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ABOUT THIS DOCUMENT 
 
Purpose 
 
These tabulations should be read in conjunction with the report ‗Survey of Trends and 
Developments in the Use of Electronic Services for Taxpayer Service Delivery‘ which 
summarises the findings of a survey conducted by the Forum on Tax Administration‘s Taxpayer 
Services Sub-group in late 2009. The purpose of the survey was 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. 
 
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).
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Survey methodology and approach 
 

Study participating and task planning countries  

1. It was deemed desirable that all member countries participate in the survey of trends— described 
hereafter in this document as ‗participating member countries. However, it was agreed that a small 
group of countries—described hereafter in this document as ‗task planning countries—in conjunction 
with the Secretariat, should guide the planning of this work. At the October 2008 Sub-group meeting, 
delegates from Australia, Canada, Denmark, New Zealand, Spain and United Kingdom agreed to work 
with the Secretariat on survey development and preliminary evaluation of the findings.  

Roles of countries and OECD Secretariat 

2. Participating member countries were required to: a) complete the survey instrument; b) provide input 
on the initial draft report of findings and any recommendations; and c) provide feedback and endorse 
the draft report. 

3. Task planning countries were required to: a) review and provide input to the draft terms of reference/ 
scoping document; b) work with the Secretariat to develop the draft survey instrument; c) provide 
feedback on the draft survey report and assist in the identification of issues warranting further 
examination by the Sub-group. 

4. The OECD Secretariat, working with task planning countries; a) co-ordinated study activities; and b) 
assisted with drafting the report of survey results and significant findings and ensured wide input. 

Scoping proposals and approach to the study  

5. For planning and executing the study, the following proposals were made and agreed: 

a) The study would involve gathering information on existing and planned technological 
applications used to deliver services across all segments of taxpayers and intermediaries, and 
related performance information; 

b) Initial information gathering would encompass all member countries; and 

c) The report produced from the study would be in the nature of an information note, although 
it is possible that recommendations for further work and/ or special attention by individual 
member countries may be made. 

Indicative timetable 

6. The indicative timetable set for the work is provided hereunder and was deemed to be dependent on the 
active input and participation of all study participating countries. 

Key milestones 

 Draft terms of reference agreed with task member countries & chair— by end-January 2009 

 Completion of draft survey instrument by task planning countries—by mid-May 2009 

 Deadline for completion of survey instrument— by early July 2009 (NB: Members would be given 
around six weeks to complete the survey instrument.) 

 Draft report sent to countries for examination— early September 2009 

 Draft report discussed at Sub-group meeting— late-September 2009 

 Updated draft report sent to all participating countries for comment — by end-October 2009 

 Endorsement by FTA Bureau— by end-November 2009 

 CFA approval and publication of report—by end-December 2009 

Expected deliverables and anticipated content of output(s) (subject to review) 

15. Based on the input from participating countries the deliverable from this survey will comprise a report 
summarising the survey findings and trends and identifying any significant areas of commonality or 
particular issues for further exploration by the Sub-group. 
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Table A1. Organisational-wide planning for provision of e-services to taxpayers 

Country 

Organisational planning for provision of e-services 
Formal 

plan 
exists— 
yes () 

Stand-
alone (S), 
integrated 

(I) plan 

Plan is 
publicly 

available—
yes ()  

Frequency 
of 

updating 
plan 

Processes for plan’s development and for reporting outcomes achieved and their 
timing 

Australia  I 
Channel 
Strategy 
Online 

Strategy 

- Channel & 
Online 
Strategies – 
as required 
(minimum 
of annually) 
 
MIETC – 
Annually 
 

The ATO Channel and Online strategies were developed to support a range of corporate 
frameworks, in particular: 

 The ATO‘s corporate plan 
http://www.ato.gov.au/content/downloads/cor00197353_15929_2009.pdf  

 The ATO‘s ―Making it Easier to Comply (MIETC)‖ framework 
http://ato.gov.au/corporate/content.asp?doc=/content/00169210.htm&pc=001/001/002/0
09&mnu=39504&mfp=001&st=&cy=1 

 Government policy to make online services available to the community  
http://webpublishing.agimo.gov.au/  and  http://www.finance.gov.au/e-government/  

The MIETC document is published annually and is developed with input from the community, 
consultative forums, etc. 

MIETC: status on achievement against plans is reported annually as part of publishing the new 
version each year. 

Austria  I - - 
(established 
Oct 2008) 

The part dealing with e-services was developed by the IT Directorate General in close contact 
with the stakeholders (Chamber of Chartered Accountants and Tax Consultants, Austrian 
Chamber of Commerce and bank representatives, Chamber of Lawyers, and Chamber of 
Notaries, Chamber of Labour. 

There is no formalised system of reporting progress. 

Belgium  I  Annually Strategy is part of the Coperfin modernisation plan. The scope was to create a citizen centric 
administration. 

Canada /1   I 
Corp Bus 

plan + 
Service 
Strategy 

 - link 
 (Corp Bus 
plan only) 

Annually Developed internally, taking into account survey results of CRA clients and working group 
recommendations, etc. Plan is approved by the CRA‘s Board of Management (BOM), consisting 
of 15 individuals who represent the public and are responsible for overseeing CRA organization 
and management. 

Progress on Corporate Business Plan is reported annually to Parliament through the CRA Annual 
Report. Progress against the Service Strategy will be reported annually through regular internal 
reporting channels, including presentation to the CRA Board of Management. 

Czech Rep. - - - - - 

Denmark  I  Annually The business strategy was decided by the board of directors and developed by a team internally in 
the organization. The channel strategy was decided by the part of the organizations headquarters 
dealing with optimizing processes. 

Progress reports are made via milestone reports, implementation reports or production reports. 

Finland - - - - - 

http://www.ato.gov.au/content/downloads/cor00197353_15929_2009.pdf
http://ato.gov.au/corporate/content.asp?doc=/content/00169210.htm&pc=001/001/002/009&mnu=39504&mfp=001&st=&cy=1
http://ato.gov.au/corporate/content.asp?doc=/content/00169210.htm&pc=001/001/002/009&mnu=39504&mfp=001&st=&cy=1
http://webpublishing.agimo.gov.au/
http://www.finance.gov.au/e-government/
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Country 

Organisational planning for provision of e-services 
Formal 

plan 
exists— 
yes () 

Stand-
alone (S), 
integrated 

(I) plan 

Plan is 
publicly 

available—
yes ()  

Frequency 
of 

updating 
plan 

Processes for plan’s development and for reporting outcomes achieved and their 
timing 

France  I - Triennially The new IT strategy plan is being developed in conjunction with the broader revenue body 
strategy plan (thus taking into account the priorities of the revenue body as a whole). 

It is also developed by taking into account various studies/polls which regularly measure users‘ 
satisfaction and identify their needs.  (NB: The new strategic plan is still a work in progress at 
this stage, and should be finalized for autumn 2009.) 

Every year, with the public annual performance report (Rapport annuel de performance), and 
regularly on specific audits by the French Court of Auditors (Cour des comptes) or other 
public/private audit bodies. Two recent audits (including global ROI studies) on the 2000-2009 
IT program named ―COPERNIC‖ (modernization of French tax administration IT system) have 
been conducted: one by the French Court of Auditors (final report not yet published) and the 
other by private company Bearing Point (id.), both with strong positive conclusions. 

Germany - /1 - - - - 

Ireland /1 I  - link Statement of 
Strategy 
(SOS) runs 
from 2008 
to 2010. 
Reviewed 
periodically 

The SoS was prepared following extensive consultation with Revenue management and staff. 
Input was invited from a wide range of external stakeholders including business and 
representative bodies. 

Progress is reported in annual reports to Minister of Finance. The Comptroller and Auditor 
General also conducts and reports on ongoing audits of Revenue receipts and expenditures and 
its systems, procedures and practices, as well as ‗Value for Money examinations of specific 
Revenue functions and programmes. Revenue also appears before the Committee of Public 
Accounts to deal with issues raised by the C&AG in his Annual Report and any other matter 
relating to their activities that the Committee might wish to discuss.  

Italy  I  -link 
(Italian) 

Annually The three-year plan is developed by internal services and endorsed by the Board. Priorities areas 
are: relationship with users (information and assistance activities), simplification, development 
of electronic services, multi-channel integration, and automatic determination of tax 
owing/refund due (i.e. no filing). The Plan is shown to tax subjects. There are formal reports of 
progress in May, September, and December. 

Japan  Other – part 
of National 

Strategy 

 -link 
 (Japanese) 

- Progress is reported in: 1) National Tax Agency Report (annually); and 2) Performance 
Evaluation Reviews 

Korea  I  Annually The plan was developed by the National Tax Service alone. There are no formalised arrangements 
for reporting progress. 

Mexico  I  Annually The strategic plan was developed in collaboration with people inside the organization, based on 
the evaluation of the previous strategic plan, SWOT analysis and challenges set in the National 
Development Plan 2007 – 2012 (NDP). Priorities were established with alignment to the NDP. 

There are quarterly and annual reports of progress published on revenue body‘s website. 

Nether-
lands 

 Other /1  Annually The main driver for the administration was improving compliance by further reduction of 
administrative burden. The governmental approach was also aimed at reducing administrative 
burden. 
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Country 

Organisational planning for provision of e-services 
Formal 

plan 
exists— 
yes () 

Stand-
alone (S), 
integrated 

(I) plan 

Plan is 
publicly 

available—
yes ()  

Frequency 
of 

updating 
plan 

Processes for plan’s development and for reporting outcomes achieved and their 
timing 

NZ  I  Annually IRD developed an e-business strategy in 2005 with an intention to embed it with our corporate 
Strategy Set as we matured through our e-business maturity cycle. A conscious effort has been 
made to embed the e-Business thinking into our business strategies from 2007/08. The strategy 
development process involved wide engagement across all internal and external customers. 

Progress is formally reported in: 1) Annual Reports; 2) Reports to Treasury; and 3) 
Organisational Outcome Reporting. 

Norway  S & I  Every 4-5 
years 

It is based on strategies and priorities from the authorities, broad experience with electronic 
services and new IT trends. There are two strategies: 1) Strategies for e-services 2005-
2008, based on the strategies for the Norwegian Tax Administration (NTA) 2005 – 2008 and 2) 
2. Strategic plan for the use of IT in the NTA 2009 – 2015, includes strategies for e-
services, and is based upon the new strategies for the NTA that will be finalized this fall. 

There is annual status reporting of progress to the MOF. 

Portugal  I - Annually All services concerning infrastructure and development are provided by an external body [under 
the same Ministry]. Each year an annual plan is set up between both bodies. To develop this plan 
each area, in the organization, provides their requirements. When all requirements have been 
identified, an internal meeting determines the organisational priorities which are then discussed 
with the external service provider and, following this, a single plan for the year is finalised and 
agreed. 

Spain  I  When 
services are 
modified or 
enlarged. 

Developing by telematic means the formalities that all taxpayers should fulfil to the State Tax 
Agency (AEAT). The plan is dynamic, maintaining periodic meetings with other institutions and 
associations that can be affected. 

Formal reporting of progress is made to senior management.  

Sweden  S - Annually The plan has been developed internally, but inspired by external opinion. 

Progress against the strategy is reported in revenue body annual report every year. That report is 
made public. Specific follow-up reports are also made to the Government. 

Switzerland -/1 -/1  -/1 The whole of government strategy and plan involved extensive consultation across government 
and business. 

The implementation of the strategy is decentralised but coordinated, under the supervision of a 
Steering Committee and a Programme Office. An Advisory Board assists these two bodies as well 
as the lead organisations for the implementation projects. The organisational structure of these 
coordination bodies is set out in the «Framework Agreement on e-Government Cooperation of 
the Confederation and the cantons. 

Turkey  I  5-year plan, 
reviewed 
annually 

The strategy was developed within the organization. Each department offered some services and 
Strategy Development Department of The Revenue Administration decided the priority and other 
concerns, and prepared the plan by collecting views of stakeholders such as public institutions, 
chambers of trade, chambers of exporters, taxpayers, etc through expectation surveys. 

The results of implementation are announced to public with activity reports each year. Also 
progress of strategic plan is monitored in 3 month periods through business plans. 
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Country 

Organisational planning for provision of e-services 
Formal 

plan 
exists— 
yes () 

Stand-
alone (S), 
integrated 

(I) plan 

Plan is 
publicly 

available—
yes ()  

Frequency 
of 

updating 
plan 

Processes for plan’s development and for reporting outcomes achieved and their 
timing 

UK /1  I - As required The strategy is citizen-centric and aligned to HMRC‘s vision for customer contact, its corporate 
vision, and to the UK Government‘s vision for public services. HMRC developed a vision for the 
online channel using research evidence, for example, customer research commissioned b y 
HMRC to provide customer insight and identified four strategic themes to inform strategy 
development (improving service availability, improving service usability, increasing trust and 
confidence, and making services more personalised). Some aspects of the strategy need to be 
delivered in partnership with external stakeholders, for example Business Link (UK Government 
website for businesses), and we have collaborated accordingly. In addition, HMRC collaborates 
with external stakeholders to develop supporting strategies - for example, a working group of 
representatives from the software industry, agents and prime customers to develop an approach 
for the provision of free filing software – one strand of HMRC‘s Transactional Services Strategy. 

There is no formal reporting of overall progress against the strategy. Progress of individual 
components of the strategy is reported and actively managed via individual project and 
programme management frameworks (e.g. Meeting Accessibility deadline & Web Convergence) 

USA  S  Annually The 2005 e-Strategy for Growth was an update to an existing strategic document (issued in 
2000).  It is a broad compilation of all electronic initiatives underway at the agency at that time.  
A variety of different processes were used to select projects.  However, at the time of the 
strategy‘s creation, the agency lacked a comprehensive prioritization process.  Today, the agency 
has a new strategic plan and a much clearer process for identifying and selection specific service 
investments. 

Non-OECD Countries 

Chile  I -link Every 4 
years 

The SII strategy of ―100% online service‖ was developed internally, implementing e-services in a 
continuous manner. The selection of these services is governed by the following principles: 1) 
provision of high-quality services to taxpayers as an incentive for systematically improving their 
tax compliance; 2) minimization of costs of tax compliance and of taxpayer‘s visits to SII offices; 
3) optimization of SII‘s capability to manage taxpayers‘ information; 4) promotion of the use of 
IT in all stages of the taxpayer‘s tax lifecycle. 

Progress is formally reported in the Commissioner‘s Annual Public Account. 

Singapore  I - - There was a need to overhaul our previous computer system. We then took the opportunity to 
plan ahead for e-Services that could improve taxpayer service, voluntary compliance as well as 
revenue efficiency.  Services that can be provided online/internet were planned for 
implementation. There is no formalised reporting of progress 
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Country 

Organisational planning for provision of e-services 
Formal 

plan 
exists— 
yes () 

Stand-
alone (S), 
integrated 

(I) plan 

Plan is 
publicly 

available—
yes ()  

Frequency 
of 

updating 
plan 

Processes for plan’s development and for reporting outcomes achieved and their 
timing 

Slovenia  I - - The strategy for the provision of e-services to taxpayers is part of the Strategy of the Development 
of the IT, which is harmonized with the Business strategy of the Slovenian Tax Administration for 
the period 2009 to 2013.  

The strategy was developed largely internally with the input from senior managers of the Slovene 
Tax Administration. One or two-times a year, the Tax Administration invites operators, who 
support the software for the reporting of taxpayers to the Tax Administration, to present new 
developments planned in the coming period. The issues, with which software providers and 
taxpayers are dealing, are important indicators of the readiness for online operations with the 
Tax Administration. Cooperation with chambers and accounting services is another way of 
communication, which serves as one of the indicators of taxpayers‘ maturity for conducting 
electronic operations with the Tax Administration. 

S.Africa  I  Annually  SARs reported that a fundamental review of the existing SARS operating model and strategic 
plan was completed in 2007 using a combination of internal expertise and external consultants.  
Based on this, the new SARS strategic plan was developed.  A key component of that plan was the 
need to modernise SARS (systems, processes and operating model) to improve efficiency, 
compliance and tax payer service.  

SARS reports publicly in terms of its Annual Report and through the annual publication of its 
Strategic Plan.  There is also ongoing reporting to both the Minister of Finance (at least monthly) 
and National Treasury (at least quarterly). 
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Notes to Table A1 (including additional material provided by members in their responses): 

/1. Canada—noted that the CRA does not currently have a specific plan for e-
services; however two other documents address strategies for e-services. 
The Corporate Business Plan 2008-2009 to 2010-2011: This document 
identifies the priorities that the CRA will pursue so that the Agency can 
continue to provide Canadians with the information and services they need to 
meet their tax obligations and receive the benefits to which they are entitled.  
The Corporate Business Plan has specific measurable objectives and 
deliverables. 
Canada Revenue Agency - Achieving Excellence through Service:  A Service 
Strategy in Support of Program Delivery 2009-2010 to 2011-2012: This is an 
internal document that lays out an Agency-wide approach to service, 
premised on understanding and being responsive to the needs of taxpayers 
and benefit recipients segments, using service to realize CRA objects and 
communicating proactively to increase awareness of CRA services and 
promoting compliance.  
An organisational-wide strategy on secure on-line services is currently being 
developed and is expected to be completed by 2010. 

/1. Netherlands—strategy is a combination of a broader revenue body plan and a 
governmental strategy on e-government. 

/1. Portugal—noted that they have a global strategy divided into annual plans which are not 
publicly available. However, for each plan they produce a trimester report which can be made 
available.  
Directorate General for Taxation – Portal: http://www.portaldasfinancas.gov.pt 
English version of information on : http://info.portaldasfinancas.gov.pt/pt/docs 
/Conteudos_1pagina/NEWS_Portuguese_Tax_System.htm 
/1. Switzerland—Switzerland‘s unique system of taxation where income taxes are 
administered separately at the Federal and cantonal level renders it impractical to have one 
over-all plan for tax administration. However, there is a single whole of government strategy/ 
plan for e-government, published in February 2007, which includes numerous initiatives 
directly impacting on tax administration at all levels of government. 
/1. UK—noted that they have a draft online channel strategy aligned to a broader strategy for 
all HM Revenue and Customs (HMRC) customer contact channels. The online channel strategy 
is represented by four strategy maps, each focusing on a strategic objective: 1) improving 
service availability, 2) improving service usability, 3) increasing trust and confidence, and 4) 
making services more personalised. The maps identify the key activities and component 
deliverables required to implement the online strategy. Next steps include prioritising 
deliverables and assigning timelines. 
The plan is not publicly available as it is still a work in progress. 
Although the strategy maps are still under development (so there is no specific progress 
reporting schedule), there have been several iterations as the relationship between different 
components becomes clearer. As component deliverables are agreed, they are managed via 
dedicated project and programme plans. 

/1. Germany—tax administration is largely decentralised and administered 
by separate regional government bodies, resulting in no overall plan for 
national tax administration operations. 
/1. Ireland—Revenue no longer has a separate and distinct e-service 
strategy. It has embraced the e-Government concept to such an extent that it 
is now an integral part of all existing and future projects. The e-Government 
dimension of a project is no longer either planned or managed separately. 
Instead it is subject to standard project governance and controls within each 
project within Revenue‘s overall Governance Framework. E-Government 
permeates Revenue‘s Statement of Strategy, business processes and 
Information and Communications Technology (ICT) plans. 
 

http://www.portaldasfinancas.gov.pt/
http://info.portaldasfinancas.gov.pt/pt/docs/Conteudos_1pagina/NEWS_Portuguese_Tax_System.htm
http://info.portaldasfinancas.gov.pt/pt/docs/Conteudos_1pagina/NEWS_Portuguese_Tax_System.htm
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Table A2. Organisation planning—ranking of outcomes expected in plan and metrics used for evaluation 

Country 

Ranking of outcomes expected (1- highest, to 5-lowest)) Nature of metrics used to measure outcomes achieved — yes () 
Better 

compliance  
More 

revenue  
Less 

burden 
Better 

respon-
siveness  

Better 
efficiency 

Service 
time-
liness   

Service 
quality 

Client 
satis-

faction 

Service  
take-

up rate  

Revenue 
body 
costs  

Clients’ 
burden  

Invest-
ment 

return 

Other 

Australia 3 5 1 2 4   /1  /1  /1   /1  /1 - 

Austria 5 3 2 4 1        - 

Belgium /1 5 4 2 3 1  - -   - - - 

Canada /1 *********************No rankings provided*********************     - - -  /1 

Czech Rep. *********************No rankings provided*********************    - - - - - 

Denmark 3 5 2 4 1               - 

Finland *********************No rankings provided*********************      -  - 

France 5 4 2 3 1      -  - 

Germany *********************No rankings provided********************* - - -    - - 

Ireland 4 5 1 /1 2 3     - -  - 

Italy /1 2 3 1 4 5     - -  - 

Japan *********************No rankings provided********************* -    - - - - 

Korea 4 5 3 2 1 - - - - - - - - 

Mexico 2 4 1 3 5        /1 

Netherlands 3 5 1 2 4     -  - - 

NZ 1 5 2 3 4      /1 -  - 

Norway 2 5 1 3 4    /1     - 

Portugal 4 3 5 2 1  /1  /1  /1  /1  /1 - - - 

Spain 3 5 1 4 2        - 

Sweden 4 5 1 3 2        /1 

Switzerland 5 4 2 3 1 - - - -   - - 

Turkey 4 2 1 5 3   /1  /1  /1 - -  - 

UK /1 4 2 1 3 5 - - - - - - - - 

USA 4 5 1 3 2        - 

Non-OECD Countries 

Chile 1 2 4 3 5   /1  /1  /1 - - - - 

Singapore 4 5 3 2 1      -  - 

Slovenia 4 1 2 5 3 - - -  - - - - 

S. Africa 4 1 5 2 3         

**Average 
ranking 

3.5 3.8 1.8 3.0 2.5         
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Notes to Table A2 (including additional material provided by members in their responses): 

/1. Australia—quality of services delivered and client satisfaction are measured through the 
ATO‘s Community and Business Perceptions Surveys (www.ato.gov.au/corporate/ 
pathway.asp?pc=001/001/024&mnu=36768&mfp=001&cy=1) and tax agent surveys 
(www.ato.gov.au/taxprofessionals/pathway.asp?pc=001/005/045&mfp=001/). 

Service take-up rates are reported weekly, monthly and annually. 

Clients‘ administrative burden is reported through the Cost of compliance section of the annual 
Taxation Statistics publication – link to latest version (www.ato.gov.au/corporate/ 
content.asp?doc=/content/00177078.htm) 

Return on investment is a component of policy and service design business cases. 

/1. UK—noted that he outcomes expected from their strategy are focused on 
improving the range and quality of customer centric e-services. Expectation 
is that this will result in a transformed online channel which their customers 
prefer to use because they trust it, it works, it is there when they want it and 
it reflects their changing needs and lifestyle. The transformed channel will 
make it easier for customers to use the online channel and reduce the burden 
of complying with their tax obligations. Increased use of the channel will also 
reduce the contact costs for HMRC. 

In relation to metrics used to measure outcomes, they noted that there are 
no specific measurements against the criteria listed and provided the 
following comments: 

- timeliness - only assessed in relation to website availability 

- quality - HMRC does run a customer satisfaction survey and one of the 
measures is ‗ease of getting in touch‘. This potentially could be broken 
down by channel from the data we have but is not currently used in that 
way. Customers are able to provide online user feedback for some of 
HMRC‘s e-services. 

- client satisfaction – nothing published. The customer satisfaction survey 
measures ‗overall rating of experience‘. If enough respondents only used 
e-services it would be possible to extract their responses as an indication 
of ‗e‘ client satisfaction. 

- trend in % take-up –measure unique visits and change over time but 
this is not specific to particular services. 

- cost reductions (for tax administration) – HMRC‘s central finance 
function is looking to develop better activity based costings to enable 
this sort of assessment. 

- cost reductions (for clients) - there is nothing published around admin 
burden reductions specifically from e-services but there is some data 
internally. 

- MIS is collected/ reported in the metric areas listed, but not as part of a 
formal report against an overall plan/strategy. MIS is made available to 
appropriate stakeholders to manage their individual targets and inform 
business decisions.  

- HMRC is exploring the feasibility and benefits of an online services 
customer survey to include transactional and non-transactional e 
services. This work is at a very early stage. HMRC already has a survey 
in place for our contact centres. 

/1. Belgium—noted that they have a project underway to improve measurement of 
success/progress of e-services. 

/1. Canada—noted that all of the identified outcomes are important; however the ranking will 
vary depending on timing and the initiative. 

Other metrics used include Telephone Accessibility (an internal performance measurement that 
provides the percentage of unique callers who gain access to our telephone system) and Web 
Site Accessibility. 

The CRA External Service Standards are published on the CRA Website.  These standards 
publicly state the level of performance that citizens can reasonably expect to encounter from the 
Canada Revenue Agency (CRA) under normal circumstances. While not all standards are 
related to e-services, a link to the  current year standards summary information the CRA 
external service standards is provided for information Current Year Service Standards 2009-
2010. 

/1. Chile—‗Quality by Assistance Channel Study‘ produced in February 2009. 

Measurement of client satisfaction has occurred occasionally. 

Service take-up rates: electronic filing (via internet) = monthly VAT returns (57%), annual 
income tax returns (98.5%), and annual third party reports (100%); electronic invoicing for 
independent personal services (web application) is used by 90.3% of self-employed taxpayers. 
82% of taxpayer lifecycle processed online (e.g. initiation of activities, information updates, end 
of activities). 

/1. Ireland—noted that reducing the administrative burden on business has been and is a 
priority. The Government has set a target of 25% for the reduction in the administrative burden 
placed on business arising from regulation. We are not in a position to measure the impact of 
initiatives introduced since 2004 (the base year) pending the completion of the comprehensive 
measurement exercise to be undertaken in late 2009. However, the Revenue On-line Service 
(ROS) which currently caters for over 20 taxes and duties is widely recognised for its efficiency.  
Revenue has also recently introduced extended deadlines for filing and paying electronically as 
an incentive to encourage ROS usage. From an SME perspective Revenue‘s less frequent filing 
programme and increased registration thresholds have reduced the administrative burden and 
improved cash flow and have been well received. 

/1. Norway—noted that they undertake annual user surveys in relation to 
client satisfaction. The last survey (June 2008) states that: user orientation, 
internet services and the use of pre-filling have, among others, resulted in a 
significant improvement in user satisfaction since 1999. User satisfaction has 
been at a high level since 2004. 

http://www.ato.gov.au/corporate/pathway.asp?pc=001/001/024&mnu=36768&mfp=001&cy=1
http://www.ato.gov.au/corporate/pathway.asp?pc=001/001/024&mnu=36768&mfp=001&cy=1
http://www.ato.gov.au/taxprofessionals/pathway.asp?pc=001/005/045&mfp=001/
http://www.ato.gov.au/corporate/content.asp?doc=/content/00177078.htm
http://www.ato.gov.au/corporate/content.asp?doc=/content/00177078.htm
http://www.cra-arc.gc.ca/gncy/stndrds/2009-2010/crnt-yr-srvc-stnds-09-10-eng.pdf
http://www.cra-arc.gc.ca/gncy/stndrds/2009-2010/crnt-yr-srvc-stnds-09-10-eng.pdf
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Notes to Table A2 (including additional material provided by members in their responses): 

/1. Italy—Strategic projects are monitored by a common informatics procedure. Operational 
projects are monitored via a COGNOS application. Progress on activities is issued on the 
website. 

/1.Portugal—measurement of service timeliness, quality, and client 
satisfaction occur via an annual survey on the internet portal. Revenue body 
cost reductions are reported via the Annual Report. Trends in take-up of e-
services are available via the website - 
http://www.portaldasfinancas.gov.pt/pt/main.jsp?body=/portal-
dgci/Stats.jsp. 

The annual report of the Directorate General for Taxation includes other 
metrics used to measure progress towards the outcomes expected but it‘s not 
available to the general public. 

They also noted that new e-services are provided regularly with pre-
announcements on the main page of the portal. 

/1. Mexico—also reported use of an ISO certification. The certification process was completed 
at the end of 2005. Thereafter, SAT‘s 67 walking centres have a renewed certificate and 
verification that is conducted annually. The certification body is TÜV Rhineland Mexico. 

/1. New Zealand—revenue body cost reductions evaluated formally through project 
governance. 

/1. Sweden—% of errors in paper returns versus % of errors in e-services. 

/1. Turkey—indicated that % take-up is measured in relation to e-
declaration and e-collection rates. Also noted that they have processes in 
place to evaluate efficiency of systems and that taxpayer satisfaction is 
evaluated with the applications to the call centers and requests to the help 
desk. Service satisfaction will also be evaluated with questionnaires over the 
internet. Cost benefit analyses are performed on electronic services 
provided. 

 

http://www.portaldasfinancas.gov.pt/pt/main.jsp?body=/portal-dgci/Stats.jsp
http://www.portaldasfinancas.gov.pt/pt/main.jsp?body=/portal-dgci/Stats.jsp
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Table A3. Organisation planning—priority areas and key targets in plan 

Country Priority areas in current plan for next three years Specific targets contained in the plan 

Australia /1 The channel strategy identifies online as the preferred channel for information, 
interaction and transactions. Key priorities for online strategy are: 

 Completion of the ATO‘s change program – which provides a base platform for 
many of the services we offer online 

 Implementation of Standard Business Reporting 

 Rationalisation of the online products that the ATO offers for particular 
transactions 

 Moving existing online products to web services. 

Lodgment and payment targets were set as follows: 

 Electronic lodgment of original activity statements in 
2007/2008 - 47% 

 Electronic lodgment of activity statement revisions - 60% 

 Lodgement of payments through BPAY® - 36% 

 Electronic lodgment of payment summaries through Electronic 
Commerce Interface - 40% 

 Electronic lodgment of income tax returns - 95% 

 Lodgment of Tax File Number Declarations through ECI - 10%. 

Austria /1  Supporting measures for a more frequent acceptance and usage of electronic filing 

 Enlargement of the offered services (certain, specific applications) 

 Integration of external service-links (e.g. e-banking, e-invoice, etc) 

- 

Belgium Area for attention: PIT, CIT, VAT, Pre-filling, Portal, SBR, Employer. - 

Canada Expand and enhance the suite of self-service 0ptions, optimize the telephone channel, 
and strengthen outreach and communication efforts. 

Achieve a 5% increase in the share of total interactions/ 
transactions that are undertaken on a self-service basis by 
individual and business taxpayers and benefits recipients, by March 
31, 2012. 

Achieve a 5% increase in the level of satisfaction by 31 March 2012 
for overall service quality among individual taxpayers that had 
direct contact to get information or receive a service. 

Czech Rep. - - 

Denmark Payment via internet, taxpayers digital access to all communication between 
him/herself and the revenue body, reporting the tax return concerning foreign income 
via internet, more online control of changes to pre-filled data made by taxpayers, public 
authorities get access to necessary information on citizens and companies via our 
extranet, and tax data & income data will be accessible as webservices for banks etc. 

All communication to and from business occurs electronically from 
2012. 

Finland - - 

France  Increase the use of existing electronic services, in particular e-filing. 

 Develop new e-services to allow a totally paperless interaction with taxpayers. 

 Extend pre-filling of tax returns etc to increase/enhance process automation. 

Not yet defined: specific targets will be set together with the 
finalization of the new strategic plan, for autumn 2009 

Germany Priorities set by regional government tax bodies - 

Ireland /1  Easier to use PAYE self-service channels leading to greater take-up. 

 Increase Revenue On-Line (ROS) usage and functionality. 

 Implement mandatory e-filing, following consultation, in appropriate cases on a 
phased basis. 

 Adapt and extend the successful PAYE customer relationship management system 
(the ―iC system‖) to business taxes. 

 By end-2010: 300,000 customers using PAYE self-service 
channels at least once a year. 

 Revenue On-Line (ROS)—eStamp Duty introduced by end-
2009, and development of eRCT (Relevant Contracts Tax) to 
commence in 2010. 

 Mandatory e-filing introduced in appropriate cases on a 
phased basis in 2009. 
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Country Priority areas in current plan for next three years Specific targets contained in the plan 

Italy /1 Further development of e-services, which enables taxpayers to fulfil their tax 
obligations in an agile, fast and secure mode, introducing greater transparency and 
more interaction with the taxpayers at all stages of their relationship with the tax 
administration. 

Develop e-services to introduce greater transparency and more 
interaction with taxpayers. In particular, the aims are to: 
1. increase by 10% the number of registered users on the Internet 

e-services site, with increase of 10% in self-service online 
transactions 

2. evolve the "Tax Drawer" with much more information and 
making it interactive so that the number of visits increase by 
10% 

3. create a "Virtual Counter" with service delivery in integrated 
multi-mode, and 

4. encourage the use of e-payment for taxpayers who are not 
obliged by law to do so. 

Japan  Filing returns for income tax, corporation tax and so forth. 

 Submission of information returns, including withholding record of employment 
income. 

 Application for certificates of tax payment. 

 Submission of notification of start using e-Tax. 

Raise service usage rates to more than 65% by 2013 regarding 
specific procedures including those described under ‗priority areas‘. 

Korea - - 

Mexico Increase e-payment (termed e-billing) by individuals and business taxpayers. E-
payment will be mandatory for some taxpayer segments (and billing information must 
be informed monthly). 
 
Educational programs to promote e-filing and e-payment (via websites, free software, 
Internet rooms and site locations. Educational programs also for universities, colleges 
and schools. 

Various ‗whole of agency‘ performance targets identified. For e-
services and service delivery the most relevant were:  

 Achieve a cost of raising not more than 0.0090 pesos per peso 
collected in 2012 at the close of 2006, cost was 0.0106 pesos; 

 Continue to achieve positive results in the perception of the 
overall image of the Tax Administration to reach 85% (80% at 
end-2006).  

 

Netherlands Personal internet domain and dedicate portals for business as well as private 
individuals, generic governmental solutions, pre-filled tax return and reducing 
administrative burden. 

Reducing the administrative burden measured at a governmental 
level (25% target for reduction in regulatory costs by 2011). 

NZ From our current corporate Strategy Set 
 Fully align policy and administration – legislation, systems, processes, and people 

capability to enable customers to self manage 
 Provide customers with the information, tools and support to make it easy to self 

manage  
 In the first contact we will address and resolve the issues a customer contacts us 

about 
 We deliver all our services consistently across all channels, particularly electronic 

channels 
 Our processes enable the majority of our customers to use electronic channels 

 95% of customers who file electronically also pay electronically 
by 2011/12. 

 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 
with seven days through the most effective channel. 

 A framework is in place to enable self management by 2010/11. 

Norway 1. Improving existing e-services as well as establishing new ones, giving priority to the 
e-solutions that are most valuable for our users 
2. User friendly solutions, with a unified user interface suitable for our preferred target 
groups 

Annual targets per service, yearly report on results 
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Country Priority areas in current plan for next three years Specific targets contained in the plan 

3. Focus on developing joint e-services across different governmental bodies 

4. Enable more efficient working processes across the different governmental bodies  

5. Simplification of filing as well as laws and regulations in order to reduce taxpayers‘ 
compliance burden 

Portugal /1 Don‘t have priority areas, but priority services. These services transverse almost all 
areas. For the next three years the priority is to increase the level of services offered 
over the internet portal, emphasising the quality on the final services provided to end 
users [tax payers]. 

Increase the services provided over the internet portal, mainly 
singular and collective tax payers. 

Spain Extending the presentation and telematic payment to all the tax returns. Extending the use of the telematic system to all the taxpayers that 
carry out economic activities and reducing the derivative indirect 
costs of the execution of their tax liabilities. 

Sweden /1 Overall e-strategy priorities reported as 1) good e-services to citizens and businesses; 2) 
transparency and integrity; 3) an efficient revenue body; and 4) cooperation with 
others. Specific e-service work in the pipeline for future years includes: 
- further development of online corporate tax return (first version delivered in 2009) 
- online notification of advanced payments (instalments) of tax owing by companies 

and individuals 
- further development of e-services for registration of new businesses, change of 

information in the register and closure of a businesses. This e-services is done in 
collaboration with other authorities (Swedish Agency for Economic and Regional 
Growth and Swedish Companies Registration Office). Information and services 
from the three authorities can be found on a single portal ―Verksamt.se‖ 
(Active:se‖). On this website one can for example create a business plan. 

- access certain information on companies in public procurement (at first - an e-
service only for governmental and municipal authorities). 

Short time goals (within year 2009) concerning e-government are: 
1. At least 45% of all VAT & PAYE tax return are filed via Internet. 

2. At least 60 % of  all  tax return for individuals are filed via 
Internet or by SMS (mobile phone); 

3. At least 20% of companies file the tax return via Internet. 

Switzerland Priority initiatives in the whole of government plan that impact taxation are: 

1) Automated transmission of payroll data from businesses to relevant government 
organisations; 2) Change of address notification across government; 3) VAT portal 

4) Individuals e-filing; 5) Online return filing extensions; 6) Uniform personal identifier 

7) Uniform business identifier; 8) Standardisation of business and payroll data 

Target dates set for individual initiatives over planning horizon. 

Turkey Revenue Administration has focused on e-declaration, e-collection and e- distraint 
concepts as e-services for the next 3 years. 
It is planned to put the applications of electronic invoice and electronic book into 
practice in the following 3 years. 

To have all taxpayers provide all tax returns via e-declaration, and 
promote to taxpayers the use of banks for collections. 

UK Improved service availability:  1) Improve the robustness of our strategic 
infrastructure and introduce new products to support online filing mandation; 2) 
develop new flexible forms based services; and 3) Deliver a range of e-Contact solutions 

Improved usability and accessibility: 1)  Migrate our rewritten and restructured 
customer facing online information and key web tools to BusinessLink.gov.uk  and 
Directgov.uk; 2) Deliver a change programme designed to transform contact centre 
performance to support Transformational Government; 3) Deliver accessible/usable 
services to ensure online content and tools are compliant and consistent across the 
channel; 4) Involve customers in the design and development of new products and the 
continuous evaluation of services; and 5) Engage in the UK Government‘s Central Office 

HMRC has not yet assigned timelines or performance indicators to 
measure strategic deliveries; however, it does follow the UK 
Government‘s Central Office of Information target recommend-
ations and guidelines such as meeting Accessibility Level AA by end 
of 2009. 
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Country Priority areas in current plan for next three years Specific targets contained in the plan 

of Information led Performance Management Framework to support the measurement 
of website performance across government websites. 

Increase customer trust and confidence in the online channel: 1) Develop and 
implement data security measures to improve the security of data held and transmitted; 
2) Improve the management of identity credentials; and 3) Work with other 
government departments to find a cross-government authentication solution 

Personalised: Contribute to development of personalisation on Directgov/Business 
Link websites (via My Account /My site design concepts) 

USA The new plan focuses on web-based services provided directly to taxpayers, to taxpayers 
via third parties (e.g. tax professionals) and to third parties directly. 

Not reflected in plan. 

Non-OECD Countries 

Chile Regarding e-services to taxpayers, it is of great importance to the SII to emphasize the 
use of its website by taxpayers. For this purpose, the SII has focused on the design of 
options aimed at satisfying taxpayers‘ needs for guidance and assistance, while 
promoting voluntary tax compliance and supporting tax auditing. 
Main priority for the coming three years is to improve pre-filling of annual and monthly 
tax returns, especially for business taxpayers. 
Also planning to introduce GIS interface for property tax and audit purposes. 
The items listed in the ‗targets‘ columns are also considered priority areas. 

The targets set consist of improving e-services currently provided to 
taxpayers and progressively broadening e-services coverage, for 
example: 

- Pre-filled annual Income Tax Returns will continue to be 
improved in order to provide the largest possible amount of 
taxpayers with a tax return proposal. 

- We also plan to expand the service of making available to 
taxpayers pre-filled Monthly Tax Returns (mainly VAT).  

- Interactive Contact Center: My Solutions  :automatic walk-in 
distribution, IVR self-service, CRM integration by using voice 
and data convergence  

The SII´s strategy includes the development of a system that is 
taxpayer-friendly, which requires taxpayers‘ data to be lodged only 
once, integrates all e-services and is able to obtain/provide timely 
information and links to all relevant services. 

Singapore  Enhance the existing range of on-line services to help taxpayers & employers ―self-
manage‖ their tax affairs – (taxpayer contacts , taxpayer subscription & taxpayer 
preference management) 

 Increase e-filing, including by use of mandatory e-filing requirements – (corporate 
e-filing). 

- 

Slovenia  Updating online services, meaning the direct connection between applications of 
taxpayers and the system eDavki: Taxpayers will receive services, with which they 
can upgrade their own applications and thus reduce the costs of adaptation of their 
software to the online services of the Tax Administration, free of charge. 

 The construction and reinstatement of the system of services in G2G. The first 
service, called »Vrtci (kindergartens)« will be available already at the end of 2009. 

 The widening of use of online services to private persons. The Tax Administration 
is considering the introduction of a more acceptable manner of authentication/ 
authorization for the group of PIT taxable persons. 

 Assurance of feedback through online services on data which the Tax 
Administration manages for taxpayers respectively on information which taxpayers 
can access. 

- 
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Country Priority areas in current plan for next three years Specific targets contained in the plan 

 Preparation for the provision of an adequate environment for sending outgoing 
documents to taxpayers. 

 Widening of tax contents in the area of informing and self-education of taxpayers 
with the help of connecting the VIDA (virtual tax assistant) system with tax 
contents on official web pages. 

S.Africa Key priorities for the next 3 to 4 years include: 

 Continued modernisation of the Personal Income tax (PIT) returns and related 
services; 

 Modernisation of the Corporate Income Tax (CIT) returns and related services; 

 Replacement of the legacy Customs systems with newly developed solution; and 

 Modernisation of Value Added Tax (VAT) returns and related services. 

 

 
Notes to Table A3 (including additional material provided by members in their responses): 

/1. Australia—the Australian Government will be introducing a new Business to 
Government (B2G) PKI system in mid 2010 that will be administered by the 
Australian Business Registrar (ABR) and be available for use by all Australian 
businesses to deal online with government agencies.  The Tax Office will migrate 
all of its existing PKI users who use its PKI system to the new ABR system over a 
transition period between 2010 and 2012. The ABR system will be simpler for 
businesses to use – relying less on them having an understanding of PKI. 

In conjunction with the new ABR PKI system, there will be a centralised 
authentication service created so that all government agencies can provide PKI 
authenticated B2G online services without the overhead of setting up their own 
PKI authentication capabilities.  The authentication services will operate using 
SAML protocols.  The Tax Office will transfer all of its current PKI authentication 
services to this new model from mid 2010 – in line with the new ABR PKI system 
coming available. 

/1. Austria—The Virtual tax office on the internet (FinanzOnline) provides the following 
types of main functions: online registration, electronic filing of tax returns and other 
applications, electronic assessment notice, online inquiry to tax-files and tax-accounts, 
online administration of personal data. instant online tax calculation (anonymous). 
FinanzOnline is the internet front-end for all kinds of taxpayers (employees, companies, 
tax advisors, municipalities). History is as follows: 
 1997 FinanzOnline was made available for tax advisors through an extranet solution 

 2003 all tax payers (employees, companies and municipalities) able to access 
FinanzOnline via the Internet 

 2005 relaunch 

 it is still extended consequently although all electronic filings can now be sent 
electronically. 

The basic principles of FinanzOnline are: complete integration in the Backoffice IT-
systems of the tax offices, prerequisite: electronic file and electronic workflow, user 
identification (UserID/PIN, electronic signature), no special Client-Software necessary, 
availability 7 x 24, security certificate, FinanzOnline Hotline 0810 / 22 11 00 (Monday - 
Friday, 08:00 - 18:00) 

Some statistic figures about FinanzOnline: more than 2.1M users, 39.2M tax 
returns/applications, 15.6M databox-deliveries, up to1.4M transactions/day, up to 32 M 
transactions/month. 

The development of e-services of the MoF (Ministry of Finance - Austria) has reached a 
very high standard. In fact there is no necessity for a tax payer to get in conventional 
personal or letter contact with the revenue body beside the e-services except in very 
specific cases like first contact of incorporated companies with the tax authority or audits. 
 

/1. Ireland—The SoS sets out four goals for Revenue, namely: 1) maximise 
compliance with Tax and Customs law, 2) provide quality service that supports all 

/1. Italy—Also planning to provide a set of ―virtual‖ services specifically aimed at 
intermediaries. 
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Notes to Table A3 (including additional material provided by members in their responses): 

our customers, 3) contribute to economic and social development by effective 
participation at national and international level, and 4) develop a capable, 
responsive and effective organisation. The SoS clearly sets out that Revenue‘s 
strategic objectives are improving compliance and maximising revenue collection. 
The current SoS has a strong emphasis on the provision of quality customer 
service and helping individuals and business understand their obligations and 
entitlements. Relevant strategies are: 

- Strategy 2.1: Help our customers to pay the right amount and to get their 
entitlements. 

