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9 HMRC

= ECMP = HMRC Transformation : Modernization
— Easier, C_heaper, More = 2 : Taxpayer Assistance
Personalized Blueprint (TAB)
= = HMRC . IRS
/ , = RRA 98
" . = 1999
= 2006 Transformation .
= 2003 ECMP 2006 TAB
= n 1
] = T
" 2

ATO, HMRC, IRS, Booz & Company

m&co. B&MC Korea Inc. 1




ATO ECMP

Situation Actions Results Achieved
= 97 /
1) / , 2)
, 3) ’
3 , )
" ATO $4.5 ( 4100 )
B ’ VoC , ' (03 53%,
- , Focus Group : 04 69%), 43%
‘Making it Easier to Comply’ /
= 00 _ / -
. ECMP ATO o
—~ ECMP/IT , ECMP full-time T
ATO — ‘Simulation Centre’ , ‘ ,
— ‘Model office’ ECMP
- Self-
02 3 N help
isten to
Community’ IT
= 03 ECMP (Easier, - , Case , Case
Cheaper, More ,
Personalized) )

ATO, Booz & Company

boz&co. B&MC Korea Inc.
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HMRC Transformation

Situation

u 105 3

Inland
Revenue HM
Customs and Excise

HMRC CRCA
2005 Inland
Revenue HM
Customs and Excise

HMRC
06
10 Transformation

,'07-11

Actions
1)

!3)
5
( 5 300 )

— Director General
Personal Tax, Benefits & Credits, Business Tax)

IT

' 2)

27

(Enforcement & Compliance,

(06~08,

Results Achieved

= 11

115

(
18,000

. 17

'11 5
86,000 )

To-Be

Transformation

HMRC, Booz & Company
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@ IRS Modernization

Situation Actions Results Achieved
- =1 1) . 2) T
3)

= D , u
- = 2 5

= T 15 $80 , 07 $27 - 45

Reporting 15

. IRS .

. , , . / ’
* IRS Restructuring and . $40M

Reform Act of 1998

= |RS Commissioner’s Award,

National Partnership Council
= 1999 1 ' / Award, Vice President Al
Modernization Program = 10 : Gore’s Hammer Award,
- 30% Management PEA Award
. FTE
" 5 = Oversight Board, TIGTA
2006 Taxpayer
Assistance Blueprint . ,
, HR , /
IT | 1

IRS, Booz & Company

boz&co. B&MC Korea Inc.
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(Best Practice)

- hﬁ% = Biz

= OECD

Pre-filled

T

= E-filing

TAB (Taxpayer
Assistance
Blueprint)

I

]
=1
=
o
=
D
—
[
=
>
(72}

[ ]

l_"f'
£ 0

3
*_ﬁ.g

Study into “Best Practice” in Tax Administration: Consultancy Report for the National Audit Office (Oct. 2007), Booz & Company
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Vision and Strategy

Leadership

Knowledge Management .
(Customer Understanding) - , , Profiling

Channel strategy

Traffic Migration On/Off Line
_ . , IT
IT System investment _ T
Organization & Governance /

\l

Program Management Office

I
T
T
o
o
=

=

boz&co, B&MC Korea Inc. 6



Vision and Strategy

IRS /

IRS
2009
(~1998) (1999~) (2005~)
= “Collect the proper amount of = “Provide America’s taxpayers = “The IRS 2009 is a 21st century
taxes due from individual top quality service by helping agency with the human capital and
taxpayers and businesses” them understand and meet their technology capabilities to
tax responsibilities and by applying effectively and efficiently collect
the tax law with integrity and the taxes owed with the least
fairness to all” disruption and burden to
taxpayers”
- ’ / ’ - ’
1) 2009 2005 ~2009 IRS , 1999
: IRS
|
m&co. B&MC Korea Inc.



Vision and Strategy

ATO

ATO’s

outcome

Outputs

Sub-
outputs

Enabling
outputs

Enabling

sub-
outputs

= Effectively managed and shaped systems that support and fund
services for Australians & give effect to social & economic policy
through the tax, superannuation, excise & other related systems

Shape, design
& build
administrative
systems

11
Contribution to
policy advice
1.2

Design & build
administrative
Systems

1.3

Input to law
design

Mgt of revenue
collection &
transfers

2.1
Registrations
2.2

Payment
and product
Processing
2.3

Client
accounting
2.4 Debt
collection &
lodgment mgmt.

