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What is this report about? 
This report of the Forum on Tax Administration (FTA)  
‘Tax Administration 2013: Comparative Information 
on OECD and Other Advanced and Emerging 
Economies’, is the fifth edition of this series. For this 
edition, 52 countries (including all OECD, EU and G20 
members) have contributed to the research 
conducted. It provides a unique insight into the tax 
administration environment, using a broad array of 
data, analysis and country examples to highlight key 
trends, comparative levels of performance, recent 
reforms, and examples of good practice and 
performance measures/ indicators.  

Why is this important? 
In today’s rapidly changing environment revenue 
bodies are being asked to do more with less, to take 
on new tasks, and at the same time ensure that 
governments have the revenues they need to finance 
important programs that benefit their citizens. The 
recent economic crisis has accentuated these 
pressures. One way in which FTA has responded to 
these developments is to provide timely and 
authoritative international comparisons of the 
structures, functions, and performance of revenue 
bodies around the world. Such comparisons are an 
invaluable tool for revenue body officials, helping 
them to learn from the experiences of others and to 
identify opportunities for reform of administrative 
practices. The information content is also likely to be 
of interest to certain external parties (e.g. academics, 
external audit agencies, regional tax bodies, and 
international bodies providing technical assistance).    
 

What was the focus of the research? 
As for prior editions, this edition describes 
institutional and organizational arrangements and 
reforms, aspects of strategic and human resource 
management, resources, key areas of operational 
performance, the use of electronic services, and 
elements of the legislative and administrative 
framework for administration for all countries covered 
by the series. There is a new chapter dealing with 
revenue bodies’ support of tax intermediaries.  
 

How was the research conducted? 
The research methodology for the series has been 
developed over almost ten years and agreed in 
consultation with a small number of revenue bodies. 
The practical steps entail survey planning and 
implementation, review and validation of survey 
responses, analysis of surveys and report drafting and 
validation. Survey data are augmented by additional 
research and analysis of both published and 
unpublished information including reports of revenue 
bodies and various third-party information sources.  

 

What are some of the key findings? 
Institutional and organisational arrangements  
• Institutional and organisational reforms are a 

prominent feature of efforts in many countries as 
governments strive to improve public sector 
efficiency and effectiveness; for revenue bodies in 
particular, these include; 

o The establishment of revenue institutions 
with increased autonomy and, in a number of 
countries (e.g. Hungary, Malta, Portugal, and 
the Slovak Rep.), integrating the 
administration of tax and customs operations; 

o Decisions to integrate the collection of tax 
and social security contributions (e.g. in the 
Czech and Slovak Republics) over the medium 
term; 

o The introduction of organisational structures 
with reduced layers of management and 
providing for a more centralised form of 
national management (e.g. Estonia, Finland, 
and Latvia); and  

o Wide-ranging programmes to significantly 
downsize the size of office networks. 

• While noting a general shift from structural 
arrangements based on ‘tax type’ to ‘functional’ 
and/or ‘taxpayer segment’ criteria, the series 
reports that the majority of revenue bodies have 
an organisational structure that is based on a mix 
of these criteria—a hybrid structure. 

• Relatively few revenue bodies have moved to 
create dedicated units to manage the tax affairs 
of their high net worth individual taxpayers 
(HNWIs), notwithstanding previous FTA work 
concerning the compliance issues presented by 
these taxpayers and data pointing to growth in 
their numbers and wealth over recent years. 
  

Selected aspects of strategic management 
• An increasing number of revenue bodies are 

taking steps to increase the focus of their 
planning, monitoring and evaluation towards the 
“outcomes” being achieved from their 
administration (e.g. taxpayers’ compliance, 
service quality, taxpayers’ compliance burden, 
and levels of taxpayer satisfaction); the series 
provides examples of outcomes-focused reporting 
from official revenue body publications 
concerning taxpayers’ compliance, service 
delivery performance and taxpayers’ perceptions 
of administrative competence. 
 

 
 
  



Selected aspects of human resource management 

• The series draws attention to many of the human 
resource management challenges that revenue 
bodies must confront as relatively large 
employers within their respective public sectors 
and, in particular, highlights issues related to high 
rates of attrition, relatively low levels of 
academically qualified staff, and ageing 
workforces that apply to some revenue bodies. 
 