- Strategy 2.2: Help to make it as easy as possible to do business with us. 
- Strategy 4.2: Optimise our use of resources and our organisation structures. 
On June 29 2009, Revenue launched its new National Excise Licence Office. As 
part of Revenue‘s policy on simplification and streamlining our business processes 
to make them more efficient, we have made significant improvements to the 
application and renewal procedure for customers requiring an Excise Duty 
Licence. 
Over the past number of years, Revenue has delivered an innovative range of 
electronic and other services that gives our customers a variety of ways of 
interacting with us. We have delivered significant information and 
communications technology (ICT) based solutions to simplify our systems, reduce 
costs and speed up delivery of our services. Revenue‘s On-Line Service (ROS) is 
widely regarded as one of the best tax on-line filing and payment systems in the 
world. We will continue to invest in the use of ICT to deliver even more service 
options and better and quicker access to our services, particularly through 
electronic channels, for the public and businesses. 
By providing innovative self-service options, better customer service and more 
taxpayer education and help, we aim to help all our customers pay the right 
amount of taxes and duty. We want to ensure they know about their entitlements 
and encourage and make it easy for them to claim them. Customers can help 
Revenue, and themselves, to be more efficient by using electronic channels where 
they can. Making it as easy as possible for our customers to do business with us is 
essential if we are to maximise voluntary compliance.  
It is evident from customer feedback, including customer surveys, that there has 
been substantial improvement in our service and our contribution to minimising 
compliance costs over the past number of years.  

/1. Portugal—noted that on-line filing by corporate taxpayers is mandatory for CIT and 
VAT. Online filing of tax declarations by individual taxpayers is over 75%. 

/1. Sweden—The online notification of advance payments is the preliminary debit 
calculated before the income year (based on previous year‘s taxation) for all businesses 
(both individual and limited companies for example). It is for those who have to pay their 
taxes monthly by themselves. Normally they accept the calculations, but they can - 
anytime of the year and several times if needed - adjust the tax debited. The purpose is 
that the preliminary tax should be as close to the final as possible. This return is still a 
manual return and it is hoped to create an internet version soon. 
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Table A4. Provision of tax system information via the Internet 

Country 

Website structure at highest 
level—by client type (C), 

function (F), location (L), tax 
type (T) or other (O) 

Non-personal tax information 
is available on ‘whole of 

government’ website—yes (), 
stored on website (*) or linked 

to revenue body website (**)  

Cross channel links are 
provided to other service 

channels—yes () 

Transaction portions of 
website are separated from 

information sections by 
different security levels—yes 

()  
2009 2012 2009 2012 2009 2012 2009 2012 

Australia C, F C, F ** /1  *, ** /1 -   /1  

Austria C C *, ** /1     /1  

Belgium F C * /1      

Canada C F /1 ** /1   /1  /1   

Czech Rep. F F - -     

Denmark C C *, ** /1  - -  /1  

Finland C C *, ** /1  -   /1  

France C C *, **     /1  

Germany C, L /1 C, L **  - -  /1  

Ireland /1 C C - /1 -   /1   

Italy - C, F **  - -  /1  /1 

Japan F F *, **  - -  /1  

Korea C, F C, F - - -   /1  

Mexico C C - - - -  /1  /1 

Netherlands C C - - - -  /1  

NZ C C * /1  -   /1  

Norway C, F C,F * /1 *        

Portugal C, F C, F, L ** ** -   /1  

Spain C, F C, F **  - -   

Sweden F C **  -    

Switzerland T T - - - - - - 

Turkey C, F /1 C, F ** /1  - /1 -   

UK C, F O /1  *, ** /1  - /1 - /1  /1  /1 

USA C /1 F **  -   /1  /1 

Non-OECD Countries 

Chile C, F C, F - -    /1  

Singapore C C  *, **  *, **    /1  

Slovenia C, F C, F *, ** /1     /1  

S.Africa F F ** **     
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Notes to Table A4 (including additional material provided by members in their responses): 

/1. Australia—currently has basic information provided on WoG website 
(www.australia.gov.au) for a range of tax topics with links to the Australian Taxation 
Office website. Plan to publish further data on australia.gov.au in the future. 

Access to information requires no authentication. Access to transactions requires 
authentication. 

/1. USA—currently working on a new portal acquisition which will provide a new 
website design. 

In relation to security of transactional portions, user authentication and registration 
are used for some applications. As the sensitivity of information increases, the 
authentication requirements become more stringent. Noted that, for the future, they 
anticipate continuing to assess risk of new applications and require a level of 
authentication commensurate with the level of risk. 

/1. Austria—some basic information is stored on the other whole-of-government 
websites, but there are also links to our revenue body‘s website. 

There are no security requirements for the information portions. To access the 
transaction portion the taxpayer needs an individual identification via User-ID and 
PIN or via electronic signature card with PKI. 

/1. UK—website is structured by a combination of client type and function. Under the 
Transformational Government Agenda we expect the primary route to information 
and services to be through www.direct.gov.uk (for citizens) and 
www.businesslink.gov.uk (businesses). These sites are structured around grouped 
areas – products / audiences or themes. There is localisation involved to an extent in 
both – though this has minimal impact on tax matters and does not apply to 
transactional capability. There is close connectivity to sites administered by the 
devolved administrations. 

In relation to storage of content, both whole-of-government sites are transitioning 
from portal sites, whereby they had introductory content linking back to the HMRC 
site, to destination sites, whereby all customer facing information/services will be 
accessed. There will remain links back to the departmental site for more technical/ 
detailed material suitable for professional practitioners etc. 

In relation to cross-channel links, links are provided to contact numbers etc, but 
generally agents do not assist with customer journeys through web material. Exploring 
how to best facilitate agent support and in context of the move to provide services etc 
via the whole of government sites. 

Security arrangements for transactional services: customers gain access to online 
services via the generic Government Gateway Registration and Enrolment process. To 
enrol for a service the user must: 1. Have a registered unique identifier (User ID or 
Digital Certificate) and 2. Provide ‗Known Facts‘ to authenticate themselves to the 
Gateway. A ‘Known Fact‘ is a piece of data that, when combined with other Known 
Facts, can be used to identify a customer. HMRC send Known Facts to the Gateway 
ready for use when a customer wants to enrol for a service. Each service has a separate 
set of Known Facts. When entered by the user, the Known Facts are checked within 
the Gateway to ensure that they match the Known Facts provided by HMRC. This 
process is known as ‗Authentication‘. 

Once the customer has been authenticated, they are issued with an ‗Activation PIN‘ in 
the post. This takes up to 7 days for delivery and is intended as a further security 
measure – i.e. so far, communication has only been via the Internet but now a piece of 
post is being issued to the address we currently hold for the customer. Activation PINs 
expire after 28 days to reduce the risk of them falling into the wrong hands. 

It is the Registration and Enrolment processes that together authenticate the customer 
to a level whereby HMRC is confident to receive data from, and transmit data to the 
customer. Within the next three years customers will not be able to login or register 
for services directly from the HMRC website, they will visit DirectGov or BusinessLink 
to do this, but the backend data processes will still be the same. 

/1. Belgium—information is stored on the other whole-of-government website. (e.g. 
National Institute for Statistics). 

/1. Chile—security requirements are user id/password and digital certificate. 

/1. Canada—noted that the CRA is moving to a task-based architecture in the future. 
Client identification will always however remain necessary at some level. 

They will also be exploring further personalization of the web in order to better target 
information to more refined segments and then tailor that information. 

Canadian Provincial and Municipal government also provide links to the CRA web site 
in a reciprocal agreement and encourages the private sector to link to its information 
to provide individuals and businesses tax information.  

Cross-channel links to other services channels are provided through an initiative 
called Smart Links. CRA is looking at the use of webinars to bridge in person sessions 
via the web. Video conferencing will also be used to provide in-person appointments. 

/1. Denmark—links are provided to the personalized sector of the revenue body‘s 
website, but non-personalized information is stored on the whole-of-government 
website. 

Security measures in relation to transactional services are: personal digital signature, 
personal pin code or employee digital signature. 

/1. Finland— Information via links to www.vero.fi, forms stored in www.suomi.fi. 
Security is via https-protocol, Thawte-certificate (SSL). 

/1. France—authentication via electronic certificates or shared secrets is demanded 
to access personalized information/services, whereas general information is available 
anonymously. 

/1. Germany—reported there are different websites for tax administration-federal 
and länder- as well as common ELSTER websites on / for e-filing; the ELSTER 
website (www.elster.de) is structured by client type and by function. 

Security is via certificate-based PKI.  

http://www.australia.gov.au/
http://www.direct.gov.uk/
http://www.businesslink.gov.uk/
http://www.vero.fi/
http://www.suomi.fi/
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Notes to Table A4 (including additional material provided by members in their responses): 

/1. Ireland— Ireland does not have a whole of Government website. However, a 
considerable amount of tax information can be found on the Citizens Information 
website - http://www.citizensinformation.ie. (an eGoverment website which was 
developed and is maintained by the Citizens Information Board, the national agency 
responsible for supporting the provision of information, advice and advocacy to the 
public on the broad range of social and civil services). 

The Websites of some other Government Departments and agencies contain links to 
the Revenue website, for example the Department of Social and Family Affairs. 

Planning to implement a bilingual (English/Irish) website in the summer of 2009. 

Public Key Infrastructure (PKI) based security for encryption and digital signing, PIN 
Numbers. 

/1. Netherlands—security is via Digital ID. 

/1. New Zealand—All of NZ Government website – http://newzealand.govt.nz/. 

Security for transaction portions is via user code and password required for access to 
specific client details. 

/1. Norway—information is stored on the whole-of-government website 
(www.altinn.no), but there are also several links to relevant information on the 
website of the Norwegian Tax Administration (www.skatteetaten.no). Skatteetaten.no 
has won three rewards in the years 2004 – 2007 for best (twice) and second best 
website of the year. 

/1. Portugal—noted that https is used for access to personalised information. 

/1. Italy—security is via a personal code. Future security will be via personal code or 
smart card. 

/1. Singapore—security requirements for transactional services are via a Tax 
Reference No & an assigned personal password. After navigating the authentication 
process, they are taken to a web page that is separate from the homepage, where 
general information is found. 

/1. Japan—electronic certificates and digital signature are required for online tax 
return filing. 

/1. Korea—noted that security is via a 2-phase network (closed and opened to web). /1. Slovenia—Information and links to their website are published on the State 
Portal of the Republic of Slovenia. Noted that information of a public nature is 
published on the non-secure website and that a digital certificate is needed for 
interaction between the tax administration and a taxpayer when the information being 
exchanged is of a private nature. 

/1. Mexico—security is via the CIEC (clave de identificacion electronica confidencial) 
and the Fiel (Firma Electronica Avanzada); both are necessary to access certain 
information and operations according to the security level in the website. 

The site has a three-homed structure with a DMZ exposing just the ―presentation‖ 
portion of the information, leaving the business rules and the actual taxpayer‘s and 
other relevant business data behind strict controls enforced by firewalls rules. 
Taxpayers have access to their protected data through mandatory access control, 
authenticating themselves via CIEC or FIEL. Both methods get their authorisation 
credentials from an Identity Management solution. 

/1. Turkey—noted that online services (via tax office internet) are structured 
according to client type. Other information pages are structured according to function. 

There are links provided to the revenue body‘s website for sharing general (non-
personalised) tax administration data/information. 

In relation to cross-channel links for service, there is a survey form for internet users 
to forward their questions and problems about the revenue body‘s website. 

 

http://www.citizensinformation.ie/
http://www.citizensinformationboard.ie/
http://newzealand.govt.nz/
http://www.altinn.no/
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Table A5. Information/ content categories of revenue body’s website 

Country 

Information category/ type provided by revenue body website —yes () 
General (e.g. guides 

and forms) 
Specific advice & 

tools 
Taxpayers’ 

transactions /1 
Taxpayers’ account, 

record, history /1 
Tax legislation 

provisions 
Corporate data 

about revenue body 
2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia      /2  /2  /2  /2     

Austria             

Belgium             

Canada             

Czech Rep.             

Denmark                         

Finland       -  -    

France             

Germany          /2  - - 

Ireland             

Italy       - -   - - 

Japan       - -     

Korea           - - 

Mexico /2             

Netherlands       -  - /2 - /2   

NZ             

Norway        /2      

Portugal             

Spain             

Sweden             

Switzerland       -      

Turkey             

UK     - - -  /2 -    

USA       -      

Non-OECD Countries 

Chile /2             

Singapore             

Slovenia             

S.Africa             
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Notes to Table A5 (including additional material provided by members in their responses): 

/1. Access to taxpayers‘ transactions and account/record information requires 
some level of user authentication. 

/2. Germany—also provides Ministry of Justice information. 

/2. Australia—taxpayer account/record information is available from portals for 
tax professionals and business which are accessible via the ATO website. 

/2. Mexico—reported that they developed a virtual subject for the universities 
educational program and that they have also incorporated tax information services on: 
 YouTube (http://www.youtube.com.mx/satmx) 

 Flickr (http://www.flickr.com/photos/satmx) 

 Twitter (http://www.twitter.com/satmx) and, 

 Really Simple Syndication RSS 
(http://www.sat.gob.mx/sitio_internet/servicios/noticias_boletines/novedadesSAT.
xml). 

/2. Chile—Taxpayers´ Electronic Tax Folder - the Tax Folder centralizes 
taxpayers´ information, eliminating the need to search for copies of tax returns 
and information statements, thus saving time and costs. This information is 
presented to the taxpayer, who can then authorize a third party to access it at the 
SII website www.sii.cl  (appropriate level of information security is observed 
throughout). For individuals and micro and small enterprises, the Tax Folder is 
expected to help taxpayers to comply with bank loan requirements and when 
applying for benefits from other institutions. The information that is available at 
the Electronic Tax Folder is: VAT and Income Tax Returns, real estate property 
taxes, taxpayer‘s tax status and information regarding the economic activity of the 
taxpayer. 

/2. Netherlands—information concerning legislation can also be found on a 
government-wide website called Overheid.nl (government.nl). 
/2. Norway—taxpayer account/record information is available for VAT only. 

/2. UK—access to taxpayers‘ transactions will not be for all services. 

 

http://www.youtube.com.mx/satmx
http://www.flickr.com/photos/satmx
http://www.twitter.com/satmx
http://www.sat.gob.mx/sitio_internet/servicios/noticias_boletines/novedadesSAT.xml
http://www.sat.gob.mx/sitio_internet/servicios/noticias_boletines/novedadesSAT.xml
http://www.sii.cl/
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Table A6. Website use of content management system (CMS) 

Country 

Content management 
system (CMS) is used to 
manage website—yes () 

Main objective of CMS: 
Web (W), mobile phone 

(M), publications (P), 
enterprise (E) or other 

(O) content management  

Where CMS used for web 
content: System 

generates static (S) or 
dynamic (D) pages 

Main users of the CMS:  
Content authors (A), web 

administrators (W), IT 
staff (I), or other (O) 

CMS Uses: As authoring 
tool (A), publishing tool 
(P), work management 

tool (W), other (O) 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia  /1  W, P, E W, M, P, E S, D S, D A, W A, W A, P, W A, P, W 

Austria   W, E, O /2 W, E, O /2 S, D S, D W, I W, I A, P A, P 

Belgium  /1  W, P W, P, E S S, D A, W A, W A, P, W A, P, W 

Canada   W, P W, M, P, E, O 
/2 

S S, D A, W, I, O /2 A, W, I, O /2 A, P, W A, P, W, O /2 

Czech Rep.   W, P, E W, M, P, E S, D S, D A, W, I A, W, I A, P A, P 

Denmark  /1   W W S S A, W A, W A, P A, P 

Finland   W E S D W A, I P W 

France   W, P W, P S, D S, D A A P P 

Germany /1   W W S, D S, D W W P P 

Ireland -  - W, P - Not decided - A, W, I - A, P, W 

Italy   W, M W, M, P, E, O S, D S, D W, I W, I A, P, W A, P, W 

Japan - - - - - - - - - - 

Korea -  - - - - - - - - 

Mexico /1   W, P W, P S S A, W A, W A, P A, P 

Netherlands - - - - - - - - - - 

NZ   W, P, E W, P, E S, D S, D A, W, I A, W, I A, P A, P 

Norway   W W, M, P, E S, D S, D W W P P 

Portugal   W W, M S S, D A, W A, W P A, P, W 

Spain   W W S, D S, D I A, I A, P A, P, W 

Sweden /1   W, P, E W, P, E D D A, W A, W A, P, W A, P, W 

Switzerland   W W ?? ?? W W P P 

Turkey   W W S, D S, D A, W A, W A, P A, P 

UK  /1  W W S, D /1 S, D /1 W W P, W P, W 

USA   W W, M, P, E S S, D A A, W A, P, W A, P, W 

Non-OECD Countries 

Chile -  - P - S, D - W - P 

Singapore  /1  E E - - W W A A 

Slovenia   W, P W, P S, D S, D W, I W, I P P 

S.Africa /1  W, M, P, E, 
O/2 

W, M, P, E, O S. D /3 S. D  A, O A, O P, W P, W 
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Notes to Table A6 (including additional material provided by members in their responses): 

/1. Australia—noted that their content management system is somewhat clumsy and needs 
more work to improve usability for authors and publishers. 

/1 Sweden—noted that development of a new website for the Tax Agency is 
in progress. The structures are expected to be available to all stakeholders in 
a better way. 

/1. Belgium—noted that the real challenges relating to content management are not technical, 
but business-related and that publishing relevant information of high quality (i.e. 
understandable but technically correct and updated) requires organizational changes. 

/1. UK—operates 2 legacy CMSs on the HMRC site and continues to explore 
means to improve its CMS, but immediate funding priorities are around 
transformational government. 

Static & dynamic pages are generated using the CMS, but pages are 
predominately static. Directgov (www.direct.gov.uk) and Business Link 
(www.businesslink.gov.uk) are expected to facilitate dynamic pages within 
the next 3 years. 

/1. Denmark—Noted that they advocated for the export of documents directly from their CMS 
system to the CMS system in the organization that hosts the whole-of-government-portal, but 
as this wasn‘t possible texts are required to be reproduced more-or-less manually. 

/1. Germany—All responses indicated relate to the Federal Ministry of Finance website. 

/1. Mexico—reported that they developed a virtual subject for the universities educational 
program and that they have also incorporated tax information services on: 
 YouTube (http://www.youtube.com.mx/satmx) 

 Flickr (http://www.flickr.com/photos/satmx) 

 Twitter (http://www.twitter.com/satmx) and, 

 Really Simple Syndication RSS 
(http://www.sat.gob.mx/sitio_internet/servicios/noticias_boletines/novedadesSAT.xml). 

/1. USA—Currently working on a new portal acquisition which will provide 
a new content management solution. 

/2. Austria—Also uses a component content management system (CCMS). 

/2 Canada—CRA is currently exploring content reuse using DITA XML 
whereby content objects can be reused online, in multiple formats and for 
different products. This will result in CMS being used in the future as a 
content reuse tool, in addition to the existing uses specified above. 

The Agency is also currently conducting studies on how people are using the 
CRA Web site with mobile technologies and how CRA can make 
improvements/changes that might benefit those users.  Mobile devices are 
currently showing in their top 10 browsers used to access the site. 

/1. Singapore—noted that CMS is at the homepage level. 

/1. South Africa— SARS reported that it is in the final phase of rolling out content 
management centres across the country with 4 large centres already deployed and plans in 
place for a centralised instance of the data / information. 

It also commented that as the quality and consistency of the service provided to taxpayers, 
traders and travellers is a critical objective of the Service Programme, much attention is given to 
the accuracy of the information provided. In addition, first contact resolution prevents repeat 
calls to the contact centre. To assist the contact centres and branch staff in meeting the above 
two objectives, a repository of frequently asked questions, tax information and scripted 
responses is available for access via keyword search and is being enhanced for Wikipedia 
(meaning based) search. 

/2. South Africa- reported that all taxpayer transaction artefacts will be 
stored in their enterprise content management system. This includes all the 
above including voice (from contact centres) and bulk submissions by larger 
taxpayers. 

/3. South Africa— as SARs also generates taxpayer specific data largely in 
HTML or Adobe format driven by XML data schemes. 

/4. South Africa—reported that enterprise content management is tightly 
integrated into their service management and case management capability 
provides an integrated view of taxpayer artefacts. Dynamic tax returns are 
used for the benefit of taxpayers. 

 

http://www.direct.gov.uk/
http://www.businesslink.gov.uk/
http://www.youtube.com.mx/satmx
http://www.flickr.com/photos/satmx
http://www.twitter.com/satmx
http://www.sat.gob.mx/sitio_internet/servicios/noticias_boletines/novedadesSAT.xml
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Table A7. Returns filed electronically- personal income tax and corporate income tax 

Country 

Personal income tax Corporate income tax 
Year 

started /1 
% e-filed in 

2008 
% e-filed in 
2003/04 /1 

% move in 
e-filing 

2004/2008 

e-filing 
target & 

year 

Year 
started /1 

% e-filed in 
2008 

% e-filed in 
2003/04 /1 

% move in 
e-filing 

2004/2008 

e-filing 
target & 

year 

Australia /2  1990 88 80 8 95 (2009) 1994 94 90 4 95 (2009) 

Austria 2003 39 5 34 - 2004 71 0 71 - 

Belgium 2002 30 1 29 40 2006 40 0 40 40 

Canada 1992 54 48 6 +2% / year 2002 18 /2 2 16 - 

Czech Rep. 2004 <5 /2 0 <5 /2 - 2004 <5 /2 0 <5 /2 - 

Denmark 1994 25/ 2 /2 /2  2005 9 0 9 25 

Finland 2006 28 0 28 - 2000 21 1 20 - 

France 2001 19 4 15 24 (2009) 1991 59 26 33 65 (2009) 

Germany 1999 30 4 26 - 2000 19 /2 n.avail. n.avail. - 

Ireland 2001 75 40 35  2001 76 30 46  

Italy 1998 100 /2 100 /2 - - 1998 100 /2 100 /2 - - 

Japan 2004 31 0 31 65 (2013) 2004 38 0 38 65(2013) 

Korea 2004 81 35 46 - 2004 96 92 4 - 

Mexico 1998 78 30 48 96 (2009) 1998 100 100 0 - 

Netherlands 1996 85 80 5 100 1995 100 1 99 100 (2009) 

NZ 1991 55 27 28 - 1991 74 67 7 - 

Norway 1999 61 /2 30 31 - 2000 80 /2 30 50 - 

Portugal 2000 75 13 62 85 (2009) 2000 100 5 95 100 

Spain 1999 41 /2 9 32 43 (2009) 1999 98 /2 10 88  

Sweden 2002 50 15 35 60 (2009) 2009 0 - - 20 (2009) 

Switzerland 2000 - /2 - /2 - /2 - /2 2007 - /2 - /2 - /2 - /2 

Turkey 2005 99 0 99 100 2005 99 0 99 100 

UK 2000 66  13 53 75 (2010) /2 2003 17 4 13 25  (2010) /2 

USA 1986 58 40 18 80 /2 2004 18 0 18 80 (2012) /2 

Non-OECD Countries 

Chile 1999 98 /2 83 15 99 1999 98/2 83 15  

Singapore 1998 91 87 4 + trend 2000 73 73 0 + trend 

Slovenia 2004 5 /2 0 5 7 /2 2004 100 - 100 100 

S. Africa /2 2006 42 /2 0 42 /2 - 2006 36 /2 0 36 /2 - 

Notes to Table A7 (including additional material provided by members in their responses) – please refer to notes below Table A8 
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Table A8. Returns filed electronically- VAT and employer information reports 

Country 

VAT Employer information reports 
Year 

started /1 
% e-filed in 

2008 
% e-filed in 
2003/04 /1 

% move in 
usage 

2004/2008  

e-filing 
target & 

year 

Year 
started 

% e-filed in 
2008 

% e-filed in 
2003/04 /1 

% move in 
e-filing 
usage 

e-filing 
target & 

year 

Australia /2 2000 46 26 20 50 (2009) 1990‘s 85 /2 76 9 - 

Austria 2003 81 50 31 - 1994 99 95 4 - 

Belgium 2001 80 5 75 100 2002 75 40 35 100 

Canada 2002 22 2 20 - 1968 92 65 27 - 

Czech Rep. 2004 <5 /2 0 <5 /2 - - - - - - 

Denmark 1999 77 50 27 95 /2 1999 95 75 20 98 

Finland 1996 58 17 41 - 1996 95 50 45 - 

France 2001 19 3 16 20 n.appl. /2 100 n.avail. - 100 

Germany 2000 25 /2 <1 25 - n.avail 95 n.avail. - - 

Ireland 2000 40 6 34 - 2000 54 19 36 - 

Italy 1998 100 /2 100 /2 0 - 1999 100 /2 100 /2 0 - 

Japan 2004 57/29 /2 0 57/29 /2 65 (2013) 2004 44 0 44 65 (2013) 

Korea 2000 75 24 51 - 1998 89 58 31 - 

Mexico 2002 100 55 45 - 2004 98 61 37 - 

Netherlands 2005 100 0 100 - 2000 100 n.avail. - - 

NZ 2002 24 10 14 - 2001 ?? 88 n.avail. - 

Norway 2001 84 23 61 - n.avail. 98-99 98 0 - 

Portugal 2000 100 30 70 100 2003 97 7 90 - 

Spain 1999 71  9 62  2003 70 5 65  

Sweden 2001 40 4 36 45 (2009) 1979 99 /2 99 0 >99 

Switzerland 2010 /2 0 0 0  n.avail n.avail n.avail n.avail - 

Turkey 2005 99 0 99 100 (2009) - 99 n.avail - - 

UK  2003 14 1 13 37  (2010) /2 2005 73 17 56  

USA ********************************* n.applicable ************************** 1994 82 /2 15 67 80 /2 

Non-OECD Countries 

Chile 1999 57 36 21 60 2000 100 n.avail 100  

Singapore 2005 98 41 57 100 n.avail 70 n.avail n.avail - 

Slovenia 2004 100 - 100 100 ?? 50 ?? ?? 100 

S. Africa /2 2001 34 /2 n.avail - - n.avail. 41 /2 n.avail n.avail - 

 
  



 30 

Notes to Table A7 & A8 (including additional material provided by members in their responses): 

/1. As reported in 2004/05 survey or FTA‘s Comparative Information Series (2008). /2. Norway—the stated % relates to PIT returns filed, and excludes those fully pre-
filled.  

The e-service for PIT was awarded best public e-service both in 2005 and 2006.  Since 
the fiscal year 2007 the Norwegian Tax Administration introduced ―silent acceptance‖ 
for PITs. That is, citizens with no changes to their pre-filled PIT do not have to file 
their returns. For the fiscal year of 2008, 46 % of the returns were not filed (= silent 
acceptance). Of the remaining 54 % returns, 61 % were filed electronically. 

CIT stated % is for 2007 (2008 stats not available). 

/2. Australia—stated % relates to original lodgments only. Figures for amended 
lodgments are: PIT-49%, CIT-11%, VAT-62%; employer information reports - balance 
of reports (15%) are processed using imaging/data capture technology. 

/2. Canada—the CRA advised that a large proportion of paper corporate returns are 
processed with 2D bar codes, this permitting some degree of added automation for 
return data capture purposes. 

/2. Chile—reports a combined rate for PIT and its business profits tax. /2. Slovenia—percentage shown for PIT relates only to taxes on interest and capital 
gains. The tax administration automatically calculates personal income tax 
due/payable based on: official records from Employer Information returns 
(Employers have to electronically deliver income data by 31st of January, 2009), 
personal income sources and declarations of dependants. These pre-filled forms are 
sent to taxpayers via post and are also posted to the personal portal eTaxes in 
electronic form. Upon receiving the calculation, the taxpayer is obligated to review the 
informative calculation and verify whether all entered data are correct. If the taxpayer 
agrees with the informative calculation, he/she is required to do nothing further, as 
the calculation automatically becomes a decision in 15 days after the delivery.  If the 
taxpayer does not agree with the calculation, he/she may file an objection within 15 
days after the delivery, (the fixed date of receipt is the 20th day following disposal, 
which is printed on the envelope. 

The population of individuals liable for the payment of the income tax is around 1 
million. The population of individuals liable for the payment of the income tax also 
includes the individuals liable for the payment of the tax on capital gains and the tax 
on interest. These taxpayers must submit forms to the Tax Administration on their 
own. The Tax Administration thus receives 36,000 forms for the tax on capital gains 
and 70,000 forms for the tax on interests, which represents nearly 10% of all PIT 
forms (see point 5.2 (PIT 90% pre-filled). Of the afore-mentioned 106,000 forms, the 
Tax Administration receives only 5,900 forms in electronic version (=5.5%). 

/2. Czech Rep.—percentages shown of <5% are a rough estimate based on absolute 
numbers of returns e-filed (PIT-13,845, CIT-7,228, VAT-110,554) which were 
provided in survey response. 

/2. Denmark— PIT returns are no longer used for the majority (90%) of the Danish 
citizens. But this group of people can still make changes to their calculated annual 
assessment, and their can use electronic filing of their changes. 95% of the changes to 
these tax returns were made electronically.  10% of the citizens (the so called 
―complicated‖ tax payers) are obliged to file a tax return. 25% of these citizens file 
electronically. 

E-filing of VAT returns will be mandatory from 2010. 

/2. France—wage data are reported by employers to the Social Contributions Agency 
and shared (electronically) with the revenue body. 

/2. Germany— PIT is administered at lander (sub-national) level of government, 
supported by ELSTER system. CIT stated % is for local business tax only. VAT advance 
returns =95% e-filing. 

/2. Ireland—e-Stamping: from December 2009 a new ―Stamp Duty Return‖ will 
need to be completed for every stampable instrument. This can be done electronically 
or through a paper return. e-Stamping will also be launched in December 2009. This 
will allow practitioners to use ROS to file Stamp Duty Returns, pay duty for a client 
and receive an online stamp, a new ―Stamp Certificate‖. 
Excise e-Licences: On June 29 2009, Revenue launched its new National Excise 
Licence Office. As part of Revenue‘s policy on simplification and streamlining their 
business processes to make them more efficient, we have made significant 
improvements to the application and renewal procedure for customers requiring an 
Excise Duty Licence. 

Redesign of PAYE Anytime: relaunched in May 2009 (refer to notes for Table A13 for 
more information). 

Mandatory e-Filing: Mandatory efiling and epaying was announced by the Revenue 
Commissioners in September 2007 on a phased basis. Phase 1 commenced on 
01/01/2009 and included Large Corporations (general turnover greater than €7.3 
million) and Government Departments. Phase 2 will commence on the 01/01/2010 
and will apply to large corporates, other Public Bodies and Local Authorities. 

/2. South Africa—All statistics relate to the Apr 2008 –Mar 2009 financial year. 
Figures were calculated from annual report as follows: PIT-1.643m electronic filings 
from total of 3.951m, CIT-0.252m electronic filings from total of 0.695m, VAT-
1.447m electronic filings from total of 4.272m, EIR (PAYE)-1.738m electronic filings 
from total of 4.273m. 

/2. Spain—data is for 2007 fiscal year. 

/2. Sweden—noted that employer information returns include income statements 
from employers, banks, credit institute, and insurance companies. 

/2.Switzerland—PIT and CIT are administered at canton (sub-national) level of 
government, with cantons operating their own e-filing systems. Re VAT, a VAT portal 
is to be implemented in 2010. 

/2. Italy—survey response indicates that virtually all tax return data are received /2. Turkey—noted that e-filing is undertaken both by taxpayers and via tax 
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Notes to Table A7 & A8 (including additional material provided by members in their responses): 

electronically by the revenue body. Most taxpayers use a tax professional who files the 
return via a specific electronic channel. Returns (PIT only) are also received 
electronically from post offices where taxpayers submit taxpayers‘ paper returns for 
acceptance/processing. 

professionals. Also reported that mandatory e-filing was introduced for major taxes in 
2008, but prior to that time, e-filing was still around 90%. 

/2. Japan—e-filing statistics shown consist of 56.7% of all VAT returns filed by 
corporations + 29.4% of all VAT returns filed by individuals. 

/2. UK—other targets not listed above are: 

- PIT 2010/11 - 77.36%, 2011/12 - 82.69% 

- CIT 2010/11 - 63.32%, 2011/12 – 100.00% 

- VAT 2010/11 - 62.00%, 2011/12 - 100.00% 

 /2. USA—EIR e-filing percentage shown (82%) is for Wage and Tax Statements 
which employers submit to the Social Security Administration (SSA) – data provided 
by SSA and relates to the 2008 calendar year. 

In addition to Wage and Tax Statements, Employment Tax Returns are submitted to 
the IRS. Percentage of these forms filed electronically for the 2008 FY was 21% (Data 
source is Publication 6292, Spring 2009 Update). 

All electronically filed returns are received from third party sources. 

Noted that the 80% target for all electronically filed returns was established in the 
Internal Revenue Service Restructuring and Reform Act of 1998. 
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Table A9. Tax payment methods 

Country 

Tax payment methods (take up rate % )   
% of 

payments 
in full 

electronic 
form 

 
 

Targets 
set and 

year 

 
Mailed 

cheques 
(or 

equivalent) 

 
Direct 
debit  

credit, & 
EFT /1 

 
Credit 
card 

Payments 
in person 

at 3rd 
party 

agencies 
/2 

 
Other 

Australia 15 51 0 /3 34 - 51 - 
Austria  <1 <1  0 >98 /3 - <1 - 
Belgium - - - 100 - 0 - 
Canada  42 24 - 34 /3 - 24 26 
Czech Rep. - - - 100 - 0 - 
Denmark 10 10 - 80 - 10 25 (2009) 
Finland - 60 - 40 - 60 - 
France 20 80 0 0 - 80 83 (2009) 
Germany 5 45 - 50 - 45 - 
Ireland 40 60 - - - 60 - 
Italy - 70 /3 - 30 - 70 - 
Japan  - 18 /3 - 77 /3 5 /3 17 - /3 
Korea - /3 16 - /3 - /3 - /3 16 - 
Mexico /3 55 45 - - - 45 - 
Netherlands 27/3 72 - - 1 72+ - 
NZ - /3 51 - /3 - /3 - 51 - 
Norway /3 - >99 - - <1 >99 - 
Portugal - - - - - - - 
Spain 0 ? ? ? - ? - 
Sweden /3 0 >99 -  - >99 - 
Switzerland - - /3 - /3 - /3 - - /3 - 
Turkey 0 0 1 /3 63 36 /3 1 - /3 
UK 31 - /3 - /3 - /3 - n.avail. - 
USA /3 57 26 1 20 - 26 - 

Non-OECD Countries 

Chile  - 69 1 30 - 69 79 (2009) 
Singapore 4 94 <1% 2 - 94 - 
Slovenia /3 - - - 100 - ? /3 - /3 
S. Africa /3 43 30 /3 0 27 0 30 35 (2009) 
 
Notes to Table A9 (including additional material provided by members in their responses): 

/1. This category covers both systems offered by banks and/or government (incl. revenue body). 

/2. These are payments made by taxpayers or their agents at third party agencies such as banks and post 
offices, by cheque (or its equivalent) or cash. Although relevant payment details may be sent electronically to 
the revenue body they do not constitute electronic payments for this survey.  

/3. Australia—a pilot test of the use of credit cards is currently being evaluated. 

/3. Austria—this % includes some payments made electronically via banks e-payment systems. 

/3. Canada—these payments require processing of paper payment voucher. 

By October 2009, the My Payment option will allow businesses to make secure self-service on-line tax 
payments via the CRA Website. 

/3. Italy—reported as including 14% home banking and 28% remote banking. 

/3. Japan—the figure for payments via third parties includes 75% made at financial institutions and 2% at 
convenience stores; 5% are made at tax offices. The NTA also reported that it is making an effort to increase 
service usage rates of online tax payment and as a part of that effort it is introducing ‗Direct Payment‘ in 
September 2009, under which taxpayers can pay tax easily online without Internet banking. It also noted that 
while it does not set a target rate for each method it will continue to promote online tax payment via Internet 
banking and direct payment, because it contributes the efficiency of the administration of both financial 
institutions and tax offices.  

/3. Korea—type of non-electronic methods (for 84%) not individually reported in survey response. 

/3. Mexico—noted that there are two payment methods available via banks: cheque or cash, and via the 
Internet Electronic payment (EFT). 

/3. Netherlands—reported that category this includes payments sent by taxpayers to banks via payment 
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Notes to Table A9 (including additional material provided by members in their responses): 

orders and giro slips (partly on paper, partly via Internet banking. 

/3. New Zealand—type of non-electronic methods (for 49%) not individually reported in survey response 

/3. Norway—noted that they have solutions for electronic invoicing for VAT, employer‘s contribution and 
payroll withholding tax in Altinn (payment information). Electronic invoicing in connection with PIT is 
planned as part of the e-Dialogue for PIT. Currently working on solutions for providing electronic payment in 
Altinn. 

The <1% shown for ―other‖ payment methods represents cash/in person payments. 

/3. Slovenia—target for direct debit payments = 2% by 2010. Method of payment/percentage of payments 
made in full electronic form is not able to be ascertained as all payments are received by the tax 
administration electronically via banks and post offices (the tax agency does not itself receive payments). 

The Tax Administration receives all information on the payment of the tax from the bank in electronic form 
through the special agency PPA – the Public Payments Administration of the Republic of Slovenia. The tax 
payment by the taxpayer at the bank can be carried out at the bank counter or in electronic form, for instance 
through online banking. The largest bank in Slovenia, NLB, charges 0.33 EUR for the online payment of the 
tax. 

There are future plans fore the introduction of the SEPA Direct Debit scheme to enable the tax administration 
to offer a cheaper and simpler method of paying taxes. An important condition for the introduction of the 
direct debit scheme for the payment of taxes is also that the debtor (taxpayer) must give the creditor (the Tax 
Administration) a written authorization that it can credit its account in the amount and on the day of maturity 
of the tax payment. The basis for the direct debit of the transaction account of the taxpayer is an enforceable 
decision on the assessment of the tax or the tax calculation. An urgent precondition for realization is also that 
the taxpayer assures funds on his account on the day of maturity of the tax payment. 

/3. South Africa—these are payments via e-filing and debit orders. All statistics relate to the Apr08-Mar09 
financial year 

/3. Sweden—noted that direct payments (incl cheques) have not been accepted by the Tax Agency for some 
years. Most people use internet banking (>7million persons connected to the Swedish internet bank). Not 
possible to provide precise figures on how many people are using e-payment, cash or cheque via 3rd parties. 

/3. Switzerland—volume data not available; 2008 FTA Comparative Information Series reported direct 
debit and Internet banking as the primary and secondary methods for payment of taxes. 

/3. Turkey—Collection by credit card is only available for Motor vehicle taxes for now. ‗Other‘ payments are 
those made by cheque or cash at tax offices. 

Future targets include: credit card-10%, 3rd party-80%. 

/3. UK—HMRC was unable to distinguish fully electronic payments and those involving a cheque or cash 
paid via a third party agency.  

/3. USA—noted that all electronic payments are received through the Electronic Federal Tax Payment 
System (EFTPS). The EFTPS is a tax payment system provided free by the Treasury Department. Business 
and Individual federal taxes can be paid electronically via the Internet or phone. 
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Table A10. Use of pre-filled tax returns—personal income tax 

Country 

% returns pre-filled 
by revenue body in 

2009 

Type of data pre-filled in 2009—yes 
() 

Use of pre-filling 
expected by 2012—

yes () 
Electronic Paper Taxpayer 

identity 
Prior 

tax 
return 

3rd 
party 

reports 

Other Electronic  Paper 

Australia  70 /1 0    -  - 

Austria /1 100 0    -   

Belgium /1 40 0  -    - 

Canada -/1 - -/1 -/1 -/1 - - - 

Czech Rep. - - - - - - - - 

Denmark  100 /1 100 /1    /1 -   

Finland /1 18 82    -   

France 100 100  -  -   

Germany - - - - - - -/1 -/1 

Ireland /1 -  - - -  - 

Italy /1 22 -   - -  - 

Japan - - - - - - - - 

Korea - -  - - -  - 

Mexico /1 13 -      - 

Netherlands  24 /1 -  - /1 - - - 

NZ  (% 
n.avail.) 

Low  - - -   

Norway /1 90/100 90/100       

Portugal 70 -   - -  - 

Spain 89 /1 17    -   

Sweden 100 100       

Switzerland - - - - - - - - 

Turkey  - - - - - - - - 

UK  - - - - - - -/1 -/1 

USA - - - - - - - - 

Non-OECD Countries 

Chile 100 /1 0    -  - 

Singapore 30 /1 - - -  -  - 

Slovenia 90 /1 90 /1    -   

S. Africa 97 /1 ?  -  -   

 

Notes to Table A10 (including additional material provided by members in their responses): 

/1. Australia—pre-filling is an integral part of the e-filing arrangements both for individual taxpayers and for 
tax professionals. Response also indicated that ATO is actively considering whether to expand the pre-filling of 
income tax returns to non-individual tax returns (e.g. company, trust, partnership and/or super fund returns). 
It will also continue to improve the service through additional data items, efforts to secure earlier lodgement of 
data by providers (including possibility of legislative change), exploring strategy to incorporate compliance 
related elements to pre-filling (e.g. further targeted reminders, capturing deletion of pre-filled amounts to 
inform risk assessment, bring forward compliance activity closer to point of lodgement, or even pre-lodgement). 
Many of these matters are still at the research stage.  

/1. Austria—also offers pre-filled paper application for child benefit with 77% pre-filling rate. 

/1. Belgium-data pre-filled includes income, pension fund, identity and property information. 

/1. Canada— CRA does not generally offer pre-filling of tax type services electronically. It does, however, 
provide approximately 270,000 seniors the opportunity to file their PIT return using a touch-tone telephone. It 
only requires taxpayers to identify themselves and answer a few ‗yes‘ or ‗no‘ questions. During the assessment 
process, the taxpayer's income is included automatically (a form of pre-filling) using information held by the 
CRA, including the basic personal amount, age amount and, if applicable, the disability amount. A new service 
that CRA will be offering will provide taxpayers the ability to self-populate their return from information 
maintained in the CRA database. Taxpayers will gain access to this information through ―My Account‖. CRA 
does not offer pre-filled tax returns in paper format and doesn‘t expect to do so in the next 3 years. 

/1. Chile—60% fully pre-filled, 40% partially pre-filled. 
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Notes to Table A10 (including additional material provided by members in their responses): 

/1. Denmark—reported that 100% of both electronically reported and paper tax returns has some part of the 
information pre-filled, but only 95% of all necessary information is provided as pre-filled information. 

Data pre-filled includes data from abroad (foreign income, foreign wealth, etc), private business data and share 
data (value of listed shares sold). Project underway to pre-fill date and value of listed shares bought.  

/1. Finland—PIT is provided for 5 million citizens. Only 1.5 million need to file a return. 3.5 million do not 
need to file a return at all (= pre-filled is totally correct), 272 000 return their PIT electronically (18 % of 1.5 
million). the rest (1.228 million) file their PIT return in paper form (82 % of 1.5 million) 

/1. Germany—returns pre-filled with name, address, social security payments, payments to national health 
system and private health insurance, pension, wage, wage tax paid, and donation receipts are expected to be 
offered in 2013.  

/1. Ireland—has ~2.8m personal taxpayers comprising 2.2m (PAYE) employees and ~600,000 self assessed 
taxpayers. Ireland reported that while all self assessed taxpayers are obliged to file a tax return (Form 11), only 
5% of PAYE employees (approx. 110,000) are required to file a tax return (Form 12). Ireland sends a Tax Credit 
Certificate (TCC) to each of its 2.2 million PAYE customers each year. The TCC is a statement which shows the 
tax credits the customer is currently claiming and their standard rate band (a pre-filled form). Customers are 
asked to check their TCC to ensure the information is correct and to inform Revenue if there is a change in 
personal circumstances that affects the tax they pay. Ireland reported that only identity data is pre-filled on self 
assessed return forms (all types) and that budgetary consideration may preclude any further development of 
pre-filling in next 3 years. 

/1. Italy—reported that they pre-filled 1,292,509 PIT returns which were provided to taxpayers registered on 
the e-services website or assisted by Agency local offices and that 22% of them were completed and e-filed. 
Future plans include getting data from banks and insurance companies. 

/1. Mexico—For PIT returns, the SAT offers two products. The first product does not pre-fill data. The 
taxpayer downloads the application, captures his/her information (the application performs automatic tax 
calculation) and files the form through a website. This is the traditional service and enjoys the preference of 
most taxpayers. The second product does pre-filling of information. The taxpayer logs into the portal, checks 
the data, makes appropriate adjustments and files the return. 

Data pre-filled includes name and address, income (wages), tax withheld (for PIT and VAT from self-employed 
business income and real estate property leasing), and deductions claimed (local and federal wages paid). 

The strategy is to grow the use of pre-filling.  

/1 .Netherlands—reported that the system of pre-filling, which commenced in 2009, works by the taxpayer 
retrieving the information to be pre-filled via the internet. The taxpayer identifies itself for this purpose with 
his/her digital ID. Over 2 million of the private individual filing electronically have accessed the information 
and most used it to complete their electronic tax return. In the next years a growing number of data elements 
contained in the income tax return for individuals will become available for pre-filing. 