Compliance
assurance &
support for
revenue
collection

3.1

Marketing and
education

3.2

Provision of
written advice
3.3

Client contact
3.4

Active
Compliance
3.5

Compliance risk
identification

Compliance
assurance &
support for
superannuation
funds

4.1

Marketing and
education

4.2

Provision of
written advice
4.3

Client contact
4.4

Active
Compliance
4.5

Compliance risk
identification

—

El
Plan & Manage

El1l

Executive
management

E1.2
ATO Finance

boz&co. B&MC Korea Inc.

E2
People

E2.1

Employment

framework
E2.1

Workforce Strategy

Services to
government &
agencies

5.1

Valuation
services

5.2
Cross-agency
Support

5.3

External
relations &
issues mgmt.

LShape, design and build administrative systems

OUTPUT 1
Law and Easier, cheaper and more personalized sub-plans

= Implement the government's legislative program in respect of Acts
administered by the Commissioner

Provide timely and quality advice to Treasury and government on costs
of compliance, government sensitive issues and revenue forecasting and
costing

Deliver the easier, cheaper and more personalized program, by:
- Embedding release 2 which includes the roll out of Siebel to case
management and work management staff

- Extending active compliance case management coverage and
begin to include provision of written advice

- Building release 3, including the integrated core processing system
and changes to superannuation systems

Build organizational capability in a range of areas, for example
enterprise-wide business processes, information management and
project management

Consult, collaborate and co-design with tax agents, intermediaries and
taxpayers adopting a user based approach to develop systems and
processes

Collaborate with other agencies in the design of whole-of-government
initiatives, from a citizen’s or business’ perspective...

B

Corporate plan for priority areas

B

Resource Plan

E3 E4

Workplace Info Technology
E3.1 E4.1

Physical workplace  Strategy/architecture
E3.2 E4.2

Workplace Infra Provisioning &

ATO Annual Report 2006-07, Booz & Company

Administration

Service Delivery

(1)2006-07 (2)2006-07 (2)-(2) 2007-08
Variation
Output 1 196,971 263,296 66,325 219,182
Output 5 77,879 81,741 3,862 92,673
Total 2,661,774 2,601,055 (60,719) 2,849,622




Leadership

T _'
5‘52\5@ IRS an) HMRC fl‘* ATO
= “IRS . .
HMRC ,
n I‘IRS ” ”
= “HMRC .
" 5
Framework

IRS (Modernizing America’s Tax Agency 2000, Strategic Plan FY '00-'05), ATO (Annual Report 0607), NAO (HMRC Transformation program), HMRC ('05 Annual Report), Booz & Company
|

MOZ&CO, B&MC Korea Inc. .



Leadership

n = |RS
- (IT, Shared : , )
. (
b ) )
. — 4 ’
" * IRS ATO Framework
[ ] - / I ’ ]
- » IRS Developmental Life Cycle
(e.g. , : )
. = |IRS :
— 360 : /
— 360
IRS (RRA '98)

ATO, IRS, Booz & Company

m&co. B&MC Korea Inc. 10




Knowledge Management

ATO To-Be

ATO, Booz & Company

m&co. B&MC Korea Inc. m



Knowledge Management

Knowledge Management

Better Data i

—>
---% Occasional

Booz & Company

m&co. B&MC Korea Inc.

