gradual deployment in all the areas of the Spanish Tax Administration that it will affect, 
which include not only fiscal procedures, but also the rest of procedures developed in the internal area.  
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The pilot tests have shown that in order to improve the efficiency both the discharge of the process and the 
incorporation of the electronic documents in the massive procedures must be realized in an automatic way. 
Regarding this issue, the store of the digitalized documents would be done under the idea that the paper does 
not travel anyway.  
 
Our objective is that by the 31st December 2009 there is a critical mass of procedures that could be executed 
electronically and connected with the electronic dossier. We will give priority to those procedures that we 
think that give an added value when they turn into an electronic dossier (e.g. when a claim could be lodged, 
the taxpayer should be informed or the procedure should form a part of another process). By the end of 2010, 
80% of the documents of all the procedures with added value will be included into the electronic dossier. 
 
The origin of the documents of the electronic dossiers can be either the taxpayers´ electronic returns or 
scanned paper documents. All the text documents will be stored in PDF/A format. Other functionalities that 
will be installed shortly are, for example: 1) System of recognition of characters (OCR); 2) A complex system 
of indexation and consultations; 3) Great size file storing; 4) Incorporation of original format files (databases 
access, video and audio documents, etc.); and 5) utilization of scoreboards (post-it). 

The integrity of the documents is guaranteed by using an 128 bits fingerprint generated with an HASH 
function from all the information of the document. When applying this function to the document it will 
always return the same fingerprint. The electronic dossier will be signed with the concatenation of 
fingerprints of all the electronic documents of which it is composed. 
 
The authenticity is guaranteed by means of an electronic signature: The stamp or electronic signature is 
generated from the fingerprint of every document using the private key of the digital Certificate. This stamp (a 
chain of 8 characters) will allow us to access the document in the page of the AEAT. 

 
5) Giving taxpayers online access to their personal information  
 

Belgium—Myminfin 

Using MyMinfin, citizens are able to view their tax file, sent/ received documents, tax balance, cadastral 
property, electronic forms, and payslips. Citizens are also able to fill in their electronic contact details (email, 
mobile), for example, to be notified before the tax declaration deadline. Finally, it is also a central access point 
for all other applications from the Ministry of Finance (with single-sign-on). 

Providing direct access to needed information and enabling direct interactions with their tax file and with 
civil servants helps citizens. Since introduction, there has been an increasing number of registered users, 
together with an increasing number of page views (multiplicative factor of 2 since 1 year). 

 

Canada—My Account 

The CRA launched this service on June 2003 and has subsequent bi-annual releases to add new self-serve 
options to the portal. The My Account online service provides Canadians with the convenience and flexibility 
of accessing their personal income tax and benefit information on a secure website. The service is available to 
individual taxpayers, benefit recipients, and their representatives. 

Between June 2003 and May 2004, My Account received over 1.3 million visits and provided a faster, more 
convenient service to taxpayers and, as a result, reduced office visits and calls to the traditional enquiries 
lines. Website survey measures user satisfaction as consistently high (85% or more). While around 70% of 
Canadians think that it is unsafe to transact on the Internet in general, the CRA enjoys the highest level of 
trust of any organization. My Account has upheld this trust by requiring a rigorous authentication of My 
Account users by requiring 4-shared secrets to validate the identity of the user. 

The service has enjoyed the following take-up rates: 2005 – 1.38 M, 2006 – 2.25 M or 63% increase; 2007 – 
3.18 M or 42% increase; 2008 –  3.55 M 0r 12% increase 2009 up to May – 2.5 M or 22% increase.  

The My Account initiative has been recognized with Public Service awards from national and international 
Information Technology groups. 
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Italy—Fiscal Drawer 

Introduced in 2003, the Fiscal Drawer is an IT service based on the highest transparency and a very strong 
interactivity with the user and the revenue body. This service enables taxpayers to access information on their 
own tax positions directly from home and with full security. Using the Fiscal Drawer, Italian nationals can 
obtain information on: 1) personal data; 2) income data; 3) tax returns submitted; 4) direct tax refunds; 5) tax 
payments; and 6) estate data (Registry deeds). As for other services, to access the Fiscal Drawer the user must 
key his tax code as username, the password and then the PIN code. 