Data pre-filled includes name, contact details, banking details, income as an employee and value of home. 

/1. Norway—data pre-filled includes identity data, income, benefits, bank accounts, mortgages, expenses (e.g. 
day care), shares, properties, and deductions. Also noted that pre-filling is an important principle for all of their 
services and that they will not ask for information they already have, but will present it to the taxpayer/ 
company for confirmation. This was first used for PITs, but later also for the CITs, as well as other services (VAT 
etc). 

/1. Singapore—30% refers to fully pre-filled returns. 

/1. Slovenia—All data is pre-filled for personal income tax returns as assessments are performed automatically 
by the tax administration, based on information from third parties (employers, etc). Persons liable for personal 
income tax receive information regarding their calculated income tax payable/refundable for them to check. If 
they agree with the calculations, they don‘t have to do anything else because after 15 days these informative 
calculations will become personal income tax decisions. This information is provided via post and is also 
available on the personal web portal of eTax system. E-filing target for PIT is 92% for next year. 

/1. South Africa—reported that for the first time in 2008 blank tax forms were no longer dispatched to 
taxpayers. Non electronic filers were sent income tax request return forms, giving them the possibility to order 
customised pre-populated tax returns. These customised forms received an 87% customer satisfaction 
according to an independent research survey. In addition, SARS intends to move to a broader use of its e-
channels with multi-language capabilities. 

SARs also reported that its intention to expand the use of data provided by 3rd party service providers in order 
to eliminate the need for taxpayers to have to provide information that SARS already has. Furthermore, a risk 
engine has been developed -  it is the major driver behind: 

1. The pre-population of tax returns reduces the errors introduced by manual capture (both Taxpayer 
and SARS) resulting in much more accurate risk assessment and consequently fewer ‗false positives‘ 
while also reducing the scope for under-declaration (through taxpayer previously omitting 
employment income);  

2. The identification of the identification of declaration variance where the taxpayer submits information 
on the return that differs materially from third party data we have sight of; and 

3. The screening the return to identify anomalous information contained therein for investigation.  
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Notes to Table A10 (including additional material provided by members in their responses): 

/2. Spain—of the 61.5% of taxpayers who receive a pre-filled electronic return, approximately 52% of them 
confirm the data (no further information required).  In addition, 27.5% of taxpayers are provided with their 
fiscal data. Fiscal data are sent to those taxpayers with certain types of revenues which make it impossible for 
the Tax Agency to prepare a pre-populated tax return but the fiscal data provided allow the taxpayer to submit 
their return easily. Both systems together (pre-filled tax returns and fiscal data submitted) permit easily the 
fulfilment of their obligations by 89% of PIT taxpayers. 

/1. UK—HMRC reported that electronic pre-filling is an element of its Online Strategy to offer a more 
personalised service, but the extent to which it can enable this in current and future transactions is dependent 
on funding and competing priorities. 
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Table A11. Use of pre-filled tax returns—corporate income tax 

Country 

% returns pre-filled 
by revenue body in 

2009 

Type of data pre-filled in 2009—yes 
() 

Use of pre-filling 
expected by 2012—

yes () 
Electronic Paper Taxpayer 

identity 
Prior 

tax 
return 

3rd 
party 

reports 

Other Electronic  Paper 

Australia  - - - - - - - - 

Austria  100 -  - - -  - 

Belgium - - - - - - - - 

Canada   - - - - - - - - 

Czech Rep. - - - - - - - - 

Denmark 100 /1 100 /1  - - -  - 

Finland 21 79  - - -  - 

France 100 100  - - -   

Germany - - - - - - - - 

Ireland 100/1 100/1  - - -  - 

Italy  - - - - - - - - 

Japan - - - - - - - - 

Korea 96 -   - -  - 

Mexico - - - - - - - - 

Netherlands  - - - - - - - - 

NZ - 100  - - -   

Norway /1 70/90 70/90       

Portugal 20 -   - -  - 

Spain - - - - - - - - 

Sweden 100 100   /1 - -   

Switzerland - - - - - - - - 

Turkey  - - - - - - - - 

UK  - - - - - - /1 - 

USA - - - - - - - - 

Non-OECD Countries 

Chile - - - - - - - - 

Singapore - - - - - - - - 

Slovenia - - - - - - - - 

S. Africa - - - - - - - - 

 

Notes to Table A11 (including additional material provided by members in their responses): 

/1. Denmark—reported that only identity data is pre-filled. 
/1. Ireland—reported that only identity data is pre-filled. 
/1. Norway—data pre-filled includes identity data, income, benefits, bank accounts, mortgages, expenses 
(e.g. day care), shares, properties, and deductions. 
/1. UK—HMRC reported that electronic pre-filling is an element of its Online Strategy to offer a more 
personalised service, but the extent to which it can enable this in current and future transactions is dependent 
on funding and competing priorities. 
/1. Sweden—reported that, apart from identity data (name, address. Registration ID) they also pre-fill 
information regarding taxes on real estate. 
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Table A12. Use of pre-filled tax returns—VAT 

Country 

% returns pre-filled 
by revenue body in 

2009 

Type of data pre-filled in 2009—yes 
() 

Use of pre-filling 
expected by 2012—

yes () 
Electronic Paper Taxpayer 

identity 
Prior 

tax 
return 

3rd 
party 

reports 

Other Electronic  Paper 

Australia  100 100  - -  /1   

Austria  100 -  - - -  - 

Belgium - - - - - - - - 

Canada   - - - - - - - - 

Czech Rep. - - - - - - - - 

Denmark  100 /1 100 /1  - - -   

Finland - - - - - - - - 

France 100 100   - -   

Germany - - - - - - - - 

Ireland 100/1 100/1  - - -   

Italy - - - - - - - - 

Japan - - - - - - - - 

Korea 74 -  - - -  - 

Mexico - - - - - - - - 

Netherlands  - - - - - - - - 

NZ - 100  - - -   

Norway 50 50  - - /1   

Portugal 5 -  - - -  - 

Spain - - - - - - - - 

Sweden 100 100  - - -   

Switzerland - - - - - - /1 - 

Turkey  - - - - - - - - 

UK     - - - /1 /1 

USA  ***********************************Not applicable*********************************** 

Non-OECD Countries 

Chile 80 -   /1 -  - 

Singapore - - - /1 - - - - 

Slovenia - - - - - - - - 

S. Africa - - - - - - - - 

 

Notes to Table A12 (including additional material provided by members in their responses): 

/1. Australia—other VAT data pre-filled includes instalment amounts and instalment rates. 
/1. Chile—80% partially pre-filled (out of the total monthly VAT returns filed electronically). Data pre-filled 
are name, address, tax paid, VAT credit, additional tax and information of sales, in the case of taxpayers that 
issue electronic invoices. 
/1. Denmark and Ireland—reported that only identity data is pre-filled. 
/1. Norway—data pre-filled are business ID number, name and address, bank account, payment period, 
payment information.  
/1. Singapore—data pre-filled are reliefs (rebates) relating to spouse, children, grandparent, NSmen 
(national service) based on prior year assessment data. 
/1. Switzerland—current E-government strategy plan includes the following initiative (B2.04):  
Service for electronic forms: Using electronic forms, client data is transmitted in a structured format to the 
administration. There, the compiled data can be input directly into the proprietary specialized application. In 
the case of cross-authority work processes, the client data is always included. Name, address, and date of birth 
or company name, VAT number, and commercial register number are therefore always gathered exactly once, 
directly by the client or via a front-end solution. This automation reduces error sources and manual workload. 
Moreover, customer service is improved, since the statistical portion of the form can be filled out 
automatically (e.g., tax return) in the event of inquiries or multiple submissions. The service for electronic 
forms is provided for the Confederation, the cantons, and the municipalities and should establish itself 
broadly. 
/1. UK—% unknown and limited to identity data only. Under review & development for out-years. 
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Table A13. Major strategies for promoting take-up of e-services 

Country 

Priority (1 to 5) of strategies for promoting e-filing in 2009 Main strategies over next 3 years & 
their emphasis 

Promotion (e.g. 
advertising, direct 

mail etc) (A) 

Administrative 
incentives 

(e.g. extra time 
to file) (B) 

Financial 
incentives (e.g. 

free software, cash 
subsidies)  (C) 

Mandated 
Obligations 

(D) 

Other 
(E) 

More  Less Same  

Australia  1 2 4 3 /1 - B, D  - A, C  

Austria 2 1 - 3 - - - A, B, D 

Belgium 2 1 3 4 - B, D,  - A, C 

Canada  2 - - 1 /1 3 A, B, D - C 

Czech Rep. - - 2 /1 1 - - - C, D 

Denmark   1 2 4 3 - A, D /1 - B, C 

Finland 2 3 - 1 - A, B - D  

France 1 2 4 1 /1 - - - A, B, C, D 

Germany 4 3 1 2 - D  C  A, B  

Ireland 2 1 - 3 /1 - B, D  - A 

Italy 2 1 4 /1 3 - A, C, D - B 

Japan Not able to rank – all  three strategies are applied equally - - - - - 

Korea 2 - 1 - - - - A, C 

Mexico 1 5 4 3 2 (i.e. website) A, D  - B, C, E  

Netherlands 3 - 4 /1 1 /1 2 A  C D 

NZ 1 - - 2 - D, A - - 

Norway 1 2 4 5 3 B   C, D, E  A  

Portugal 3 2 - 1 - A, B - D 

Spain 2 4 1 /1 3 - A - B, C, D 

Sweden /1 2 1 - - - B A - 

Switzerland - - - - - - - - 

Turkey 2 - - /1 1 - - - A, D 

UK /1 2 3 4 1 - D  C  A, B,E  

USA  1 2 - 3 - D B A 

Non-OECD Countries 

Chile 4 1 2 3 - B A,D C 

Singapore 1 2 - 3 - - - A, B, D 
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Country 

Priority (1 to 5) of strategies for promoting e-filing in 2009 Main strategies over next 3 years & 
their emphasis 

Promotion (e.g. 
advertising, direct 

mail etc) (A) 

Administrative 
incentives 

(e.g. extra time 
to file) (B) 

Financial 
incentives (e.g. 

free software, cash 
subsidies)  (C) 

Mandated 
Obligations 

(D) 

Other 
(E) 

More  Less Same  

Slovenia 2 - - 1 /1 - - - A, D 

S. Africa 2 1 3 4 /1 /1 B, C, D - A 

 

Notes to Table A13 (including additional material provided by members in their responses): 

/1. Australia—reported that an investigation, including consideration of 
extending mandated requirements, is currently underway. 

/1. Ireland—reported that a number of key factors have contributed to the take-up of e-
services: 

 A small Marketing Team supported by ROS Liaison Officers throughout the country in 
each of their Tax Districts who proactively promote ROS by visiting customers and Tax 
Practitioners to demonstrate the ROS system. 

 Competent Lo-Call Helpdesk Service and eMail service. 

 Ongoing Liaison with Software Developers and the provision of detailed schemas to 
ensure their financial and payroll packages are compatible with ROS. 

 File Format Test Facility 

 ROS also developed Web Services to allow for the transmission of data from third party 
software packages directly to ROS. This facility has been made available for Income 
Tax, Corporation Tax filers and Customs Single Administrative Document and CAP 
(Common Agriculture Products) Services.  

A new redesigned Rich Internet Application site (RIA) known as PAYE Anytime was 
introduced in 2009. This site provides a more engaging experience for Revenue customers 
and this should lead to increased usage of the services by PAYE Anytime employees. The 
redesigned site provides a: 1) more professional look allowing the customer to navigate 
between the improved screens easier; 2) the use of language throughout the site is easier 
for users to understand; and 3) more contextual help for users when they need it most. 

/1. Canada—noted that CRA promotes take up of e-services through: 1) in-person 
greeters encourage walk-in taxpayers to use Web or phones; 2) web and on-line 
services are promoted during outreach sessions; 3) a CD-business card outlining 
all e-services is given out at Business Outreach sessions; and 4) on-line services 
are promoted by phone agents and taxpayers are informed of where information 
given by the agent is located on the CRA web site. It does not currently use 
financial or administrative incentives. It feels the latter will be helpful for the 
future as it moves to more harmonised returns. Mandatory filing currently used 
only for information slips. 

/1. Czech Rep—incentive provided is their Tax Portal. 

/1. Denmark—noted that they are continually expanding mandatory electronic 
reporting for business. 

/1. Finland—noted that their government insists on equal treatment, therefore 
electronic filing is not promoted at the cost of other channels. Accordingly, it is not 
possible to reward those who use e-filing. The latest features in their marketing 
efforts are social media and its word-of-mouth flow-on effect. 

/1. France—noted that e-filing is only mandated for companies and that they are 
continually expanding mandatory electronic reporting for businesses. 

/1. Netherlands—noted that, in relation to incentives, free software is provided 
for private individuals and free specifications for software developers. Mandatory 
reporting is generally required for all businesses. 

/1. Turkey—although not ranked as a promotional strategy, it was noted that the 
software required for e-declaration service are provided free of charge. 

/1. Italy—incentive provided is free software. /1. UK—noted that their strategy differentiates between tax products and customer 
groups (have not adopted a one-size fits all approach), and that the customer is involved in 
the design of services. 

/1. Slovenia—Obligatory electronic submission of forms is prescribed by the law 
for businesses (both legal entities and individuals). 
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Notes to Table A13 (including additional material provided by members in their responses): 

/1. South Africa—No plans to mandate e-filing for VAT returns. 

Reported that faster turnaround of taxpayers‘ assessments leading to quicker 
refunds (approx 72 hours for assessment and refund credited in tax payer‘s bank 
account). In future, penalties will be invoked automatically acting as a deterrent 
for late submissions. 

Finally, it noted that migrating most services required by the taxpayers t0 their e-
filing platform, across all the various tax types, remains a key strategy. 

 

/1. United States—noted that its eServices capability (currently only available to 
approved business partners) was originally created with a requirement for partners to e-
file 100 or more returns in order to receive access to the three incentive products (i.e. 
Disclosure Authorization, Transcript Delivery System and Electronic Account Resolution). 
It recently expanded these services and reduced or eliminated thresholds for all of their 
incentive products, thereby reducing reliance on typing e-services to e-file. 

Future emphasis on increasing mandated filing for individuals and preparers is dependant 
on legislative change. 

A new updated strategy is currently in development and will focus on web-based services 
provided directly to taxpayers; to taxpayers via third parties (e.g. tax professionals) and to 
third parties directly. 

/1. Spain—incentive provided is free software. 

/1. Sweden—noted that today, nearly 3 million Swedes use a personal e-ID for 
the electronic services of public and private organizations. This e-ID is based on 
general state contracts and for almost ten years has given public and private 
organizations access to services for electronic identification. 

There is a need to identify and electronically link the exchange of information not 
only to a certain person but also to a certain organization. Therefore an 
investigation is ongoing to see if there are possibilities of procuring a new type of 
e-ID for organization identification. If this is realized, it may enable an increase in 
users of their e-services in the future. If the legislation is amended to enable 
representatives (e.g. tax professionals) to submit data electronically on behalf of 
others, there will most likely be an increase in use of e-services. 
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Table A14. Use of mandated e-filing/ e-reporting obligations to increase take-up 

Country 

e-filing is mandated for these return/report types in 2009—yes () 
/1 

Return/ report categories to be newly mandated in next 3 years 

Personal 
income tax  

 
(A) 

Corporate 
income tax  

 
(B)  

VAT 
 
 

(C) 

Employer 
income 
reports  

 (D) 

Other 3rd 
party 

reports 
(E) 

Personal 
income tax  

 
(A) 

Corporate 
income tax  

 
(B)  

VAT 
 
 

(C) 

Employer 
income 
reports  

 (D) 

Other 3rd 
party 

reports 
(E) 

Australia /2 - -  - - -  -   

Austria -    - - - - - - 

Belgium - -   -  - - - - 

Canada /2 - - -   -  - - - 

Czech Rep.      - - - - - 

Denmark  - - -  - - -  -  

Finland - - -  /2 - -   2 -  

France -  /2 /2 -  - - - - - 

Germany - - /2  /2 -  - - - 

Ireland /2 -    - - - - -  

Italy     - - - - - - 

Japan - - - - - - - - - - 
Korea - - - - - - - - - - 

Mexico /2       - - - - - 

Netherlands/2 -     - - - - - 

NZ - - -  /2     - - 

Norway /2 - - - - -/2 - - - - - /2 

Portugal /2      - - - - - 

Spain -  /2  /2  /2 - - - - - - 

Sweden - - - - - - - - - - 

Switzerland - - - - - - -  - - 

Turkey /2      - - - - - 

UK  -/2 - - /2 - - /2 /2 - - 

USA /2 -  -    - - - - 

Non-OECD Countries 

Chile /2  -    - - - - - 

Singapore - -   /2 - - - - - - 

Slovenia -     - - - - - 
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Country 

e-filing is mandated for these return/report types in 2009—yes () 
/1 

Return/ report categories to be newly mandated in next 3 years 

Personal 
income tax  

 
(A) 

Corporate 
income tax  

 
(B)  

VAT 
 
 

(C) 

Employer 
income 
reports  

 (D) 

Other 3rd 
party 

reports 
(E) 

Personal 
income tax  

 
(A) 

Corporate 
income tax  

 
(B)  

VAT 
 
 

(C) 

Employer 
income 
reports  

 (D) 

Other 3rd 
party 

reports 
(E) 

S. Africa - -  - - - - -   

 
Notes to Table A14 (including additional material provided by members in their responses): 

/1. Thresholds are typically applied to varying degrees for most return categories in the 
countries reporting use of mandated requirements 

/2. Singapore—e-filing of employer income reports is mandatory for employers with 
more than 50 employees in 2010 assessment year. 

/2. Australia—reported that it is investigating options to increase electronic uptake. 
Presently; businesses with annual turnover over $20 million are required to lodge and 
pay their BAS (incl. VAT) electronically; 2) businesses who participate in the deferred 
GST scheme are required to lodge BAS electronically; and 3) large PAYG withholders 
(more than $1 million withheld) are required to pay electronically. Some third party 
information is mandated for electronic reporting based on record type and market 
segment. The greatest majority of data is still received on physical (magnetic or 
optical) media with many small clients still reporting on paper. Various initiatives in 
capabilities and marketing are in progress to shift clients to full electronic reporting. 

/2. South Africa—reported that e-filing is mandatory for VAT where turnover is 
greater than +/- USD$4M. 

Mandatory e-filing for employer income reports yet to be legislated. 

/2. Spain—CIT mandatory for most; VAT mandatory for large companies and 
limited liability companies; EIR mandatory for large companies, public  entities, 
limited liability companies and those companies with more than 15 records. 

/2. UK—reported that for the PIT, self assessment customers have a choice of 
differential filing dates. If they want to file using paper, they must do so by 31st 
October. However, if they choose to file online, they have an additional 3 months in 
which to file – the filing date being 31st January. Thus, while e-filing is not mandated 
per se, there is a strong incentive for taxpayers to file electronically. 

From April 2011 Company Tax Returns to be filed online and companies to pay 
electronically. From April 2010 traders with an annual VAT exclusive turnover over 
£100,000 and all newly registered traders are required to file online and pay 
electronically. This requirement may be extended to all VAT traders, regardless of 
turnover in the run up to 2012 (pending policy/Ministerial decision). From April 2010 
employer annual returns (P35 and P14s) to be filed online by employers with fewer 
than 50 employees (currently more than 50). From April 2011 Employer in-year 
forms (e.g. P45/46) to be filed online by employers with fewer than 50 employees 
(currently more than 50). From 1 January 2010, the method for reclaiming VAT 
incurred in another EU country is changing. Customers will have to make claims for 
refunds online using the VAT EU Refunds online service. 

Reported that, to support mandation of online services they have: 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) an intense programme 
of activity in place which focuses on customer research and stakeholder engagement, 

/2. Canada—reported that starting with taxation year ends in 2010 Internet filing will 
be mandatory for corporations with gross revenue greater than $1 M. Expectations: 
non-profit Organizations, insurance corporations, non-residents. 

/2. Chile—reported that large taxpayers and taxpayers that issue invoices 
electronically must file electronic income tax and VAT returns. All sworn statements 
must be submitted electronically 

/2. France—reported that mandatory e-filing for CIT where turnover is >€4M and 
that current threshold for VAT reporting (i.e. turnover > €760,000) is likely to be 
lowered (to turnover > €500,000) from 2010. 

/2. Finland—EIR has mandatory e-filing for companies with 40 or more employees. 

In 2010 the EU will mandate electronic VAT reporting. 

/2. Germany—reported that presently, only advance VAT returns must be filed 
electronically; by 2012, this requirement will be extended to all VAT returns; other 
third party reports that must be filed electronically include pension and social security 
payments; the other third party reporting category that must be reported electronically 
is all pension and social security payments. 
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Notes to Table A14 (including additional material provided by members in their responses): 

/2. Ireland—reported that mandatory e-filing and e-paying was announced by the 
Revenue Commissioners in September 2007 on a phased basis. Phase 1 commenced 
January2009 and included Large Corporations (general turnover greater than €7.3 
million) and Government Departments. Phase 2 will commence in January 2010 and 
will apply to large corporates, other Public Bodies and Local Authorities. The existing 
due dates to pay and file have been extended to the 23rd of the month for 
customers/agents who makes the relevant returns and associated tax payments via 
Revenue Online Service, under the new mandatory regime. 

Other planned mandatory reporting relates to e-RCT (Relevant Contracts Tax) – 
development to commence in 2010, and Vehicle Registration Tax. 

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. 

/2. Mexico-e-filing for PIT is mandatory for tax returns above USD 800.00. 

The law mandates that all taxpayers use electronic filing by internet; however small 
business can use paper (less than USD 153,846.per year). 

/2. Netherlands—reported that The use of the electronic channel is mandatory for 
businesses. Free software is provided to private individuals for filling and filing their 
tax return. For really small businesses it is possible to get an exemption for electronic 
filing. Given the fact that those small businesses nearly always make use of the services 
of tax practitioners the number of these exemptions is insignificant. 

/2. USA—noted that this is the first year that an administration has included a 
mandate for individual returns in their Fiscal Year Revenue proposal. The new 
administration and the Advancing e-file Study may change the context for achieving 
more mandates and in particular preparer mandates. 

Also reported that their E-Channel Initiative will allow the electronic submission of 
approximately 500 identified non-tax returns into the IRS through various electronic 
means (i.e. portal, secure e-mail). These forms fall under the categories of 
applications, claims, supporting documentation, and informational forms. After 
electronic receipt and validation, these forms will be routed to the appropriate back-
end systems for further processing. 

/2. New Zealand—mandatory reporting for employers where Pay As You Earn is 
greater than NZ$100,000. 

/2. Norway—reported that it has a policy of whereby choice of channel (e-service vs. 
paper) is voluntary, and the e-services need therefore to be of high quality. The user 
should experience that electronic filing is easier / has advantages to filing on paper. 
For third party information returns, some information cannot be filed on paper, but 
only on machine readable media or electronic reporting. 

/2. Portugal—noted that e-filing for CIT, VAT and other third party information 
returns is mandatory for all taxpayers. 

/2. Turkey—noted that all taxpayers are subject to mandatory e-filing. Most PIT and 
VAT taxpayers are subject to mandatory e-filing. 
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Notes for Tables A15 to A24 (Nature of electronic services offered—by function and major tax type tax) 
(The notes hereunder are presented uniquely given the nature of the information in these tables and for ease of presentation)  

 
Notes applicable to all Tables A15 to A24 (including additional material provided by members in their responses): 

/1. Capability Code Definitions:  

F = On-line Form Print (OFP) - an on-line form which needs to be printed and submitted on paper 

T = On-line Form Transaction (OFT) – a fillable form (including structured web-based messaging), with validation edits, which can be submitted on-line (one-way data 
transmission) 

R = Real Time Access/Transaction  (RTA)- access to data/transaction provided in real-time with immediate validation and confirmation of transactions (two-way data 
transmission), usually provided within portal-type environment or via specifically developed e-services 

P = Phone (PHN) - services available by phone using keypad or Interactive Voice Recognition (IVR), does not include person-to-person call centre services, and 

O = Other. 

/1. Australia—all functionality listed is available to business and tax professionals via the portals. Not all transactions listed are available to individual taxpayers at this stage. 

/1. Czech Rep.—capability codes not specified, so tables merely indicate that there is some sort of e-service provided for particular business process functions. 

/1. Turkey--data is collected in XML format in all electronic services. For e- declaration and declarations filled offline with programmes provided to taxpayers free of charge, 
data is collected online after all controls are performed. 

/1. USA—noted that eServices is currently available only to approved IRS business partners. eServices is not available to the general public; however, the IRS is looking into 
expanding services to taxpayers in the future. Development of a list of e-Services enhancements is part of the development of their new strategy. No major changes are 
anticipated to current functionality provided, although e-filing services will improved with the expansion of Modernized e-File. 

 

Notes applicable to Table A15 (including additional material provided by members in their responses): 

/2. Canada—access account details and request client account statement are view only functions. 

/2. Norway—noted that registration of individuals is done automatically from the National Population Register and online services for updating details are provided via that 
register. As such, the capabilities ‗Register online‘ and ‗Update obligation details‘ are not required to be provided. 

/2. Sweden—Register online: noted that registration of citizens occurs at birth, so no requirement for online registration functionality for PIT. Request account statement: 
Citizens get an account statement on paper together with the final tax card. It is also available from website www.skatteveket.se. Request refund/transfer: it is only possible to 
access submitted tax returns during the assessment year.  

 

Notes applicable to Table A16 (including additional material provided by members in their responses): 

/2. Austria—Other service offered re Return filing relates to bulk transfer based on XML packages. 

/2. Canada—Phone service TELEFILE can be used for filing simple personal income tax returns. Other filing methods provided are NETFILE (allows most citizens to file 
income tax and benefit returns via the internet), EFILE ON-Line (allows tax preparers to transmit their client‘s returns individually over the internet with immediate 
acknowledgement) and EFILE On-Line Plus (allows tax preparers to transmit up to 60 of their client‘s returns at one time over the internet with acknowledgment within a few 
hours). 

http://www.skatteveket.se/
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Notes applicable to Table A16 (including additional material provided by members in their responses): 

/2. Ireland—ability to access returns is only available for returns filed on line. 

/2. Netherlands—revisions are done by resending the corrected tax return. This is only possible for as long as the tax return is not processed. 

/2. Slovenia—Payments: payment of taxes is made through banks or post offices or through a special agency which carries out payment transactions. 

/2. Sweden—Prepare & file: pre-filled return data (i.e. no lodgment required) can be confirmed via internet, phone or SMS. Access/amend prior returns: it is only possible to 
access submitted tax returns during the assessment year. 

 

Notes applicable to Table A17 (including additional material provided by members in their responses): 

/2. Sweden—Register online: A company registration number is issued when the registration of the company has been fully completed. This number is used as a means of 
identification in contacts with government authorities and other organizations. The company registration number must appear in the company's letterhead, invoices, order 
forms and website. Registration may be done with Bolagsverket and at the same time register with Skatteverket at the website www.foretagsregistrering.se. It is also possible to 
use a form available from website www.bolagsverket.se. Request refund/transfer: it is only possible to access submitted tax returns during the assessment year. 

 

Notes applicable to Table A18 (including additional material provided by members in their responses): 

/2. Austria—Other service offered re Return filing relates to bulk transfer based on XML packages. 

/2. Canada—Other filing methods provided are NETFILE (allows most citizens to file income tax and benefit returns via the internet), EFILE ON-Line (allows tax preparers to 
transmit their client‘s returns individually over the internet with immediate acknowledgement) and EFILE On-Line Plus (allows tax preparers to transmit up to 60 of their 
client‘s returns at one time over the internet with acknowledgment within a few hours). 

/2. Chile—Micro & Small Enterprises Web Site: the objective is to provide micro and small enterprises subject to a simplified tax assessment (and accounting) system with an 
application that allows them to issue invoices and other tax documents electronically. The application also provides taxpayers with the accounting records required by law and 
pre-fills the data for the annual, as well as monthly, tax returns.  

/2. Ireland—ability to access returns is only available for returns filed on line. 

/2. Netherlands—revisions are done by resending the corrected tax return. This is only possible for as long as the tax return is not processed. 

/2. Slovenia— Return filing: Extension of filing deadline is supported by legislation, regulating the method of lodgment after the deadline. The legislative requirements are 
implemented through e-services using workflow forms. 

Payments: payment of taxes is made through banks or post offices or through a special agency which carries out payment transactions. 

/2. Sweden—Access/amend prior returns: it is only possible to access submitted tax returns during the assessment year. 

 

Notes applicable to Table A19 (including additional material provided by members in their responses): 

/2. Finland—will be implementing a tax-accounting balance service that removes 
VAT and other separate payments and tax reimbursements; these types of 
transactions will simply be debits and credits to an integrated tax account. 

/2 Sweden—Access/amend prior returns: Submitted returns can be accessed during 
the assessment year. 

 

http://www.foretagsregistrering.se/
http://www.bolagsverket.se/
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Notes applicable to Table A20 (including additional material provided by members in their responses): 

/2. Austria--Other service offered re Return filing relates to bulk transfer based on XML packages. 

/2. Canada—Other filing methods provided are NETFILE (allows most citizens to file income tax and benefit returns via the internet), EFILE ON-Line (allows tax preparers to 
transmit their client‘s returns individually over the internet with immediate acknowledgement) and EFILE On-Line Plus (allows tax preparers to transmit up to 60 of their 
client‘s returns at one time over the internet with acknowledgment within a few hours). 

/2. Chile—Micro & Small Enterprises Web Site: the objective is to provide micro and small enterprises subject to a simplified tax assessment (and accounting) system with an 
application that allows them to issue invoices and other tax documents electronically. The application also provides taxpayers with the accounting records required by law and 
pre-fills the data for the annual, as well as monthly, tax returns.  

/2. Ireland—ability to access returns is only available for returns filed on line. 

/2. Netherlands- revisions are done by resending the corrected tax return. This is only possible for as long as the tax return is not processed. 

/2. Slovenia—Return filing: Extension of filing deadline is supported by legislation, regulating the method of lodgment after the deadline. The legislative requirements are 
implemented through e-services using workflow forms. 

Payments: payment of taxes is made through banks or post offices or through a special agency which carries out payment transactions. 

 
Notes applicable to Table A22 (including additional material provided by members in their responses): 

/2. Austria—Other service offered re Return filing relates to bulk transfer based on XML packages. 

/2. Canada-Other filing methods provided are NETFILE (allows most citizens to file income tax and benefit returns via the internet), EFILE ON-Line (allows tax preparers to 
transmit their client‘s returns individually over the internet with immediate acknowledgement) and EFILE On-Line Plus (allows tax preparers to transmit up to 60 of their 
client‘s returns at one time over the internet with acknowledgment within a few hours). 

/2. Ireland—ability to access returns is only available for returns filed on line. 

/2. Netherlands- revisions are done by resending the corrected tax return. This is only possible for as long as the tax return is not processed. 

/2. Slovenia—Return filing: Extension of filing deadline is supported by legislation, regulating the method of lodgment after the deadline. The legislative requirements are 
implemented through e-services using workflow forms. Some services include workflow, which require back-end systems to approve/reject transactions. These services support 
some types of EIR forms. 

Payments: payment of taxes is made through banks or post offices or through a special agency which carries out payment transactions. 

/2. UK—access/amend returns for EIR applies to EOY only 
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Table A15. Electronic service capabilities (by function) provided in 2009 and planned for 2012—Personal income tax /1 

Country 

Taxpayer Registration Taxpayer Accounting 

Register online Access details Update 
registration 

details  

Update 
obligation 

details 

Access balances Access account 
details 

Request account 
statement  

Request refund 
or transfer to 

account 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 F F R R R R R R R R R R - R T, R R 

Austria F, R F, R R R R R R R R R R R R R R R 

Belgium R R R R R R R R - - - - - - - - 

Canada - - - - - - - - - - R /2 R /2 R /2 R /2 - - 

Czech Rep. /1 - Yes - - - - - - - - - - - - - - 

Denmark - - T T R R - - T T T T T T R R 

Finland - -  - - - - - - - - - - - - - 

France R R - - - - - - R R R R R R - - 

Germany - - - - - - - - - - R R -  - - 

Ireland - - R R - - - - R R R R R R - - 

Italy - - R R - - - - - - - - - - - - 

Japan R R R R R R R R - - - - - - - - 

Korea R R R R R R - - - - - - - - - - 

Mexico T, R T, R R R T, R T, R T, R T, R - R - R - - R R 

Netherlands - - - R - R - R - R - R - R - R 

New Zealand F F R R F, T, P F, T, P F, T, P F, T, P R, P R, P R, P R, P R, P R, P T T 

Norway  - /2 - /2 T T F, T F, T - /2 - /2 - - - - - - - - 

Portugal R R R R R R R R R R R R - - - - 

Spain F, T F, T R R T T T T - - - - - - - - 

Sweden - /2 - /2 R R R R - - R R R R R /2 R /2 R /2 R /2 

Switzerland (PIT is administered at sub-national level of government by individual cantons) 

Turkey /1 - R R R - R - R - R - R - R - R 

UK T T T T T, R T, R - - R R R R - - T T 

USA /1 R R R R R R R R T T T T T T T, R T, R 

Non-OECD Countries 

Chile F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R - - 

Singapore F F T T - - - - R R - - R R - - 

Slovenia - - - - - - - - - R - - - - - - 

S. Africa F T - T T T T T - R - R T R - R 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A16. Electronic service capabilities (by function provided in 2009 and planned for 2012—Personal income tax /1 

Country 

Taxpayer Return Filing  Tax payments  

Prepare & file Receive return filing 
receipt 

Access &/or amend 
prior returns 

Request extension of 
time to file 

Make payment 
online 

Record direct debit 
agreement 

Record 
payment 

arrangement 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 T T, R R R - R/T, R T, R T, R T T, R F F P P, R 

Austria R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R R R R R R 

Belgium R R R R R/- R - - - - - - - - 

Canada F, P, O /2 F, P, O /2 R R R R - - O-via bank R R R - R 

Czech Rep. /1 Yes Yes - - - - - - Yes Yes - - - - 

Denmark R R R R T/- T/- - - T T - T - T 

Finland R R R R - R/- - R R R - - - - 

France R R R R R R - - R R T T T T 

Germany F, T F, T, R - - -/T -/T, R - - - - - - - - 

Ireland T, R T, R R R R/- /2 R/- /2 - - R R R R - - 

Italy T, R T, R R R R R - - F, T, R F, T, R - - - - 

Japan R R R R R R - - R R R R R R 

Korea R R R R R/- R/- - - R R - - R R 

Mexico T, R T, R T T - - - - R R - - T, R T, R 

Netherlands T R R R -/T /2 R - - - - - - - - 

New Zealand F, T, R F, T, R R R -/F, T -/F, T - - T T T T T T 

Norway F, T F, T T T T T F, T F, T - T - - - - 

Spain T, R T, R R R R R - - R R R R R R 

Portugal - - R R - - - - F F - - - - 

Sweden R, P /2 R, P /2 R R R /2 R /2 P P - - - - - - 

Switzerland (PIT is administered at sub-national level of government by individual cantons) 

Turkey /1 R R R R R R - - R R R R R R 

UK T, R T, R T, R T, R R/T, R R/T, R - - T, R T, R T, R T, R R R 

USA /1 T T R R T T T T R R R R T T 

Non-OECD Countries 

Chile F, T, R F, T, R, P F, T, R, P F, T, R, P F, T, R, P F, T, R, P - - F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R 

Singapore R R R R - - - - R R R R R R 

Slovenia /2 R R - - R R - - - - - - - - 

S. Africa T T T T R, T R, T - - T T - T - T 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A17. Electronic service capabilities (by function) provided in 2009 and planned for 2012 —Corporate income tax /1 

Country 

Taxpayer Registration Taxpayer Accounting 

Register online Access details Update 
registration 

details  

Update 
obligation 

details 

Access balances Access account 
details 

Request account 
statement  

Request refund 
or transfer to 

account 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 R R R R R R R R R R R R - R T, R R 

Austria F, R F, R R R R R R R R R R R R R R R 

Belgium - R R R - R - R - - - - - - - - 

Canada F, T F, T R R - - - - R R R R R R R R 

Czech Rep. /1 - Yes - - - - - - - - - - - - - - 

Denmark R R R R R R R R - R - R - R - R 

Finland F T - R F R - - - R - - - R - - 

France T T R R T T T T R R R R R R R R 

Germany - - - - - - - - - - R R - - - - 

Ireland - - R R - - - - R R R R R R - - 

Italy F, T F, T R R F, T F, T - - - - - - - - - - 

Japan R R R R R R R R - - - - - - - - 

Korea R R R R R R - - - - - - - - - - 

Mexico T, R T, R R R T, R T, R T, R T, R - R - R - - R R 

Netherlands - - - R - R - R - R - R - R - R 

New Zealand F, T F, T R R T T T T R, P R, P R, P R, P R, P R, P T T 

Norway F, T F, T T T F, T F, T - - - - - - - - - - 

Portugal R R R R R R R R R R R R - - - - 

Spain F, T F, T R R T T T T - - - - - - - - 

Sweden R /2 R /2 R R R R - - R R R R R R R /2 R /2 

Switzerland (CIT is administered at sub-national level of government by individual cantons) 

Turkey /1 - R R R - R - R - R - R - R - R 

UK T T T T T T T T T T T T - - - - 

USA /1 R R R R R R R R T T T T T T T T 

Non-OECD Countries 

Chile - - - - - - - - - - - - -  - - 

Singapore F F - - - - - - R R - - R R - - 

Slovenia R R R R R R R R - R - - - - - - 

S. Africa F T - T F T T T - R - R T R - R 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A18. Electronic service capabilities (by function) provided in 2009 and planned for 2012 —Corporate income tax /1 

Country 

Taxpayer Return Filing  Tax payments  

Prepare & file Receive return filing 
receipt 

Access &/or amend 
prior returns 

Request extension of 
time to file 

Make payment 
online 

Record direct 
debit agreement 

Record 
payment 

arrangement 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 T T, R T R -/T R/T, R T, R T, R T T, R F F P P, R 

Austria R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R R R R R R 

Belgium T R T R - R - - - - - - - - 

Canada F, O /2 F, O /2 R R R/- R/- - - O-via bank R - R - R 

Czech Rep. /1 Yes Yes - - - - - - Yes Yes - - - - 

Denmark R R R R R R R R - - - - R R 

Finland R R - - R R - R R R - - - - 

France R R R R R/- R - - R R - T - T 

Germany F F, T, R - - - -/T, R - - - - - - - - 

Ireland T, R T, R R R R/- /2 R/- /2 - - R R R R - - 

Italy T, R T, R R R R R - - T, R T, R - - - - 

Japan R R R R R R - - R R R R R R 

Korea R R R R - - - - R R - - R R 

Mexico T T T T - - - - R R - - - - 

Netherlands T T R R -/T /2 R - - - - - - - - 

New Zealand F, T, R F, T, R R R -/ F, T -/ F, T - - T T T T T T 

Norway F, T F, T T T T T F, T F, T - T - - - - 

Portugal - - R R - - - - F F - - - - 

Spain T, R T, R R R R R - - R R R R R R 

Sweden R R R R - /2 - /2 T T - - - - - - 

Switzerland (CIT is administered at sub-national level of government by individual cantons) 

Turkey /1 R R R R R R - - R R R R R R 

UK T T T T T T - - T T T T - - 

USA /1 T T R R T T T T R R R R T T 

Non-OECD Countries 

Chile /2 - - - - - - - - - - - - - - 

Singapore R R R R - - - - R R R R R R 

Slovenia /2 R R - - R R - O /2 - - - - - - 

S. Africa T T - T R R - - T T - - - - 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A19. Electronic service capabilities (by function) provided in 2009 and planned for 2012—Value added tax /1 

Country 

Taxpayer Registration Taxpayer Accounting 

Register online Access details Update 
registration 

details  

Update 
obligation 

details 

Access balances Access account 
details 

Request account 
statement  

Request refund or 
transfer to 

account 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 R R R R R R R R R R R R - R T, R R 

Austria F, R F, R R R R R R R R R R R R R R R 

Belgium - - R R - - - - - - - - - - - - 

Canada F, T F, T R R - - - - R R R R R R R R 

Czech Rep. /1 - Yes - -  - - - - - - - - - - - 

Denmark R R R R R R R R - R - R - R - R 

Finland /2 F T - R - R - - - R - - - R - - 

France T T R R T T T T R R R R R R R R 

Germany - - - - - - - - - - R R - - - - 

Ireland - - R R - - - - R R R R R R - - 

Italy F, T F, T R R F, T F, T - - - - - - - - - - 

Japan R R R R R R R R - - - - - - - - 

Korea R R R R R R - - - - - - - - - - 

Mexico T, R T, R R R T, R T, R T, R T, R - R - R - - R R 

Netherlands - - - R - R - R - R - R - R - R 

New Zealand F, T F, T R R T T T T R, P R, P R, P R, P R, P R, P T T 

Norway F, T F, T T T F, T F, T F, T F, T R R - - - - - - 

Portugal R R R R R R R R R R R R - - - - 

Spain F, T F, T R R T T T T - - - - - - - - 

Sweden R R R R R R - - R R R R R R R R 

Switzerland - T - T - T - - - T - T - T - - 

Turkey /1 - R R R - R - R - R - R - R - R 

UK T T T T T T T T - - T T - - - - 

USA /1 (VAT does not apply - Retail Sales Tax administered by individual states) 

Non-OECD Countries 

Chile F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R - - 

Singapore T T T T - - - - R R - - R R - - 

Slovenia R R R R R R R R - R - - - - - - 

S. Africa F T - T F T - T - R - R - R - R 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A20. Electronic service capabilities (by function) provided in 2009 and planned for 2012—Value added tax /1 

Country 

Taxpayer Return Filing  Tax payments  

Prepare & file Receive return 
filing receipt 

Access &/or amend 
prior returns 

Request extension of 
time to file 

Make payment 
online 

Record direct 
debit agreement 

Record 
payment 

arrangement 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 R R R R R R T, R T, R T T, R F F P P, R 

Austria R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R R R R R R 

Belgium R R R R R R - - - - - - - - 

Canada F, O /2 F, O /2 R R R/- R/- - - O-via bank R - R - R 

Czech Rep. /1 Yes Yes - - - - - - Yes Yes - - - - 

Denmark R R R R R R - R - R R R R R 

Finland R R R R - R/- - - R R - - - - 

France R R R R R R - - R R - T - T 

Germany F, T, R F, T, R - - -/T, R -/T, R - - - - - - - - 

Ireland T, R T, R R R R /2 R /2 - - R R R R - - 

Italy T, R T, R R R R R - - T, R T, R - - - - 

Japan R R R R R R - - R R R R R R 

Korea R R R R R/- R - - R R - - R R 

Mexico T T T T - - - - R R - - - - 

Netherlands T T R R -/T /2 R - - - - - - - - 

New Zealand F, T, R F, T, R R R -/ F, T -/ F, T - - T T T T T T 

Norway F, T F, T T T T T F, T F, T - T - - - - 

Portugal - - R R - - - - F F - - - - 

Spain T, R T, R R R R R - - R R R R R R 

Sweden R R R R R R F F - - - - - - 

Switzerland - T - T - - - - - T - - - - 

Turkey /1 R R R R R R - - R R R R R R 

UK T T T T T/- T/- - - T T T T - - 

USA /1 (VAT does not apply - Retail Sales Tax administered by individual states) 

Non-OECD Countries 

Chile /2 F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R - - F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R 

Singapore R R R R - - - - R R R R R R 

Slovenia /2 R R - - R R - O /2 - - - - - - 

S. Africa T T - T R R,T - - T T - - - - 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A21. Electronic service capabilities (by function) provided in 2009 and planned for 2012—Employer information returns /1 

Country 

Taxpayer Registration Taxpayer Accounting 

Register online Access details Update 
registration 

details  

Update 
obligation 

details 

Access balances Access account 
details 

Request account 
statement  

Request refund or 
transfer to 

account 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 - - - - - - - - - - - - - - - - 

Austria F, R F, R R R R R R R R R R R R R R R 

Belgium - - R R - - - - - - - - - - - - 

Canada F, T F, T R R - - - - R R R R R R R R 

Czech Rep. /1 - Yes - - - - - - - - - - - - - - 

Denmark - - - - - - - - - - - - - - - - 

Finland - - - R - - - - - - - - - - - - 

France - - - - - - - - - - - - - - - - 

Germany - - - - - - - - - - - - - - - - 

Ireland - - R R - - - - R R R R R R - - 

Italy F, T F, T R R F, T F, T - - - - - - - - - - 

Japan R R R R R R R R - - - - - - - - 

Korea R R R R R R - - - - - - - - - - 

Mexico T, R T, R R R T, R T, R T, R T, R - R - R - - R R 

Netherlands - - - R - R - R - R - R - R - R 

New Zealand F, T F, T R R T T T T R, P R, P R, P R, P P P T T 

Norway F, T F, T T T F, T F, T F, T F, T - - - - - - - - 

Portugal R R R R R R R R R R R R - - - - 

Spain F, T F, T R R T T T T - - - - - - - - 

Sweden R R R R R R - - R R R R R R R R 

Switzerland (Administered at sub-national level of government by individual cantons) 