Resources of national revenue bodies 
• Revenue bodies in many countries (e.g. Australia, 

Canada, Denmark, and Ireland) are subject to 
cost-cutting/downsizing mandates although for 
some (e.g. Netherlands and United Kingdom) 
there is potential to re-invest savings in revenue-
producing compliance improvement initiatives; 
analyses of resource data and a range of 
associated comparative ratios suggest fairly large 
variations in operational efficiency although more 
detailed benchmarking would be needed to be 
conclusive and informative on this aspect.     
 

Operational performance information 

• The series provides a broad array of performance-
related data aggregates and ratios for critical 
areas of administration, for some categories 
covering up to seven years to highlight trends. 

• Tax refunds: There is an increasing trend in the 
proportion of tax being refunded to taxpayers, 
with implications for revenue body workloads and 
the risk of tax fraud, although for some countries 
this trend appears to have been partly influenced 
by reduced tax revenues arising in the aftermath 
of the global financial crisis. 

• Service delivery: The data reported suggest that 
many revenue bodies have considerable potential 
to eliminate and/or shift taxpayer service 
demand from costly to more cost efficient service 
channels (e.g. self-service via the Internet).  

Many revenue bodies appear to not have 
sufficient data (and knowledge) of their service 
demands for some of their more costly service 
channels (e.g. in-person and phone inquiries).  

The practice of applying performance standards 
for key areas of service delivery and reporting the 
performance actually achieved remains a 
relatively immature practice; on a positive note, 
the series provides a useful range of examples 
from revenue bodies of responsive service 
standards and exemplary performance. 

• Tax debts: Average tax debt levels in OECD 
countries continued to ease in 2011 following 
their peak in 2009 (i.e. the year following the 
global financial crisis) but remain in excess of 20% 
of the average level reported for 2007; the 
incidence of unpaid taxes, as reflected in the 
relative value size of debt inventories, varies 
enormously across the 52 surveyed countries, 
suggesting that there are also substantial 
variations in the overall incidence of taxpayers’ 
payment compliance. 

• Provision of electronic services 

• Good progress is being made with the 
establishment of systems of electronic filing of 
tax returns and over half of all surveyed revenue 
bodies now achieve usage for the majority of 
their clients for each of the major taxes (i.e. PIT, 
CIT, and VAT); however, there remains a small 
core of revenue bodies where there is potential 
for substantially greater usage (+75%) across each 
of the major taxes. 

• The pre-filling of personal income tax returns 
continues to evolve with almost half of revenue 
bodies reporting some use of this approach; seven 
revenue bodies (e.g. Denmark, New Zealand, and 
Sweden) reported that they fully prepare tax 
returns (or equivalent tax summaries) for the 
majority of their PIT taxpayers. 

• Reasonable progress is being made in the 
automation of tax payments from taxpayers and 
high levels of proficiency were reported by a 
number revenue bodies (e.g. Chile, Estonia, 
France, and Sweden); however, almost 40% of 
revenue bodies do not appear to have adequate 
knowledge of such usage and are therefore 
unaware of the potential for savings (both for 
them and their taxpayers), while almost half still 
provide relatively costly on-site payment services 
for taxpayers. 

• Support of tax intermediaries 

• Relatively few countries appear to have 
comprehensive laws in place regulating the tax 
administration-related responsibilities of tax 
intermediaries, while there is a significant 
disparity in the range of services offered by 
revenue bodies to tax intermediaries. 

• Many revenue bodies appear to have considerable 
potential for leveraging improved tax compliance 
and easing taxpayers’ compliance burden by 
increasing engagement with tax intermediaries 
and their representatives and/or offering a 
comprehensive range of services to facilitate their 
interaction with the tax system. 

Legislated administrative frameworks 

• A number of countries appear to have potential 
to vary the design of their payment and/or 
reporting mechanisms (for PIT, CIT, and/or VAT) 
to achieve one or more benefits; for some, this 
would entail changes that advance the collection 
of taxes, while for others changes that reduce 
taxpayers’ compliance burden. 

• Use of voluntarily disclosure policies and 
programmes appears to be an under-utilised 
strategy for many revenue bodies; results from 
selected countries indicate they can be an 
effective tool for encouraging taxpayers to report 
past acts of non-compliance. 

 

 
 