By providing via one single point of access all the information about taxpayers held by the tax administration, 
the Fiscal Drawer benefits the taxpayers and tax professionals collecting information about their clients. If 
users find contradictions in the information displayed, they can arrange a meeting with an officer of the 
Revenue Service for clarifications. It is worth noting that personal data in the records of the Revenue Service 
are protected to ensure their privacy and only the one concerned can access them. 

 

New Zealand—Look up  account details 

This service, available on a 24/7  basis, allows individuals and the tax agents to view their Inland Revenue 
account balances, transaction details, earnings information and due dates in real time for all accounts they 
have including income tax, child support and student loans. 

 
Spain- Management of Notifications 

 
Notifications’ Management System 

The Spanish Tax Agency´s system for the management of notifications consists of several corporate 
applications which jointly allow it to manage notifications. By ‗management‘, we mean both the issue and 
delivery of notifications and to know the results of those actions. 

 First of all, documents must be designed, for which the AEAT has adopted some style guidelines.  

 Another important aspect is the need to translate some documents to other co-official languages of 
EU countries. For that purpose there is a specific application ―management of translations‖. Through 
this application, the AEAT out-sources the translations and validates them. 

 The application ―File-Document‖ is used to structure the notifications depending on several factors: 
the number of documents to notify; if they are signed or not; whether acknowledgment of receipt is 
required or not; etc. 

 It is also important to control the competence to sign the documents. This is done through the 
application ―management of signers‖, which only allows to sign to the competent official.   

 Once the document is prepared it has to be issued and delivered. The application ―management of 
deliveries‖ is used for this purpose. There are multiple ways of delivery: in paper by mail or in hand, 
or electronically. The electronic notification system will be explained more in depth below. The 
notifications are incorporated to the electronic dossier in form of a PDF image. 

 The ―management of deliveries‖ application is ramified in two  applications: ―management of 
communications‖ for letters without acknowledgment of receipt, and ―management of notifications‖ 
for letters which require acknowledgement of receipt) 

Electronic notification 

The electronic notification is one of the means of delivery of the application ―management of deliveries‖. For 
this purpose, the Spanish Tax Agency has a service of ―Secure Electronic Notifications‖ in collaboration with 
the Post Office. Although the AEAT has been a pioneer within the Spanish Tax Administration in using the 
above-mentioned service, nowadays there are more bodies of the State General Administration that make use 
of this channel of notification. 

In order to receive electronic notifications (instead of advices on paper), a client must apply for a ―Single 
Electronic Address‖, and choose one by one the proceedings in which he will receive those electronic 
notifications. There will be a box mail associated to the Single Electronic Address, where messages can be 
consulted or rejected.  Among the procedures included in the Secure Electronic Notifications‘ Service we can 
find 56 tax procedures of the AEAT, for example, management of all kind of tax returns, notifications of tax 
collection proceedings or notifications of tax certificates. 

This system is founded on two basic principles: the use of secure websites instead of e-mails in the relations 
between Administration and client, and the identification of both Administration and clients by means of a 
system of electronic signature in order to warranty the security of the communications. For the AEAT, the 
procedure to be notified electronically consists of the use of the AEAT‘s website as a legally valid channel to 
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notify, and has the following steps: 

1. The user enters the website, for which a user certificate is required. 
2. The application shows to the taxpayer the list of pending notifications. 
3. The user accesses to a notification and signs a digital acknowledgement of receipt. 
4. The application shows the notification in PDF format. 

 
Way forward 

The AEAT intends to promote the use of the electronic notifications system. To give an example, the next year 
it will turn compulsory under certain conditions and for specific segments of taxpayers, but this is still in 
process of draft regulation.  
 