Turkey /1 - R R R - R - R - R - R - R - R 

UK T T T T T T T T - - - - - - - - 

USA /1 R R R R R R R R T T T T T T T T 

Non-OECD Countries 

Chile F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R F, T R - - 

Singapore - - R R - - - - R R - - R R - - 

Slovenia - - - - - - - - - R - - - - - - 

S. Africa F T - T F T - T - R - R - R - R 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A22. Electronic service capabilities (by function) provided in 2009 and planned for 2012—Employer information returns /1 

Country 

Taxpayer Return Filing  Tax payments  

Prepare & file Receive return 
filing receipt 

Access &/or amend 
prior returns 

Request extension of 
time to file 

Make payment 
online 

Record direct 
debit agreement 

Record 
payment 

arrangement 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 T T - R -/T -/T - - - - - - - - 

Austria R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R, O/2 R R R R R R 

Belgium R R R R R R - - - - - - - - 

Canada F, O /2 F, O /2 R R R/- R/- - - O-via bank R - R - R 

Czech Rep. /1 Yes Yes - - - - - - Yes Yes - - - - 

Denmark - - - - - - - - - - - - - - 

Finland T T - - - - - - R R - - - - 

France - - - - - - - - - - - - - - 

Germany R R - - -/R -/R - - - - - - - - 

Ireland T, R T, R R R R /2 R /2 - - R R R R - - 

Italy T, R T, R R R R R - - T, R T, R - - - - 

Japan R R R R R R - - R R R R R R 

Korea R R R R R/- R/- - - R R - - R R 

Mexico T T T T - - - - R R - - - - 

Netherlands T T R R -/T /2 R - - - - - - - - 

New Zealand F, T, R F, T, R R R -/F, T -/F, T - - T T T T T T 

Norway F, T F, T T T T T F, T F, T - T - - - - 

Portugal - - R R - - - - F F - - - - 

Spain T, R T, R R R R R - - R R R R R R 

Sweden R R R R R R F F - - - - - - 

Switzerland (Administered at sub-national level of government by individual cantons) 

Turkey /1 R R R R R R - - R R R R R R 

UK T T T T T /2 T /2 - - T T T T - - 

USA /1 T T R R T T T T R R R R T T 

Non-OECD Countries 

Chile F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R - - F, T, R F, T, R F, T, R F, T, R F, T, R F, T, R 

Singapore F, R R R R - - - - R R R R R R 

Slovenia /2 R R - - R R O /2 O /2 - - - - - - 

S. Africa T T - T R R, T - - T T - - - - 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A23. Electronic service capabilities (by tax and enquiry/message) provided in 2009 and planned for 2012 /1 

Country 

Personal income tax Corporate income tax  Value added tax 

Submit 
inquiries on 

specifics 

Access status or 
response 

Record 
objection/ 

ruling 
request 

Submit 
inquiries on 

specifics 

Access status or 
response 

Record 
objection/ 

ruling 
request 

Submit 
inquiries on 

specifics 

Access status or 
response 

Record 
objection/ 

ruling 
request 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 T T R R R R T T R R R R T T R R R R 

Austria R R R R - - R R R R - - R R R R - - 

Belgium - - - - - - - - - - - - - - - - - - 

Canada P P -/P -/P - - P P -/P -/P - - P P -/P -/P - - 

Czech Rep. /1 - - - - - - - - - - - - - - - - - - 

Denmark T T -/T T - T T T -/T T - T T T -/T T - T 

Finland - R - - - - - R - - - - - R - - - - 

France R R R R R R - R - R - R - R - R - R 

Germany - - - - - - - - - - - - - - - - - - 

Ireland P P - - R R P P - - R R P P - - - - 

Italy T T - - - - T T - - - - T T - - - - 

Japan - - - - - - - - - - - - - - - - - - 

Korea R R R R - - R R R R - - R R R R - - 

Mexico T T R R - - T T R R - - T T R R - - 

Netherlands P P P P - R P P P P - R P P P P - R 

New Zealand F, T, P F, T, P - - - - F, T, P F, T, P - - - - F, T, P F, T, P - - - - 

Norway F, T F, T - - F, T F, T F, T F, T - - F, T F, T F, T F, T - - F, T F, T 

Portugal R R R R R R R R R R R R R R R R R R 

Spain O O -/F -/F - - O O -/F -/F - - O O -/F -/F - - 

Sweden - - - - - - - - - - - - - - - - - - 

Switzerland (PIT and CIT are administered at sub-national level of government by individual cantons) - - - - - - 

Turkey /1 - R - R - T - R - R - T - R - R - T 

UK T T -/R -/R - - - - - - - - - - - - - - 

USA /1 T T -/T -/T - - T T -/T -/T - - (VAT does not apply - Retail Sales Tax administered by 
individual states) 

Non-OECD Countries 

Chile - P - P - - - - - - - - - P - P - - 

Singapore - - - - - - - - - - - - - - - - - - 

Slovenia P P - - - - - - - - - - - - - - - - 

S. Africa - T - T, R T R - T - T, R T T - T - R - T 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A24. Electronic service capabilities (by tax and enquiry/message) provided in 2009 and planned for 2012 /1 

Country 

Employer information returns 

Submit inquiries on 
specifics 

Access status or 
response 

Record objection/ 
ruling request 

2009 2012 2009 2012 2009 2012 

Australia /1 - - - - - - 

Austria R R R R - - 

Belgium - - - - - - 

Canada P P -/P -/P - - 

Czech Rep. /1 - - - - - - 

Denmark - - - - - - 

Finland - R - - - - 

France - - - - - - 

Germany - - - - - - 

Ireland P P - - - - 

Italy T T - - - - 

Japan - - - - - - 

Korea R R R R - - 

Mexico T T R R - - 

Netherlands P P P P - R 

New Zealand F, T, P F, T, P - - - - 

Norway F, T F, T - - F, T F, T 

Portugal R R R R R R 

Spain O O -/F -/F - - 

Sweden - - - - - - 

Switzerland (Administered at sub-national level of government by individual cantons) 

Turkey /1 - R - R - T 

UK - - - - - - 

USA /1 T T -/T -/T - - 

Non-OECD Countries 

Chile - P - P - - 

Singapore - - - - - - 

Slovenia - - - - - - 

S. Africa - T - R, R - T 

/1. for Capability Code definitions & Notes to this table – see Notes_for_Tables_A15_to_A24 
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Table A25. Call centres —scale of operations and workloads 

Country 

No. of call sites Expected 
FTE 

usage in 
2009 

Workloads 
Call volumes-last fiscal year (mln) Trend of last 3 years (+/—%) 

2009 2012 Calls 
received  

Calls 
answered 

Calls 
abandoned 

Call volumes Call duration 

Australia 14 /1 9 /1 1,592  
(+459 

s/term) 

8.96 
 

8.14 0.82 2008 -4.11% (on prior year)   
2009 +20.93% 
 

2006/07: 498 sec.  
200707/08: 556 sec (+11.65%)  
2008/09: 520sec (-6.47%) 

Austria 1 /1 1 36 0.13 0.126 0.04 2008: +23% Increase of average duration from 170 
seconds to 230 seconds 

Belgium 1 1 110  0.69 0.54 - 2006: + 195%, 2007:  - 13% 
2008: + 19%, 2009: + 73%  

A slight increase, but differences 
according to the nature of the matter. 

Canada 11 /1 11 2,543 /1 24.3 /1 23.7 /1 0.6 +7.9 (over three years)  +9.2  

Czech Rep. *************************************************Not applicable – no large scale call centre operation************************************************** 

Denmark 4 /1 3 400 3.8  - - 2008: —5% n.avail. 

Finland 3 3 140/ 650 
(peak) 

1.32 1.1 0.22 Steady decrease Significant increase 

France 15 Not yet 
defined  

300 + /1 5.9 3.1 - +28.3% (2006-09) 
2006: 4.6 mln, 2007: 4.5 mln 
2008: 5.9 mln 

-0.4% (2006-09) 
2006: 227 sec,2007: 225 sec 
2008: 226 sec 

Germany 1 /1 1 4 to 15 
(peak) 

0.125 /1 - - -23.3% 
2006: 163,000, 2007: 158,000 
2008: 125,000 

- 

Ireland 7/1 7 105-109 PAYE—1.75 
1890—3.1 

PAYE—1.54 PAYE—0.21 For four PAYE call centres: 
2007: -11.2%, 2008: +0.7%  

Not measured 

Italy 20 /1  520 1.78  1.47 0.31 2008: +11% Slight increase – 2006: 326 sec, 
2007: 333 sec, 2008: 344 sec 

Japan 12  600  4.83 /1 - - 2008: 35% approx. 
2009: 41% approx. 

- 

Korea 6 - 200 3.7 - - - - 

Mexico 2 /1 2 750 4.87 4.57 0.3 2007: +59% on 2006 
2008: 8% on 2007  

2006: 271 sec,  2007: 280 sec, 
2008: 321 sec. 

Netherlands 6 6 1,464 16.46 13.8  2007:  - 1%, 2006 + 3% 

2005 -/- 16% 

Constant over period: 
2007 = 0%, 2006 = 0% 

NZ 10  580 4.97 4.23 0.74 2007: 16% (approx) 
2008: 11% (approx.) 

Change in AHT methodology makes 
last three years incomparable; 

2007/08:  674  sec,  2008/09 (to 
April 09):  718 sec. 

Norway 8 8 350 2.93 2.45 0.48 Commenced in January 2008 
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Country 

No. of call sites Expected 
FTE 

usage in 
2009 

Workloads 
Call volumes-last fiscal year (mln) Trend of last 3 years (+/—%) 

2009 2012 Calls 
received  

Calls 
answered 

Calls 
abandoned 

Call volumes Call duration 

Portugal 1 1 50 .65 .38 .27 2007: +62%; 2008 +50% /1 2007: +18%; 2008 +10%  

Spain 1 /1 1  100/1  3.1 3.0 0.1 2007: +23%, 2008: +14% /1 2007: 261 sec, (-21%), 
2008: 266 sec (+2%) /1  

Sweden 1/ 1 1/1 410 > 4.89 4.89 - Constant 
2007: 4.86; 2008: 4.89  

n.avail. 

Switzerland *************************************************Not applicable – no large scale call centre operation************************************************** 

Turkey 2 /1 2 97 /1 > 0.52 0.52 - 2007: +25%; 
2008: + 40%  /1 

Minor reduction—2006 : 1.45, 2007: 
1.47,  2008: 1.36,  2009 :  1.38 /1 

UK 19  9,800 66.2 59 7.2 + 8% + 5% 

USA 25 25 9,189 205.4 /1 92.4 50.5 Attempts: 
2007: +3.68% 
2008: +145.21% 

Average handle time in sec: 
2007: 641 sec. (+1.1%) 
2008: 625 sec. (-2.5%) 

Non-OECD Countries 

Chile 1 1 80 0.84 

 

0.74 0.1 +35% between 2006- 2007  Constant during this period, 3min 
average. 

Singapore 1 1 150 1.14 
(2009) 

- - -4% (2007-2009) 
2007: 1.19 mln, 2008: 1.26 
mln, 2009: 1.14 mln 

n.avail. 

Slovenia 1 /1 1 5 (help 
desk)/1 

0.02 (help 
desk) 

3 (branches) 
/1 

- - Increasing (not quantified) Increasing (not quantified) 

S.Africa 4 4 700 >7.5 7.5 - +9% increase per annum +20% increase 

 

Notes to Table A25 (including additional material provided by members in their responses): 

/1. Australia—number of call centres (14) includes 2 overflow sites. Rationalisation 
of call centre sites is expected to reduce the number of sites down to 9 including the 
overflow sites. 

/1. Canada— CRA has 9 call centres for inbound enquires- three handle calls on all 
business taxes and 6 for personal income tax and individual benefit programs. CRA 
has one debt management call centre which is primarily an outbound call centre. CRA 
also has small specialty call centre for Charities, Registered Plans, GST Technical 
Interpretations and International. The volumes for these programs are low and have 
not been included in the responses below (total less than one million). FTE data 
includes 300 staff devoted to debt collection work. In addition to the call volume data 
indicated, the debt collection centre made 1.3 mln outward calls and received 0.9 mln 
inwards calls. 

/1. Austria—one call centre distributed to several locations. 
/1. Denmark—there are 4 physical sites and one virtual one. Planning to reduce to 3 
physical sites by 2012. 

/1. France—noted that, in addition to 300 agency staff, they also outsource 
approximately 500,000 calls during the May-June PIT period. 

/1. Germany—one call centre site for technical questions on e-filing plus call centres 
in some landers (i.e. for regional tax bodies). 

/1. Portugal—noted that 2006 was the first year of their centralised call centre. 



 60 

Notes to Table A25 (including additional material provided by members in their responses): 

/1. Ireland—Four ‗1890‘ low-cost call numbers (one for each region) which operate 
within business hours– staff are dedicated to answering these calls on a rota basis. 

/1. Spain—100 permanent staff and an additional 300 at peak period for PIT 
campaign; in addition, the services of an external company (with 650 operators) is 
employed for PIT campaign. 
Data on phone volumes and durations are for primary number (901200345) which 
caters for around 90% of calls. 

/1. Italy—7 standard call centres and 13 mini call centres, but virtually unique as the 
user is automatically routed to the first available call centre operative. 

/1. Japan—call volume of 4.83 shown is the number of inquiries. Figures for last 
three years are: 2007=2,517,000, 2008=3,407,000, 2009=4,831,000. 

/1. Sweden—one call centre distributed to 16 locations. 

/1. Slovenia—The ―call centre‖ information indicated above relates to the Help Desk 
centre in the general Tax Office (which is not particularly sophisticated). This Help 
Desk centre has 5 employees. There are also information offices located in 16 tax office 
locations. 
In 2007, a new IT solution for assistance to taxpayers was established– virtual tax 
assistant (VIDA), a first-level help desk, which provides answers to taxpayers‘ general 
and simple questions by website, email and telephone. The VIDA Web and Email 
Services provide access to the most frequently asked questions regarding personal 
income tax and information on the automatic calculation and determination of tax 
due/payable. It also provides access to explanatory information and forms for other 
taxes, published on the web pages of the Tax Administration of the RS. The VIDA 
Telephone Service provides access to the most frequently asked questions regarding 
personal income tax. 
Most phone calls were recorded in the first three months of the year. The main reason 
for this is the legally binding submission of data for the previous year, which in most 
cases is carried out in the first three months. 
Calls handled in 2008: 
Help Desk centre (in general Tax Office) – approx 22,000 calls & 19,000 emails. 
First level help desk (VIDA) – 227,000 dialogues with 900,000 answers provided. 
16 offices – 3,000,000 incoming phone calls. 

/1. Turkey—operates one centre for tax consultancy (VIMER - Taxpayer Call Centre) 
and one for e-declarations and Internet tax office questions. 
97 FTE usage shown is made up of 53 FTE (VIMER) + 44 FTE (centre for 
declarations). 0.52M Calls answered volume split is 0.17M (VIMER) + 0.35M (centre 
for declarations). 
Trend data relates only to the centre for e-declarations as VIMER only commenced in 
2008. 
/1. USA – total calls received includes 22,699,355 ‗Blocked‘ calls (calls not allowed 
into routing system due to technical difficulties from out service provider, courtesy 
disconnect due to high volumes, emergency closed messages when office is closed due 
to unforseen circumstances) and 39,817,817 ‗Miscellaneous‘ calls (calls transferred 
in/out of organisation + calls received outside normal operating hours). 
The data for 'Phone Services' does not include phone calls related to compliance 
activities. 
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Table A26. Call centre operations 

Country 

Numbers used: 
single (S) or 
multiple (M) 

Description of highest level menu for primary 
contact service 

Use of call centres for outbound work  
(and nature of the work being carried out) 

2009 2012 2009 2012 

Australia M M Clients have 4 direct entry points to the ATO. These entry 
points are designed by client segment including: 
Individual, Business, Superannuation and Debt. 

The outbound dialler technology is currently 
used for debt recovery and located with 4 
call centre sites. The total number of 
contacts for the 2008 financial year was 
713,614  & 2009 projected contact of 
650,000 calls 

 

Austria S S - None None 

Belgium S S - None. (Debt collection phone work is 
decentralised) 

Campaigns on specific 
measures 

Canada M M One contact number for all business taxes, one number for 
personal income taxes, and one number for the Tax 
Benefits and one for the GST credit. There is also a 
number each for the individual and business e-services 
helpdesks. A separate English and French number is 
published for each of these lines of business. 

CRA has one national debt recovery call 
centre that does primarily outbound calls. 
Inbound calls handled are in response to 
messages left by the outbound calls.  

- 

Czech Rep. *************************************************Not applicable – no large scale call centre operation************************************************** 

Denmark S S Welcome to SKAT. You now have the following choices: 
1 for private person; 2 for companies; 3 for accountants, 
lawyers or advisors; 9 for personal assistance; and 9 for 
assistance in English. 

None  

Finland M M Not applicable – individual contact numbers are provided 
for specific purposes. 

None None 

France M M General questions/Payment-related questions/Questions 
about our e-services 

None None 

Germany S S - None None 

Ireland M M PAYE phone service: Welcome message – advised that call 
will be recorded – promotion of our online service – 
option to use Irish – asked for PPSN. Then given choice of 
7 options, enquiry re correspondence, claim tax credits, 
change address, order forms, order leaflets, request new 
PIN or hold for agent. 

None. Currently setting up a pilot project in one of our regions to allow 
call-back to our customers.  

Italy S S 1. Operator assistance 
2. Automated assistance 
3. Reservation for assistance in an Agency local office 

Notably for communication of irregularities 
and for tax returns. Outbound calls are 13% 
of all answers provided. 

- 

Japan M M To provide uniform, high quality and prompt responses a Debt collection (as per 2009 Annual Report) Debt collection 
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Country 

Numbers used: 
single (S) or 
multiple (M) 

Description of highest level menu for primary 
contact service 

Use of call centres for outbound work  
(and nature of the work being carried out) 

2009 2012 2009 2012 
consultation system has been established which sorts 
enquiries by tax type (income tax, VAT, etc).  

Korea M S - Yes (details not specified) Yes (details not specified) 

Mexico M M The main menu contains the following options and four  
additional levels: 1) Economic indicators; 2) Taxation and 
quotes; 3) Tax information; 4) Advanced electronic 
signature and digital tax vouchers; 5) Digital statements; 
6) Users with password; 7) Foreign Trade; 8) Complaints 
by probable acts of corruption by public servants of Tax 
Administration; and 9) Telephone Center Collection 

Consultants call taxpayers about: 1) tax 
obligations fulfilment; 2) Notice about new 
obligations; and 3) Collecting tax debts. 

As per 2009 

Netherlands M M An interactive menu to divide the callers in the three main 
areas of responsibility of the tax administration; private 
individuals, businesses and allowances. 

None None 

NZ M S Press 1 option for lox complexity calls (change of address, 
info on tax codes, IRD number queries) on General 
Business, General Personal and General Families queues. 

Used for: 1) checking that customers details 
are up to date; 2) pursuing outstanding 
returns; and 3) Debt recovery advice re 
social policy entitlement 

Debt collection 

Norway S S Five different ―main queues‖ in addition to English, 
Lappish and two queues for professional users 
(accountants etc) 

Yes (call back) Yes (call back) 

Portugal S S -Personal Income Tax 
-Corporate Income Tax 
-VAT 
-Municipal Tax on Real Estate Transfer 
-Municipal Tax on Real Property 
-Stamp Duty 
-Documents issued by electronic means support 
-Diverse questions (Default) 

- - 

Spain M M The taxpayer must choose through a voiceover mechanism 
one of the services provided by the Call Centre, e.g. change 
of fiscal address, PIT pre-filled return. Then he must 
choose one of the official Spanish languages to be 
attended. Finally, they can choose at each service a more 
specific service (e.g. for PIT pre-filled return: issuance, 
confirmation. The Spanish Tax Agency has contracted an 
Intelligent Telephone Network with the Telephone 
company which sends the call to a free operator with the 

Yes - mostly used in relation to updates to 
the tax roll (where it is known that the 
address in the database is not correct, but 
the taxpayer has not communicated a new 
one), or to correct mistakes in returns 
submitted by telephone. 

Significance in relation to overall call 
volumes = 2006 (8%), 2007 (8%), 2008 
(6%). 
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Country 

Numbers used: 
single (S) or 
multiple (M) 

Description of highest level menu for primary 
contact service 

Use of call centres for outbound work  
(and nature of the work being carried out) 

2009 2012 2009 2012 
required skills to respond.  

Sweden S S There are 4 levels with 4 different phone numbers: 1) 
Common questions; 2) Ongoing cases; 3) Technical 
support to e-services; and 4) Self services – Service 
telephone. 

- - 

Switzerland *************************************************Not applicable – no large scale call centre operation************************************************** 

Turkey M M 1. tax consultancy (VİMER) 
2. e declaration and internet tax office questions 

- Yes (unspecified) 

UK M M Telephone services are organised to HMRC individual 
lines of business. 

Debt recovery action, and for some low level 
compliance activity. 

Our use of outbound calls 
is likely to remain constant 
over the next 2-3 years.  

USA M M 800-829-1040 - Main Menu 
Includes general introductory statements, then the 
following options are offered: 
For any information about the new Economic Stimulus 
legislation, last year's rebate or the current Recovery 
Rebate Credit and any related impact on your federal 
taxes, press 7. For questions about preparing or filing your 
individual tax return, or tax related rules and regulations, 
press 1. For questions about your refund, payment or 
account, or to get your prior year‘s AGI or Prior year's PIN 
to file electronically, press 2.For the Business and 
Specialty Tax Line or the IRS web address, press 3.To hear 
these options again, press 9. 

None None 

Non-OECD Countries 

Chile S M Option 1- Questions related to PIT, CIT & VAT; Option 2- 
Electronic Invoice; Option 3 - SII offices address and 
opening hours; Option 4 - International taxation; Option 
5 - Other questions; and Option 6- Leave a message. 

To inform taxpayers of appointments they 
have at a SII Regional Office or about their 
current tax situation and how they can 
comply with their tax duties and to give 
general information to taxpayers. Outbound 
calls amount to 13% of total calls. 

- 

Singapore M M IVR menu offers the following options: 

 Forms/ Statements Request 

 Status of Return, Assessment, Form IR21 (clearance for 
foreign employees) and Property Tax Claims 

 Payments/ Refunds 
 Office Information 

None None 
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Country 

Numbers used: 
single (S) or 
multiple (M) 

Description of highest level menu for primary 
contact service 

Use of call centres for outbound work  
(and nature of the work being carried out) 

2009 2012 2009 2012 

 Enquiries on e-Filing 

 General enquiries 

 Speak to an Officer 

 Leave a voicemail 
Slovenia S S n/a None None 
S.Africa S S ?? Debt recovery, following up on outstanding 

returns and data verification campaigns. 
Same as in 2009 
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Table A27. Call centres - factors influencing workloads 

Country 
Factors influencing or expected to influence call centre workloads 

Known factors that have impacted call 
centre volumes over last 3 years 

Known factors that have impacted call 
duration over last 3 years 

Specific initiatives/events expected to increase/ 
reduce call demand over next 3 years 

Australia 2007/2008 - new automated self help 
initiatives reduced call volumes 
2008/2009 - Government new measures 
triggered increased call volumes 

E-services including: Tax Agent Portal, Business 
Portal, and Self Help IVR applications have 
managed the high volume low complexity calls. 
Calls that are managed within the Call Centre 
environment therefore tend to have an increased 
average handling time. 

Increase - The following business changes are likely to 
increase calls: 1) pre-filling of electronic data; 
2) movement towards increased ‗Whole of Government‘ 
approach, across the varying level of governments e.g.: 
ABR; and 3) Improved support for web/self service 
channels (e.g.: click to call) 

Reduce - The following business changes are likely to 
decrease call volumes: 1) Channel migration; 2) 
Differential service for varying client segments; 3) 
Frequent caller identification and analysis; 4) Repeat 
caller reduction strategies; and 5) Services Model 
(routing and job design based on client needs analysis 
maximising First Contact Resolution). 
 

Austria More features and user applications in 
FinanzOnline 
 

Increasing complexity of tax law Increase – N/A, trying to stabilize the workload on call 
centres.  
Reduce – The project ‗Citizen Support 2010‘ (internal 
revenue body project) is investigating possibilities to 
increase self services over the web. 
 

Belgium 1. Extension treated subjects 

2. Increased awareness by the clients 

3. Good reputation by the quality of the answers 

4. The launch of e-services that are not yet 
mature 

5. Change of legislation 

Higher complexity of tax legislation increased 
call duration. 

Increase - Publicity for CC in walk-in inquiry services 
(channel strategy: less F2F, more tel.) 
Publicity for CC in correspondence sent to taxpayers. 

Reduce – Publicity for the Internet and e-services 
(channel strategy: less tel., more virtual contacts). 

Higher quality and maturity of the Internet information 
and e-services. 
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Country 
Factors influencing or expected to influence call centre workloads 

Known factors that have impacted call 
centre volumes over last 3 years 

Known factors that have impacted call 
duration over last 3 years 

Specific initiatives/events expected to increase/ 
reduce call demand over next 3 years 

Canada 1)  Tax legislation has become more complex as 
credits are being legislated as part of the tax 
processing – e.g. fitness credit, transit credit, 
home renovation credit. These topics are major 
call drivers resulting in increased call volumes.  

2)  Clients are self-serving to obtain general 
information from the web resulting in a higher 
portion of the calls being more complex and 
account specific.  

3) The economic downturn has resulted in an 
increase in calls regarding general tax planning – 
capital gains, instalment payments, business 
registrations, etc. 

4)  Additional funds allocated to call centres have 
resulted in an increase in calls answered. 

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.  

 

Increase - CRA‘s increasing partnerships with 
Provincial and Territorial jurisdictions are expected to 
increase call centre demand. For example CRA recently 
entered into an agreement with our most populated 
province – Ontario - to administer their new single 
value-added sales tax which combines two former sales 
taxes, one federal and one provincial. 

Reduce - CRA does not anticipate a reduction in 
demand based on trends to-date. This is consistent with 
trends seen in other government departments and levels 
of government in Canada. 

 

Czech Rep. *************************************************Not applicable – no large scale call centre operation************************************************** 

Denmark   Increase – Implementation of new services / a broader 
range of business processes. 
Reduce – Better understanding within the public of 
services offered. 

Finland Electronic service  (Tax card online) has taken 
care of the need for many calls, contributing to  
the decline in volumes 

Increased complexity and unpredictability of 
economy 

Increase— Increasing complexity of tax laws and 
taxpayers financial and business affairs. 
Reduce— increased array of e-services. 

France The management of phone calls using dedicated 
call centres is quite recent in our organization. 
All our different call centres have been created in 
the past 4-5 years, thus taking into account more 
and more phone calls that used to be answered 
directly by our local tax agencies in the past. This 
explains the 30+% increase (between 2007 & 
2008) since it corresponds to the creation of new 
call centres used for payment-related questions. 
We expect further increases in 2009 and the next 
2 years, due to the progressive extension of the 
geographic area of competence of those new call 
centres. 

Figures have been stable over last three years, 
with less than 1% variation. 

Increase – Please refer to response re factors 
impacting call volumes over last 3 years. 

Germany Customer familiarisation and better program 
quality  

- Increase – introduction of mandatory e-filing for 
companies in 2011.  
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Country 
Factors influencing or expected to influence call centre workloads 

Known factors that have impacted call 
centre volumes over last 3 years 

Known factors that have impacted call 
duration over last 3 years 

Specific initiatives/events expected to increase/ 
reduce call demand over next 3 years 

Ireland - - Increase - Revenue‘s preference is to move more 
customers to online channels and to have phone support 
for that channel. 
Reduce - The ongoing marketing of the PAYE Anytime 
online service should result in a reduction in calls over 
the coming years. 

Italy Technological and organizational 
implementations (VoIP, unique inland 
catchment area) 

Complexity of law. Increase - Further improvement of the organization 
for satisfying the telephonic demand. 
Decrease - Boosting the use of web channel 
(customised website).  

Japan Enlargement of the number of tax offices 
connected with call centres. 

- - 

Korea - - Increase - Organisation-wide call centres integration 
Reduce – continuous upgrade of e-services 

Mexico Call centres are more accessible, operate over 
longer hours and are easier for taxpayers to use. 
The SAT has actively promoted the use of call 
centres as an alternative to personal visits by 
taxpayers to walk-in centres. 

Incorporation of new support tools for taxpayers 
means that at start-up they require additional 
explanation and support to familiarize with tax 
applications. 

Increase – SAT is planning the installation of services 
that can be completed by telephone without having to go 
to a tax centre (e.g. ‗one to one chat‘ - personal attention 
to a taxpayer by a consultant,  and ‗chat forum‘ - group 
attention for about an hour), including the installation 
of new services for mobile phones. 

Reduce –SAT is planning the installation of new online 
services and delivery of tax services through mobile 
telephony. 

Netherlands - - Reduce - Channel strategy. A study is in progress to see 
how to motivate customers to use the most effective 
(cost wise) channel. 

NZ Increase in number of products and expansion of 
existing products (introduction of KiwiSaver, 
wider availability of Working for Families i.e. 
primarily social policy products). 

Increased availability and use of online tools has 
driven up AHT of remaining calls, however 
increase in products offered has seen total call 
volumes increase over the period. 

Significant increase in self service options. Upgraded 
NLSR system (both front end routing and self service 
components) and two online systems (for Tax Agents 
and Families & Individuals) due to go live this year.  

Expected decrease in call volumes and increase in AHT 
of remaining calls. 

Norway Only commenced operations in January 2008. /1 None identified  

Portugal Publishing, service quality, accessibility. Development of more ability, increase in back-
end support. 

No increase or reduction expected. 
The increase in demand to-date is due to convenience 
and lack of time to contact, in person, the offices. 
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Country 
Factors influencing or expected to influence call centre workloads 

Known factors that have impacted call 
centre volumes over last 3 years 

Known factors that have impacted call 
duration over last 3 years 

Specific initiatives/events expected to increase/ 
reduce call demand over next 3 years 

Spain The positive trend in number 901 200 345 is due 
to the high level of satisfaction of taxpayers and 
to the fulfilment of the AEAT‘s objective by 
setting up the Call Centre, i.e., to avoid trips of 
taxpayers to the Local Offices by means of 
allowing formalities by telephone. 

The negative trend in numbers 901 200 346 and 
901 200 350 can be attributed to the increase of 
calls to the number 901 200 345. 

A special mention must be done to the huge 
increase in the assistance to the VRU in 2008. 

The length of the calls is bigger because they are 
more and more complex. Anyway, the increase of 
2008 in % can lead to inaccurate conclusions. 
For example, an increase of 12% in number 
901.200.346 only represents 16 seconds in 
absolute terms.  
Despite the increase of the length in all services 
in 2008 the average length is inferior to that of 
2006. 

Increase –  
1. Business Single Window: offers information and the 
possibility to fulfil formalities through it in order to start 
a business (looking to deliver this via videoconference in 
the future). 
2. Compulsory payment by direct debit in order to apply 
for deferments, instalments and compensations. This 
formality can be done by telephone or the internet. 
Reduce - There are no measures to reduce the call 
centre demand. On the contrary, we boost this means of 
relation with taxpayers. 

Sweden /1 The exposure an availability of information on 
the website of the revenue body. Changes in 
legislation. 

Response suggests increase in average duration— 
more complicated questions and more individual 
guidance, which takes long time.  

Increase – Continued development of e-services and a 
new website developed within the revenue body. It will 
be operational in 2010 & have an entirely new structure. 
Reduce - We are working to find out what demand we 
face from the public and to remove unnecessary demand 
that we know exist. 

Switzerland *************************************************Not applicable – no large scale call centre operation************************************************** 

Turkey - - Increase - VİMER-Taxpayer Call Centre 

1. Denouncements, complaints and suggestions service 

2. Private information service 

3. Publicity campaign 

UK HMRC has witnessed around 8% annual growth 
in demand over recent years. This has been 
caused by a combination of factors such as new 
business, increasing complexity within 
customers‘ affairs, and a deliberate migration of 
some tax credits business into the phone 
channel. It is reasonable to assume that, if 
HMRC did not intervene, this growth in contact 
would continue. 

- Increased security requirements – additional 
identity checks have pushed up call handling 
times 

- Proactive questioning of Tax Credits claimants 
to identify changes of circumstance and avoid 
later compliance problems 

Increase - Further moves to conduct greater volumes 
of Tax Credits business by telephone will push up call 
volumes. 

Reduce – 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. 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. /1 
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Country 
Factors influencing or expected to influence call centre workloads 

Known factors that have impacted call 
centre volumes over last 3 years 

Known factors that have impacted call 
duration over last 3 years 

Specific initiatives/events expected to increase/ 
reduce call demand over next 3 years 

USA Economic Stimulus legislation passed in 2008 
increased volumes as citizens contacted the 
Service for information. 

Automated phone and web "where's my refund" 
information have eliminated some of the shorter 
calls received by assistors. Increased availability 
of procedural information via the web continues 
to divert simpler calls. 

Increase - The American Recovery and Reinvestment 
Act contains tax treatments affecting income tax returns 
filed for the tax years 2009 and 2010. This is expected to 
increase demand. 
Reduce - The creation of additional automated self-
service applications for simpler inquiries will divert 
some amount of demand away from assistors but overall 
demand is not expected to be reduced. 

Non-OECD Countries 

Chile Increased online services available, increased 
outbound calls, reduced cost of calls. 

- Increase - Delivery of tax information by IVR and 
reduced cost of calls. 

Singapore Timely & accurate online information, Easy & 
convenient e-services, Professional & competent 
frontline staff, Service initiatives such as Pre-
filled returns, No-filing Service. 

- - 

Slovenia Legislative changes. - Potential future legislative changes. 
S.Africa Increase in taxpayer base, in the number of e-

filers and more awareness of call centre. 
In the short term the call centre has been faced 
with increased volumes in line with SARS 
Strategy to reduce traffic at branches. In the 
longer term call centre volumes may decrease as 
most routine taxpayer transactions are handled 
by the e-filing platform. 

Increase - Introduction of a penalty regime on all tax 
payers who have outstanding tax returns, and; in the 
longer term; introduction of the social security (SARS is 
expected to deal with the collection of contributions). 

Reduce - Expanded use of the e-filing platform. 

 
Notes to Table A27 (including additional material provided by members in their responses): 

/1. Norway—reported that the revenue body is working towards a 
complete log of all calls, in order to get better information about 
questions asked. Based on this, it will be able to improve the information 
on the tax administration portal (www.skatteetaten.no) in order to 
reduce the need for requests to the call centre.  

/1 UK—also reported that it is establishing a new ‗contact gateway‘, to control new demand and 
ensure that initiatives that could increase contact volumes are well designed, avoiding unnecessary 
contact and ensuring we make effective use of channels and self-service options. 

In addition to proactively managing demand to reduce call volumes, HMRC aims to improve its 
productivity and efficiency in handling value calls. It will do that by both:  

1) using the right channels (ensuring that customers self-serve wherever possible, for instance, by 
improving our channel signposting and broadening our range of self-service tools), and 

2) being highly productive within those channels (for instance, by better matching adviser 
availability to periods of peak demand, reducing call handling times, and using measures such 
as Queue Buster to move demand from busy periods into quieter ones).  

/1. Sweden—noted that within 3 years they are planning to introduce a 
CRM system based on issues - where personal data will not be allowed to 
be saved. Also under consideration are the introduction of an online chat 
facility and the introduction of a web robot. 

 

http://www.skatteetaten.no/
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Table A28. Call centre operations—features of equipment used and planned 

Country 

Type of equipment used and planned—yes () 
Interactive voice 

response 
Voice recording 

messages 
Computer telephony 

integration/ auto-
mated call delivery 

Knowledge tools Call recording 
capabilities 

Other equipment 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia            - /1 

Austria - - - - - -   - - - - 

Belgium /1   - - - -      /1 - 

Canada   - -     - -  /1 - 

Czech Rep. *************************************************Not applicable – no large scale call centre operation************************************************** 

Denmark     - -         - - - - 

Finland - - - - -  - - - - - - 

France   - - -    /1 /1 - - 

Germany - - - - - - - - - - - - 

Ireland  /1          - - 

Italy           /1  /1 

Japan   - -   - - - - - - 

Korea    -  -  -  - - - 

Mexico       -      

Netherlands            - - 

NZ             /1  /1 

Norway - -   - ??   - ?? - - 

Portugal       - - - - - - 

Spain    -  -  - -   - - 

Sweden /1       - - - -  - 

Switzerland *************************************************Not applicable – no large scale call centre operation************************************************** 

Turkey          /1  - - 

UK            - - 

USA    - -       - - 

Non-OECD Countries 

Chile  /1          /1 - 

Singapore     - - - -   - - 

Slovenia   - - - - - - - -  /1  /1 
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Country 

Type of equipment used and planned—yes () 
Interactive voice 

response 
Voice recording 

messages 
Computer telephony 

integration/ auto-
mated call delivery 

Knowledge tools Call recording 
capabilities 

Other equipment 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

S. Africa /1    /1      - - 

 
Notes to Table A28 (including additional material provided by members in their responses): 

/1. Belgium—reported that the call centre (CC) has an integrated platform which 
allows a complete follow up (a ‗chain‘): from citizen over CC to back offices if needed. 
That means multi-channel routing & queuing, CTI, CRM (case centric built) and 
SharePoint Services for back offices + Work Force Management (WFM) and Business 
Intelligence (BI). Future plans include extension of the technical platform to walk-in 
inquiry centres. 
Noted that, whilst technology has a role in call centres, primary consideration in 
provision of state-of-the-art customer care is the quality of call centre staff and the 
corporate culture. 

/1. Australia- reported that the following technology is being considered for 
implementation over the next three 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 and 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 – this function will be expanded 
to incorporate the associated Screen Capture. 

/1. Canada—reported the use also of a National Agent Scheduler Data Base 
Application and predictive diallers.  

/1. Chile—reported the use also of voice recognition, text to speech and predictive 
dialler technology. 

/1. France—reported that is call recording technology is only presently used for call 
coaching purposes but this will be extended to quality control monitoring over the 
medium term. 
1/. Italy—currently testing a kind of multimedia assistance through the website. 

/1. Ireland—reported that this includes:  
— Self Service Options – ability to reorder some forms and Statement of Accounts. 
— Some Automated re-routing of calls to other Call Centres, for example, if a PAYE 
number is given the call is rerouted to the relevant PAYE Helpline. 

/1. South Africa- reported the following additional comments: 

a. Introduction of an Interactive Voice Response system to support self-
service and the optimization of query handling in the contact centre for 
improved first contact resolution: A full multi-lingual IVR solution was 
developed. The full IVR offers product selection for all products (Income Tax, PAYE, 
VAT and Customs) segmented for individuals and business clients. Languages 
supported include Afrikaans, English, Tsonga, Tswana, Venda and Zulu. The income 
tax IVR solution initially provided the taxpayer his/her number queue and offered the 
taxpayer the following self service options/features: 1) Request of an Income Tax 
Return; 2) Status of a request for an Income Tax Return; 3) Status of an Income Tax 
Return; 4) E-filing username reminder and password reset; and 5) Heavy call volume 
management. This range of offering will be expanded. 

b. Staggered deployment of Computer Telephony Integration (CTI): 
Computer telephony integration (CTI) is technology that allows interactions on the 

/1. NZ—reported that the two main projects that will impact the voice channel are 
‗Virtual Hold‘ (a virtual queuing and call back system) and the SPK2IR refresh 
(upgrade of existing IVR to redesign call flows and additional NLSR functionality). 
They are also exploring biometric voice authentication. 
/1. Slovenia—Other = virtual tax assistant (VIDA). 
Noted that they are planning to buy new software equipment within the next year, to 
enhance the professional service of their call centre. 
/1. Sweden—Within 3 years the Tax Agency is planning to introduce a CRM system 
based on issues. Personal data are not allowed to be saved. It also discusses an 
introduction of an online chat and to reintroduce a web-robot. 

/1. Turkey—noted that call recording capabilities for VİMER-Taxpayer Call Centre 
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Notes to Table A28 (including additional material provided by members in their responses): 

only (not for Call Centre for e declaration and internet tax office questions) telephony system and the computer/application system to be integrated or 
coordinated. SARS recently launched its CTI platform. The CTI functions introduced 
included: 1) Call information displayed from the IVR as an attachment on Service 
Manager; 2) Select phone control – e.g., hold/unhold; 3) Call routing, queuing and 
reporting functionality; 4) Voice recording; and 5) Agent availability status e.g., 

Available, Lunch, Tea, Wrap-up, etc. 
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Table A29. Use of mobile phones in taxpayer service delivery 

Country 
Nature of services currently 

delivered via taxpayers’ mobile 
phones  

Number of 
taxpayers using  
these services 

Strategies used to 
promote these 

services 

Problems/issues arising 
with delivery of these 

services 

Outlook for 2012 

Australia /1 The ATO has not developed any 
―true‖ services specifically for mobile 
phones. We do however send SMS 
reminders to some taxpayers advising 
that pre-fill data has arrived and 
available. 

Service is available to 
all e-tax users (2.3m 
in 2008/9). Take-up 

of the SMS option has 
been small in this 

first year (<50,000) 

- - No change expected. 

Austria /1 None - - - - 

Belgium  None - - - - 

Canada CRA currently has no services 
specifically developed for delivery to 
taxpayers via their mobile phones. 

However, they do ensure that the 
CRA Web site conforms to W3C and 
WAI Accessibility standards. This 
ensures that the information is 
available, if not formatted expressly 
for mobile use. 

- - CRA applications require 
secure access which is not 
currently available over the 
cellular network. As such, 
detailed personalized 
information is not available. 

 

Investigating the creation of a 
mobile site for the top-accessed 
information by mobile users. 
Strategies to promote - Once a 
solution is made available, CRA 
plans to promote the solution 
electronically. 
Issues arising - If the security 
levels accessible by mobile improve, 
changes/ modifications will need to 
be made to the secure applications 
to ensure mobile access is painless. 

Czech Rep. In specific cases (e.g. deficiency in tax 
return) revenue body uses 
communication with taxpayers via 
SMS. 

- - - - 

Denmark Delivery of new pin-codes via SMS 
(ordered on the internet) 

Delivery of service-messages via SMS 

All taxpayers can use 
the services. So far 
400,ooo citizens have 
subscribed to these 
SMS services 

Advertising  The customers‘ frequent 
changes of mobile number 

More service-messages. 
Participation in a common joined-
up government SMS service. 

Finland None - - - - 

France None - - - - 

Germany None - - - - 
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Country 
Nature of services currently 

delivered via taxpayers’ mobile 
phones  

Number of 
taxpayers using  
these services 

Strategies used to 
promote these 

services 

Problems/issues arising 
with delivery of these 

services 

Outlook for 2012 

Ireland PAYE customers can change their 
address, track their correspondence, 
claim tax credits and order forms & 
leaflets. 

In 2008,  1,700 
customers used this 
service. In the first 
half of 2009, the 
comparable figure 
was 1,100. Some of 
these customers may 
have made multiple 
contacts. 

Service is listed on 
Revenue website and 
has been promoted in 
leaflets. 

Take-up rates for this service 
have not been as expected. 

- 

Italy SMS services to advise of unread 
messages and availability of new 
services or software. 

In 2008 – 13,451 SMS 
sent 

To extend the 
interactivity to the 
mobile. 

Adapting the language used 
in the electronic applications 
to the mobile.  

All services on mobile coming soon. 

Japan Providing general information about 
tax  through mobile phones 

 

805,000 (2008) - The amount of information 
which can be provided. 

- 

Korea SMS services for assessment 
notification, sending temporary 
password, mobile requests for various 
tax certificates, etc. 

100,000 (2008) Advertising only at 
initial stage 

- - 

Mexico None - - - SAT expects to: 1) provide 
abbreviated dialling (the use of a 
very short series of telephone 
numbers to reach public services); 
2) send responses to requests for 
information by SMS; 3) send 
notable information by SMS. These 
could affect up to 3 million 
taxpayers 

Netherlands None - - - - 

NZ Text message reminders of due dates 
for child support payments 

200  Currently this is a voluntary 
opt-in service, uptake from 
customers not as high as 
expected 

Extend this service across other tax 
types 
 

Norway Text messages (SMS) are being used 
as notification for information 
available on the Altinn site, e.g. tax 
settlement notice or tax return form. 

400,000 - - Increase usage /1 
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Country 
Nature of services currently 

delivered via taxpayers’ mobile 
phones  

Number of 
taxpayers using  
these services 

Strategies used to 
promote these 

services 

Problems/issues arising 
with delivery of these 

services 

Outlook for 2012 

Portugal None - - - Expect to be providing services on 
mobile phones. 