6) Call centre operations 
 

Canada—Taxpayer Services Directorate National Portal 

Description: In 2005, a working group was created and mandated to develop national online tools that 
would meet the information needs of Call Centre Agents. Prior to the development of these tools, agents were 
faced with having to access multiple mainframe applications and various online and paper reference material 
to answer taxpayer enquiries. The group created both a mainframe desktop tool and a Web based information 
portal that provides call centre agents with all the information required to assist them in answering taxpayer 
enquiries. Both systems are invoked through a single logon mechanism. Navigation between the two systems 
is seamless to the agents. These desktop tools facilitate navigation between multiple systems, provide links to 
both internal and external online resources and provide automated processes to assist with the filling out of 
frequently used forms. The interface is intuitive, user-friendly and set out to enable the agent to follow a call 
flow. Online reference material is organized by line of business view: 1) Individual Income Tax Enquiries; 2) 
Business Enquiries; and 3) Child and Family Benefit Enquiries 

Who benefits? Individuals, credit recipients and businesses 

How the product assists taxpayers: Call centre agents have access to national messages, tax 
information and national policies and procedures all from a single desktop. They usually are able to find the 
information required to response to the taxpayer in less than 3 mouse clicks. This results in better client 
service since: 

 The time required to research in the CRA‘s vast information holdings has been significantly reduced. 

 The centralization of national messages authored by the CRA ensures that agents are always informed 
of the most recent information pertaining to their work. 

 The same information is accessed by all agents contributing to consistency in the responses provided to 
taxpayers. 

Success factors: In April 2009, the three lines of business‘ main pages were accessed 150,000 times by 
approximately 3,000 agents, which is more than most intranet sites hosted on the CRA‘s internal intranet. 
Both classroom training and on-the-job training has been reduced as the need to train agents on multiple 
tools has been significantly reduced. In addition, a user survey carried out just over a year after the portal‘s 
implementation revealed that 97% of users were generally satisfied with the portal, and 99% agreed that it 
facilitated research. In 2007, the project team received the ―Prix de la sous-commissaire de la region du 
Québec‖ (Québec region‘s Assistant Commissioner Award) for the category ―Creativity and Innovation‖. 
 

South Africa—Establishing a world class call centre operation (ex 2009 Annual Report) 

 
Progress on implementing the foundations for improvements to the provision of service continued in this 
fiscal year. Building on the base infrastructure put in place during 2007/8, enhancements were introduced in 
2008/9 to move closer to achieving improved transactional workflow, client self-service, staff learning and 
improved contact centre facilities, all with the intent to drive improved service and efficient performance. 
Ultimately, the strategic aim is to ensure 80% of our client interactions will result in first contact resolution. 
The ability to deliver this kind of service is dependent on our ability to provide taxpayers and traders with 
improved self-service, including e-filing and an interactive voice response system, together with giving our 
staff the tools and information needed to ensure a successful interaction. Additionally, the move towards 
utilising a digital versus analogue technology to receive calls and interact with taxpayers will ensure 
optimisation of telephony cost and infrastructure. Although we have made good progress during the year, we 
still have some way to go before our vision is realised. The development and deployment of a world class 
contact centre has not been without its challenges. In particular SARS has encountered difficulties in terms of 
managing capacity (especially at peak times during filing season) and in terms of the required level of skills 
required by agents, support staff and management. It is for this reason that considerable work and effort has 
been and will be further invested in the contact centres for the coming year. The deliverables against the 
Service Programme for this fiscal year included: 
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 Execution of a ―4 Tier, 4 Location‖ Contact Centre model, co-locating the call centres and assessment 

centres supported by enhanced scanning centres: 
o Alberton became the first integrated node by incorporating the staff from the Megawatt Park 

call centre, enabling the co-location of the new call centre with its existing Assessment Centre. 
All necessary facilities and required infrastructure including the deployment of Wide and Local 
Area networks (WAN/LAN) were completed to facilitate Voice Over Internet Protocol (VOIP) 
and Computer Telephony Interaction (CTI) enabled network; 

o Consolidation and rationalisation of a number of Pretoria CBD buildings and the move of staff 
to either the revamped Van der Walt Street building in Pretoria or to the new modern facilities 
in Doringkloof, Centurion enabled the creation of the second integrated call centre and 
assessment facility; and 

o The commencement of the modernisation of the Cape Town and Durban facilities to enable the 
creation of similar integrated facilities in the Western Cape and Durban. 