Spain Taxpayers can subscribe to the alert 
service through a SMS at the moment 
of submission of the PIT return. 
 
Subscription services via internet, 
with user certificate, are: 1) tax 
collection alerts; 2) PIT alerts; and 3) 
maternity allowance alerts. /1 

0.7% of total personal 
taxpayer population 

- The main problem is the 
change of mobile telephone 
number by taxpayers 
without communication to 
the Tax Agency. 

- 

Sweden Possibility to indicate acceptance of 
pre-filled tax return  

1.5 million Marketing has been at 
the Tax Agency Web 
site, advertising in 
newspapers , in a 
brochure sent to all 
citizens   

- Further developments: 1) to send 
reminder (file PIT,CIT, VAT etc.) 
via SMS; 2) to confirm received 
issue; and 3) all kinds of 
notification. 

Switzerland None - - - - 

Turkey The service given as automatic 
message of information announced 
by our revenue administration to 
taxpayers who subscribed to Short 
Message Service. Also it is possible to 
make Motor Vehicle Tax calculation, 
inquiry for Motor Vehicle Tax debt 
and Traffic Fine debt. 

1,265 (since June 
2009) 

 

The promotion of this 
service is done through 
advertising and our web 
site. 

- - 

UK The use of SMS text alerts has been 
piloted recently in two areas of 
HMRC – Debt Management (small 
debt) and Tax Credit Renewals. The 
services were supplied by Aspire 
ecosystem partners and currently 
HMRC does not have the 
functionality to offer these services 
themselves in-house. 

The pilot services 
targeting the 
following 
populations: 
DMB – 50 SMS 
messages a day for 3 
months 
Tax Credits – 1000 
SMS messages 

The customers were 
advised of these two 
pilots through the use of 
our website content. 
This also ensured that 
any security (phishing) 
concerns were allayed. 

The inherent lack of security 
associated with text 
messages meant that only 
generic messages may be 
sent and no responses could 
be received. Additionally 
customers may be concerned 
about this type of contact 
and whether it is genuine. 

HMRC are in the process of 
developing an Outbound eContact 
Strategy, the scope of this work will 
include understanding how HMRC 
may want to use SMS Alerts and 
Notifications. Once this strategy is 
agreed HMRC can then start to 
consider its offering to customers. 
HMRC will also be exploring 
Directgov and BusinessLink 
capabilities in this area. Expected 
volumes and promotion strategies 
not yet known. 
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Country 
Nature of services currently 

delivered via taxpayers’ mobile 
phones  

Number of 
taxpayers using  
these services 

Strategies used to 
promote these 

services 

Problems/issues arising 
with delivery of these 

services 

Outlook for 2012 

USA None - - - IRS expects that the private sector 
will provide some limited 
commercial tax return applications 
next filing season. The IRS is 
exploring this area as part of an 
overall E-Strategy. 

Non-OECD Countries 

Chile Service that allows taxpayers to 
accept and submit to the revenue 
administration a pre-filled income 
tax return.  

Almost unused. Internet Insufficient cellular phone 
screen space. 

 

Singapore Message alerts on password change. 
Reminder messages. 
Check filing status (for taxpayers). 
Check if business is a GST registered 
entity (for consumers). 

Check filing status-
31,000. Other 
applications-numbers 
are low (in the 000‘s) 

Publication through 
news media, website 
and direct mailing. 

None encountered to-date. Additional services planned: 
1) check electronic valuation list; 
2) check submission status on 
employee income; & 3) check 
assessment status for Income Tax. 

Slovenia None - - - - 

S. Africa Sending of text messages to inform 
them of assessments processed on 
their personal income tax,  due dates, 
notifying tax payers of returns made 
available for the various tax types (i.e. 
VAT or PAYE, etc) 

+/- 3m tax payers 
translating into some 
+/- 25m dispatched 
SMS/year. 

 

The use of mobile 
phones is encouraged as 
and when taxpayers 
register for use of the e-
filing platform. 

 

With the limited amount of 
characters displayed on a 
mobile unit, some taxpayers 
are not always sure of the 
full meaning of a commun-
ication. Should improve as  
phones become more 
sophisticated 

Similar services as presently, but 
over an expanded set of tax types. 
Would expect to see a growth of 
about 30% on both counts. 

 

Notes to Table A29 (including additional material provided by members in their responses): 

/1. Australia—May consider mobile phones (SMS) for authentication. /1. Spain—  

Tax collection alerts: Informs subscribers of: 1) the granting of a deferment, 
instalments or compensations; 2) the reception of the application for deferment, 
instalments or compensation; and 3) due date for the next instalment. 

PIT alerts:  Informs subscribers of the issuance of the pre-populated tax return or 
the payment of the tax refund. 

Alerts for maternity allowance: Informs subscribers of the first payment of the 
maternity allowance. 

/1. Belgium—Noted that strategies relating to the possible future delivery of services 
via mobile phones are to be studied. 

/1. Norway— Notification by SMS is being used to inform the users that they have 
information they need to look into at the internet site. Starting in 2009, the revenue 
body has a new electronic service enabling citizens to receive tax settlement notices or 
tax return forms only electronically, and not on paper. For this service notification by 
SMS / e-mail is essential. 
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Table A30. Use of email in taxpayer service delivery /1 

Country 

Revenue body uses secure 
email—yes () 

 

Revenue body uses non-
secure email—yes ()  

Secure email used for: general inquiries 
(G), seeking rulings (R), return filing (F), 
update registration (U), info requests (I), 

other (O) 

Non-secure email used for: 
general inquiries (G), seeking 
rulings (R), return filing (F), 
update registration (U), info 

requests (I), other (O) 
2009 2012 2009 2012 2009 2012 2009 2012 

Australia /2   - - G, R, U, I G, R, U, I  - - 

Austria /2   - - - - O /2 O /2 

Belgium -    - G, R, F, U, I G, R, F, U, I G, R, F, U, I 

Canada /2 *******************************Not applicable - email (secure or non-secure) not being used to deliver taxpayer services****************************** 

Czech Rep.     G, R, U, I G, R G, R, U, I G, R 

Denmark    - R, I G, R, I G, I - 

Finland - -   - - G, R G, R 

France /2     G, R, U, I G, R, U, I G, R G, R 

Germany -    - G, R, U, I G, R, I G, R, U, I 

Ireland /2    - G, R, F, I G, R, F, I G,  - 

Italy     I G, R, I G, R G, R 

Japan   - - O /2 O /2 - - 

Korea *******************************Not applicable - email (secure or non-secure) not being used to deliver taxpayer services****************************** 

Mexico /2 - -   - - G, I G, I 

Netherlands *******************************Not applicable - email (secure or non-secure) not being used to deliver taxpayer services****************************** 

NZ     G, U, I G, R, U, I /2 G, U, I G, U, I 

Norway - -   - - G, I, O /2 G, I, O /2 

Portugal - -   - - G, R, I G, R, I 

Spain     O /2 O /2 O /2 O /2 

Sweden /2 -    - G, R G, R G, R 

Switzerland - -   - - G, R, U, I G, R, U, I 

Turkey - -   - - I I 

UK     G, R, U, I /2 G, R, F, U, I /2 G, R, U, I G, I 

USA /2     F, U, I F, U, I O /2 O /2 

Non-OECD Countries 

Chile - -  /2  /2 - - O /2 O /2 

Singapore -    - G, R, U, I G, R, U, I G, R, U, I 
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Country 

Revenue body uses secure 
email—yes () 

 

Revenue body uses non-
secure email—yes ()  

Secure email used for: general inquiries 
(G), seeking rulings (R), return filing (F), 
update registration (U), info requests (I), 

other (O) 

Non-secure email used for: 
general inquiries (G), seeking 
rulings (R), return filing (F), 
update registration (U), info 

requests (I), other (O) 
2009 2012 2009 2012 2009 2012 2009 2012 

Slovenia -    - - G, R, I G, R, I 

S. Africa - /1  - - G, R, F, U, I G, R, F, U, I - 

Notes to Table A30 (including additional material provided by members in their responses) – please refer to notes below Table A31 
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Table A31. Use of email in taxpayer service delivery /1 

Country 

Methods used to secure email: 
TLS/SSL/SSH protocols (T), 

encryption (E), other (O) 

Email address provided to 
taxpayers is: generic (G), 

belongs to an individual staff 
member (I), other (O) 

Records management arrangements for storage & retrieval of 
emails 

2009 2012 2009 2012 2009 2012 

Australia /2 T, E T, E O 
(secure portal) 

O 
(secure portal) 

Secure email is stored on the business and tax agent 
portals. Any email correspondence that is to be kept is 
attached to the clients work item (activity) or case in 
Siebel. 

As per 2009 

Austria - - - - - - 

Belgium E E & EID G, I G, I Integrated in CRM solution. Email archiving and 
journaling of all mail. 

As per 2009 

Canada /2 *******************************Not applicable - email (secure or non-secure) not being used to deliver taxpayer services****************************** 

Czech Rep. E /2 E /2 G, I G, I - - 

Denmark E E G G Emails are kept in a tool called Remedy, where they are 
filed using the taxpayer‘s personal id, the agents (staff) id 
and the topic as keys. All emails can be retrieved by staff. 

From mid-
2010, all emails 
will be via 
secure portal 
only and will be 
stored/ 
retrieved via the 
citizen‘s 
personal page 
(tax file). /2 

Finland - - G G Email records are fled independently in email folders by 
annual order and are able to be retrieved by staff if 
required. 

- 

France T T G, O /2 
(secure portal) 

G, O /2 
(secure portal) 

For secure emails, the e-service keeps a history of all 
messages sent/received by a given taxpayer, each relating 
to a particular case. 
All non-secure emails sent to a particular tax agency 
email address (as opposed to an individual tax official 
email address) are archived locally using the local tax 
agency infrastructure. 

- 

Germany - - G G Paper record (i.e. printout) - 
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Country 

Methods used to secure email: 
TLS/SSL/SSH protocols (T), 

encryption (E), other (O) 

Email address provided to 
taxpayers is: generic (G), 

belongs to an individual staff 
member (I), other (O) 

Records management arrangements for storage & retrieval of 
emails 

2009 2012 2009 2012 2009 2012 

Ireland /2 T, E /2 T, E /2 G G Emails from taxpayers (re personal tax,), some business 
taxes, and queries received by the Revenue Technical 
Service (RTS) are linked electronically to the Integrated 
Contacts (iC) computer system and identified via the 
taxpayer‘s PPSN/Customer no. Emails are 
recorded/stored and retrievable through the 
PPSN/Customers no. 
In the case of other taxes (e.g. VAT), if the e-mail relates 
a specific tax query from a taxpayer regarding their 
liability, etc., the e-mail is printed and filed on the 
taxpayer‘s file for the particular tax head involved. 

- 

Italy O /2 O /2 G G Emails are stored in a database and indexed by subject. 
They are retrieved using a specific search engine 
(Autonomy) to retrieve relevant answers to the question 
asked. 

- 

Japan T T O 
(secure portal) 

O 
(secure portal) 

No specific arrangements - 

Korea *******************************Not applicable - email (secure or non-secure) not being used to deliver taxpayer services****************************** 

Mexico /2 - - - - - - 

Netherlands *******************************Not applicable - email (secure or non-secure) not being used to deliver taxpayer services****************************** 

NZ T T G /2 G /2 Policy in place to manage email records in line with the 
provisions of Public Record Act. Emails are stored in the 
database as part of the client record and paper copies can 
be retrieved for evidential purposes. 

Managed email 
records and 
reduction of 
duplication is 
the goal. 

Norway - - G G Most emails are treated more like phone calls, and 
approx 90 % of all emails are answered and then deleted. 
Only important emails, for instance regarding 
complaints, are being archived electronically. They can 
be retrieved by staff. 

As per 2009 
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Country 

Methods used to secure email: 
TLS/SSL/SSH protocols (T), 

encryption (E), other (O) 

Email address provided to 
taxpayers is: generic (G), 

belongs to an individual staff 
member (I), other (O) 

Records management arrangements for storage & retrieval of 
emails 

2009 2012 2009 2012 2009 2012 

Portugal - - G G There is no common process is use. Will have a 
CRM tool to 
answer/ track 
all 
communication 
with taxpayers 
& users. 

Spain O /2 O /2 I, O 
(secure website) 

I, O 
(secure website) 

Stored in PDF/A format in the electronic dossier. As per 2009 

Sweden - - G G Non-secure emails are archived and can be viewed by 
staff 

- 

Switzerland - - G G - - 

Turkey - - G G Email records are being archived automatically. Only the 
emails that are being sent out from the revenue 
administration are archived against information leakage 
threats. The records are being encrypted and saved in 
media in secure cases. They can be retrieved/viewed by 
information security management team before archiving, 
and they can only be retrieved by revenue administration 
management after archived. 

May make 
additional 
investment in 
archiving the 
incoming 
emails from 
external users. 

UK - /2 - /2 I, O /2 I, O /2 Email management differs from business area to 
business area; Provided security guidelines are adhered 
to, retention policies put in place and the appropriate 
electronic communications policies are considered. 

As per 2009 

USA O /2 O /2 O 
(secure portal) 

O 
(secure portal) 

If an email message and attachments meet the legal 
definition of a record, the employee is to print a hard 
copy of the email, including attachments and 
transmission information, and file it in the official filing 
system. (Source: IRS Publication 12073, dated 03-2009) 
The filing system depends on the type of record the email 
is considered to be. 

- 

Non-OECD Countries 

Chile /2 - - - - - - 

Singapore - - G G Emails pertaining to case-specific enquiries are uploaded 
in document browse, which is part of IRAS‘ Integrated 
Network. 

As per current 
arrangements + 
secured email. 



 82 

Country 

Methods used to secure email: 
TLS/SSL/SSH protocols (T), 

encryption (E), other (O) 

Email address provided to 
taxpayers is: generic (G), 

belongs to an individual staff 
member (I), other (O) 

Records management arrangements for storage & retrieval of 
emails 

2009 2012 2009 2012 2009 2012 

Slovenia - - G, O /2 G, O /2 All emails which are received or sent by the Main Office 
in the Tax Administration are recorded and filed but not 
against a taxpayer‘s record. They can be retrieved/viewed 
by authorized staff. 

- 

S. Africa - T, E G, I G This is currently a manual process which is not fully 
automated. Emails are printed, filed and the electronic 
copy stored off line for a period of 5 years or longer 
depending on legal requirements. They can be requested 
if needed. 

Fully automated 
and managed 
system. 

 

Notes to Tables A30 & A31 (including additional material provided by members in their responses): 

/1. Where no response provided for future uses of secure and non-secure email, it has 
been assumed that situation will be the same as that indicated for 2009. 

/2. UK—emails received by HMRC seeking rulings on technical issues are not currently 
responded to via email due to security considerations, but they may be in the future (via 
secure email arrangements). 
Security: Secure email is provided through the HMRC Portal. The forms which the 
customers are emailed reside on this portal so the transmission of them is done entirely 
within the HMRC infrastructure. Authentication varies. At the top end there are 
Government Gateway authenticated email services. There are also email services which 
require manual authentication through a series of questions the customer must answer. 
Customers are discouraged from using unsecured email for transmission of sensitive 
data and are warned that they do so at their own risk. These services are in decline 
through the increased usage of secure inbound email and the governance processes in 
place to deploy these services. Government Gateway email services enable non 
repudiation. The checks made on manually authenticated emails are as extensive as 
telephone caller authentication. The authentication methods are unlikely to change 
significantly, although use of the Gov Secure Extranet is being explored for particular 
customer groups. In the future, it is expected that there will be improvement on the 
current position, although unsecure email is likely to remain as a communication 
channel where appropriate, therefore there is always the risk the customer may send 
sensitive data despite being asked not to. 

/2. Australia—all of the references to secure email listed above relate to the ATO‘s 
secure messaging functionality on their portal. This functionality is available for 
business clients and tax agents (not individuals). PKI is used to authenticate the client, 
SSL Encryption is used to secure data and non-repudiation is achieved through the 
use of PKI. 

/2. Austria—the Federal Ministry of Finance does not itself provide an email service 
channel, but does make use of the secure eDelivery facility (website managed by 
Federal Chancellery). A notification (non-secure) email is sent to citizens when 
electronic correspondence has been delivered to the eDelivery website. 

/2. Belgium—future work planned in the areas of email archiving and journaling of 
all mail. 

/2. Chile—noted that they don‘t receive e-mails from taxpayers and only 
communicate general information by e-mail. There are no specific records 
management arrangements in place for these e-mails. The agency email service itself 
is protected with SSL/SSH. 
/2. Czech Rep.—using an electronic certificate. 
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Notes to Tables A30 & A31 (including additional material provided by members in their responses): 

/2. Canada— noted that, as email cannot be authenticated or securely transmitted, it 
is not offered as a channel and an agency email address is not provided. Requests 
received via the ―comments‖ option on their website generate a standard auto 
response, advising that the writer will receive no further reply and to call the agency if 
they have tax questions. 

In the place of structured email, CRA offers an interactive service on their website 
which goes beyond simple email and which has the potential to supersede the need for 
email, structured or unstructured, secure or non- secure. Taxpayers who apply for and 
are authenticated for a Government of Canada e-pass can log into ―My Account‖ 
(individuals) securely. Here, a taxpayer can view information about their account, as 
well as make certain changes, such as updating their address. ―My Business Account‖ 
offers a similar service for businesses.  

Another alternative to email is their ―Smartlinks‖ service, which connects web users 
with their telephone services. 

2012 - Within 3 years CRA plans to introduce new e-services called ―E-Notification‖. 
This initiative will expand CRA‘s online services by offering Canadians the opportunity 
to be informed by e-mail when a communication item has been created for them. Once 
notice has been received Canadians can then view their communication items online 
through CRA‘s secure portals, My Account and My Business Account, rather than 
receive ground mail. 

Email addresses: Where possible HMRC avoids providing email addresses to customers, 
but instead provides them with secure or non-secure forms to submit to an email 
address. However the email address is not known by the customer to avoid 
inappropriate contact in the future. On occasion personal email addresses are used, 
usually where there is an existing relationship between the customer and HMRC, 
however this approach is being moved away from in favour of more secure, generic 
email-able forms. There may be instances in the future where point-to-point email is 
still used, as long as this is deemed appropriate in terms of security and acceptable 
usage. Future expectations are for further usage of secure and where appropriate, non-
secure forms.  
Secure and non-secure email-able forms are in use, do not allow attachments and are 
not free form text (which can encourage inappropriate contact which the administration 
is unable to deal with). This improves data quality and ensures all information required 
is received from the customer at the right time. This situation unlikely to change in the 
near future. 

/2. Denmark—From mid-2010, all e-mail communication between taxpayers and 
the tax administration in Denmark will only be available in a secure environment, i.e. 
the costumer will have to log on to the secure web pages both in order to write an e-
mail and later again to read the answer from the tax administration. Both questions 
and answers will be stored in the citizens personal page the so called ―tax file‖. The 
answer therefore will actually not be sent to the taxpayer. Instead – in order to make 
the taxpayer aware that an answer is ready for him in the taxfile - an anonymised non-
secure e-mail (a so called service notice) will be issued to the taxpayer. 

/2. Japan—secure email is used for providing general information from the agency and 
(also indicated that they provide a secure portal). 

/2. Mexico—noted that individual email service has been replaced by the Customer 
Relationship Management platform and email is only used when the taxpayer chooses 
this channel (in CRM). 
/2. New Zealand—the only instance where individual email addresses are used is 
where case managers are handling large enterprises. 
In future, will push for clients to self-manage via available secure online services. 

/2. France—noted that ―secure email‖ refers to the provision of an e-service on the 
tax portal to securely exchange text-based messages (questions/answers), including 
file attachments. Secure email correspondence is thus achieved through the taxpayer 
portal and tax agent portal (using authentication & authorisation processes applicable 
to those portals). 
Email address currently provided for non-secure email is generic address of local tax 
agency in charge. For secure emails (via the portals) no email address is necessary as 
messages are automatically routed to the appropriate local agency. 
Plan is to have a national generic email address within the next 3 years. 

/2. Norway—email is also used as a notification that information is available on the 
Altinn site (web portal). 

/2. Slovenia—other email address provided is for the virtual tax assistant (VIDA) – 

vida.durs-pojasnila@gov.si. 
 
/2. South Africa—reported that it intends to formalise email integration in order to 
facilitate tax payer interactions via a secure basis using email. It is our intention to do 
away with free format emails; these will be replaced by structured messages operated 
from our e-filing platform. 
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Notes to Tables A30 & A31 (including additional material provided by members in their responses): 

Noted that actual use of secure email is only limited to 3 departments out of 100 
(experiment). It should be extended to the whole country by 2010 for individuals, then 
later for businesses. 

/2. Spain—noted that they have a ―Single Electronic Address‘ for formal and secure 
notifications that can be used in 56 different tax procedures. 
In order to receive electronic notifications, taxpayers must apply for a ―Single Electronic 
Address‖, and choose one-by-one the proceedings to receive them. A mailbox is 
associated to the Single Electronic Address, to consult or reject messages. 56 tax 
procedures can use this system (notifications of tax collection proceedings, 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. 

/2. Ireland—the Revenue Technical Service (RTS) was established to deal with 
complex, technical queries from practitioners and business taxpayers. Emails to the 
RTS are received and replied to through secure email - an encrypted e-mail system for 
receiving and replying to queries confidentially. 
Security is provided via SSL (HTTPS), ARC4 (160 bit), AES (192 bit) key encryption. 
Encryption may be increased but no plans are in place as yet. 

/2. Sweden— STA plans to start a project on e-mail management, whereby it simplifies 
and improves the administrative channels for citizens, and reduces unnecessary demand 
that arrives via email. Approach to the use of email should also be simplified. 
Introduction of secure email relates to provision of secure website (with non-secure 
email notification that a message exists in the secure website). 

/2. Italy—Security is provided via PEC which is a certified electronic mail capability 
that allows an email message to have the same value as a letter that requires 
acknowledgement of receipt (i.e. certified mail). Authentication may be user 
ID/password or identity card/national services card if service requires a higher level of 
security. Security of connections/transmission is achieved through the use of secure 
protocols based on TLS (e.g. IMAPS, POP3S, HTTPS), electronic mail standards 
(SMARTTLS, SMTP, POP2, STLS), and authentication/encryption (e.g. IPSec). 

Consideration is being given to the using email for the communication of irregularities 
(PIT and CIT) and electronic alerts for tax professionals. 

Emails relating to technical issues are provided only in relation to outward responses. 

/2. USA—A secure object repository (SOR) is established for e-services users. E-
services users are notified with an informational email (unsecure) that the SOR has 
information for them. They log onto e-services to access the SOR and retrieve the 
information. 

Currently tax professionals are notified when a file is deposited to a secure mailbox. 
Files deposited to secure mailboxes contain sensitive tax information. 

Security: to access the Secure Object Repository, e-services users are registered, 
authenticated, and engaged in a secure session through the Registered User Portal of 
IRS.gov to retrieve the data. 

There are currently two pilots in the every early stages of development. These pilots 
involve secure delivery systems focused on established contacts. 
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Table A32. Revenue body walk-in inquiry centres 

Country 

E-services provided at centres: 
Kiosk (K), dedicated phone 

(D), computer with free 
Internet (I), off-line e-filing (F) 

other (O) 

Tax payment services  
provided: Cash/cheque (C) 
and/or online facility (O) 

Walk-in centres actively 
promote use of e-services/ self 

help—yes () 

Network of walk-in centres is 
being reduced—yes () 

2009 2012 2009 2012 2009 2012 2009 2012 

Australia /1 I I - -   - /1 - 

Austria - - - -   - /1 - /1 

Belgium - K C C -    

Canada /1 D K, D, O /1 C /1 C   - - 

Czech Rep. D K, D C C   - - 

Denmark I I O O    /1  

Finland - K - -     

France - - C C /1   - /1  /1 

Germany - - - -   - - 

Ireland K, D, F K, D, F C, O C, O /1  /1  - /1 - 

Italy O /1 O /1 - -    /1  

Japan /1 - - C C - -  - 

Korea - - - - - - - - 

Mexico I I - -      

Netherlands - - - - - -  /1   

NZ K K C C     

Norway K K - -  /1   /1  

Portugal /1 K K O O    /1  

Spain - - - -    /1  

Sweden K K - -    /1  /1 

Switzerland - - - - - - - - 

Turkey /1 K /1 K - -   - - 

UK  K /1, D K, D - -    -   

USA K /1 K C /1 C   - - 

Non-OECD Countries 

Chile K, I /1 K, I - -   - - 

Singapore K K O O   - - 
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Country 

E-services provided at centres: 
Kiosk (K), dedicated phone 

(D), computer with free 
Internet (I), off-line e-filing (F) 

other (O) 

Tax payment services  
provided: Cash/cheque (C) 
and/or online facility (O) 

Walk-in centres actively 
promote use of e-services/ self 

help—yes () 

Network of walk-in centres is 
being reduced—yes () 

2009 2012 2009 2012 2009 2012 2009 2012 

Slovenia K /1 K /1 - -   - - 

S. Africa O K, O C -    /1  /1 

 
Notes to Table A32 (including additional material provided by members in their responses): 

/1. Australia— A shared services arrangement has been implemented which sees 
tax help referrals and a limited range of individual tax publications being made 
available from some Centrelink and Medicare offices over the 2009-2010 tax time. 

Noted that a review of its shopfronts and current locations is about to commence. 

/1. Ireland—Reported that acceptance of electronic card payments is expected to be 
introduced in 3 years time. Revenue also reported that:  

1. citizens must pass through a self-service area (including access to PAYE Anytime, 
www.revenue.ie & other government websites) prior to accessing face-to-face service. 

2. planning for reduction of Vehicle Registration offices (where Vehicle Registration Tax 
for vehicles purchased abroad is currently processed). 

3. All aspects of Revenue‘s operations are currently under review in the context of the 
challenges of managing a reduced budget. 

4. future developments that are being explored include opportunities for integrated 
government services via self-serve facilities and having other government agencies 
facilitate Revenue‘s self-serve options such as PAYE Anytime in their facilities (e.g. 
libraries). 

/1. Austria—reported that a review is underway as part of its Citizen Support 
2010‘ Project. 

/1. Belgium—reported that its office network in Brussels had been reduced from 
25 to 6 locations for cost efficiency purposes, and that further reductions would 
occur over the medium term (to 27 centres). 

/1. Canada— reported it has a policy of offering non-cash payment methods, and 
will only accept cash if the taxpayer is persistent. The expectation is that cash and 
cheque payment options would decrease in the future. 

Service delivery is currently being examined - future state could consist of self-
serve options and facilitated access to appointment service either in-person or via 
video-conferencing. Other developments relevant to walk in- inquiry centres 
include: 1) service by appointment has been implemented. Appointments are 
made through call centre agents. Ninety-seven percent of those who call for an 
appointment get an answer on the phone, 2) considering providing appointment 
service through video conference to call centre experts/or travelling agents who 
visit offices periodically, and 3) expanding outreach to reduce the need for clients 
to contact the Agency. Some of the initiatives being looked at are: 

- offering a CD that provides instruction and links to Web-based tax 
information 

- providing RSS feeds, audiocasts, and videocasts on various tax-related topics. 
Recently CRA piloted webinars and webcasts in our Charities sector and we 
will be looking to expand the use of this medium. 

- making our Teaching Taxes course, which provides secondary and 

/1. Portugal—noted that information and tax payment capabilities are provided in local 
services and other walk-in services, especially in large cities. 

Planned reduction in walk-in centres is due to decreased demand resulting from the 
development of e-services. 

/1. Slovenia—each Tax Office has a computer which can be used by taxpayers who want 
to use e-services. 

/1. South Africa—reported that The tax payment services that are currently provided are 
cash and cheques. In the near future they intend phasing out all cash halls and migrating 
all payments made to SARS through electronic fund transfers.  

SARs also noted that due to the demographics of the South African population who have 
not all got access to PC‘s, SARS is re-looking at the functions and placement of its physical 
points of presence. It is hoped, as more South Africans get access to PC‘s (including via the 
employers) that more interactions will be conducted electronically, thus reducing the need 
for physical branches. SARS is also examining the feasibility of using smaller mobile 
offices or co-locating satellite offices with other enterprises. 

/1. Spain—noted that promotion of telephone and internet is occurring (as part of the 
strategy for reducing number of walk-in centres). 

http://www.revenue.ie/
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Notes to Table A32 (including additional material provided by members in their responses): 

postsecondary students with an over view of our tax system, available on-line 
for download. Teaching Taxes and another CRA program called The 
Responsible Citizenship Program focus on seeking opportunities to enhance 
existing high school curriculum to ensure that young people are aware of the 
implications of their choices and attitudes towards taxation, and that they 
also realize the risks associated with participating in the underground 
economy. With the Responsible Citizenship Program, the learning material is 
developed through collaboration and partnering between the CRA and several 
provincial governments. 

- providing a training CD to our community partners who run tax return 
preparation clinics to ensure uniform service is provided to individuals in the 
lower income brackets, including seniors and new Canadians. 

/1. Sweden—noted that walk-in inquiry centre use is declining in line with an increase in 
inquiries at so-called service offices (which are operated as a collaborative inquiry service 
with several other agencies). It is expected that there will be a reduction in dedicated tax-
specific walk-in inquiry facilities as a result of this change. 

/1. Switzerland—doesn‘t have walk-in centres. If the taxpayer has any questions about 
taxes, they can go into the municipal offices which can provide all the generic information 
about taxes. If the taxpayer has questions about the VAT, he can inquire directly with the 
VAT administration in Berne. 

/1. Turkey—noted that there is only one walk-in inquiry centre in Turkey, Ankara and it 
is established as a pilot study. Kiosks enable inquiries regarding tax debt, and electronic 
filing of rental income for taxpayers.  

/1. Chile-reported that they are developing kiosks in Regional Offices to enable 
self-service prior to personal assistance. 

/1. UK—HMRC reported that: 

1. online access is provided at approximately 25% of the busiest Enquiry Centres; 
dedicated phone lines are also provided at its centres; 

2. HMRC policy is not to accept payments at local offices; 

3. It has a ―Do it online‘ promotion strategy e.g. signposting customers to online advice 
or self-assessment return e-filing support. 

4. It is not currently reducing its office network but over the medium term this is likely 
to occur if the current reduction in face to face contact demand continues. 

It is currently considering which customer groups require face to face advice compared to 
those who are able to resolve their queries using other contact channels. This analysis will 
inform how we deliver face to face advice more effectively to those who need it, in future. 

/1. Denmark—reported its intention to scale back the office network by 15% 
(from 30 to 25 sites). 

/1. Finland—reported its intention to reduce its office network, ensuring a 
minimum office size of 20 staff. 

/1. France—noted that acceptance of cash may be phased out in the future. It 
also reported that a program to scale back the network of offices was on hold 
pending completion of the merger of the two former tax organisations (i.e. the 
DGI and the DGCP). 

/1. Italy—noted that tax returns may be submitted at walk-in centres and post 
offices. Reported that scaling back is underway, aided by increasing use of 
electronic channels. 

/1. Japan—noted that walk-in inquiry centres are not provided; however, 
taxpayers can inquire at a local tax office. 

/1. USA—reported that all kiosks provide current and prior year tax forms provide 
answers to FAQs in English and other languages and when possible state info is offered. 
There is a limited pilot program offering a Free File (Free online tax software provided by 
private vendors) option at some sites. 

/1. New Zealand—review in course to optimise organisational efficiencies. 

/1. Netherlands—reduction in walk-in centres relates to reduction of tax offices 
(hence reduction of enquiry centres) – there are no separate walk-in inquiry 
centres currently in operation. 

 



 88 

Table A33. Security of e-services – framework 

Country 
Overarching security framework for delivery of e-services 

 
2009 2012 

Australia  Services security is governed by a range of policies and procedures at the Federal and agency level. All external 
eServices are subject to a Threat & Risk Assessment before they are deployed. The TRA examines technical 
and business risks. 

Seeking to develop, align with or adopt 
government wide solutions and policies so 
that clients can use consistent and 
reusable access solutions. 

Austria It is part of the security-policy not to publish or distribute concrete information about security measures and 
technical solutions. Therefore this question cannot be addressed in detail. In general, security of the system is 
guaranteed through: 1) Security policy; 2) Regular high level security-certification; 3) Regular updates of the 
technical security measures, and 4) Benchmarking of special significant figures of the system. 

- 

Belgium Not yet. It is planned. It is planned. 

Canada A Threat Risk Assessment (TRA) exists for each portal offered by CRA. Each new service within a portal is 
covered by a TRA. 

As per 2009 

Czech Rep. - - 

Denmark Network is divided in an open part and a trusted part. No communication in the trusted part may use the 
TCD/IP protocol. The web-servers cannot functions as a gateway between the two parts of the network. 

The web servers will be restarted if the web-server software terminates. Only HTTP communication towards 
the web servers is allowed. Both firewalls and proxy servers are set up in front of the web-servers to prevent 
unauthorized use of the web servers. 

- 

Finland No specific framework A new security framework will be 
implemented in 2010. 

France All services have had a risk analysis, following the EBIOS method (methodological approach that allows to 
evaluate and act on risks relative to information systems security), that is updated regularly during 
maintenance. 

As per 2009 

Germany Threat risk assessment exists for each service (BSI Grundschutz according to ISO 27001). - 

Ireland Revenue is currently seeking ISO 27001 standard certification in relation to their Information System Security. - 

Italy Noted that details are not able to be provided in order to ensure protection of their security arrangements. 
Overall description of measures is provided. Generically the security of the system is guaranteed through 1) 
Security policy, 2) Regular high level security-certification, 3) Regular updates of the technical security 
measures, 4) Benchmarking of special significant figures of the system. 

- 

Japan In order to maintain the stability and reliability of the system and information security, the NTA works on 
stable operations of national tax-related systems, including regular renewal of system equipment. 

- 

Korea NIS (National Security Service) checks the security risks according to national security framework. - 

Mexico Establishing a common strategy for the delivery of all services that are monitored as a whole. As per 2009 

Netherlands Governmental wide security arrangement (digital ID) via the governmental portals. As per 2009 

NZ Audit trails, Alerting and monitoring of the sites and Firewalls. - 

http://dict.leo.org/ende?lp=ende&p=thMx..&search=measures
http://dict.leo.org/ende?lp=ende&p=thMx..&search=measures
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Country 
Overarching security framework for delivery of e-services 

 
2009 2012 

Norway All of their e-services are on the whole-of-government website (www.altinn.no). There is a Threat Risk 
Assessment for the services on this website as a whole. 

A more comprehensive Threat Risk 
Assessment for the different services on 
this website. 

Portugal - - 

Spain PKI The new personal ID-card (managed by 
the Ministry of Internal Affairs) includes 
an advanced electronic signature. The 
Spanish Tax Administration is developing 
its use in addition to the present electronic 
certificate (Public Key Infrastructure). 

Sweden Personal e-ID for electronic services. Investigating e-ID solution for 
organisations. 

Switzerland Under examination - 

Turkey Delivered e-services are being tested against threats before putting into use. Penetration tests from internet 
and vulnerability assessments from inside are being carried on. Reports of vulnerabilities are evaluated and 
countermeasures are being taken. In addition, information security and system management teams are 
evaluating the risks and make decisions on mitigation methods for each e-service developed. 

As per 2009 

UK A set of security documentation is completed for every new e-service development. This includes the Business 
Security Risk (BSR) assessment and the Risk Management Accreditation Documentation Set (RMADS). 

- 

USA The U.S. federal government established a set of security policies and guidelines that all agencies, including 
the IRS, must follow. The U.S. does not have a whole-of-government platform or solution for providing e-
services, so each agency applies the guidelines to the set of e-services it offers or will offer going forward. The 
guidelines require that agencies conduct risk assessments of all customer-facing web transactions accessed by 
human users. The assessment determines the impact to the owner of the data and the agency if the transaction 
is abused. In addition, it assesses the probability that a threat source has the capability and motivation to 
access the transaction without authorization. The combination of impact and probability compute to a score 
that is used to determine the proper authentication solution for that transaction. The score also serves to 
encourage business owners to modify their transactions to reduce risk and employ business mitigation 
strategies and system controls to reduce risk even more. 

- 

Non-OECD Countries 

Chile Firewall and Transaction Log. As per 2009 

Singapore IRAS adopts the Government statutory requirements for Singapore such as World-wide web & Service Wide 
Technical Architecture, which governs browser settings, security etc. 

As per 2009 

Slovenia Implemented aspects of security framework: 1) access control both on application and system level. Access 
granted on written request approved by manager, 2) physical security and access control, 3) infrastructure-
based security. 

- 

http://www.altinn.no/
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Country 
Overarching security framework for delivery of e-services 

 
2009 2012 

S. Africa SARS conducts a regular threat assessment which includes risk assessment and penetration tests to ensure 
that the site is fully secure. This is especially important given the large degree of system changes that are 
currently on the go as SARS modernises its systems and processes. 

Carry out additional tests and modify the 
security protocols to match the changes in 
the environment and any new threats. 
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Table A34. Security of e-services – authentication/1 

Country 

Main methods used/being evaluated to verify user identity in delivery of e-services 
(P= Pin/Password or shared secret, D=Digital certificate/PKI, S= Smart card/token, etc) 

Individuals Businesses Tax professionals & 
bookkeepers 

Other intermediaries Others 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia /2 P P D D D D - - - - 

Austria /2 P, S P, S P, S P, S P, S P, S P, S P, S P, S P, S 

Belgium /2 S S D, S D, S D, S D, S - - - - 

Canada /2 P P P P P P P P - - 

Czech Rep. - - - - - - - - - - 

Denmark /2 P, D D P, D D D D D D - - 

Finland P, S P, S P /2 P /2 P /2 P /2 P /2 P /2 - - 

France /2 D P, S D P, D D D D D - - 

Germany /2 D D D D D D D D - - 

Ireland /2 P P D D D D D D - - 

Italy P, D, S P, D, S P, D P, D P, D, S P, D, S P, D P, D - - 

Japan D D D D D D D D - - 

Korea D D D D D D D D - - 

Mexico P, D P, D P, D P, D P, D P, D D, S /2 D, S /2 - - 

Netherlands /2 D D D D - - - - - - 

NZ  P P P P P P P P - - 

Norway /2 P, S P, S P, S P, S P, S P, S P, S P, S P, S P, S 

Portugal P /2 D P D P D P D P /2 D 

Spain /2 D D D D D D D D - - 

Sweden D, S /2 D, S D /2 D D /2 D - - - - 

Switzerland - - - - - - - - - - 

Turkey /2 P P P, D  P, D P P P P - - 

UK /2 P P P P P P P P - - 

USA P P P P P P P P - - 

Non-OECD Countries 

Chile /2 P, D P, D P, D P, D - - - - - - 

Singapore P P P P P /2 P /2 - - - - 

Slovenia D D D D D D D D - - 
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Country 

Main methods used/being evaluated to verify user identity in delivery of e-services 
(P= Pin/Password or shared secret, D=Digital certificate/PKI, S= Smart card/token, etc) 

Individuals Businesses Tax professionals & 
bookkeepers 

Other intermediaries Others 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

S. Africa P P P P P P P P - - 

 

Notes to Table A34 (including additional material provided by members in their responses): 

/1. Due to the limited number of responses in relation to Q12.3 (authentication 
based on product type), data relating to this question has not been included in 
Table A34. Revenue bodies that indicated they provide authentication based on 
product type were Chile, Finland, Germany, Netherlands, Singapore and Sweden. 

/2. Germany—free electronic certificates (soft-PSE) are provided by tax administration. 

/2. Ireland—ROS uses Public Key Infrastructure (PKI) based security for encryption and 
digital signing. Individuals: PINS Authentication for PAYE Employees, others: PKI. 

/2. Australia—does not deliberately provide authentication based on product 
type, and it is the intention that authentication be simplified by not providing too 
many options. For example, business authentication to tax services will be with 
one or more acceptable types of digital certificates through a Government trust 
broker service(s). The ATO, through the Australian Business Register and the SBR 
program is providing a whole-of-government solution for business authentication. 

For citizens there may be several (but limited to only a few) authentication 
options. The current strategy is shared secret with perhaps an option of a two 
factor credential. Again, the intention is to align with a whole-of-government 
approach and try to keep the number of credentials required to interact with 
Government to a minimum. ATO hopes to leverage off whole-of-government 
individual authentication solutions from other agencies. 

/2. Mexico-authentication of other intermediaries is via token and username/password 
or digital certificate. 

/2. Netherlands—authentication is provided via digital ID. 

In some of the older tax applications it is for businesses also possible to use PKI issued by 
a third party trust provider – this is being used less and less. 

/2. Norway—there are two different methods that are being used for all authentications, 
depending on the security level: 1) PIN code / static password + password on SMS; and 2) 
SMART card (highest security level). Method no 1 will be changed next year: 1) Only static 
password + password on SMS will be used, with special procedures for first time log-in 
/renewal of password. 

/2. Austria—authentication is provided via Participant-ID (public)/User-ID 
(private) and Password or Citizen-card (certificated digital signature on 
smartcard) with PKI. 

/2. Portugal—noted that for individuals and ‗others‘, user ID is the taxpayer number. 

/2. Belgium—authentication is provided via Token/e-id card (for individuals) 
and Certificate class3/e-id card/token (for business and tax professionals). 

/2. Singapore—the business/client must authorize the tax professional company to 
handle their Business Tax matters.  

/2. Chile—any transaction carried out by Internet appears in a transaction log 
with user information/date/e-service/IP. 

/2. Slovenia—noted that authentication for all client types is via digital certificates 
issued by certification authorities approved by the government.  

/2. Canada—authentication: for individuals & business=User ID, password, 4 
shared secrets, out-of-band security code, access code, quick access validation, etc; 
for tax professionals/bookmakers=shared secrets, representative ID, taxpayer 
authorization; for other intermediaries=3rd party registration, suitability 
screening, password, user ID. 

/2. South Africa— SARs reported that its security model is based on the individual user 
with multiple roles across different tax types. Service involves a single, fully secure log on 
to  environment before being offered any services (www.sarsefiling.co.za) 

/2. Spain—as noted in Table A33: the new personal ID-card (managed by the Ministry of 
Internal Affairs) includes an advanced electronic signature. The Spanish Tax 
Administration is developing its use in addition to the present electronic certificate (Public 
Key Infrastructure). 

http://www.sarsefiling.co.za/
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Notes to Table A34 (including additional material provided by members in their responses): 

/2. Denmark—for individuals: the pin code + personal id will be phased out, and 
the certificate will be changed from a software version to a hardware device. For 
business, tax professionals and other intermediaries: the pin code + personal id 
will be phased out, the certificate will remain as a software version. 

/2. Sweden—eID is either on a smartcard or delivered as a software certificate. The 
signature is verified with standardised PKI functions. The received document is amended 
with a time stamp and the result of the control check is expressed in this stamp. The 
verification is archived in a protected database. The types of validation protocols in use for 
the electronic certificate validation are OCSP and CRL. The system relies on an advanced 
electronic signature. 

/2. Finland—survey response indicates the use of e-banking codes for individuals 
(with mobile authentication by 2012), and Katso-authentication for others. Katso 
is based on three factors: (1) identity of a business, (2) identity of a person and (3) 
his role/ right to act on behalf of the business. 

/2. Turkey—for individuals, tax professionals/bookkeepers & other intermediaries, 
authentication is via User name & password. For businesses, different authentication 
methods are used in different applications. Some business users (using internet for access) 
are authenticated with digital certificates in addition to user name & password control. 
Other users (using leased lines for access) are authenticated only via digital certificates. 

/2. France—Current arrangements are: Individuals=software certificate 
delivered online, for all others=hardware certificate delivered by authorised 
Certification Authorities (CA). 

Future arrangements 

Individuals - choice of using 1) shared secrets, 2) 3rd party authentication via 
whole-of-government website using login/password and one-time password sent 
via SMS, or 3) National ID card holding an electronic certificate. 

Business – choice of using 1) hardware certificate delivered by authorised CA or 2) 
shared secrets. 

All others – hardware certificate delivered by authorised CA. 

/2. UK—Password Authenticated – use of User ID and password obtained via 
Government Gateway Service. 
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Table A35. Security of e-services – authorisation 

Country 
Main methods used/being evaluated to control user access to information/ functions/ transactions (following authentication) 

 
2009 2012 

Australia  ATO has a purpose-built application (Online Access Manager – OAM) to provide authorisation / user 
control to key ATO applications – or services within applications - for businesses and tax 
intermediaries. Businesses and tax professionals use this to manage the access of their staff in real time. 

OAM will be extended to all online services – 
with a view to replacing it in the future with a 
suitable COTS product. 

Austria A session is started which tunnels the encrypted data. Due to security considerations, no further 
information is able to be provided. 

As per 2009 

Belgium Only access to own records (based on the National registry number). Standards-based IAM project underway for 
business. 

Canada Once authenticated, a taxpayer is authorized to view and transact in their account. In the case of a third 
party, once they are authenticated, their authorization is dependent on the level the individual taxpayer 
identified on the account. This could be view only access to the taxpayers account, or if the 
authorization level is appropriately set they can view and transact on behalf of the taxpayer. 