 
 Delivery of a case management transactional system  

o The introduction of generic queries in support of key business processes (PIT, PAYE, Vat and 
Customs) allows for improved transaction and workflow interaction between agents and 
taxpayers as well as improved case management and tracking. 

 

 Introduction of an Interactive Voice Response (IVR) system to support self-service and the optimisation 
of query handling in the contact centre for improved first contact resolution: 

o A multi-lingual IVR solution was developed and tested in November 2008. The new IVR 
capability offers a product selection (Income Tax, PAYE, VAT and Customs) segmented for 
individuals and business clients. Languages supported include Afrikaans, English, Tsonga, 
Tswana, Venda and Zulu; and  

o As of March, 2009, the IVR has experienced more than 1.3m visitors.  
 
 Staggered deployment of Computer Telephony Integration (CTI):  

o At the heart of a functional and effective contact centre is its telephony infrastructure and 
system platforms. SARS has made big inroads in upgrading its network infrastructure to move 
from a complex legacy infrastructure to a leading edge WAN/LAN technology and enabling the 
move of all four contact centres to a fully integrated VOIP/CTI/IVR solution; and 

o CTI is technology that allows interactions on the telephony system and the 
computer/application system to be integrated. SARS launched its new CTI platform in the first 
quarter of 2009. This new technology will be phased in over the next 12 months across the 
country.  

 

 The provision of a Knowledge Base to provide Frequently Asked Questions (FAQs), information and 
scripted responses to assist our staff to provide consistent and quality feedback to our clients: 

o The quality and consistency of service provided to taxpayers, traders and travellers is a critical 
objective of the Service Programme. The accuracy of information provided to taxpayers, traders 
and travellers increases customer satisfaction, increases first contact resolution and prevents 
repeat calls to the contact centre; and   

o To assist contact centre and branch staff in providing accurate and timely information, a 
repository of frequently asked questions, tax information and scripted responses is available for 
access via keyword search and is being enhanced for improved search. 

 

 
7) Sharing of revenue bodies’ taxpayer data with other agencies  
 

Denmark’s—eIncome initiative 

Description: The innovation is associated mostly with the sharing of data. However, the availability of up-
to-date data on the taxpayers makes it possible to create systems/services that were not previously possible. 
Historically, employment information (incl. income) was reported annually meaning that by the time it was 
made available to government the circumstances of taxpayers may well have changed. Monthly reporting, and 
via electronic media, presents new opportunities, both for tax and other government bodies. 

The eIncome initiative is a system and a major record or file which includes all the information that is 
normally shown on a payslip. But the system doesn‘t just cover wage income. It covers all kind of personal 
payments – but not capital income. This means that it also contains information on social benefits, pensions, 
student/study grants etc. Apart from this it also includes specific information on hours with wage pr. period, 
holiday allowances, maternity pay, information on relevant periods of time and a production unit-number, 
proving exactly where a person is working (used in the automatic calculation of transport tax deduction). The 
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information in eIncome records can be delivered as web-services. The information can be filtered in many 
different service-deliveries.  

Who benefits? Government bodies, employers, and taxpayers. 

How this product benefits taxpayers and others: The other government agencies that derive benefit 
from this initiative fall into three categories:  

     The social services, public pension funds, unemployment funds. The function of these public and/or 
private bodies is to pay out unemployment benefits, subsidies, grants, pensions etc. Information 
from the eIncome initiative can tell these bodies whether a person is entitled to a certain payment or 
not, almost on a real-time basis. This is a major benefit to these agencies.  

     All employers (both public and private sector) who pays out wages: The e-Income initiative 
includes a system called ―eTax-card‖ which makes it easier to administrate tax-cards. Employers 
now receive tax-cards digitally from the revenue body instead of receiving the cards individually and 
physically from each employee. Employers also receive automatic digital updates of the tax-card 
information, for example, if the taxpayer/the employee makes changes to his or her preliminary 
assessment. Employers therefore do not have to receive and administrate physical tax-cards. And the 
taxpayers do not have to deliver them changed information. 

 All public bodies engaged in collecting debts: The eIncome initiative has made it possible for 
employers to withhold a certain part of the employees‘ wages to be used in the payment of his/her 
debts to any public body. Included in the eTax-card initiative is a tool to make automatic collection 
of debts from the wages of the employees. This is done by making a regulation to the rate of 
withholding on the tax-card. In this way, taxpayers pay their debts via the tax system.  

So far, no private sector bodies have been given access to income data or annual statement data. But access to 
employees‘ taxcard data on the other hand is working well for private sector bodies—all employers have 
access to their employees‘ taxcard data.  

For other bodies, the plan is that the data will be accessible to all financial sector bodies (e.g. banks and 
mortgage institutions etc.). Access will be given by each individual taxpayer only. The concept is broadly as 
follows:—where a taxpayer is engaging in a loan process, the lending body typically wants some overview over 
his/her financial situation before granting a new loan. The overview demanded typically consists of last year‘s 
annual statement from the revenue body plus the latest three payslips. All of this information will soon be 
made possible via web services from the revenue body. 

Each body which is granted access to data from the eIncome-system has to undertake some internal audit 
activity which the revenue body is not part of. In Denmark, there is a body called ―The Data Inspection 
Authority‖ that oversees data security etc. regulations. Typically, they demand that an independent auditor 
annually inspects the body‘s use of the data. 

 
Portugal—Simplified business information (IES) 

 
Description: Prior to implementing IES corporate taxpayers had to report separately to multiple agencies: 
 
Legal obligations for Portuguese enterprises: 

  Settlement of accounts to the Public Register of Annual Reports; 
  Annual declaration of accounting and fiscal information to the Ministry of Finances; 

  Statistical information on its accounts to the Statistics Portugal; 

  Information on its accounts to the Portuguese Central Bank. 
 
The main advantages for enterprises, after IES was created are 1) Presenting in a single moment all 
accounting data for taxes and statistical purposes; and 2) Accountants could provide all data from their 
systems once the Software was adapted. 
 
The main advantages for the entities involved: 1) All data is received in electronic format; and 2) It covers all 
the enterprises. Under IES, the data received by the Tax Administration are transferred to Statistics Portugal 
(INE), Portuguese Central Bank (BP) and Ministry of Justice (MJ), on a daily basis, which means earlier 
access to data – Simplified Business Information should be submitted within 6 months after the end of the 
economic exercise (means that in general by the end of June, 95% of all data will be available for INE, BP and 
MJ). 
 
Who benefits: Corporate taxpayers. 
 
Success factors: Number of information submissions via the portal: 2008 -401.833; 2009 -411.501. 
 
8) Security/ authentication 
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Australia—Mobile portal access 

Description: To access ATO online services (e.g. the Tax Agent Portal or the Business Portal) a client is 
required to apply for a digital certificate and install it into a computer along with the signing software 
provided with the certificate. The client must then use that computer in order to use the installed certificate to 
login to an ATO online service. This requirement means that clients, who want to use another computer (e.g. 
a home computer or a third party‘s computer) to login to an ATO online service, need to install their 
certificate and the signing software into that computer first. 

A user-friendly and effective way to solve this inconvenience is to provide clients with a USB stick that 
contains modified signing software, a ‗cut down‘ browser and their digital certificates. This allows them to 
carry the USB stick with them and use it to login to an ATO online service from any other computer without 
the need to install anything on the host computer. The solution also ensures that no personal and confidential 
data or footprint is left in the computer after use. 

Who benefits? Tax agents, business owners and BAS Service Providers are the beneficiaries of this solution 
as they are able to access their respective portals from any computer without having to install any software on 
that computer. Tax agents, in particular, can use their portable USB stick to logon to the Tax Agent Portal 
from a client‘s computer, or any other computer while travelling interstate where they regularly conduct 
business. 