As per 2009 

Czech Rep. - - 

Denmark A range of different identification codes provide or deny access to specific data. - 

Finland Katso authentication is based on three factors: (1) identity of a business, (2) identity of a person and (3) 
his role/ right to act on behalf of the business. The currency of the role/right to act on behalf of 
authority needs to be carefully considered. Thus an even more just-in-time system is being built in the 
Trade Register (within the National Board of Patents). One might describe the system as an instant 
Katso: a person identifies themself every time with their eBanking codes and the system checks each 
time that the role still exists in the Trade Register. 

- 

France For businesses (incl. tax professionals/ bookkeepers), the user has the ability to delegate access to 
specific information/ functions/ transactions to another user. Moreover, access can be managed at the 
level of each function (access information, file, pay) related to each tax (CIT, VAT…). 

- 

Germany Electronic certificates. - 

Ireland Once authenticated, customers can use full range of services relevant to the Tax heads they are 
registered for. Customers and Tax Practitioners i.e. the ROS Administrator within the organisation can 
apply for sub certificates for staff to act on their company‘s behalf. ROS Administrators can apply 
internal controls within their organisations by using the facility to restrict staff to certain clients/tax 
head information. 

- 

Italy Individual citizens need to use their own pincode to access their personal data, to send tax returns or 
any other document and to make payments. Businesses, tax professionals and intermediaries need to 
use their pincode to access their personal data or customers‘ data, but must use asymmetric keys to e-
file tax returns or any other document and to make payments. 

- 

Japan A session is started in accordance with identification codes based on electronic certificates. - 

Korea Time limitation (20 minutes). - 

Mexico User profiles are used. Role based access. As per 2009 
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Country 
Main methods used/being evaluated to control user access to information/ functions/ transactions (following authentication) 

 
2009 2012 

Netherlands After authentication, the user has full authorisation for the application he has identified himself for. 
This holds for private individuals as well as businesses. 

For businesses it will become possible to have a 
layered authorisation based on specific profiles. 

NZ Based on business rules. - 

Norway Authorisation for the whole-of-government website www.altinn.no is based on defined roles from the 
Central Coordinating Register for Legal Entities (http://www.brreg.no/english/registers/entities 
/entities.html). Authorisation can also be delegated – both for businesses and citizens – by any person 
that is formally authenticated and authorised to do so.  

- 

Portugal - - 

Spain User code and password. - 

Sweden User access is controlled by authentication and signature with a personal security code (pre-printed on 
the tax return) or eID. The eID is either on smartcard or as software solution, both within the 
framework of the eID. The eID is provided of eight Swedish banks and Telia Sonera. It is issued to 
individuals. When a user has filled-in a form (e.g. the tax return) she/he is prompted to sign the data 
using the eID or the personal security code. The information signed is an XML-string and contains all 
details necessary for the tax declaration. 

Investigating e-ID for business (organisations) – 
currently the subject of a government inquiry. 

Switzerland - - 

Turkey A central authorization system is used for all applications; users are authorized with the privileges 
based on their roles right after authenticated. But the authorization mechanism is mostly used in 
internal applications serving internal users. For each e-service there is a single role, so all of the users 
are having the same rights in using e-services. Hence there is no need to authorize users. 

As per 2009 

UK By inputting personal information, a customer obtains a User ID and Password. By then confirming 
other service specific details known as ‗Known Facts‘, the customer can enrol for services. Once a 
customer is enrolled for a service, they are allowed to login to their service and have full control over the 
functions available within that service. 

- 

USA For e-services offered to third parties such as taxpayer representatives and powers of attorney, IRS 
requires taxpayers to individually authorize the types of transaction third parties can complete on their 
behalf, down to the level of tax type and tax period. Taxpayers execute and file these authorizations with 
IRS and they are stored in a file that is accessed by e-services before transactions are completed. Other 
e-service transactions determine authorization during registration/enrolment by validating authority 
against IRS files, or by establishing authority as a result of the enrolment process. The enrolment 
process usually includes criminal and financial background checks to assess the integrity of the user; 
continuous monitoring supplements enrolment to ensure that users remain compliant. 

- 

Non-OECD Countries 

Chile Access profiles system. As per 2009 

Singapore Access is defined by roles & functions and is supported by a specific product (―Universal Access 
Matrix‖) plus some customisation. Information on programme coding is not available as it is 
proprietary software. 

As per 2009 

http://www.altinn.no/
http://www.brreg.no/english/registers/entities
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Country 
Main methods used/being evaluated to control user access to information/ functions/ transactions (following authentication) 

 
2009 2012 

Slovenia Custom authorisation module developed specifically for the Tax Administration. They have two main 
groups of users: administrators and taxpayers. Access control for administrators is based on the region 
(responsible tax administration), type of administrator and special allocated rights. 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 Single integrated database across all roles, rights and functions. Some are strictly administered by SARS 
and some – e.g. tax practitioner administration – are taken care of as a service to tax payers. 

- 
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Table A36. Whole of government service delivery—Business and citizen registration 

Country 

Registration of businesses Registration of citizens 
Single system for 

registering business for 
government dealings—

yes () 

Administering 
agency 

Revenue body uses 
government ID number 

as primary taxpayer 
ID—yes () 

Single system for 
registering citizens for 
government dealings—

yes () 

Administering 
agency 

Revenue body uses 
government ID number 

as primary taxpayer 
ID—yes () 

2009 2012 2009 2012 2009 2012 2009 2012 

Australia    Revenue body 
via Australian 
Business 
Register (ABR) 

  /1 - - - - 

Austria -  Ministry of 
Finance 

- -   Austrian Federal 
Chancellery 

- - 

Belgium /1   Economy     National 
Registry  

  

Canada   Revenue body   - /1 - - - - 

Czech Rep. - - - - - - - - - - 

Denmark -? -? -? ? ?   ?   

Finland   Trade register & 
revenue body 

    Social Contrib-
utions Agency   

  

France   National 
Institute for 
Statistics and 
Economic 
Studies 

    National 
Institute for 
Statistics and 
Economic 
Studies 

- - 

Germany /1 - - - - - - - - - - 

Ireland - /1 - /1 - - -   Department of 
Social & Family 
Affairs 

  

Italy - /1  Chamber of 
Commerce 

   /1  /1 Ministry of 
Interior/Munici-
palities 

  

Japan - - - - - - - - - - 

Korea - - - - - - - - - - 

Mexico   Ministry of 
Economy 

    Secretary of 
Interior, 
National 
Registry of 
Population 

- /1 
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Country 

Registration of businesses Registration of citizens 
Single system for 

registering business for 
government dealings—

yes () 

Administering 
agency 

Revenue body uses 
government ID number 

as primary taxpayer 
ID—yes () 

Single system for 
registering citizens for 
government dealings—

yes () 

Administering 
agency 

Revenue body uses 
government ID number 

as primary taxpayer 
ID—yes () 

2009 2012 2009 2012 2009 2012 2009 2012 

Netherlands -  - -    Ministry of 
Internal affairs 

  

NZ   Ministry on 
Economic 
Development  

- - - - - - - 

Norway   Bronnoysund 
Register Centre  

    Revenue body   

Portugal   Revenue body     Revenue body   

Spain   Revenue body     Ministry of 
Internal Affairs 

  

Sweden /1   Companies 
Registration 
Office 

    Revenue body   

Switzerland -  /1  Federal 
Statistical Office 

-   /2  Federal 
Statistical Office 

  

Turkey /1 - - - - - - - - - - 

UK - /1 - - - - / 1 - - - - 

USA /1 - - -  /1  /1   Social Security 
Administration 

  

Non-OECD Countries 

Chile   Revenue body     Civil Register & 
Identification 
Service, SRCeI 

  

Singapore   Accounting & 
Corporate 
Regulatory 
Authority; IRAS 
for application 
of access codes 

    Ministry of 
Finance for 
SingPass; IRAS 
for EASY 

  

Slovenia   Ministry of 
Public 
Administration 

- /1 - - - - - - 

S. Africa -  /1 - - /1 -  /1 - -  /1 
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Notes to Table A36 (including additional material provided by members in their responses): 

/1. Australia—reported that there are developments underway to provide a 
credential for individuals to interact with Government agencies. 

/1. Sweden—noted that their government is investigating opportunities for new 
legislation in this area over the coming years. The development is likely to include 
federation services. No additional information is available at this time. 

/1. Belgium—suggested reference to OECD e-government studies: Belgium – ISBN 
978-92-64-04786. 

/1. Switzerland—the uniform business identification number (UID), based on the 
Business and Undertaking Register (BUR) maintained by the Federal Statistical Office 
(FSO), will replace the various business ID numbers of other authorities (e.g., 
commercial register number, VAT number, etc.), thereby eliminating redundancies in 
the administration. For the electronic transmission of data between businesses and 
administration (but also in B2B or G2G processes), secure and reliable identification 
of the sender is necessary. The uniform UID will significantly enhance efficiency and 
effectiveness during the entry, maintenance, and use of data, and businesses are 
relieved of many administrative tasks in all their interactions with the authorities. 
 
/2. Switzerland—numerous administrations and registers (civil register, resident 
registration system, voters‘ register, tax administrations, social insurance institutions, 
commercial register) exchange personal data within the framework of the legal 
requirements. On 1 July 2008, a new 13-digit, anonymous AHV (social insurance) 
number was introduced. The Register Harmonization Act governs the use of the AHV 
number as a personal identifier, which significantly improves the use of available 
information in the wide range of registers. Where a legal basis exists, data exchange 
can be automated (electronic), leading to substantial efficiency gains and better data 
quality. 

/1. Canada—while Canada does not use a citizen ID as its primary taxpayer identifier, 
a common number called the Social Insurance Number is used for some social and 
revenue programs. The Social Insurance Number is not a public number and is 
protected by privacy laws. The ―Business Number‖ is a CRA identifier that more and 
more other government bodies are beginning to use it for their programs. In 3 years it 
is anticipated that additional government bodies and other programs will begin using 
the CRA ―Business Number. 
/1. Germany—cross agency use of ID numbers is prohibited by constitutional rights 
(for reasons of data protection). 

/1 Ireland—a cross-Government Group has been established to examine the potential 
of developing a unique business identifier, as part of the Government commitment to 
reduce the cost of business burden by 25% by 2012. 
/1. Italy—There is a single identifier for both citizens and businesses, but it is not yet 
used to provide access to e-services of all government agencies. 
 - This single identifier is the ‗Tax Code‘ (Codice fiscale). 
 - In order to allow the citizens to use a unique authentication method to access the 
―whole of government‖ electronic services the Municipalities can assign them the 
Electronic Identity Card (CIE) under the supervision of the Ministry of Interior. 
/1. Mexico—planned developments include evolution of digital certificates to 
identification card implemented with extended biometric registration. 

/1. Turkey—advised that as these aspects are managed by other government 
agencies, they are not able to provide details in relation to this aspect. 

/1. Slovenia—The "whole of government‖ business ID number is the ID number of 
the company or of the private entrepreneur. In the past, two numbers were used for 
the identification of taxpayers, the unique personal identification number and the 
registration number. The unique personal identification number (13, Alphanumeric) 
was used for private persons, while the registration number (7, Numeric) was used for 
business entities. At the establishment of the central register of taxpayers we 
introduced a new tax number, which unified the identification for both types of 
taxpayers. 

/1. UK—introduction of unique identifiers is being explored but no firm plans are in 
place for implementation. 
/1. USA—Business: the IRS issues an Employer Identification Number (EIN) as the 
business primary taxpayer identifier. The number is widely used across government 
where other agencies interact with businesses. 
Individuals: the citizen ID (social security number (SSN)) is used by IRS as the 
primary identifier of individual taxpayers in its internal systems. The SSN is used as 
an independent authentication datum, usually along with other information. 
However, IRS has taken steps over the past two years to eliminate, mask or redact the 
SSN on a variety of letters, notices and other documents provided to taxpayers and 
third parties when that information is not essential to the purpose of the document. 
These efforts are intended to reduce the exposure of SSNs in an effort to decrease 
opportunities for identity theft. 

/1. South Africa— Re business and citizen registration, SARS would like to see this 
sort of development, but it is not something that is entirely within the control of SARS. 
Various government departments to yet agree on final standard. 
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Table A37. Whole of government service delivery—Single portal for government e-services 

Country 

There is a single 
government portal for  
e-services—yes () /1 

Description of arrangements in place or planned Other comments 

2009 2012 

Australia    The Australian Government Information Management Office (AGIMO) is 
developing a Whole of Government website for citizens. It is proposed that e-
services from government agencies will be available from this website. 

- 

Austria   From the service portal ‗help.gv.at‘ federal and local government services can be 
selected. Future arrangements not yet decided. 

Business database will be developed in 
the second half of 2009 fiscal year. 

Belgium   Links to e-services on Belgium.be - 

Canada - - While not a true portal, the Service Canada portal site links citizens to information 
on other government site & they have the option of going through Service Canada 
or they can access CRA directly http://www.servicecanada.gc.ca/eng/home.shtml. 

 
For businesses, a similar type of portal is available at 
http://www.canadabusiness.ca/gol/cbec/site.nsf/en/index.html. Businesses can 
use this portal or come directly to the CRA for information. 

- 

Czech Rep. - - - - 

Denmark   For both businesses and for individuals the Danish government has established 
single portals (two portals: one for each kind of customers). But the citizens can 
choose to use the portals or each department‘s own website for access to their 
specific services. 

Revenue body has established single-
sign-on between the citizens‘ common 
portal and the tax administrations 
website and a great number of other 
government agencies own websites. 

Finland   www.suomi.fi for citizens, www.yrityssuomi.fi for business. These paths gather information and 
links to e-services in relation to a 
range of situations where the 
customer needs to interact with the 
government.  

France   https://mon.service-public.fr/(only for individuals). /1 - 

Germany - - - - 

Ireland - - - - 

Italy   www.italia.gov.it is the national portal to find, understand and use the services of 
the whole public administration. 

- 

Japan   Providing access to the information each ministry releases on their web site.  - 

Korea - - - - 

Mexico   There is an official strategy whereby all agencies must register their services. - 

http://www.servicecanada.gc.ca/eng/home.shtml
http://www.canadabusiness.ca/gol/cbec/site.nsf/en/index.html
http://www.suomi.fi/
http://www.yrityssuomi.fi/
https://mon.service-public.fr/
http://www.italia.gov.it/
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Country 

There is a single 
government portal for  
e-services—yes () /1 

Description of arrangements in place or planned Other comments 

2009 2012 

Netherlands   There are two portals (private individuals & businesses) at the government level 
and use is gradually increasing. Each year departments are bringing new features 
to the portals. So presently there is a mix of separately operated features at the 
technical domain of the departments (& their bodies) & the use of the two 
government portals. 

- 

NZ   An all of government portal providing a one-stop shop. Strategy is to develop more joined-up 
services. 

Norway   Altinn (www.altinn.no) is a common Internet portal for public reporting. More 
than 120 forms and services from 20 Norwegian government agencies are 
currently available through Altinn, including all e-services from the revenue body.  

MyPage/MinSide (www.minside.no) is the portal for citizens. For tax issues 
there are links to services in Altinn. 

- 

Portugal   Portal do Cidadão [citizen portal] has links to all government e-services/sites. - 

Spain   Citizen Portal with links to other Public Administrations and to the AEAT Portal.  - 

Sweden -  Survey response noted that sectoral coordination responsible authorities are about 
to be appointed in different areas. 

- 

Switzerland -  /1 - 

Turkey /1 - - - - 

UK   Customers can use the HMRC website, the Government Gateway as well as the 
Directgov and Businesslink websites. It is planned that there will be just two 
portals, Directgov and Businesslink 

- 

USA - - Not yet decided – e-Services strategy currently being formulated. - 

Non-OECD Countries 

Chile   Chile Click: http://www.chileclic.gob.cl/1542/channel.html - 

Singapore - - - - 

Slovenia   Portal of the Republic of Slovenia: http://e-uprava.gov.si/e-uprava/ /1 - 

S. Africa - -  Some plans in early development 

 
Notes to Table A37 (including additional material provided by members in their responses): 

/1. Tabulation is also meant to capture the situation of countries with 
separate portals for citizens and businesses, 

1. Slovenia—The eVEM portal is the national portal for companies and entrepreneurs. The aim of 
the portal is to provide an easy, simple, fast and free contact with the public administration to 
users. Companies or entrepreneurs can through the portal eVEM carry out electronic services 
referring to the establishment of a company and some other procedures, which the business entity 
carries out at or after establishment. Entrepreneurs or companies can carry out some services 

/1. France— This web site is building identity federation with various 
other public web sites to facilitate access to administrative e-services. 
Deeper integration with public e-services is also made possible by 

http://www.altinn.no/
http://www.minside.no/
http://www.chileclic.gob.cl/1542/channel.html
http://e-uprava.gov.si/e-uprava/
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Notes to Table A37 (including additional material provided by members in their responses): 

sharing documents/information between e-services from different 
administrations using mon.service-public.fr web site. 
Notifications of case progression or particular deadlines from various 
administrations are also made possible through this web site. 
Identity federation with the tax portal is currently being studied for 
2010-2011. 
A next step (2012?) could be the sharing across administrations e-
services of some useful tax documents using mon.service-public.fr. 

online on their own, while for others they have to visit the VEM point or a notary. The portal is 
divided into two parts, namely services for 1) private entrepreneurs, and 2) companies. 

Private entrepreneurs can use the following services respectively procedures at the single entry 
point: 1) registration, change and erasure of the private entrepreneur (entry into the business 
register); 2) registration of tax data (entry of activity into the tax register and establishment of the 
tax base); 3) submission of the request for the issue of the VAT identification number; 4) 
registration, changes and de-registration of family members into mandatory health insurance; and 
5) acquisition of the craft permit for private entrepreneurs. In the first nine months of 2009, 
around 35,000 different electronic forms were submitted through this portal. The number of 
private entrepreneurs in Slovenia is 85,000.  

Companies can use the following services respectively procedures at the single entry point: 1) 
opening of the temporary transaction account for the company; 2) registration of a simple company 
- entry into the court/business register and automatic allocation of the registration and tax number; 
3) opening of the electronic book of decisions for the newly established companies; 4) acquisition of 
the craft permit for all types of companies; 5) registration of tax data (entry into the tax register, 
notification on changes to the tax period, calculation of the anticipated tax base for the corporate 
profit tax) for all types of companies; 6) submission of the request for identification for VAT 
purposes for all types of companies; 7) announcements of vacant positions; 7) registration, change 
and de-registration of the worker or stakeholder into mandatory social insurance; 8) registration 
and changes of data on children, spouse or parents in mandatory health insurance. In the first nine 
months of 2009, around 61,000 different electronic forms were submitted through this portal. The 
number of business entities in Slovenia is 116,000. 

How eVEM functions: The main purpose of the eVEM system is to assure adequate information 
support for future and current business entities by enabling them to register the subject into the 
court, tax or business register and to perform other procedures on one location. At the same time it 
supports the work of VEM entry points, notaries and courts. Next to the registration of the business 
entity into the court, business and tax register, the portal also enables the registration of employees 
and their family members into mandatory pension, disabled and health care insurance with Health 
Insurance Institute of Slovenia. Data are also indirectly submitted to the Pension and Disability 
Insurance Institute, the Employment Office and the Statistical Office. Users can also become 
members of the Chamber of Commerce & Industry of Slovenia and of the Slovenian Craft Register.  

Benefits of use of the eVEM portal: Several benefits and advantages of using the services of 
the eVEM portal remain hidden to entrepreneurs. They are visible in the more accurate and above 
all faster realization of procedures: 1) electronic exchange of data between public administration 
institutions; 2) automatic procedure of registration and entry into appropriate registers; 3) less 
manual checking of data due to the drawing of data from official records; and 4) acquisition of 
different certificates and required attachments in electronic form between public administration 
institutions. 

/1. Switzerland— Project B 2.01 forming part of e-government 
strategy: Access to electronic public services (portals) - electronically 
provided public information and services are accessible to service 
recipients. This access is tailored to the current life or business situation 
of the service recipient. As a rule, these are human beings (private 
individuals or employees of a company, and organization, or other 
authority), but more and more frequently, they may also be machines. 
The new eCH business model stipulates that production (preparation and 
rendering of the service) and distribution (offering or procurement of the 
service by client) are to be distinguished. It is therefore necessary to 
define services from both the production and distribution standpoints. 

/1. Turkey—advised that as these aspects are managed by other 
government agencies, they are not able to provide details in relation to 
this aspect. 
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Table A38. Whole of government service delivery—Standard business reporting (SBR) 

 
Country 

SBR is/ is being  
implemented— 

yes () 

Features of SBR implementation 

2009 2012 Responsible 
agency 

Other agencies involved  Other 
countries 
involved 

Major milestones & progress achieved 

Australia/1   Treasury ATO, ASIC, APRA, ABS, the 
eight State & Territory revenue 
agencies.  

Based on 
Netherlands 
implementation. 

Business case project approval. Endorsed design of 
the core services and authentication solution. 
Planned and preparing the Tax Office as a 
participating agency for SBR implementation. /1 

Austria   - Federal Ministry of Finance & 
Federal Ministry of Justice. 

- A national SBR xml-standard-structure compatible 
with standard of the commercial register of the 
ministry of justice is offered. It is not mandatory for 
taxpayers to use Electronic SBR. Since 31 March 2004 
- transmission of SBR in the xml-standard-structure 
of the commercial register has been available in 
FinanzOnline. Since 2 April 2007 - the SBR xml-
standard-structure for the tax administration has 
been available since Apr07. 

Belgium  - CIT Economy National Bank of 
Belgium 

 

Canada /1 **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Czech Rep. **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Denmark   Overall: The National 
IT and Telecom 
Agency. Within the 
revenue body: 
Architecture & 
Security Department 

The National IT and Telecom 
Agency 

- Definition of the OIO architecture framework, which 
is the common public framework for working with 
architecture and standards. The framework comprises 
principles, methods, standards for documentation 
and classification of architecture work, and also a 
number of tools. 

Finland -  - - - Real-Time Economy program is already developing 
this approach. In the first phase SME‘s could report 
VAT based on payment, eInvoices are to be combined 
electronically with the eBank‘s account balance sheet. 
This would provide the SME with books on Sales and 
Purchases. 

France   /1  /1 /1 /1 /1 /1 

Germany -  Bavarian and 
northrhine westfalian 
tax administration 

Regional/ lander revenue 
bodies 

- - 
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Country 

SBR is/ is being  
implemented— 

yes () 

Features of SBR implementation 

2009 2012 Responsible 
agency 

Other agencies involved  Other 
countries 
involved 

Major milestones & progress achieved 

Ireland /1 - - - - - - 

Italy   Ministry for Public 
Administration and 
Innovation 

Chamber of Commerce, 
Revenue Agency 
(in future - all the public 
administrations) 

- Detailed business case being developed. 
A specific decree defining technical modalities for 
making financial reporting on digital way through 
XBRL was issued by the Italian government on 31 
December 2008. 

Japan **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Korea **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Mexico **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Netherlands   The ministries of 
Finance and Justice 

Central Bureau for Statistics, 
tax administration, chamber of 
commerce, the joint-up 
government agency. 

Alignment 
between the 
programs in the 
Netherlands, 
Australia & NZ 

- 
(There is an expectation that the number of 
government agencies involved and numbers of 
countries working together on SBR to increase.) 

NZ   Ministry of Economic 
Development 

Accident Compensation 
Statistics NZ 

 Funding secured to advance Harmonisation Business 
to business enterprise technology capability.  

Norway /1   Bronnosyund 
Registration Centre 

Around 20 government 
agencies are involved 

- Since Altinn was launched in December 2003 more 
than 23 million forms have been submitted through 
the system. At end 2008, there were 1.3 million users 
registered (including over 400,000 businesses 
registered, and 20 Norwegian government agencies 
participating.  

Portugal /1 /1 ? ? - /1 

Spain /1 **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Sweden /1 - - - - - - 

Switzerland /1 /1 - - - - 

Turkey /1 - - - - - - 

UK /1 -  - In three years – HMRC, 
Companies House, BIS, 
Businesslink 

- Both HMRC and Companies House are advancing the 
use of XBRL in manageable, planned steps, allowing 
regulators, companies and financial software vendors 
to accustom themselves to the use of the language and 
its benefits. 

USA **************************************************Not applicable-no existing plans for implementing SBR************************************************* 
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Country 

SBR is/ is being  
implemented— 

yes () 

Features of SBR implementation 

2009 2012 Responsible 
agency 

Other agencies involved  Other 
countries 
involved 

Major milestones & progress achieved 

Non-OECD Countries 

Chile **************************************************Not applicable-no existing plans for implementing SBR************************************************* 

Singapore  /1 
 

 Accounting & 
Corporate Regulatory 
Authority (ACRA) 

Nil - - 

Slovenia - - /1 - - - - 

S. Africa - /1 - - - - - 

 
Notes to Table A38 (including additional material provided by members in their responses):  

/1. Australia—als0 reported future milestones: Future milestones:   

 Feb 2010: 1) Fully operational end to end testing; 2) Fit for purpose 
integrated Authentication solution; and 3) Reporting Definition Cycle 4. 

 Apr 2010: SBR Financial reporting solution. Deliver all transactions and 
interactions in SBR scope to the public 

 Jul 2010: Reporting Definition Cycle Five. Full production availability for 
financial reporting, including complaint record keeping software from 
suppliers.  

By 2012, expect to have a fully operational and integrated SBR channel that is 
enhanced as the opportunity arises. 

The development of a single sign-on to secure services for participating agencies 
provides a unique opportunity to have a single national regime suited to the vast 
majority of Australian and state/territory government agencies. This will provide 
benefits to business and government alike, well beyond the scope of financial 
reporting. Transitional arrangements are being established to help business and 
their intermediaries to move from the current disparate solutions to the new 
single credential. 

/1. Ireland—Revenue has commenced an examination of the issues around the feasibility 
and costs of making XBRL filing available to customers. While customers can file returns on 
line 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 expect 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. 
/1. Norway— reported future milestones: Milestones:  
 2009: new Altinn portal version 1;  
 2010: new Altinn portal version 2  including functionality for eDialogue 
The revenue body is developing a new service called ‖e-Dialogue‖. The aim is to give the user 
electronic services that are more concerted and integral. Today the different services are not 
connected. The e-Dialogues will give support for a complete electronic process from A to Z, 
including process support, guidance, status etc. e-Dialogue for PITs is to be one of two pilot 
dialogues, and will include all communication between the Tax Administration and the 
citizen – for instance tax deduction card, filing of PIT, tax settlement notice and complaints. 
Planned production date—Spring 2011. There are also plans for e-Dialogues including 
different government agencies. 
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Notes to Table A38 (including additional material provided by members in their responses):  

/1. Canada—As a part of an update to Canada‘s Corporate Income Tax 
processing system CRA implemented a new process to collect financial statement 
information called the General Index of Financial Information (GIFI). This is an 
extensive list of financial statement items, where each item has a unique code (for 
example, cash is 1001). Most corporations can use the GIFI to complete their tax 
returns. For each item being reported, only the item code and dollar amount are 
submitted. When they provide this information, they do not need to submit 
financial statements with their return. The GIFI can be used whether reporting on 
paper (in which case, the taxpayer may be available to use a simplified form) or 
electronically. 

The CRA provides statistical information gathered using the GIFI to other 
departments, such as Statistics Canada and the Department of Finance, who can 
use this information in developing policies and procedures to reduce small 
business‘ compliance burden. Where there is an agreement in place, this 
information also is used to satisfy provincial tax reporting requirements. 

The Government of Canada recognizes the potential benefit of standardized 
reporting for business, government, and other users of business information, both 
from domestic and international perspectives. However, the recent 
implementation of the GIFI has standardized reporting already for the majority of 
corporate taxpayers, and allowed for information to be shared with other areas of 
government, as discussed above. 

In view of the above, there are no immediate plans to move to SBR. Nevertheless, 
we are monitoring the progress of this initiative through attendance in select 
SBR/XBRL-related events and participation in working groups. We would note 
that we have responded already to initiatives from these groups, such the planned 
adoption of International Financial Reporting Standards (IFRS). 

/1. Portugal—Prior to implementing simplified business information system (IES), 
corporate taxpayers had to report separately to multiple agencies: 1) settlement of accounts 
to the Public Register of Annual Reports; 2) annual declaration of accounting and fiscal 
information to the Ministry of Finances; 3)  statistical information on its accounts to the 
Statistics Portugal; and 4) information on its accounts to the Portuguese Central Bank. 

The main advantage for enterprises, after IES was created, was presenting in a single 
moment all accounting data for taxes and statistical purposes. 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). 

/1. Singapore—entails use of XBRL. 

/1. Slovenia—Future plans re SBR not yet determined. 

/1. South Africa— SARS does provide reporting, but there is no specific standard for this. 
Discussions are underway to formalise the standards. 

/1. Spain—Yet to be considered. However, steps have been taken to unify the content of tax 
returns with that of the annual accounts filed with Companies House. 

/1. Sweden—noted that they have overall responsibility for a technical description used by 
external software companies. Adaption and development of programs operated is done by 
the software companies. This approach to ‗standard business reporting‘ has commenced in 
1992 and is only used by the Swedish Tax Agency –it is not a single government system. The 
Tax Agency transfers some of this information to Statistics Sweden and to the Finance 
Ministry. There is a government mandate that has produced a feasibility study on further 
development of Standard Business Reporting. There is interest in the Norwegian Alltin 
developments. 

/1. France—Survey response notes that while the term "SBR" is not used in 
France, this approach is totally similar to the one France has had for more than 20 
years. At that time of course, the term "SBR" did not exist, nor XML and its 
implementation for business reporting, XBRL. Instead, the technical format 
created for the purpose is named EDIFACT: its 1st version was published in 1987. 
It is evolving continuously and has been ISO-normalized by the UN/CEFACT in 
the late 1990s. The approach was very similar, and was first initiated by the Tax 
Agency. A consortium of business representatives, tax professionals, bookkeepers, 
banks, Government agencies (incl. Tax) and software editors was created (namely, 
EDIFICAS) in order to: 1/ create a taxonomy for all business/financial 
information reported by businesses to different bodies; 2/ elaborate an electronic 

/1. Switzerland—There are a number of projects forming part of the e-government 
strategy that will move Switzerland in the direction of SBR- Project B 1.08 ( Standardization 
of business and payroll data) and Project  B 1.11 (Nationwide exchange standard for 
electronic records and documents). Standardization of the structure, significance, and 
semantics of business and payroll data, in the form of guidelines for payroll data processing 
and transmission, will create the prerequisites for their electronic transmission without 
manual intervention. This will help automate administrative interactions between 
businesses and authorities, relieving the economy of non-value added work. Nationwide 
exchange standard for electronic records and documents: This standard constitutes an 
important basis for interoperability in e-government. It defines the professional use, data 
structure, and basic set of objects and metadata for the exchange of documents and records 
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Notes to Table A38 (including additional material provided by members in their responses):  

format (EDIFACT) to allow electronic transfer of such data 3/ Promote electronic 
data transfer using this  normalized format. Today, EDIFACT transfers are widely 
used in France between businesses, banks, the Banque de France, the Tax Agency 
(DGFiP) and Social Bodies. Major French accounting software editors all provide 
functionalities allowing export of various EDIFACT "messages" directly from 
accounting data. The situation in France might be somewhere between Diagram 2 
and 3 in the FTA‘s 2009 information note on SBR: EDIFACT "messages" were 
elaborated in order to be multicast-capable, that is to say that a given message 
(e.g. a balance sheet) can be sent to several entities at the same time and in the 
exact same format (e.g. tax agency and bank). Moreover, the tax agency DGFiP 
relays part of the business financial data it obtains to the Statistics body (INSEE).  

in XML format. Documents and records can thereby be exchanged across organizations and 
authorities via a uniform interface with media disruptions, i.e., directly from one business 
application (document management, records management, transaction administration, or 
specialized application) to another and allocated by that application to an ongoing business 
process. The transmission can be carried out via any exchange platform. 

/1. Turkey—advised that as these aspects are managed by other government agencies, they 
are not able to provide details in relation to this aspect. 

/1. UK—From 1 April 2011 for any accounting period ending after 31 March 2010, all 
Company Tax Returns must be filed online with accompanying accounts and computations 
in XBRL format. This format is a new standard designed specifically for business financial 
reporting - not just tax filing. HMRC works closely with software developers and tests 
software to ensure it's compatible. 
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Table A39. Whole of government service delivery—Use of government shopfronts and community facilities for tax purposes 

 
Country 

Government shop-
fronts etc used for tax 

services—yes () 

Nature of revenue body services provided in 
2009 

Description of 
 e-services provided 

in 2009 

Developments proposed 

2009 2012 
Australia    Tax help program – volunteers trained by the tax 

office provide tax help during tax time out of 
community centres and libraries etc. Shared 
services arrangements – see notes to Table A32. 

Tax Help Program 
utilise e-tax to lodge 
returns 

Some Centrelink and Medicare offices to offer 
extended range of publications, e-tax online, and 
tax help assistance from volunteers on site. Tax 
Help Program using e-tax Centrelink & Medicare, 
potentially making e-tax available on site. 

Austria - - - - - 

Belgium - - - - - 

Canada   Commonly used CRA tax & benefit publications are 
available at offices of some other government 
departments. Some targeted outreach programs are 
delivered co-operatively, such as:  1) Working with 
Citizenship and Immigration Canada to inform new 
Canadians about their tax obligations & entitle-
ments;  2) Teaching Taxes program (which 
educates students on current & historical 
information on Canada‘s tax system); & 3) 
Community groups, such as partnering with the 
Royal Canadian Legion to deliver CRA‘s 
Community Volunteer Income Tax Program, which 
helps individuals in target groups complete their 
income tax returns. 

None  CRA will continue to forge targeted outreach 
partnerships. The programs will evolve where we 
look to leverage the partners to play a lager role. 
CRA will facilitate partnerships and link partners 
who can offer different assets. For example, one 
organisation may have the ability to provide 
volunteers and organise a session and another 
organisation may have the space for that session. 
CRA will identify these strengths had then put 
the respective organisation in touch. CRA will 
continue to provide oversight and functional 
direction for the program. 

Czech Rep. - - - - - 

Denmark   At the municipalities citizens can get help to 
change their tax card (and preliminary assessment) 

All libraries offer free 
access to the Internet to 
the citizens; all our e-
services can be accessed 
from the libraries. 

It is likely that, in the next few years, the libraries 
will take over the role of assisting citizens to 
change their tax card (& preliminary assessment) 
from the municipalities. Librarians will probably 
also provide a help role regarding the use of 
government e-services. 

Finland   Consultation services and access to e-services in big 
cities. 

General access to 
revenue body‘s e-
services 

The latest office has been built around the theme 
of work-related immigration, and helps on all 
matters (incl. tax) about immigrating to Finland. 

France - - - - - 
Germany - - - - - 

Ireland   Links to website and Online Services Links to Revenue 
Systems only 

Future developments that are being explored are 
opportunities for integrated government services 
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Country 

Government shop-
fronts etc used for tax 

services—yes () 

Nature of revenue body services provided in 
2009 

Description of 
 e-services provided 

in 2009 

Developments proposed 

2009 2012 
via self-serve facilities. Similarly, getting other 
government agencies to facilitate Revenue self-
serve options, i.e. PAYE Anytime, in their 
facilities (e.g. libraries). 

Italy   The "Friends network" (Rete amica) is a network 
based on a nation-wide call centre and on a website 
that incorporates all the Italian public 
administrations to provide a one-stop shop for 
requests for information and assistance. 

- - 

Japan - - - - - 
Korea - - - - - 

Mexico   Internet access and free calls to revenue body site e-filing and inquiry 
transactions, person to 
person inquiry 

- 

Netherlands   Mainly providing information to people starting 
businesses together with the chamber of commerce 
at special centres. 

Nil - 

NZ   Multiple agency services provided to remote 
communities. Services provided together with 
other agencies to select customer segments  

E-services promoted as 
part of these community 
engagements. 

- 

Norway   Services for foreign workers in Norway, including 
the Norwegian Tax Administration, the Police and 
Directorate of Labour. Website: www.taxnorway.no 

Internet PCs In 2009, there is a multi-government shop-front 
for foreign workers in Oslo, and there are plans 
establish shop-fronts in Stavanger and Bergen. 

Portugal - - - - - 

Spain - - - - - 

Sweden -  - - ?? 

Switzerland - - - - - 

Turkey /1 - - - - - 

UK    HMRC delivers face to face informational support 
services such as working with the Dept of Work and 
Pensions through JobCentre Plus. 

Nil - 

USA   Return preparation and informational services. Some public facilities 
offer computer access. 

- 

Non-OECD Countries 

Chile   Internet access to tax e-services from libraries All Internet services   

http://www.taxnorway.no/
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Country 

Government shop-
fronts etc used for tax 

services—yes () 

Nature of revenue body services provided in 
2009 

Description of 
 e-services provided 

in 2009 

Developments proposed 

2009 2012 
Singapore   Assistance for individual taxpayers during the filing 

period provided at community centres. 
e-filing - 

Slovenia - - - - - 

S. Africa - - - - Currently discussions are underway to integrate 
our system with large stakeholders and other 
government agencies. 

 

Notes to Table A39 (including additional material provided by members in their responses):  

/1. Turkey—advised that as these aspects are managed by other government 
agencies, they are not able to provide details in relation to this aspect. 
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Table A40. Whole of government service delivery—Data collection and sharing 

Country 

Data are collected by 
revenue body for 

sharing with different 
parts of government—

yes () 

Type of data shared in 2009 Agencies that have access to this 
data in 2009 

2009 2012 

Australia /1   Type of information exchanged includes client data, return form data for a range of 
tax products, compliance case details, investigations, business intelligence including 
case studies, administration of schemes/programs (e.g. excise, higher education 
loans), tax statistics and information relating to business practices and capability 
development. 

Very broad range of agencies have 
access. /1 

Austria   The revenue body shares income data, VAT data and real estate data.  National social security, federal statistic, 
state governments and municipalities. 

Belgium   Social security and Corporate data. - 

Canada - - CRA has a number of arrangements in place with other federal and provincial 
entities. The data shared by CRA is for the purposes of provincial taxation, pension 
calculations, insurance purposes and statistics. 

- 

Czech Rep. - - - - 

Denmark   Monthly data on employees‘ income. Other tax data can also be shared if the specific 
government body has been granted a specific right by parliament. The tax 
administration has the right to pass on data if the other government body specifically 
need these data for performing their own business.  

All government bodies are allowed to 
use these data, if the data are necessary 
for their business. This fact has to be 
stated by a statute in the law. 

Finland /1   Address data Post and magistrates 

France   Some company information (financial data, wages…) is provided by the revenue 
body to other government agencies 

INSEE, Companies house, Customs, and 
others 

Germany   Statistical data - 

Ireland /1 - - - - 

Italy -  /1 - - 

Japan ******************************************************************Not applicable****************************************************************** 

Korea   Various data can be shared if needed such as Resident registration number, credit 
card transaction information, etc. 

- 

Mexico   Identity records - 

Netherlands   A number of shared databases have been identified: 1) Income; 2) Real 
estate/property; 3) Business registration; and 4) Registration of private individuals. 
/1 

Broad category 

NZ   These are 1) sharing two way data sharing with Customs re border control and child 
support, student loans arrears; 2) Information to Ministry of Social Development for 
low income earners; 3) Accident Compensation Contribution levies from employers; 

Customs, Ministry of Social 
Development, ACC, Statistics NZ. 
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Country 

Data are collected by 
revenue body for 

sharing with different 
parts of government—

yes () 

Type of data shared in 2009 Agencies that have access to this 
data in 2009 

2009 2012 
4) Matching information for citizens on benefits and receiving income; and Statistics 
NZ – demographic. 

Norway   Mainly identity data but some income data. Various. /1 

Portugal   IES-Simplified Business Information; the data received by the Tax Administration is 
transferred to other government bodies on a daily basis. 

Statistics Portugal, Portuguese Central 
Bank and Ministry of Justice. 

Spain   Identification, domiciles, society bodies. Limited to cases specified by law (e.g. 
Social Security Department, Ministry of 
Justice, etc). 

Sweden   Income data (business & individuals) Provided to agencies responsible for 
statistics, pension/other calculations, etc 

Switzerland 
/1 

-  - - 

Turkey /1 - - - - 

UK  /1  /1 1. Data in relation to compliance work (e.g. administration of tax credits). 
2. A range of data in relation to the criminal justice programme. 

1. Department of Work and Pensions. 
2. Serious Organised Crime Agency, 

Ministry of Justice, Home Office, 
Probation Prison Tribunal Service, 
and others. 

USA   Taxpayer identifying information, tax and payment information. /1 - /1 

Non-OECD Countries 

Chile   Civil Register and Identification Service (SRCeI): ID number, Name, Date of Birth, 
Death, immediate family information. 

Official Gazette: Incorporation of companies, name of companies and business 
partners. 

 

SRCeI and Official Gazette 

Singapore  - - - 

Slovenia -  - - 

S. Africa   Mainly income from third party reports /1 Various 

 

Notes to Table A40 (including additional material provided by members in their responses):  

/1. Australia—information collection and sharing is determined by legislation and 
government policy and is planned and arranged as required. The range of other 
government bodies that have access to data includes those supporting client service 

/1. South Africa— SARS collects both taxpayer information and 3rd party data, 
scrubs and runs data matching routines primarily for its own purposes. It may provide 
it to other government departments on the basis of strict Memorandums of 
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Notes to Table A40 (including additional material provided by members in their responses):  

delivery (inc  Child Support Agency, Centrelink, Medicare, Dept of Employment, 
Education and Workplace Relations, Dept of Immigration and Citizenship, Dept of 
Environment, Water, Heritage and the Arts), law enforcement agencies (inc Australian 
Federal Police), and state and territory revenue offices. 

Understanding (MoUs) complying with strict data confidentiality standards. 

/1. Finland—Planned developments: the tax agency is building web services or one-
on-one portals where taxed income is at the disposal of the municipalities, Kela and 
Police; in the future, any official entitled to use the taxation data. This is possible with 
the Katso-authentication: the agency applies for Katso, states the person and his right 
to act in this matter. This person is then welcome to the eService with his Katso-role. 

/1. Switzerland—planned developments: there are a number of projects forming 
part of the e-government strategy that will facilitate the sharing of information across 
government. For example, Project B 2.04 (Service for inter-authority electronic data 
exchange) recognises that every transaction crossing the boundaries of an authority 
requires an infrastructure ensuring reliable transport and distribution of information 
(comparable to the post office). This concerns data exchange between the applications 
used by authorities, the connection between business management systems for the 
processing of inter-authority processes, and the recorded, binding interaction 
(analogous to a ―registered letter‖) between authorities (e.g. courts) and their clients 
(e.g. lawyers, notaries). For this kind of data exchange, the Event Bus Switzerland 
provides the infrastructure for secure and efficient data exchange, made available by a 
network of cooperating suppliers 

/1. Ireland—noted that while the Government does not collect Data for common 
sharing in services across different parts of the public administration, Revenue acts as 
an agency for and collects data associated with Pay Related Social Insurance (PRSI) 
for the Department of Social and Family Affairs. Revenue also collects certain 
anonymised, statistical data for the Central Statistics Office (CSO). 

/1. Italy—Future plans are for the creation of databases of national interest and 
introduction of a central system to manage electronic invoicing. 

/1. Turkey—advised that as these aspects are managed by other government 
agencies, they are not able to provide details in relation to this aspect. 

/1. Netherlands—the general aim is that information that has been provided by 
citizens and businesses should not have to be provided again to another agency. 