How this product assists taxpayers and others: The main benefits are; 

 Greater flexibility – can use at home, work or visiting clients without pre-planning; 

 Improved security as copies of the certificate are not installed in other computers; and 

 Eliminates the need to go through the installation process on each computer the digital certificate 
holder wants to use. 

Success factors:  There is no quantitative figure to validate the success of this solution, however, a number 
of unsolicited emails have been received from clients to say that the Mobile Access solution is a very useful 
extension to the online access solution provided by the ATO. Also, a large business had set up about 160 USB 
sticks for their staff within the first two weeks of the initiative going ‗live‘. 
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Annex 6. Miscellaneous statistical data 
 

Table 8. Country demographic and revenue body data 
(as drawn from survey responses, the OECD Comparative Information Series (2009) and other sources as indicated) 

Country Citizen 
population 

(millions) 

Internet access /1 e-government 
readiness index & 

ranking/2 

Revenue body data (FY 2007 unless indicated otherwise) 

Access by 
households

% 

Access by 
enterprises 

% 

Total staff 
(FTEs) 

 

Office network 
(no.) 

Call centre  
volumes 

2008 
(millions) 

2008 call 
centre 

volumes/ 
100 citizens 

Total IT costs/ 
aggregate 

admin costs %  

OECD countries 
Australia 20.7   8 20,877 51 9.0 43 21.9 
Austria  8.3 69 97 16 7,993 56 0.13 2 16.4 
Belgium 10.5 64 97 24 17,322 1,281 0.69 7 10.7 
Canada 32.7   7 38,179 59 24.3 74 9.9 
Czech Rep. 10.2 46 95 25 15,778 207 - - 14.3 
Denmark 5.4 82 98 2 8,888 31 3.8 70 17.4 
Finland 5.3 72 99 15 5,913 30 1.3 25 21.4 
France 61.4 62 95 9 127,907 246 5.9 /3 10 /3 9.4 
Germany 82.4 75 95 22 111,988 592 0.12 - 5.3 
Ireland 4.2 63 96 19 6,600 108 4.8 114 (2) 11.8 
Italy 58.4 47 94 27 32,945 407 1.8 3 3.9 
Japan 127.8   11 56,159 536 4.8 4 8.5 
Korea 48.3   6 17,179 114 3.7 8 6.4 
Mexico 104.9   37 32,729 123 4.9 5 5.2 
Netherlands 16.3 86 99 5 31,220 18 16.5 101 (4) 30.9 
New Zealand 4.1   18 5,944 21 5.0 122 (1) 29.0 
Norway 4.7 84 95 3 6,077 251 2.9 62 17.2 
Portugal 10.6 46 92 31 11,463 378 .65 6 13.4 
Spain 44.1 51 95 20 27,153 307 3.1 /3 7 /3 5.2 
Sweden 9.1 84 96 1 9,900 120 4.9 54 20.0 
Switzerland 7.5 70 98 12 935 - - - 9.4 
Turkey 73.0 19 -2007 n.avail 76 42,866 478 0.52 1 3.7 
UK 60.6 71 93 10 88,934 452 66.2 109 (3) - 
USA 299.4   4 92,017 205 205.4 69 15.1 
Non-OECD countries 
Chile 16.5   40 3,801 67 0.84 5 5.1 
Slovenia 2.0 59 97 26 2,551 64 0.02 1 7.4 
Singapore 4.4   23 1,600 1 1.1 25 29.8 
South Africa 48.3   61 14,548 65 7.5 16 - 

/1. Source: Eurostat (as reported in e-Government fact sheets (www.epractice.eu ) and for 2008 unless indicated otherwise. 

/2. The e-government readiness index is a composite index comprising a web measure index, a telecommunications infrastructure index and the human capital index (Source: United Nations UN E-
Government Survey 2008). 

/3. Reported call centre call volumes for these countries do not include calls dealt with by outsourced operations: hence ratio is understated by an unknown amount. 

http://www.epractice.eu/