/1. UK—data sharing is limited (via formal gateway arrangements). 
/1. USA—noted that §6103 of the Internal Revenue Code characterizes returns and 
return information as confidential and limits disclosure to those situations defined by 
law. Permitted disclosures include facilitation of tax administration at all levels or 
government, in the courts, and for statistical uses. IRS may not generally disclose 
returns or return information to other Federal agencies for public administration or 
unrelated law enforcement purposes other than tax administration. There are some 
codified exceptions for sharing information other than taxpayer return information 
relating to criminal or terrorist activities and emergency circumstances 

/1. Norway—data is distributed to Statistics Norway, The Norwegian Labour and 
Welfare Administration, the Norwegian State Educational Loan Fund, Foreign Tax 
Revenues, Universities / University Colleges, The Norwegian Police, Ministry of 
Finance, Norwegian Agricultural Authority, Norwegian National Collection Agency,  & 
the National Archival Services of Norway. 
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Table A41. Bulk data transfer to revenue body from external bodies 

Country 

Type of data subject to bulk transfer—yes ()  
Return filing—PIT Return filing—CIT Return filing—VAT Employer 

information returns 
Registration 

information/updates 
Specific data 

matching 
2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia              

Austria         - -   

Belgium             

Canada      /1        

Czech Rep. - - - - - - - - - - - - 

Denmark   - -     - - - - 

Finland           - - 

France -            

Germany            /1  

Ireland /1         - -   

Italy - - - - - - - - - -   

Japan             

Korea   - - - - - -   - - 

Mexico     - - - -     

Netherlands             

NZ             

Norway             

Portugal - - - - - - - -     

Spain             

Sweden     - -       

Switzerland - - - - - - - - - - - - 

Turkey - - - - - - - - - -   

UK - - - - - -   - - - - 

USA     - -       

Non-OECD Countries 

Chile - - - - - - - - - - - - 

Singapore     - - - -     

Slovenia - - - - - - - - - - - - 

S. Africa         - - -  
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Notes to Table A41 (including additional material provided by members in their responses):  

/1. Canada—for GST-bank remitted returns with payments by financial institutions. /1. Ireland—reference to filing in the table above is in the context of practitioners 
filing on behalf of a number of clients via Revenue‘s On-line Service. /1. Germany—data matching: with German resident registries. 
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Table A42. Bulk data transfer to the revenue body from external bodies and related information /1 

Country 

Type of data subject to bulk transfer—yes () Technology used to transmit data: disc 
(D), magnetic tape (M), private 

network (N), Internet (I) 

Methods used to secure data: TLS/SSL/SSH 
protocols (T), encryption (E)  Tax payments Other categories 

2009 2012 2009 2012 2009 2012 2009 2012 

Australia     /2  /2 D, M, N, I N, I T T 

Austria -   
(not specified) 

 
(not specified) 

I (XML) I (XML) T T 

Belgium - - - - I I T /2 T /2 

Canada /1   - - D, M, I D, M, I T, E T, E 

Czech Rep. *******************************************************************Not applicable******************************************************************* 

Denmark   - - D, M, I, web services M, I, web services T T 

Finland   - - N N None 
(VPN is enough) 

None 
(VPN is enough) 

France   - - N (mostly) N (mostly) Variable Variable 

Germany   - - N N E E 

Ireland  /2  /2  /2  /2 N, I /2 N, I /2 T T 

Italy    /2  /2 D, N D, N T, E T, E 

Japan - -  /2  /2 D, M, I D, M, I T T 

Korea   - - - - - - 

Mexico /2    
(e-invoice) 

 
(e-invoice) 

D, N, I N, I, web services T, E /2 T, E /2 

Netherlands   - - D, M, N, I D, M, N, I Varies depending on 
technology used 

Varies depending on 
technology used 

NZ    
(not specified) 

 
(not specified) 

N, I (B2B) N, I (B2B) T (AS2) T (AS2) 

Norway   - - D, M, N, I D, M, N, I T /2 T, web services 

Portugal   - - N N T T 

Spain    /2  /2 I I E & Point to Point 
connection 

E & Point to Point 
connection 

Sweden   - - - - - - 

Switzerland - - - - - - - - 

Turkey  - - - N N T T 

UK - - - - N, I /2 N, I /2 E /2 E /2 

USA   - - I /2 I /2 T, E /2 T, E /2 

Non-OECD Countries 

Chile   - - D, N D, N E E 
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Country 

Type of data subject to bulk transfer—yes () Technology used to transmit data: disc 
(D), magnetic tape (M), private 

network (N), Internet (I) 

Methods used to secure data: TLS/SSL/SSH 
protocols (T), encryption (E)  Tax payments Other categories 

2009 2012 2009 2012 2009 2012 2009 2012 

Singapore  /2  - - D, M, N /2 D, M, N /2 T, E /2 T, E /2 

Slovenia /2   - - N N T, E /2 T, E /2 

S. Africa   - - N, I N, I /2 T, E T, E 

 
Notes to Table A42 (including additional material provided by members in their responses):  

/1. Where no response was provided in the survey regarding future plans, it has been 
assumed the situation in 2012 will be the same as that indicated for today. 

/2. Slovenia—noted that process involves transfer of data on payment to employees 
and principals. To make a delivery, the web service in the framework of the eTaxes 
system is used, operating in the SSL environment. Submission of data requires a digital 
certificate. Payment transactions for the Tax Administration of the RS are performed by 
the Public Payments Administration of the RS (UJP). The information on these 
transactions is transmitted through the network of state authorities, to which the 
external users have no access, as it is encrypted. 

Future plans include provision of efficient software equipment designed for taxpayers in 
the coming years. Using the client part, the clients will be able to deliver data exceeding 
50 Mb in a controlled and asynchronous way. They will be able to deliver data through 
the eTaxes system via SSL Protocol using a digital certificate, which also ensures the 
encryption of data. 

Also noted that they have/are developing a G2G system which provides for the following 
modes of access:  
- G2G (Government to Government) access of public administrative bodies to tax 

data (Article 139 of General Administrative Procedure Act – ex officio data 
exchange) 

- access to WEB services for tax data 
- access to G2G system via Web clients of the Tax Administration of the RS (Phase I) 
- access to G2G system via Web clients only – public administrative bodies (Phase 

II). 
The G2G system provides access to all data of the back-office systems in the Tax 
Administration of the RS. The G2G system is designed on the basis of service-oriented 
architecture (SOA) of the systems. Every service available to users (clients) is published 
as a SOA service. The main data source is the data storage, but there will also be other 
back-office (transaction) systems available. Access to G2G system is enabled only 
through clients, available in the Tax Administration of the RS (only eTaxes system in 
Phase I). Other clients of the public administrative bodies will be able to access the G2G 
system in Phase II, providing that they will meet certain safety and technical 
requirements. 

To access the G2G system the client access to the eTaxes system is used, providing for 

/2. Australia—other data received relates to social welfare programs. 

/2. Belgium—specified that data is secured by way of ‗Secured File Transfer 
Protocol‘, so have assumed SSH is in use. 

/2. Canada—CRA uses a number of different technologies to transmit data. For 
example, internet, diskette, CD, DVD, magnetic media formats, File Transfer Protocol 
over the internet. 

The Automated Benefits Application (ABA) is a new CRA service whereby recipients 
can apply for child benefits administered by the Canada Revenue Agency by ticking a 
box on their provincial birth registration form. Upon consent, the applicable data will 
be passed electronically by the province to the CRA, eliminating the need for a 
separate application form to be filed with CRA. However, transactions are forwarded 
on an individual, not bulk transfer basis. 

/2. Ireland—reference to tax payments in the table above is in the context of 
practitioners making tax payment on behalf of a number of clients via Revenue‘s On-
line Service. 

Other data = third party data  required for verification and compliance management 
purposes, including mortgage interest relief, interest payments made by Irish financial 
institutions, suspicious transaction reports from financial institutions, payments made 
by other government departments regarding rental support (including Dept. of Social 
and Family Affairs, Dept. of Environment, Dept. of Justice), Farm Subsidy payments 
by the Dept. of Agriculture, vehicle taxation information from Dept. of Transport, 
financial and non-financial information from Dept of Social and Family Affairs, 
Companies Office information, and outside business credit information e.g. Dunn & 
Bradstreet, Stubbs (publicly available). 

Data is transmitted via Revenue Online Service (ROS) – Digital Certificate 
authenticated over https. Third party data via secure file transfer over Virtual Private 
Network. 

/2. Italy—other data is tax on vehicles. 
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Notes to Table A42 (including additional material provided by members in their responses):  

/2. Japan—noted that ‗other categories‘ includes some types of data, such as 
applications for certificates of tax payment. 

authorization and security access to personal, private and contract data of a taxpayer. 
Access to personal and private data does not provide for additional authorization in the 
eTaxes system (available to all users of the system), as it only provides for a limited view. 
Access to contract data requires the conclusion of the contract, specifying the data, the 
persons and the mode of access to services. 

/2. Mexico—noted that future plans include development of web services for data 
transfer. Encryption is via digital envelope and signature. 

/2. Norway—security is mainly SSH with possibility of using TLS and SSL if needed. 

/2. Singapore—noted that an example of bulk payment data transfer is GIRO 
through banks. Transmission technology and security applied cross all options and are 
dependent on the data from the exchange party. 

/2. South Africa—largely electronic data transmission over secure internet or secure 
link to SARS. In some cases (to cater for the limited bandwidth available across some 
of the rural areas) use of disks or CD‘s is still made. This practice will gradually 
decrease over time. 

SARs plans to eliminate CDs being handed over the counter and introduce electronic 
links where possible with full security and encryption, audit trail and validation 
capability. 

/2. UK—data transmitted via Electronic Data Interchange (EDI). The transmission and 
receipt of PAYE data over an ISDN line direct or via a Value Added Network (VAN) or 
over the Internet with Applicability Statement 2 (AS2) functionality. 

AS2 provides full password protection and encryption Hyper Text Transfer Protocol 
(HTTP) or the more secure version HTTPS. This is the customer‘s choice. EDIFACT and 
GFF EDI data formats are used each carrying their own protocols (OFTP). 

EDI represents stable but ageing technology. There are no plans to further enhance or 
develop this channel. EDI is used for bulk submission of various statutory PAYE returns 
from employers. For more details: 

http://www.hmrc.gov.uk/paye/file-or-pay/fileonline/intro/edi.htm 

/2. Spain—other data is car registration information. /2. USA—data transmitted via secure data transfer through use of encrypted electronic 
transmission. If a dedicated digital line is used it must be encrypted using at least 128-
bit encryption provided by  a Federal Information processing Standards (FIPS) 
approved method. The IRS recommends the use of Internet Protocol Security (Ipsec) as 
the cryptographic solution for the digital service. If an Internet service is used 
encryption must conform to RFC 854 – Telnet Protocol Specification and SSL 3.0 
Specification. 

Noted that they are considering offering taxpayers data retrieval capabilities at some 
point – allowing taxpayers to view 3rd party information the IRS receives about them. 

 

http://www.hmrc.gov.uk/paye/file-or-pay/fileonline/intro/edi.htm
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Table A43. Bulk data transfer from the revenue body to non-government bodies and related information /1 

Country 

Data subject to bulk transfer Technology used to transmit 
data: disc (D), magnetic tape 

(M), private network (N), 
Internet (I) 

Methods used to secure data: 
TLS/SSL/SSH protocols (T), 

encryption (E) 
Purpose of providing data  

 
Type of data: identity (ID), 

income/benefit (I), 
employment (E), other 
taxpayer (T), other (O) 

2009 2012 2009 2012 2009 2012 2009 2012 

Australia /2 ******************************************************************Not applicable***************************************************************** 

Austria ******************************************************************Not applicable***************************************************************** 

Belgium ******************************************************************Not applicable***************************************************************** 

Canada - - ID, I, E, T ID, I, E, T Various Various T, E T, E 

Czech Rep. ******************************************************************Not applicable***************************************************************** 

Denmark /2 - - I I Web services Web services T T 

Finland Varies Varies I, T I, T D D - - 

France /2 ******************************************************************Not applicable***************************************************************** 

Germany -  - E /2 - N - E 

Ireland Mortgage 
Interest Relief – 
data to financial 
institutions. 

- I, O /2 I, O /2 N, I /2 N, I T /2 T 

Italy Data matching As per 2009 O /2 O /2 D, Web services D, Web services T, E T, E 

Japan ******************************************************************Not applicable****************************************************************** 

Korea ******************************************************************Not applicable****************************************************************** 

Mexico /2 ******************************************************************Not applicable****************************************************************** 

Netherlands ******************************************************************Not applicable****************************************************************** 

NZ - - ID, I, E, T ID, I, E, T N, I (B2B) N, I (B2B) T Secure B2B 
protocols 

Norway Used by banks, 
insurance comp-
anies, credit 
agencies 

As per 2009 ID, I ID, I D, M, N, I D, M, N, I T T, web services 

Portugal - - O /2 O /2 N N T T 

Spain - /2 - - ID, I - - - - 

Sweden - - ID, I, E, T ID, I, E, T - - - - 

Switzerland ******************************************************************Not applicable****************************************************************** 

Turkey - - ID, I,  ID, I N N T T 
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Country 

Data subject to bulk transfer Technology used to transmit 
data: disc (D), magnetic tape 

(M), private network (N), 
Internet (I) 

Methods used to secure data: 
TLS/SSL/SSH protocols (T), 

encryption (E) 
Purpose of providing data  

 
Type of data: identity (ID), 

income/benefit (I), 
employment (E), other 
taxpayer (T), other (O) 

2009 2012 2009 2012 2009 2012 2009 2012 

UK Bulk PAYE 
notifications to 
employers re 
employees‘ tax 
codes, student 
loan deductions, 
& verification 
replies for the 
Construction 
Industry 
scheme. 

As per 2009 I, E I, E N, I /2 N, I /2 E /2 E /2 

USA Data matching, 
e-filing 
acknowledge-
ments 

As per 2009 ID, I, E, T ID, I, E, T I /2 I /2 E /2 E /2 

Non-OECD Countries 

Chile ******************************************************************Not applicable****************************************************************** 

Singapore ******************************************************************Not applicable****************************************************************** 

Slovenia /2 ******************************************************************Not applicable****************************************************************** 

S. Africa /2 ******************************************************************Not applicable****************************************************************** 

 
Notes to Table A43 (including additional material provided by members in their responses):  

/1. Where no response was provided in the survey regarding future plans, it has been 
assumed the situation in 2012 will be the same as that indicated for today. 

/2. Slovenia—The G2G system provides for the following modes of access:  
- G2C (Government to Citizen) access of the taxpayers, 
- access to WEB services for tax data, and 
- access to G2G system via Web clients of the Tax Administration of the RS (Phase I). 
To access the G2C system the client access to the eTaxes system is used, providing for 
authorization and security access to personal, private and contract data of a taxpayer. 
Access to personal and private data does not provide for additional authorization in 
the eTaxes system (available to all users of the system), as it only provides for a limited 
view. Access to contract data requires the conclusion of the contract, specifying the 
data, the persons and the mode of access to services. 

/2. Australia—the ATO does not provide bulk tax data to non-government bodies. 
There are circumstances where certain taxpayer information may be passed to either a 
mailing house or debt recovery agent. In such circumstances these externals would be 
acting as an agent of the Commonwealth and therefore bound by the same secrecy and 
privacy laws as Commonwealth officers. It is expected that this arrangement would 
remain in place for the foreseeable future. 
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Notes to Table A43 (including additional material provided by members in their responses):  

/2. Denmark—data transfer to non-government bodies is primarily case-by-case 
specific (non-bulk). 

/2. Spain—noted that they currently only provide tax compliance certificates to the 
person to which they relate (non-bulk). Future plans indicate bulk provision of 
identity and income/benefits data, but purpose or providing data/potential recipients 
not specified. 

/2. France—due to the French legal context (Cnil [Commission nationale 
informatique et libertés, French National Commission for Data protection and the 
Liberties] and professional secrecy acts), these types of data transfer are very limited. 

/2. South Africa—reported that it is SARS policy and practice to NOT distribute any 
tax payer data to non government bodies unless compelled to do so by legislation or 
the courts. This is to ensure the privacy of the tax payers and also to abide by SARS 
legal obligations. As such, their response has been interpreted that, as a rule, they do 
not provide bulk data to non-government bodies. 

/2. Germany—data provided to employers is only for use in calculation of tax 
deduction from wages. 

/2. Ireland—noted that income/benefit data transferred is the bulk issue of Tax 
Credit Certificates to Employers. Other= data transmitted to Financial Institutions 
regarding Mortgage Interest Relief. 

Financial Institutions regarding mortgage interest relief - Secure file transfer over 
Virtual Private Network. Revenue Online Service (ROS) – Digital Certificate 
authenticated over https. 

/2. UK—Electronic Data Interchange (EDI). The transmission and receipt of PAYE 
data over an ISDN line direct or via a Value Added Network (VAN) or over the 
Internet with Applicability Statement 2 (AS2) functionality. 

AS2 provides full password protection and encryption Hyper Text Transfer Protocol 
(HTTP) or the more secure version HTTPS. This is the customer‘s choice. 

 

EDIFACT and GFF EDI data formats are used each carrying their own protocols 
(OFTP). EDI represents stable but ageing technology. There are no plans to further 
enhance or develop this channel. 

/2. Italy—other data provided is tax code (individual identifier) validation. Security is 
via encryption, SSL, TLS. 

/2. Mexico—noted that data sharing with non-government bodies is prohibited by 
law. 

/2. USA—noted that information, such as bulk TIN (Taxpayer Identification Number) 
matching results are posted to the Secure Object Repository (SOR) and the user picks 
up the file using e-services on the Registered User Portal of IRS.gov. Currently, for PIT 
e-file acknowledgements, the files are made available for pick-up through the 
Electronic Management System. 

Security - data (such as transcripts) is transmitted via encrypted electronic 
transmission to requestors (CPAs, accountants). 

If a dedicated digital line is used it must be encrypted using at least 128-bit encryption 
provided by  a Federal Information processing Standards (FIPS) approved method. 
The IRS recommends the use of Internet Protocol Security (Ipsec) as the 
cryptographic solution for the digital service. If an Internet service is used encryption 
must conform to RFC 854 – Telnet Protocol Specification and SSL 3.0 Specification. 

 

/2. Portugal—noted that ―other‖ data provided is electronic notifications. 
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Table A44. Provision of ‘preference management’ capabilities by revenue bodies 

Country 

Preference management is 
incorporated in e-services 

delivery—yes ()  

Preference options provided: delivery point (D), 
carbon copy (CC), channel (C), accessibility (A), 

other (O) /1   

Levels at which preference options are 
offered: Client (C), tax type (T), product (P), 

other (O) 
2009 2012 2009 2012 2009 2012 

Australia /2   D D, C, A P, O/2 C, P, O/2 

Austria   D, A D, A C, P C, P 

Belgium   O /2 - /2 C C 

Canada /2 *****************************************************************Not applicable***************************************************************** 

Czech Rep. *****************************************************************Not applicable***************************************************************** 

Denmark   C D, C, A /2 C C, T, P 

Finland *****************************************************************Not applicable***************************************************************** 

France   D, C /2 D, C /2 C, T, P C, T, P 

Germany *****************************************************************Not applicable***************************************************************** 

Ireland   D, CC, C, A D, CC, C, A C, T, P C, T, P 

Italy   D, A D, C, A C, P C, T, P 

Japan *****************************************************************Not applicable***************************************************************** 

Korea *****************************************************************Not applicable***************************************************************** 

Mexico /2 *****************************************************************Not applicable***************************************************************** 

Netherlands -  - C - C 

NZ /2   C, A C, A   

Norway   D, CC, C, (all  in Altinn), A D, CC, C, (all in Altinn), A  C C 

Portugal   A A C C 

Spain *****************************************************************Not applicable***************************************************************** 

Sweden - - - - C, T, P ?? C, T, P ?? 

Switzerland - - - - - - 

Turkey *****************************************************************Not applicable***************************************************************** 

UK /2 *****************************************************************Not applicable***************************************************************** 

USA -  - D, CC, C, A - C, P 

Non-OECD Countries 

Chile *****************************************************************Not applicable***************************************************************** 

Singapore -  - D, CC, C, A /2 - C, T, P /2 

Slovenia *****************************************************************Not applicable***************************************************************** 

S. Africa /2  D, CC, C D, CC, C C, T, P, O C, T, P, O 
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Notes to Table A44 (including additional material provided by members in their responses):  

/1. Delivery point (D)—defines who receives correspondence, form or payment (e.g. 
client, tax representative; Carbon copy (CC)—enables a copy of correspondence to 
be provided to one or more nominated parties; Channel (C)—defines how product is 
issued (e.g. online/ portal, web service, mobile phone, and/or digital TV); and 
Accessibility (A)—for example, modified for visually impaired). 

/2. Mexico—responses were recorded to indicate that there are different channels for 
taxpayers. However, e-services do not provide for customization functionality. They 
provide information to taxpayers through mini websites distinguishing tax obligations 
between individuals and corporations.  

 

Furthermore they provide different services regarding payment periods, as annual 
payments, monthly payments and statements for tax purposes. 

/2. Australia—clients can request assistance services or accessible versions of some 
products. Accessibility preferences may currently be recorded in the Client 
Relationship Management system. From January 2011 accessibility, channel and 
delivery point preferences will be recorded in the central Client Register and will be 
integrated into the automated correspondence generation processes. 

/2. Belgium—noted that they provide the options (1) send an e-mail to alert 5 days 
before the deposit of the tax return and (2) do not send a tax return declaration. 

Yet to define what can realistically be expected in the next 3 years. 

/2. New Zealand—noted that E- govt web standard compliance is a goal (e.g.Jaws) 
further detail at http://www.e.govt.nz/. 

 

/2. South Africa—reported that, as an example, for the first time in 2008 blank tax 
forms were no longer dispatched to taxpayers. Non electronic filers were sent income 
tax request return forms, giving them the possibility to order customised pre-
populated tax returns. These customised forms received an 87% customer satisfaction 
according to an independent research survey. In addition, SARS intends to move to a 
broader use of its e-channels with multi language capabilities.  

/2. Canada—indicated that preference management is not specifically incorporated 
in delivery of e-services and noted that accessibility requirements are considered 
highly important and are integrated into e-services. 

/2. Denmark—noted that personalisation of channel and delivery point is currently 
only a small scale service but will be developed in the coming years to a larger scale. 

/2. Singapore—noted accessibility option to be provided will be IVRS (sound). 
Preference options to be provided at tax type and product level will be for some 
services only.  

/2. France—noted that although preference options are not specifically provided in 
relation to accessibility, their web site and e-services are WAI-compatible. 

/2. UK—Provision of preference management is being explored with Direct Gov and 
Business Link as they will be the primary access channels. 

http://www.e.govt.nz/
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Table A45. Provision of ‘personalisation’ capabilities by revenue bodies 

Country 
Personalisation of the website/ portal is provided based on 

previous user activity—yes () 
Users can manually personalise their view of the website/ 

portal—yes () 
2009 2012 2009 2012 

Australia - -   

Austria ******************************************************************Not applicable***************************************************************** 

Belgium ******************************************************************Not applicable***************************************************************** 

Canada - -   

Czech Rep. ******************************************************************Not applicable***************************************************************** 

Denmark - - -  

Finland -    

France - -   

Germany ******************************************************************Not applicable***************************************************************** 

Ireland - -   

Italy - - -  

Japan ******************************************************************Not applicable***************************************************************** 

Korea - /1 -   

Mexico ******************************************************************Not applicable***************************************************************** 

Netherlands ******************************************************************Not applicable***************************************************************** 

NZ -  /1 -  

Norway - -   

Portugal -  -  

Spain ******************************************************************Not applicable***************************************************************** 

Sweden - -   

Switzerland - - - - 

Turkey -  - - 

UK - -  /2  

USA - - /1   

Non-OECD Countries 

Chile ******************************************************************Not applicable***************************************************************** 

Singapore ******************************************************************Not applicable***************************************************************** 

Slovenia ******************************************************************Not applicable***************************************************************** 

S. Africa - - - - 
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Notes to Table A45 (including additional material provided by members in their responses):  

/1. Korea—Personalisation of functions is provided based on client type. /1. USA— noted that they cannot provide personalization of their website due to a 
government-wide prohibition against utilizing cookies. They are moving toward 
determining methods for taxpayers to do their own personalization. Any further 
developments in this area are likely to be more than 3 years in the future. 

/1. New Zealand— Noted that through their Big project delivery, technology 
enhancements relating to personalisation will be researched and delivered. 
/2. UK—There is an alert service that customers can enrol in, which will send update 
messages. 
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Table A46. Provision of ‘personalisation’ capabilities by revenue bodies 

Country 

Options offered: Modify homepage (M), 
create/update links (C), select updates (S), 
modify language (L) or display options (D), 

other (O) /1 

Online forms/ returns are personalised to 
only include questions/ fields relevant to 

citizen/ business —yes () 

Form/return personalisation is based on: 
Registered tax type (T), client size (S), 
accessibility factors (A), compliance 

history (C), other (O) 
2009 2012 2009 2012 2009 2012 

Australia  C, O /2 D, O /2   T, S T, S, A 

Austria - -   T T, C 

Belgium /2 *****************************************************************Not applicable***************************************************************** 

Canada /2 S, L, /2 S, L, D /2  - - - 

Czech Rep. *****************************************************************Not applicable***************************************************************** 

Denmark - /2 M, S, D  /2  T, S T, S 

Finland /2 L, D C, S, L, D -  - - 

France C, S C, S   T T 

Germany *****************************************************************Not applicable***************************************************************** 

Ireland L, D L, D -  - - 

Italy - M, C, S, L, D -  - T, A, C 

Japan *****************************************************************Not applicable***************************************************************** 

Korea C, D - - - - - 

Mexico *****************************************************************Not applicable***************************************************************** 

Netherlands /2 - - -  - - 

NZ  M, C, S, L, D    T, S, A, C 

Norway S, L, D, O /3 S, L, D, O /3   O /4 O /4 

Portugal - - -  - - 

Spain *****************************************************************Not applicable***************************************************************** 

Sweden C, L, D C, L, D - - - - 

Switzerland - - - - - - 

Turkey - - - - - - 

UK S /2 S /2  /2  T, S T, S 

USA D D - - - - 

Non-OECD Countries 

Chile - -   S S 

Singapore *****************************************************************Not applicable***************************************************************** 

Slovenia *****************************************************************Not applicable***************************************************************** 
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Country 

Options offered: Modify homepage (M), 
create/update links (C), select updates (S), 
modify language (L) or display options (D), 

other (O) /1 

Online forms/ returns are personalised to 
only include questions/ fields relevant to 

citizen/ business —yes () 

Form/return personalisation is based on: 
Registered tax type (T), client size (S), 
accessibility factors (A), compliance 

history (C), other (O) 
2009 2012 2009 2012 2009 2012 

S. Africa - -   T, S, A, C T, S, A, C 

 
 
Notes to Table A46 (including additional material provided by members in their responses):  

/1. The personalisation options specified are: (M) modify what is displayed on the 
homepage (e.g. add, remove or re-order information to be displayed), (C) 
create/update list of links or favourites‖, (S) select specific categories on which to 
receive updates (e.g. all VAT-related information), (L) modify language, (D) modify 
display options (e.g. font size, colours), and (O) other. 

/2. Netherlands—There are some forms of personalisation but those are not on the 
individual level but on a group characteristic. 110.000 businesses participate in a pilot 
project regarding a shortened version of the electronic (corporate) income tax return 
for businesses. Instead of the 1600 questions in a regular electronic return, businesses 
using the shortened edition have to give information on 400 questions, using XBRL. 
This pilot is executed in cooperation with two associations of accountants/tax 
advisers. It is expected that 70% of entrepreneurs will be able to use this shortened 
return. The experiences will provide input for a definite introduction of the shortened 
electronic (corporate) income tax return for businesses. 

/2. Australia—Websites/portals are optimised to support adaptive technologies for 
visually impaired users. 

/2. Belgium—noted that they have  an alternative delivery method of personalisation 
- using MyMinfin, citizens are able to view their tax file, sent/received documents, tax 
balance, cadastral property, electronic forms, 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). 

/2. UK—noted that current capability to select updates is limited. Future plans in 
relation to personalisation will be explored through Direct Gov and Business Link 
(likely to explore the options listed in the table above, apart from modification of 
display options). 

Self Assessment Online Service asks intuitive questions at the start of the return, and 
depending on what answers are given, will only ask for certain sections of the return to 
be completed. Also, tools built can differentiate between business and individuals 
when appropriate 

/2. Canada—noted that the selection of categories on which to receive updates is 
done through RSS and List servers. 

Currently the only form of personalization that CRA has is in the ―My Business 
Account‖ application. Here, when businesses sign on to the application they are only 
shown information on accounts that they have. 

/2. Denmark—Noted that they provide portal users with the option to provide access 
to third parties. This type of ‗personalisation‘ is covered under Table A47. 

Personalisation of online forms is done only in relation to the preliminary 
assessment/tax card. 

/3. Norway— Option for listening to text (for deaf people /people with hearing 
impairments). 

/2. Finland—noted that as part of their movement toward  a more CRM-like 
approach to personalisation, they plan to use web forms that would acknowledge all 
the elements  already known about previous interactions (browser, previous choices 
etc, even identity). 

/4 Norway— By changing the form according to the user‘s response to certain 
questions. 
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Table A47. Provision of access to citizen data by non-government third parties 

Country 

3rd party access to 
citizen data held by 

revenue body is 
supported for: Tax 
agents (T), other 

agents (A), private 
companies (C), 

other (O) 

Methods used to 
access 3rd party data 
are: Portal (P), web 

services (W), 
interactive voice 

response (V), 
indirect methods 

(I), other (O) 

3rd party access to 
citizen data/ 

services can be 
granted by: 
individual 

taxpayers (I), 
corporate taxpayers 

(C) 

3rd party access to 
citizen data/ 

services can be 
granted to multiple 
third parties— yes 

() 

The taxpayer can 
nominate the 

data/services each 
3rd party is able to 

access— yes () 

Personalisation is 
provided for 3rd 

party access 
— yes () 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Australia  T, A T, A P, W, V, I P, W, V, I I, C I, C     -  

Austria T, A T, A P, W P, W I, C I, C       

Belgium - T, A - P, W - I, C -  -  -  

Canada /1 T, A, C T, A, C P, W, V, I P, W, V, I I, C I, C    /1  /1   

Czech Rep. ******************************************************************Not applicable****************************************************************** 

Denmark T, A, C /1 T, A, C P, W P, W /2 I, C I, C  /1      

Finland ******************************************************************Not applicable****************************************************************** 

France /1 ******************************************************************Not applicable****************************************************************** 

Germany T, A, C T, A, C P, I P, I I, C I, C - -   - - 

Ireland T T W, I W, I I, C I, C - /1 -/ 1 - /1 - /1 - - 

Italy T, A T, A P, W, I P, W, I I, C I, C - /1  - -   

Japan ******************************************************************Not applicable****************************************************************** 

Korea ******************************************************************Not applicable****************************************************************** 

Mexico /1 ******************************************************************Not applicable****************************************************************** 

Netherlands ******************************************************************Not applicable****************************************************************** 

NZ T, A  T, A P, W, I P, W, I I, C I, C       

Norway T, A, C T, A, C P, W, I P, W, I I, C I, C     -  

Portugal /1 T, A T, A P, W, V, I P, W, V, I I, C I, C   -    

Spain ******************************************************************Not applicable****************************************************************** 

Sweden - T, A - P, W - - - - - - -  

Switzerland ******************************************************************Not applicable****************************************************************** 

Turkey ******************************************************************Not applicable****************************************************************** 

UK /1 T, A,  T, A P, W, I P, W, I I, C I, C     - - 

USA T, A, C T, A, C P, I P, I I, C I, C       

Non-OECD Countries 
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Country 

3rd party access to 
citizen data held by 

revenue body is 
supported for: Tax 
agents (T), other 

agents (A), private 
companies (C), 

other (O) 

Methods used to 
access 3rd party data 
are: Portal (P), web 

services (W), 
interactive voice 

response (V), 
indirect methods 

(I), other (O) 

3rd party access to 
citizen data/ 

services can be 
granted by: 
individual 

taxpayers (I), 
corporate taxpayers 

(C) 

3rd party access to 
citizen data/ 

services can be 
granted to multiple 
third parties— yes 

() 

The taxpayer can 
nominate the 

data/services each 
3rd party is able to 

access— yes () 

Personalisation is 
provided for 3rd 

party access 
— yes () 

2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 2009 2012 

Chile /1 - - - - - - - - - - - - 

Singapore T, A T, A P, I P, I I, C I, C - - - - - - 

Slovenia C, O /1 C, O /1 I I I, C I, C     - - 

S. Africa ******************************************************************Not applicable****************************************************************** 

 

Notes to Table A47 (including additional material provided by members in their responses):  

/1. Canada—noted that another related development that is taking place is an 
initiative known as E-Notification – an initiative to expand CRA‘s online services by 
offering Canadians the opportunity to be informed by e-mail when a communication 
item has been created for them. They can then view their communication items online 
through CRA‘s secure portals, My Account and My Business Account, rather than 
receive ground mail. 

Business taxpayers can nominate which data/services a third party may access via the 
‗My Business Account‘ portal. Individual taxpayers can select two levels of access for a 
third party via the ‗My Account‘ portal (Level 1 provides access to information only, 
Level 2 provides ability for third party to request changes to account). 

/1. France—noted that due to the French legal context (Cnil [Commission nationale 
informatique et libertés, French National Commission for Data protection and the 
Liberties] and professional secrecy acts), these types of data transfer are very limited. 

/1. Ireland—In the context of Revenue Online Service (ROS) where the core taxes are 
dealt with electronically, it is not possible to grant access to more than one third party. 
By this we do not mean different members of the same company/ corporation but 
different entities. For other taxes/ duties for example Stamp Duty, capital acquisitions 
taxes, which may arise occasionally or be once off in nature, a different third party 
may deal with revenue on behalf of a taxpayer. As yet these taxes/ duties are not dealt 
with electronically. 

/1. Chile—taxpayers are able to authorize third parties to access some of their tax 
information at the SII website. 

Third parties can also check public information available at the SII website such as 
invoice validation and taxpayer status control. 

/1. Italy—at the moment only one tax professional may have access to taxpayer data 
through the Fiscal Drawer. The tax code (that, in Italy, is the personal identifier) may 
be checked by several parties. 

/1. Mexic0—noted that this type of access is forbidden by law. 

/1. Denmark—any party can be given access, providing they obtain a Danish digital 
signature for logging into the portal. The citizen personally grants access to the third 
party on the website. 

The use of web services for this type of data access is expected to be much greater in 
the coming years. 

Companies can only grant access to one third party for each specific tax obligation. 
Citizens can grant access to as many third parties as they choose. 

/1. Portugal—noted that they also provide access to information for public 
administrations such as the Land Registry and Municipalities. 

/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. 

/1. UK—noted that only specific legally authorised representatives can access this 
information. 
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Table A48. Revenue body’s mobile workforce 

Country 

Employees have remote access 
to corporate systems for use in 

taxpayers’ dealings—yes () 

Remote access is allowed for the 
functions of: education (E), 

assistance (A), audit (AU), debt 
recovery (D), and other (O)  

Approximate number of staff 
with capability 

Security used for the provision 
of this capability 

2009 2012 2009 2012 2009 2012 2009 2012 

Australia    E, A, AU, D E, A, AU, D 10-15% of 
workforce 

10-15% of 
workforce 

Laptops - are encrypted & password 
to access. Network – connection 
requires 2 factor authentication. 

Austria   E, A,  AU, O  E, A, AU, O 8,000 
(all staff) 

8,000 
(all staff) 

Oath of office, log, authorisation 

Belgium   E, A E, A 300 30.000 e-id 

Canada   AU, O /1 AU, O /1 n.avail n. avail VPN, encryption, digital certificate 
/1 

Czech Rep. ******************************************************************Not applicable****************************************************************** 

Denmark   E, A, AU, D E, A, AU, D All staff can have 
a remote access 
(app. 8-9,000) 

App. 7,000 Access via a cryptographic token 
No access to the local units (hard 
disk, CD/DVD-reader, USB-key) 
No access via wireless internet 
ADSL-access – not old ISDN gates 

Finland /1   A, O A, O 120 250 Web trust security products 

France   E, AU, O /1 E, AU, O /1 3,000 3,000 IPsec VPN IPsec VPN 

Germany ******************************************************************Not applicable****************************************************************** 

Ireland   A, AU, D A, AU, D Approx. 600 /1 - Provide secure access via Citrix over 
SSL using fob keys. 

Italy   E, A, O /1 E, A, O /1 142 /1 200 /1 VPN /1  

Japan ******************************************************************Not applicable****************************************************************** 

Korea ******************************************************************Not applicable****************************************************************** 

Mexico   E, A, AU E, A, AU 3,597 3,597 Encrypted VPN over Internet token 
based. Two factor identification with 
OTP 

Netherlands   AU, D, O /1 AU, D, O /1 ?? ?? Encryption Encryption  

NZ   E, A, AU, O /1 E, A, AU, O /1 1,200 1,500 VPN technology, Pass word 
authentication 

Norway   E, A, AU, D E, A, AU, D /1 1,650 1,650 Only laptops with a standardized 
set-up can be used. The hard-disk is 
encrypted. VPN client, calculator 
and PIN code are being used for 
connecting to the corporate system. 
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Country 

Employees have remote access 
to corporate systems for use in 

taxpayers’ dealings—yes () 

Remote access is allowed for the 
functions of: education (E), 

assistance (A), audit (AU), debt 
recovery (D), and other (O)  

Approximate number of staff 
with capability 

Security used for the provision 
of this capability 

2009 2012 2009 2012 2009 2012 2009 2012 

Portugal   E, A, AU, O /1 E, A, AU, O /1 2,000 - Password, Virtual Private Network 

Spain   E, AU E, AU 1,500 - Specific Security Infrastructure 

Sweden /1 ******************************************************************Not applicable****************************************************************** 

Switzerland   AU AU 250 250 Login with user ID and password; all 
Notebooks with Smartcard security. 

Turkey ******************************************************************Not applicable****************************************************************** 

UK /1   E, A, AU, D E, A, AU, D 2,352 (43 have 
mobile access in 

addition) 

- Business approval process.  
Lock down desktop.  
Secure ID tokens. 

USA   E, A, AU, D E, A, AU, D 25,000 - User Id/password, VPN for remote 
access, data encryption, physical 
locks for laptops + guidelines in 
relation to laptop security. 

Non-OECD Countries 

Chile   A A 500 auditors - VPN, User/password 

Singapore /1 ******************************************************************Not applicable****************************************************************** 

Slovenia -  - - - - - 

S. Africa   E, A, AU, D, O E, A, AU, D, O 4,000 50% workforce RAS token encrypted access and 
encryption of SARS laptops to 
protect the data in case of theft. 

 
 
Notes to Table A48 (including additional material provided by members in their responses):  

/1. Canada—Others with remote access are headquarters staff. 

Secure Remote Access (SRA) is a Virtual Private Network (VPN) service that provides 
department end-users with the ability to securely and remotely access department 
intranet services and resources. The SRA service supports dial-up access, Digital 
Subscriber Line (DSL) access, Cable Internet access, and dedicated LAN access from 
other department intranets. Security and data confidentiality is provided through per 
session encryption of the entire IP data stream. Authentication is provided though the 
use of digital, signed certificates. The encryption algorithms inherent in IPSec protocol 
provide the SRA service confidentiality. The cryptographic signing of IP packets—
again in IPSec—provides integrity.  

/1. Netherlands—the Netherlands 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 car owner has any outstanding tax debts. If this is 
the case the - car is halted and the taxpayer is given the opportunity to pay his taxes. In 
case of non-payment the car is seized and will only be returned after the tax debts have 
been paid. 

/1. New Zealand—noted that other functions performed via remote access are system 
fixes and testing, and email. 
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Notes to Table A48 (including additional material provided by members in their responses):  

/1. Finland—noted that they are connecting GSM/PDA to the personal work station 
thus reducing the quantity of equipment needed. 

/1. Norway— planned developments include Project Stop Point – developing macros for 
audit tools to simplify audit tests and Project Help System for Compliance Work– portal 
that supports the auditor in the whole process. 

/1. France—others with remote access are senior management. /1. Portugal—other work functions provided for remotely are 1) main software (central 
application) access, and 2) email access. 

/1. Ireland—staff numbers shown include a number of staff involved in a pilot study 
into teleworking (working from home). 

/1. Singapore—noted that they do provide for remote access capabilities as part of their 
Business Continuity Planning. 

/1. Italy—Remote access functions: legal advice, issue tax regulations, circulars and 
written advice, requests of statement of opinion, management of the internet/intranet 
site. Future plans will include verification of telematic deeds. 

Security: 1) Agency remote workers have to access applications over virtual private 
networks. Users may gain information on file system through remote access instead of 
customer‘s computer. 2) We can limit remote access to one or more file sharing and 
non standard applications. 3) Employees had to use a standardize authentication 
processes.  

4) Home-based teleworkers had different access needs, connectivity options, all under 
extreme security concerns, where privacy and child/family security were of utmost 
importance. The teleworker must have an area designated as work space. 5) The 
workplace must allow workers and partners to access only to specifically authorized 
resources and authenticated users, to connect safely through the Internet to the 
corporate network and access corporate data and applications. 

Current staff number of 142 = 12 teleworking positions, 120 helpdesks with external 
bodies and 10 desks activated as a result of specific events. 

Teleworking - At the end of the trial in 2009 a cumulative evaluation will be 
completed. From 2010 a new program will start involving 50 workers on all national 
territory. In the first phase the focus has been on the legal and technological aspects 
rather than on the work performance of the worker. 

Noted that outsourcing is increasing in order to foster tax control activities in 
disadvantaged areas characterised by a persistent lack of personnel. 

/1. South Africa—By being able to take systems and tools beyond the borders of the 
organisation, SARS noted that they are able to greatly enhance their capabilities when 
interacting with tax payers. SARS also noted that it is their intention is to extend their 
capabilities and software further to the tax payer base by providing tools that will facilitate 
data interchange between taxpayers and SARS. 

/1. Sweden—noted that, due to guidance issued by the Swedish Data Inspection Board on 
the protection of personal data, no remote access to tax systems is provided. 

/1. UK—HMRC are piloting Field Force Officers with remote access, migrating old users 
from PSTN, down-sizing and promoting home working and remote access strategies. Also 
noted that market technologies are always changing. 

Future plans include pilots for wider use around taxes activity, and remote access 
standardisation. 
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Table A49. Revenue body’s mobile workforce 

Country Main problems with capability - 2009 /1 

Ranking of benefits of capability 
(from 1 as highest) 

Improved 
efficiency 

Better 
service  for 
taxpayers 

Improved 
case 

development 

Australia  Offline-synchronisation of data, online-& network coverage. /2 2 1 3 

Austria Support and service. /2 2 1 - 

Belgium Security and performance. /2 1 2 3 

Canada No issues from an IT perspective. 1 2 3 

Czech Rep. ******************************************************************Not applicable****************************************************************** 

Denmark /2 General economic restrictions. If not all staff have remote access, they can‘t perform equally. 
Webcams are not used in the Danish tax administration. 

1 3 2 

Finland Reasonably high costs and disruptions to connections. 1 2 3 

France - 1 2 3 

Germany ******************************************************************Not applicable****************************************************************** 

Ireland Security aspects (have been overcome). Other issues are bandwidth and network coverage. 1 2 3 

Italy Protecting networks and security management. 2 1 2 

Japan ******************************************************************Not applicable****************************************************************** 

Korea ******************************************************************Not applicable****************************************************************** 

Mexico Software configuration, forgotten passwords, Internet access. /1 3 1 2 

Netherlands Balancing a sufficient level of security with usability for staff. 1 3 2 

NZ Speed of connection and documentation. 2 1 2 

Norway Providing a stable, secure connection. 1 3 2 

Portugal /2 Access delays, no access to personal documents on the office servers (expect to solve by 2012) 1 4 2 

Spain - - - - 

Sweden ******************************************************************Not applicable****************************************************************** 

Switzerland No particular problems experienced.  1 2 3 

Turkey ******************************************************************Not applicable****************************************************************** 

UK Individual processes work well and continuous improvement processes in place.  1 2 3 

USA /2 Lost/stolen equipment. 1 1 1 

Non-OECD Countries 

Chile Connectivity with the data centre and portability. 1 2 2 

Singapore ******************************************************************Not applicable****************************************************************** 

Slovenia n/a - /2 - /2 - /2 
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Country Main problems with capability - 2009 /1 

Ranking of benefits of capability 
(from 1 as highest) 

Improved 
efficiency 

Better 
service  for 
taxpayers 

Improved 
case 

development 

S. Africa Ensuring security & preventing theft of data. 1 1 2 

 
 
Notes to Table A49 (including additional material provided by members in their responses):  

/1. Most countries did not indicate any expected future problems in relation to mobile 
capability, so individual responses are not shown in the table above. Where countries 
did provide information in relation to this area, it is noted below. 

/2. Mexico—noted that, of the current problems experienced with provision/use of 
mobile capability, they expected the problem of forgotten passwords to persist into the 
future. 

/2. Australia—noted that the problems currently experienced in the provision and 
use of mobile capability weren‘t expected to change in the next three years. 

/2. Portugal—rankings included ―other‖ benefits rated as 3rd. 

/2. Austria—noted that the problems currently experienced in the provision and use 
of mobile capability weren‘t expected to change in the next three years. 

/2. Slovenia—whilst not currently offering remote access for staff, they noted that 
expected benefits for planned implementation were (1) improved efficiency of mobile 
staff, and (2) improved taxpayer service & improved case/issue development. 

/2. Belgium—noted that the problems currently experienced in the provision and use 
of mobile capability weren‘t expected to change in the next three years. 

/2. USA—Enterprise Remote Access Project (ERAP) is designed to provide business 
operating divisions and other IRS enterprise customers: 

 Increased audit coverage and efficiency 

 Ability to review more current data from IRS databases 

 Decreased cycle time (time to resolve a case or issue). 

/2. Denmark—Noted that future vision for mobile capability is creation of ―The 
Virtual Office‖, including webcam, messenger, videoconferences etc. 
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Annex 1: Copy of survey form 

 
2009 Survey of Revenue Bodies 

Use of and Plans for E-services for Taxpayers 
 
About this survey 
 
The OECD‘s Taxpayer Services Subgroup focuses on improving tax compliance and taxpayer services by 
helping revenue bodies to increase the efficiency, effectiveness and fairness of tax administration, and to 
reduce compliance burdens. To achieve this outcome, it also acknowledges the importance of undertaking 
comparative analyses, identifying and promoting good practice and developing innovative approaches to key 
tax administration issues. The Sub-group has a mandate to, among other things;  
 

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

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

 
This survey, prepared with the assistance of participating member revenue bodies and the Secretariat, seeks 
information from members on their current and future approaches to e-services delivery for tax programs. 

 
Instructions and guidance for completion of survey form 
 
This survey is intended to gather information on existing and expected future e-service delivery arrangements 
of member revenue bodies for tax programs. From an expected future perspective, the survey seeks a realistic 
assessment of where each revenue body expects to be placed for specified services in 3 years time, taking 
account of current plans and experts‘ judgments of anticipated progress. Before completing this survey please 
read the following documents: 1) Terms of Reference; and 2) Framework. 
 
Please also note the following: 

1. The survey only relates to tax programs administered by revenue bodies. 
2. Given the broad range of issues to be surveyed, please initiate preparations for your responses as soon 

as possible after receipt of the survey. 
3. Answer all questions as accurately as possible in the space provided. 
4. Provide as much information as is required to explain your responses. 
5. Responses are required as son as is practicable but no later than 3 July 2009. 
6. The information collected will only be used to report the trends and practices observed and detailed of 

members existing and expected service delivery. 
7. All participating revenue bodies will have an opportunity to review report tabulations and their 

analysis before publication. 
 
The survey is divided into the following components: 

 Part 1 – Member identification 

 Part 2 – Survey content 

 Part 3 – Glossary (that provides definitions of terms, and assistance with certain questions) 
 
Your cooperation in completing this survey will greatly contribute to building an accurate picture of current 
and anticipated electronic service delivery arrangements of member revenue bodies. If you require any further 
assistance please contact richard.highfield@oecd.org. 
 
Part 1 - Member identification 

Country  

Name of official(s) that can be contacted 
regarding this survey form 

1)  

2)  

Email addresses of official(s) that can be 
contacted regarding this survey form 

1)  

2)  

 

mailto:richard.highfield@oecd.org
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Part 2 – Survey content 
 
Please note: Acronyms and certain terms used in the survey questionnaire (highlighted by the use of 
hyperlinks) are defined in the glossary provided in Part 3. 
 

1 Organisational-wide plan/ strategy for provision of e-services to taxpayers 
 

Issues of interest Response 

1.1 Does your revenue body have an organisational-wide 
strategy or plan for the provision of e-services to taxpayers? 
(NB: This may be described as a channel strategy/ online 
strategy/ e-services development plan.) 

 

 Yes 

 No (please go to Q1.10) 

 

1.2 Please indicate whether it is a stand alone strategy /plan 
or is incorporated into a broader revenue body plan. 

 Standalone e-services strategy/plan 

 Part of broader revenue body plan 

 Other (please specify) 

 

1.3 Is this strategy/ plan publicly available?  If ‗yes‘, please 
either provide a copy of it or insert a link to it.  If it is not on 
the website but is available to share please insert the 
document file. 

 Yes 

 No 

 

1.4 How was the strategy/ plan developed?  For example – 
how were the priority areas decided upon? Was the strategy 
/plan developed in collaboration with people outside your 
organisation (clients, tax professions, business 
representatives, etc)? If so, give a brief description. 

 

1.5 Please describe the priority areas for attention, as reflected 
in the e-services strategy/ plan, for the coming three years. 

 

 

1.6 Please rank from 1 (highest) to 5 (lowest) in terms of 
importance, the outcomes expected from your e-services 
strategy/ plan/ approach: 

 

 Improve compliance  

 Improve revenue collections  

 Reduce taxpayers‘ compliance burden - make it easier to 
comply  

 

 Improved responsiveness of services to taxpayers  

 Improve revenue body‘s efficiency  

1.7 Please describe any specific targets that have been set and 
are reflected in your strategy/ plan. Please provide details of 
any quantified targets that are included in the plan. 

 

1.8 Does your revenue body report on progress against the 
strategy/ plan – How often? In what way (e.g. public 
reports)? 

 Yes 

 No 

 

1.9 How often is the strategy/ plan reviewed/updated?  

1.10 If your revenue body can provide a case study example of 
an innovative and highly successful e-services product or 
initiative, please complete Section 18. 

 

1.11 Please describe any other developments implemented or 
planned by your agency relevant to this specific topic not 
covered in your answers above. 

 

Comments/additional information (concerning any of the 
above questions):  Please provide detailed information to 
clarify, support, explain your response, including the 
technical elements of your response (noting the questions 
you are providing further information for). 
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2) Measuring/evaluating the success/progress achieved with your e-services strategy/ plan/ 
approach 
 

Issues of interest Response 

2.1 Please indicate (yes/no) if the following metrics are used 
to measure progress towards the outcomes expected and, if 
possible, provide details of/link to the most recent evaluation 
measures or relevant published references.  

 

 Timeliness of specific services provided to taxpayers   Yes 

 No 

 

 Quality of services delivered (as established via survey)  Yes 

 No 

 

 Client satisfaction (as established via survey)  Yes 

 No 

 

 Trend in % take-up  rate for specific services  Yes 

 No 

 

 Revenue body administrative costs reductions  Yes 

 No 

 

 Reductions in clients administrative burden (e.g. as 
measured by the Standard Costs Model or similar tool) 

 Yes 

 No 

 

 Return on investment  Yes 

 No 

 

 Other (please specify)  

 

2.2 Please describe any other developments implemented or 
planned by your agency relevant to this specific topic not 
covered in your answers above. 

 

Comments/additional information (concerning any of the 
above questions):  Please provide detailed information to 
clarify, support, explain your response, including the 
technical elements of your response (noting the questions 
you are providing further information for). 

 

 

 

3) Provision of tax system information via the Internet 
 

 
Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

3.1 How is your website structured at the 
highest level? 

a) by client type (individual, business, tax 
professionals, etc) 

b) by function (registration, return filing, 
payment, etc) 

c) by location/province 

d) other – please describe 

  

3.2 Is general (non-personalised) tax 
administration data/ information available on 
broader whole-of-government websites? 

 Yes 

 No 

 Yes 

 No 
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Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

3.3 If you answered ‗yes‘ to 3.2 (re your 
current situation), please indicate whether 
this data/information is stored on the other 
whole-of-government website/s or if there are 
links provided to your revenue body‘s website. 

  

3.4 Do you provide cross-channel links to 
other service channels (e.g., to a call centre 
where agents are able to track where clients 
are on the site and assist them to find the 
information they need)? 

 Yes 

 No 

 Yes 

 No 

3.5 Are the transactions portions of your 
website separated from the information 
portions by different security levels? If ‗yes‘, 
please briefly describe the security 
requirements. 

 Yes  

 No 

 

 

 

3.6 Are the information/ content categories 
set out below provided in/accessible from 
your website:  

  

 General information (e.g. guides and 
forms) 

 Yes 

 No 

 Yes 

 No 

 Specific advice and tools (e.g. calculators)  Yes 

 No 

 Yes 

 No 

 Taxpayers‘ transactions (e.g. return 
filing) 

 Yes 

 No 

 Yes 

 No 

 Taxpayers‘ account/ record information  Yes 

 No 

 Yes 

 No 

 Legislation (i.e. provisions of tax law)  Yes 

 No 

 Yes 

 No 

 Corporate information about revenue 
body 

 Yes 

 No 

 Yes 

 No 

3.7 Does your website use a content 
management system (CMS)? (If no, and you 
have no plans to implement a CMS within the 
next 3 years, please go to Q 3.12) 

 Yes 

 No 

 

 Yes 

 No 

 

3.8 What is the main objective of your content 
management system? 

 Web content management 

 Mobile phone content mgt 

 Publications content mgt 

 Enterprise content mgt 

 Other (please specify) 

 

 Web content management 

 Mobile phone content mgt 

 Publications content mgt 

 Enterprise content mgt 

 Other (please specify) 

 

3.9 If your content management system is 
used to manage Web content, does your 
system generate static or dynamic pages? 

 Static pages 

 Dynamic pages 

 Both 

 

 Static pages 

 Dynamic pages 

 Both 

 

3.10 Who are the main users of your content 
management system? 

 Content authors 

 Web administrators 

 Information technology staff 

 Other (please specify) 

 

 Content authors 

 Web administrators 

 Information technology staff 

 Other (please specify) 

 

3.11 How do you use your content 
management system? 

 As an authoring tool 

 As a publishing tool 

 As a work management tool 

 Other (please specify) 

 

 As an authoring tool 

 As a publishing tool 

 As a work management tool 

 Other (please specify) 
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Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

3.12 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions):  
Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 

 

 
4) Electronic filing of returns and tax payments 
 

 

Key work categories 

 

Please indicate the take up rate (in 
% terms) achieved for e-services 
described for the 2008 fiscal year 

Please indicate any specific targets 
that have been formally set for 
2009 and/or subsequent years 

4.1 Electronic filing to the revenue body (from 
all sources) of: 

  

1) PIT returns   

2) CIT returns   

3) VAT returns   

4) Employer Information returns   

4.2 Electronic filing to the revenue body by 
taxpayers or tax professionals of: 

  

1) PIT returns   

2) CIT returns   

3) VAT returns   

4) Employer Information returns   

4.3 Electronic filing to the revenue body by 3rd 
party data capture agents (e.g. banks) of:  

  

1) PIT returns   

2) CIT returns   

3) VAT returns   

4) Employer Information returns   

4.4 All  electronic payments received by the 
revenue body 

  

4.5 Payments received via each the methods 
listed below (please provide estimates if you 
do not have access to precise data): 

  

 Cheque/money order   

 Direct Debit/Direct Credit (EFT, 
BPAY®) 

  

 Credit card   

 Third party (e.g. Billpay, EFTPOS – via 
banks, post offices, etc)) 

  

 Others (please specify)   

4.6 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23ElectronicFiling%23ElectronicFiling
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23CIT%23CIT
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23VAT%23VAT
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23EmployerInformationReturns%23EmployerInformationReturns
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23ElectronicFiling%23ElectronicFiling
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23PIT%23PIT
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23CIT%23CIT
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23VAT%23VAT
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23EmployerInformationReturns%23EmployerInformationReturns
file:///C:/WINNT/Temp/illustraitve%20survey%20question.2Apr%20(v2-MP%20Updates).doc%23ElectronicPayment%23ElectronicPayment
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Key work categories 

 

Please indicate the take up rate (in 
% terms) achieved for e-services 
described for the 2008 fiscal year 

Please indicate any specific targets 
that have been formally set for 
2009 and/or subsequent years 

Comments/additional information 
(concerning any of the above questions):  
Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 

 

 

5) Pre-filling of tax returns 
 
 

Issues of interest 
 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

5.1 Does you revenue body offer ‗pre-filling‘ 
type services electronically (i.e. via the 
Internet) to assist taxpayers meet return filing 
requirements for the following main return 
types?  If so, please indicate percentage of 
returns that were provided and/or completed 
in this way for the latest year available: 

  

 PIT  Yes 

 No 

    % pre-filled  Yes 

 No 

 CIT  Yes 

 No 

    % pre-filled  Yes 

 No 

 VAT  Yes 

 No 

    % pre-filled  Yes 

 No 

 Employer information returns  Yes 

 No 

    % pre-filled  Yes 

 No 

 Others (please specify) 
 

     % pre-filled  

5.2 Does your revenue body offer/ provide 
pre-filled tax returns in paper format for 
review and completion by taxpayers? If so, 
please indicate percentage of returns that 
were provided and/or completed in this way 
for the latest year available. 

 

   

 PIT 
 

 Yes 

 No 

    % pre-filled  Yes 

 No 

 CIT 
 

 Yes 

 No 

    % pre-filled  Yes 

 No 

 VAT 
 

 Yes 

 No 

    % pre-filled  Yes 

 No 

 Employer information returns 
 

 Yes 

 No 

    % pre-filled  Yes 

 No 

 Others (please specify) 
 

     % pre-filled  

5.3 If you answered ‗yes‘ to 5.1 or 5.2 re your 
current situation, please indicate the type of 
data that is pre-filled for each of the listed 
return types.  For example, identity data 
(name and address), previous tax return data 
(income, tax paid, deductions claimed), 3rd 
party data (bank interest, share dividends, 
national health system/private health 
insurance claim amounts), other data 

  

 PIT 
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Issues of interest 

 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

 CIT 
 

  

 VAT 
 

  

 Employer information returns 
 

  

 Others (please specify) 
 

  

5.4 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions): 

Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 

 

 
6) Strategies for promoting the take-up of e-services (Where a stated strategy does not or will not apply 
to your revenue body, please indicate by entering ―N/A‖.) 
 

 

Nature of strategy available 

6.1 For the strategies indicated and 
used today by your revenue body 
(including any other strategies you 
add to the list), please rank from 
highest (starting at 1) to lowest in 
terms of importance to your revenue 
body achieving increased take up. 

6.2 Please indicate which 
strategies are expected to be 
given more emphasis (M), more 
or less the same emphasis (S), or 
less emphasis (L) over the 
coming 3 years to promote take 
up. 

 Promotional (e.g. advertising, direct mail, 
use of third parties) 

  

 Incentives— administrative (e.g. extended 
time to file or pay,  quicker refunds) 

  

 Incentives—financial (e.g. free software, 
monetary compensation) 

  

 Mandated requirement for specific 
taxpayers 

  

 Others (please specify) 

 

  

6.3 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions) 

Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 
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7) Use of mandated requirements for e-services 
 

 
Type of information that may be 
mandated for electronic filing/ 

reporting 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

7.1 Please indicate (yes/no) whether each of 
these information return types is subject to 
mandatory electronic reporting/ filing 
requirements. (If thresholds are applicable, 
please describe): 
 

  

PIT returns  Yes 

 No 

 

 Yes 

 No 

 

CIT returns  Yes 

 No 

 

 Yes 

 No 

 

VAT returns  Yes 

 No 

 

 Yes 

 No 

 

Employer information returns  Yes 

 No 

 

 Yes 

 No 

 

Other third party information returns  Yes 

 No 

 

 Yes 

 No 

 

Others (please specify) 
 

 Yes 

 No 

 

 Yes 

 No 

 

7.2 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions) 

Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 

 

 
8) Current on-line services (access to specific taxpayer information) 
 
Using the capability codes described below, please indicate any/all of the on-line capabilities you provide for each of the 
functions listed in the table below. 
 
For example, if a company can register using a form printed from your website (OFP) or by an on-line form transaction 
(OFT) or using a real-time online transaction (RTA) then you would enter all of these codes under the CIT heading for the 
―Register online‖ function. 
 

Capability Description 
   Code 

OFP On-line Form Print = on-line form which needs to be printed and submitted on paper. 
OFT On-line Form Transaction = fillable form (including structured web-based messaging), with validation 

edits, which can be submitted on-line (one-way data transmission). 
RTA Real Time Access/Transaction = access to data/transaction provided in real-time with immediate 

validation and confirmation of transactions (two-way data transmission) – usually provided within 
portal-type environment or via specifically developed e-services. 

PHN Phone = services available by phone using keypad or Interactive Voice Recognition (IVR).  Do not 
include person-to-person call centre services. 

OTH Other (please describe). 
N/A Not applicable - functionality not provided. 
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Business 
Process 

 

Specific functionality for 
taxpayers or their 

representatives 

8.1 Please indicate the 
capabilities that are provided 
today for the taxes indicated.  

8.2 Please indicate the 
capabilities that don‘t exist today 
but that are expected to be 
provided within 3 years for each 
tax. 

PIT CIT VAT EIR PIT CIT VAT EIR 

Registration Register online         

Access registration details         

Update registration details         

Update obligation details         

Accounting Access account balances         

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

        

Request account statement         

Request refund or transfer to 
another account 

        

Return filing Prepare & file         

Receive return filing 
confirmation/receipt 

        

Access previous returns filed         

Revise previous return filed         

Request extension of time to file          

Payments Make payment online         

Record direct debit arrangement         

Record payment arrangement          

Enquiries/ 
messages 

Submit inquiries on specific topics         

Access responses to inquiries         

Access progress/ status of inquiries         

Record objection/ request for 
ruling 

        

8.3 Please describe any other developments 
implemented or planned by your agency relevant to 
this specific topic not covered in your answers above. 

 

Comments/additional information (concerning any 
of the above questions):  Please provide detailed 
information to clarify, support, explain your 
response, including the technical elements of your 
response (noting the questions you are 
providing further information for). 

 

 

 
9) Phone services 
 
1) Use of call centre operations 

Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

9.1 Please indicate the number of call 
centre sites in use today within the 
revenue body. 

  

9.2 Do you provide one contact phone 
number for all incoming calls or have 
multiple numbers for different types of 
calls (e.g. different contact number for 
each tax type)? 

 One number 

 Multiple numbers 

 One number 

 Multiple numbers 

9.3 Please describe the highest level 
menu for your primary phone contact 
service. 
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Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

9.4 Please indicate the approximate 
number of staff (FTEs) expected to be 
devoted to call centre operations in this 
current fiscal year. 

  

9.5 Please indicate the volume of calls 
handled by your call centres in the last 
completed fiscal year. 

If possible, please break-down call 
volumes by number of callers, calls 
received, calls answered, calls 
abandoned. 

  

9.6 Please indicate the trend (i.e. +/- 
%) of call centre phone volumes over 
the last 3 years. 

  

9.7 Please identify any known specific 
factors that have contributed to the 
trends observed for call volumes. 

  

9.8 Please indicate the trend (i.e. +/- 
%) of call centre phone call duration 
over the last 3 years). 

  

9.9 Please identify any factors that 
have impacted the trends observed for 
call duration (e.g. more online inquiry 
capability may reduce the incidence of 
simpler calls thereby increasing 
average call times). 

  

9.10 Please identify any specific 
initiatives/ events that are expected to 
increase call centre demand in next 3 
years  

 

9.11 Please identify any specific 
initiatives that are expected to reduce 
call centre demand over the next 3 
years. 

 

9.12 Do you use call centres for 
outbound calls? If so, please indicate 
nature of calls (e.g. debt recovery, 
exception processing, etc) and their 
overall significance in call volumes. 

 Yes 

 No 

 Yes 

 No 

9.13 Does your revenue body deploy 
the following types of technology for its 
call centre operations: 

  

 interactive voice response  Yes 

 No 

 Yes 

 No 

 voice recording messages  Yes 

 No 

 Yes 

 No 

 computer telephony 
integration/ automatic call 
delivery  

 Yes 

 No 

 Yes 

 No 

 knowledge tools  Yes 

 No 

 Yes 

 No 

 call recording capabilities  Yes 

 No 

 Yes 

 No 

 others (please specify)   
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Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

9.14 Please describe any other 
developments implemented or planned 
by your agency relevant to this specific 
topic not covered in your answers 
above. 

 

Comments/additional information 
(concerning any of the above 
questions):  Please provide detailed 
information to clarify, support, explain 
your response, including the technical 
elements of your response (noting 
the questions you are providing 
further information for). 

 

 
2) Use of taxpayers‘ mobile phones 

Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the situation 
in 3 years time 

9.15 Describe any services specifically 
developed for delivery to taxpayers via 
their mobile phones. 

  

9.16 Indicate (approx.) the number of 
taxpayers impacted by these services. 

  

9.17 Describe any specific strategies 
being used to promote the use of such 
services. 

  

9.18 Describe any particular problems/ 
issues arising with the provision of 
such services. 

  

9.19 Please describe any other 
developments implemented or planned 
by your agency relevant to this specific 
topic not covered in your answers 
above. 

 

Comments/additional information 
(concerning any of the above 
questions):  Please provide detailed 
information to clarify, support, explain 
your response, including the technical 
elements of your response (noting 
the questions you are providing 
further information for). 

 

 
10) Use of email 
 

Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the situation 
in 3 years time 

10.1 Do you use email as an online 
service channel? 

Secure email Non-secure email Secure email Non-secure email 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

10.2 Is email used for: Secure email Non-secure email Secure email Non-secure email 

 general tax enquiries  Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 seeking rulings on technical 
issues 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 
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Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the situation 
in 3 years time 

 filing (e.g. return attached to 
email) 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 updating registration 
information 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 requests for/provision of 
information 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 Yes 

 No 

 other purposes (please specify)     

10.3 Describe the arrangements in 
place, if any, to secure email messages 
(e.g. TLS/SSL/SSH, asymmetric key 
encryption (e.g. S/MIME, PGP), 
escrow encryption), including methods 
used to: 

  

 authenticate the client 

 

  

 ensure security of sensitive 
client data 

 

  

 enable non-repudiation 

 

  

10.4 Is the email address provided to 
taxpayers: 

  

 a generic email address  Yes 

 No 

 Yes 

 No 

 an Individual staff address  Yes 

 No 

 Yes 

 No 

 other (please specify)   

10.5 Please describe your records 
management arrangements for email, 
including how emails are: 

 recorded/kept and filed against 
a taxpayer‘s record, and 

 whether they can be 
retrieved/viewed by staff. 

  

10.6 Please describe any other 
developments implemented or planned 
by your agency relevant to this specific 
topic not covered in your answers 
above. 

  

Comments/additional information 
(concerning any of the above 
questions):  Please provide detailed 
information to clarify, support, explain 
your response, including the technical 
elements of your response (noting 
the questions you are providing 
further information for.) 
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11) Revenue body walk-in inquiry centres 

 

 

Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the situation 
in 3 years time 

11.1 Please describe the nature of e-
services provided for taxpayers at 
walk-in inquiry centres 

 No e-services provided 

 Kiosks 

 Dedicated phone lines 

 Other (please specify) 

 No e-services provided 

 Kiosks 

 Dedicated phone lines 

 Other (please specify) 

11.2 Do you provide tax payment 
services at walk-in inquiry centres? If 
‗yes‘, please describe the nature of the 
payment service offered (e.g. cash/ 
cheque receipt, on-line facility) in the 
comments section. 

 Yes 

 No 

 Yes 

 No 

11.3 Do your walk-in centres actively 
promote/educate taxpayers in the use 
of e-services to promote future self-
service? 

 Yes 

 No 

 Yes 

 No 

11.4 Is your revenue body reducing its 
network of walk-in inquiry centres? 

If ‗yes‘, please provide an indication of 
the extent of the planned reduction 
and the drivers for the reduction. 

 Yes 

 No 

 

 

 Yes 

 No 

 

 

11.5 Please describe any other 
developments implemented or planned 
by your agency relevant to this specific 
topic not covered in your answers 
above. 

 

Comments/additional information 
(concerning any of the above 
questions):  Please provide detailed 
information to clarify, support, explain 
your response, including the technical 
elements of your response (noting 
the questions you are providing 
further information for). 

 

 
12) Security of e-services 
 

 
 

Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

General 

12.1 Please describe the overarching 
security framework for delivery of your 
e-services.  For example, do you 
complete/maintain a Threat Risk 
Assessment for each e-service 
developed? 

  

Authentication 

12.2. Please describe the main 
authentication methods being used or 
new mechanisms being evaluated for 
taxpayer e-services delivery for the 
following client types: 

  

 Individual citizens   

 Business   

 Tax Professionals/bookkeepers   
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Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

 Other intermediaries   

 Others (please specify)   

12.3 If you provide authentication 
methods based on product type (in 
addition to, or instead of, client type), 
please provide details. 

  

Authorisation 

12.4 Please describe the main methods 
used, once authenticated, to control 
user access to information/ functions/ 
transactions. 

  

12.5 Please describe any other 
developments implemented or planned 
by your agency relevant to this specific 
topic not covered in your answers 
above. 

 

Comments/additional information 
(concerning any of the above 
questions):  Please provide detailed 
information to clarify, support, explain 
your response, including the technical 
elements of your response (noting 
the questions you are providing 
further information for). 

 

 
13) Whole of government service delivery approaches (incl. use of single government portal) 
 
1) Business and citizen registration (including their numbering) 

Issues of interest Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

13.1. Does your government administer a single 
system for registering businesses for their 
dealings (incl. access to e-services) with 
government agencies?  

 Yes 

 No 

 

 Yes 

 No 

 

13.2. If you answered ‗yes‘ to 13.1 (for either the 
current or future situation), which government 
agency has/will have responsibility for its 
administration? 

  

13.3. Does your revenue body use the ‗whole of 
government‘ business ID number as its primary 
taxpayer identifier? 

 Yes 

 No 

 

 Yes 

 No 

 

13.4. Does your government administer a single 
system for registering individual citizens for 
their dealings (incl. access to e-services) with 
government agencies?  

 Yes 

 No 

 

 Yes 

 No 

 

13.5. If you answered ‗yes‘ to 13.4 (for either the 
current or future situation), which government 
agency has/will have responsibility for its 
administration? 

  

13.6. Does your revenue body use the citizen ID 
number as its primary taxpayer identifier? 

 Yes 

 No 

 

 Yes 

 No 
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Issues of interest Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

13.7 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 

 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 

 

 
2) Single portal for government e-services 

Issues of interest Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

13.8. Is there a single government portal for 
access to government e-services? 

 Yes 

 No 

 

 Yes 

 No 

 

13.9. If you answered ‗yes‘ to 13.8 (for either the 
current or future situation), please describe the 
arrangements in place or planned 

  

13.10 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 

 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 

 

 

3) Standard business reporting (SBR) 

 
Issues of interest 

Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

13.11 Is your Government implementing 
Standard Business Reporting? 

 Yes 

 No 

 Yes 

 No 

13.12 If you answered ‗yes‘ to 13.11, please 
indicate: 
 

  

 who (which agency/area) has overall 
accountability for delivery of your SBR 
programme 

  

 the Government agencies involved in your 
SBR programme 

  

 any other countries involved in your 
programme 

  

 major milestones and progress achieved to-
date 

  

13.13 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 
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Issues of interest 

Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 

 

 
4) Use of government shopfronts and other community facilities 

Issues of interest Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

13.12 Are any revenue body services delivered 
through multi-agency government shopfronts or 
other community facilities (e.g. public 
libraries)?  

 Yes 

 No 

 Yes 

 No 

13.13 If you answered ‗yes‘ to 13.12, please 
describe the nature of general services offered to 
taxpayers. 

  

13.14 If you answered ‗yes‘ to 13.12, please 
describe the nature of any e-services provided 
via such outlets. 

  

13.15 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 

 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 

 

 
5) Data collection and sharing 

Issues of interest Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

13.16 Does your government collect data for 
common sharing in services across different 
parts of the public administration? 

 Yes 

 No 

 Yes 

 No 

13.17 If you answered ‗yes‘ to 13.16, please 
provide details of the type of data that is 
shared and the range of government bodies 
involved. 

  

13.18 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions):  
Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 
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14) Bulk data transfer ( Note – if your revenue body does not receive bulk data electronically from external bodies 
or send bulk data to external non-government bodies, please proceed to the Section 15.) 

 
1) Bulk electronic data received by your revenue body from external bodies (e.g. payroll providers, tax 
professionals, other government agencies) 

 
Issues of interest 

Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

14.1 Is the data received related to:   

 filing – PIT  Yes 

 No 

 Yes 

 No 

 filing – CIT  Yes 

 No 

 Yes 

 No 

 filing – VAT/GST  Yes 

 No 

 Yes 

 No 

 filing – employer information returns  Yes 

 No 

 Yes 

 No 

 registration applications/updates  Yes 

 No 

 Yes 

 No 

 data matching  Yes 

 No 

 Yes 

 No 

 tax payments  Yes 

 No 

 Yes 

 No 

 other (please specify)  Yes 

 No 

 Yes 

 No 

14.2 Please describe the technology (disk, 
magnetic tape, virtual private network, etc) 
used to transmit the data. 

  

14.3 Please describe the methods used to 
secure the data (e.g. TLS/SSL/SSH protocols, 
encryption, etc). 

  

14.4 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions):  
Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 

 

 
2) Bulk electronic data transferred from your revenue body to non-government bodies (e.g. private 
companies, tax professionals) 

 
Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

14.5 Please describe the purpose for which the 
data is provided. 

  

14.6 Is the data:   

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

 Yes 

 No 

 Yes 

 No 

 income/benefits data  Yes 

 No 

 Yes 

 No 

 employment data  Yes 

 No 

 Yes 

 No 
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Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

 other taxpayer related data (e.g. 
business) 

 Yes 

 No 

 Yes 

 No 

 other (please specify)  

 
 

14.7 Please describe the technology (disk, 
magnetic tape, virtual private network, etc) 
used to transmit the data. 

  

14.8 Please describe the methods used to 
secure the data (e.g. TLS/SSL/SSH protocols, 
encryption). 

  

14.9 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in 
your answers above. 

 

Comments/additional information 
(concerning any of the above questions):  
Please provide detailed information to clarify, 
support, explain your response, including the 
technical elements of your response (noting 
the questions you are providing further 
information for). 

 

 
15) Preference Management/Personalisation 
 

 
Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

Preference Management 

15.1 Is preference management incorporated in 
delivery of your e-services? 

 Yes 

 No 

 Yes 

 No 

15.2 If you answered ‗yes‘ to 15.1, please indicate 
whether you provide the following preference 
options: 

  

 delivery point (defines who receives the 
correspondence/form/payment – client, 
tax representative, etc) 

 Yes 

 No 

 Yes 

 No 

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

 Yes 

 No 

 Yes 

 No 

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

 Yes 

 No 

 Yes 

 No 

 accessibility (e.g. modified for visually 
impaired) 

 Yes 

 No 

 Yes 

 No 

 other (please specify)   

15.3 Do you provide these preference options at:   

 client level (e.g. individual, company)  Yes 

 No 

 Yes 

 No 

 tax type level (e.g. VAT, PIT, CIT)  Yes 

 No 

 Yes 

 No 

 product level (e.g. forms, reminders, 
educational material) 

 Yes 

 No 

 Yes 

 No 

 other (please specify)  
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Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

15.4 Please provide any additional information 
or documents that describe your preference 
management approach. 

 

Personalisation (please note that questions relating to pre-filling, pre-population are dealt with 
separately under Section 5) 

15.5 Do you provide personalisation of your 
website/portal based on previous user activity 
(i.e. adaptive website/portal content)? 

 Yes 

 No 

 Yes 

 No 

15.6 If you answered ‗yes‘ to 15.5, please provide 
a brief overview of your process/approach. 

  

15.7 Do you enable users to manually 
personalise their view of your website/portal? 

 Yes 

 No 

 Yes 

 No 

15.8 If you answered ‗yes‘ to 15.7, please indicate 
below the type of personalisation options 
provided: 

  

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

 Yes 

 No 

 Yes 

 No 

 create/update list of links of ―favourites‖  Yes 

 No 

 Yes 

 No 

 select specific categories on which to 
receive updates (e.g. all VAT-related 
information) 

 Yes 

 No 

 Yes 

 No 

 modify language  Yes 

 No 

 Yes 

 No 

 modify display options (e.g. font size, 
colours) 

 Yes 

 No 

 Yes 

 No 

 other (please specify)   

15.9 Do you personalise your online 
forms/returns to only include questions/fields 
relevant to the citizen/business? 

 Yes 

 No 

 Yes 

 No 

15.10 If you answered ‗yes‘ to 15.9, is this 
personalisation based on: 

  

 tax obligations for which client is 
registered 

 Yes 

 No 

 Yes 

 No 

 client size (e.g. small, medium, large)  Yes 

 No 

 Yes 

 No 

 accessibility considerations (older 
people, visually impaired, etc) 

 Yes 

 No 

 Yes 

 No 

 compliance history  Yes 

 No 

 Yes 

 No 

 other (please specify)   

15.11 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 

 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 
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16) Provision of access to citizen data by non-government third parties 
 

 
Issues of interest 

Please provide your answer in 
the context of your current 
situation 

Please provide your answer in the 
context of what your revenue body 
realistically expects to be the 
situation in 3 years time 

16.1 Does your jurisdiction support non-
government third party access to citizen data 
held by your revenue body? 

 Yes 

 No (please go to Q 16.8) 

 Yes 

 No 

16.2. If you answered ‗yes‘ to 16.1, please specify 
which of the following types of third parties can 
be granted access to the citizen data: 

  

 tax professionals (representing a citizen 
or business for tax purposes) 

 Yes 

 No 

 Yes 

 No 

 other appointed representatives (e.g. 
power of attorney, ‗act on behalf of‘ 
arrangements) 

 Yes 

 No 

 Yes 

 No 

 private companies (e.g. financial 
institutions) 

 Yes 

 No 

 Yes 

 No 

 other (please specify)   

16.3 Please indicate which of the following 
methods can be used by third parties to access 
the citizen data:  

  

 Portal  Yes 

 No 

 Yes 

 No 

 Web services  Yes 

 No 

 Yes 

 No 

 IVR  Yes 

 No 

 Yes 

 No 

 Indirect access – letters, e-mail, person-
to-person phone call, etc 

 Yes 

 No 

 Yes 

 No 

 Others (please specify)   

16.4 Can all kinds of taxpayers (both individuals 
and companies) allow third parties to have 
access to their data or services? 

 Yes 

 No 

 Yes 

 No 

16.5 Do you provide personalisation for the 
third party access? 

 Yes 

 No 

 Yes 

 No 

16.6 Is it possible for the taxpayer to grant 
access to their data or services to more than one 
third party? 

 Yes 

 No 
 Yes 

 No 

16.7 Can the taxpayer allow different third 
parties to have access to different parts of their 
data or services? 

 Yes 

 No 
 Yes 

 No 

16.8 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 

 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 
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17) Revenue body’s mobile workforce 

 

 

Issues of interest 

Please provide your answer in the 
context of your current situation 

Please provide your answer in 
the context of what your revenue 
body realistically expects to be 
the situation in 3 years time 

17.1. Do any of your employees have remote 
access to your corporate systems for use in their 
dealings with taxpayers? (If no, and you have no 
plans to introduce remote access within the next 
3 years, please go to Section 4) 

 Yes 

 No 

 Yes 

 No 

17.2. If remote access is allowed, please indicate 
the type of work function(s) that are supported 
by remote access. 

 Taxpayer education 

 Taxpayer assistance 

 Audit 

 Debt recovery 

 Other (please specify) 

 Taxpayer education 

 Taxpayer assistance 

 Audit 

 Debt recovery 

 Other (please specify) 

17.3. Indicate the approximate number of staff 
with remote access capabilities. 

  

17.4. Indicate the main problems experienced 
with the provision of this capability. 

  

17.5. Indicate the security used surrounding the 
provision of this capability. 

  

17.6. Indicate (rank 1 (high) to 4 (very low)) the 
benefits obtained from providing remote access: 

  

 improved efficiency of mobile staff   

 improved service to taxpayers   

 improved case/issue development   

 other (please specify)   

17.7 Please describe any other developments 
implemented or planned by your agency 
relevant to this specific topic not covered in your 
answers above. 

 

Comments/additional information (concerning 
any of the above questions):  Please provide 
detailed information to clarify, support, explain 
your response, including the technical elements 
of your response (noting the questions you 
are providing further information for). 

 

 
18) Case study example of innovative and highly successful e-services product or initiative 
 
Taxpayer Service Sub-group members would welcome a brief description of any innovative or highly 
successful initiative using technology that has been implemented by your revenue body to improve the 
delivery of services to taxpayers. 
 

Name of product/ initiative and 
timing of its implementation 

 

 

Description  

Which segment of taxpayers has 
benefited most significantly? 

 

How has this product assisted 
taxpayers? 

 

 

Qualitative or quantitative 
factors that validate its success 

 

 

 
Please send your response to richard.highfield@oecd.org, jade.baker@oecd.org, and 
michelle.patey@ato.gov.au. 

************************************ Thank you for your assistance ******************************* 

mailto:richard.highfield@oecd.org
mailto:jade.baker@oecd.org
mailto:michelle.patey@ato.gov.au
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Part 3. Glossary of terms 
 

Term Explanation/ definition 

Authentication Verification of user identity (how a system knows the user is who they say 
they are) – may be password-based, device-based or biometric. 

Authorisation Once authenticated, how a system decides what the user can do – may be 
based on permissions, user profile, etc. 

Bulk data transfer Electronic methods for transferring large volumes of data from one 
organisation to another. 

Call Centre An operation that uses telephone and computer technology in sophisticated 
ways to assist people to deliver services to customers. Staff are employed to 
answer large volumes of telephone traffic: responding to queries, updating 
information databases and/or providing further written information or 
products. These staff are trained and skilled in customer service. They can be 
based at a single or multiple sites depending on the configuration of the call 
centre and the organisation. 

With technological advances such as virtualisation, staff do not need to be 
physically co-located but may operate as part of a call centre capability from 
any site. 

CIT Company Income Tax. 

Content 
Management 
System (CMS) 

Computer application used to create/author, edit, approve, manage, search 
and publish various kinds of media and electronic text.  Categories of content 
management systems include: 

 Enterprise CMS (relates to management of organisational content) 

 Web CMS (relates to management of web content) 

 Mobile CMS (relates to management of mobile phone content) 

 Component CMS (relates to management of component-level content 
rather than document-level content). 

Electronic filing A return, information statement, etc submitted to the revenue administration 
in an electronic format – includes over the internet (direct or via third party), 
via secure gateways, by phone (IVR), via magnetic tape, disk. 

Electronic 
payment 

A non-cash payment that doesn‘t involve a paper cheque/money order. 



157 

Term Explanation/ definition 

Email For the purposes of this survey, email includes the following categories from 
the OECD Information Note on ―Management of Email‖ issued in March 
2006. 

Unstructured emails (inbound) includes: 

 email containing in-confidence (taxpayer) information sent from a 
taxpayer to the agency 

 email seeking clarification/interpretation of the tax law 

 email seeking clarification/update on transaction process/progress. 

Structured Forms includes: 

 form that has been completed on your site without any authentication 

 form that has been completed on your site after the taxpayer has 
authenticated themselves (e.g. on a secure portal). 

Auto responses includes: 

 auto response from your agency containing no specific taxpayer 
information 

 auto response from your agency containing taxpayer and possibly 
sensitive information. 

Notification  of a secure message includes: 

 email advising that a response to a query has been posted to the client‘s 
secure message site (e.g. citizen portal). 

Unstructured emails (outbound) includes: 

 response prepared by staff that may contain taxpayer or sensitive 
information 

 response prepared by staff that contributes to a "cross-agency" enquiry 
where there are privacy issues between agencies. 

Electronic Enquiry support - where a decision system provides a structured 
enquiry and a suggested answer - escalates as an email where further 
assistance is required. 

Employer 
information 
returns (EIR) 

Returns/reports required to be lodged with the revenue body by employers.  
For example, summary of wages paid and tax withheld. 

FTE Full-time Equivalent – a way to measure an employee‘s involvement in a 
particular type of work.  Full-time equates to 1.0 FTE, whilst an employee 
spending half of their time on a particular type of work is 0.5 FTE. 

GST See definition for VAT 

IVR Interactive Voice Response/Interactive Voice Recognition – technology which 
applies either telephone touchtone keypad or speech recognition commands 
to enable citizens to access services over the phone (such as account enquiry, 
filing, request an account statement, etc). 

Mobile Workforce Revenue body staff who are able to remotely access all or some parts of their 
agencies‘ corporate systems using mobile technology (mobile phones, laptop 
with wireless internet access, etc) to enable them to work outside the revenue 
agencies offices to provide taxpayer services, undertake audits, etc. 

Non-repudiation The ability to prove that a transaction originated from a specific person –
commonly involves use of digital certificate/signature. 

Personalisation Tailoring web content, forms, returns to suit individual user characteristics or 
known preferences. 

PIT Personal Income Tax. 

Portal Structured secure internet site which provides access to personalised 
information (e.g. identity data, account balances, postings, assessment 
information, reports) and e-services/transactions (e.g. change of address, 
update bank account details, filing, enquiry functions). 
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Term Explanation/ definition 

Preference 
management  

The provision of taxpayer service-related electronic services that enable 
taxpayers or their representatives to tailor (i.e. express their preferences for) 
the range and nature of the specific e-services provided to them, and the 
management of that capability. 

Pre-filling Use by the revenue body of third party reports and other client-related 
information that is assembled or made available electronically to taxpayers to 
meet administrative requirements (e.g. to file a tax return). 

Pre-filling at its most sophisticated level means the client is not required to 
lodge a return (as all required information is obtained by the revenue body 
from its existing systems or other sources). 

Sometimes also referred to as pre-population. 

TLS/SSL/SSH Transport Layer Security/Secure Sockets Layer/Secure Shell – cryptographic 
protocols which enable secure communication/exchange of data over the 
internet. 

Standard business 
reporting (SBR) 

This term 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. 

URL Uniform Resource Locator = website address. 

VAT Value Added Tax – a consumption tax levied on value added.  Referred to in 
some countries as Goods and Services Tax (GST). 

Web Service Application provided by the tax administration for incorporation into 
commercial software packages to enable delivery of integrated e-services 
(such as return filing) from within a client‘s business software package (e.g. 
accounting package, bookkeeping package, record-keeping package). 
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Annex 2: Cross-reference of survey questions to tables 
 

Table 
Number 

Topic Related Survey 
Questions 

A1 Organisational-wide planning for provision of e-services to 
taxpayers 

1.1-1.4, 1.8-1.9 

A2 Organisation planning – ranking of outcomes expected in plan 
and metrics used for evaluation 

1.6, 2.1 

A3 Organisation planning – priority areas and key targets in plan 1.5, 1.7 
A4 Provision of tax system information via the Internet 3.1- 3.5 
A5 Information/content categories on revenue body‘s website 3.6 
A6 Website use of content management system (CMS) 3.7-3.11 
A7 Returns filed electronically – personal income tax and 

corporate income tax 
4.1-4.3 

A8 Returns filed electronically – VAT and employer information 
reports 

4.1-4.3 

A9 Tax payment methods 4.4-4.5 
A10 Use of pre-filled tax returns – personal income tax 5.1-5.3 
A11 Use of pre-filled tax returns – corporate income tax 5.1-5.3 
A12 Use of pre-filled tax returns – VAT 5.1-5.3 
A13 Major strategies for promoting take-up of e-services 6.1-6.2 
A14 Use of mandated e-filing/e-reporting obligations to increase 

take-up 
7.1 

A15 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Personal income tax 

8.1-8.2 

A16 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Personal income tax 

8.1-8.2 

A17 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Corporate income tax 

8.1-8.2 

A18 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Corporate income tax 

8.1-8.2 

A19 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Value added tax 

8.1-8.2 

A20 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Value added tax 

8.1-8.2 

A21 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Employer information returns 

8.1-8.2 

A22 Electronic service capabilities (by function) provided in 2009 
and planned for 2012 – Employer information returns 

8.1-8.2 

A23 Electronic service capabilities (by tax and enquiry/message) 
provided in 2009 and planned for 2012 

8.1-8.2 

A24 Electronic service capabilities (by tax and enquiry/message) 
provided in 2009 and planned for 2012 

8.1-8.2 

A25 Call centres – scale of operations and workloads 9.1, 9.4-9.6, 9.8 
A26 Call centre operations 9.2, 9.3, 9.12 
A27 Call centres – factors influencing workloads 9.7, 9.9-9.11 
A28 Call centre operations – features of equipment used and 

planned 
9.13 

A29 Use of mobile phones in taxpayer service delivery 9.15-9.18 
A30 Use of email in taxpayer service delivery 10.1-10.2 
A31 Use of email in taxpayer service delivery 10.3-10.5 
A32 Revenue body walk-in inquiry centres 11.1-11.4 
A33 Security of e-services – framework 12.1 
A34 Security of e-services – authentication 12.2-12.3 
A35 Security of e-services – authorisation 12.4 
A36 Whole of government service delivery – business and citizen 

registration 
13.1-13.6 

A37 Whole of government service delivery - Single portal for 
government e-services 

13.8-13.9 
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Table 
Number 

Topic Related Survey 
Questions 

A38 Whole of government service delivery – Standard business 
reporting (SBR) 

13.11-13.12 

A39 Whole of government service delivery –Use of government 
shopfronts and community facilities for tax purposes 

13.12-13.14 

A40 Whole of government service delivery – Data collection and 
sharing 

13.16-13.17 

A41 Bulk data transfer to the revenue body from external bodies 14.1 
A42 Bulk data transfer to the revenue body from external bodies and 

related information 
14.1-14.3 

A43 Bulk data transfer from the revenue body to non-government 
bodies and related information 

14.5-14.8 

A44 Provision of ‗preference management‘ capabilities by revenue 
bodies 

15.1-15.3 

A45 Provision of ‗personalisation‘ capabilities by revenue bodies 15.5-15.7 
A46 Provision of ‗personalisation‘ capabilities by revenue bodies 15.8-15.10 
A47 Provision of access to citizen data by non-government third 

parties 
16.1-16.7 

A48 Revenue body‘s mobile workforce 17.1-17.3, 17.5 
A49 Revenue body‘s mobile workforce 17.4, 17.6 

 