Profiling

(Descriptive Modeling)

(Predictive Modeling)




Knowledge Management

OIRS

IRS

= TAB2? Key Stakeholders

Primary Research Secondary Research Best Practice

4
. FG| . . Data
- IRS D
33 - - -
241 ) ’ - ’ FGI!
; Town Hall Meeting
= Survey Segmentation - Y
— 13,884 IRS - Survey, .
1,992 ( 14%) - TIGTA, - , Toolkit
Text Mining IRS Office of Program .
Analysis Evaluation and Risk FGL S
Analysis, GAO - , OUvey
(Government _
- IRS o) Accountability Office, . (Oversight board )
), Accenture - Toolkit , TAB
161 , Legislative Affairs
S~ — -
S— —
1) IRS , Outreach , 2000
6 2005 290 .IRS Delivery , IRS
2) TAB : Ta;<payer Assistance Blueprint

IRS TAB Phase | Research Overview, Booz & Company
|

m&co. B&MC Korea Inc.
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Knowledge Management

HMRC Data Mart

HMRC - Data Mart

Data

( , ) Warehouse

(2]

(e.g. ) Scoring

]

0 Data Warehouse Data Mart

. * SA = Self Assessment, TPI = Third Party Information
: HMRC, OECD, Booz & Company

boz&co. B&MC Korea Inc.

Data

170

Risk SA*

Profiling

Risk Profiling

- e.g.

, Risk

, Risk TPI*
Risk SA  Risk TPI

3




Knowledge Management

o CRA

CRA -

[EEYTYTRY] 2

Data Base

!

Risk
==xsad  ScoOring — <=

} }

DataBank 7

!

- E.g. ,

11

CRA, OECD, Booz & Company
|

boz&co. B&MC Korea Inc. 15



Channel Strategy

Hierarchy of Sevice Channels

(Channel Migration Strategy)

No Contact

/ = Tax
= Self-service
, HMRC
HMRC
. ATO

(Not visible to those who comply)

ATO ,
(Highly visible to those who

choose not to comply) ”

ATO, HMRC, Booz & Company
|

boz&co. B&MC Korea Inc. 16



Channel Strategy

NRA

Migration - NRA
15M - ‘ _‘
] NOK 65M
10M
Traffic Migration
svu-| ) ) ﬂ
M [0 - -
NOK - 50M ] -
|:| = Traffic
NOK - 100M L []=
NOK - 150M
,NOK) L L Email SMS
: 238 235 i
12 7 12 :
1) NOK: Norway Kroner

NRA, Booz & Company

Migration

Traffic Volume

Traffic

E-mail

SMS

SMS Traffic Migration

. Inbound
Traffic

Migration Volume

boz&co. B&MC Korea Inc.
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Channel Strategy

Hierarchy

Hierarchy Information Transaction Interaction _

et Hierarchy,
E =one [ ] | ) Mix
_________________________________________________________________________________ -1 :
ARS ai "ARS ' Traffic
--------------------------------------------------------------------------------- -2 :1

. -4
2

|
1
@,

2
©,

4
[ 4)

5

DTT = Digital TV CQ . VolPY

1) VolP=voice over internet protocol
Booz & Company

booz&co. B&MC Korea Inc. TS




Channel Strategy

L - IRS

IRS IRS Vs “ . Volume

- S — FY 2003-2005 Volume

“Where is My Refund”

= Walk-in
= |IRS
__________________________________ 0 T t T T T T T T T T T T T T T T T 1
. O Nin ¥ © ® O ANiN ¥ © ® O NidN T © ©
e — — ( )
FY2003 FY2004 FY2005
* IRS = Website
n
Traffic = 2003 2005 2 2
1) Taxpayer Assistance Center

Taxpayer assistance blue print (IRS), Booz & Company
|

m&co. B&MC Korea Inc. o



Channel Strategy

IR

Elnleglated Emrespondence

Location  |ESE Region
Caegy  [chrp v
Staus  [Pending 3| Topechnp ¥
Bach |
ID Status  [<drp> v
i
to | User |
Dtmwi_ melm
Dt Receved |Custom
stat[070205 (] EMIWE
Find Now
Received  Status

08:02:05

Pendng

080205 Pendng
W1 Retuns 080205 Pendng
I Retums 080205 Pending :J

E Received Assigned Processed  PPSN

AT Simple

Comment

[

\ﬂ@ﬂ<wﬁﬂllm

[ 10]]

Item 1 of 66

A
Form 12A —
Application for a Certificate of Tax Credits and Standard Rate Cut-Off Point
Pigase completa ralevan sactions in BLOCK CAPITALS
A. Personal Details
Tie -t s M
Fisthame D LIDIE
sumamne— ( LAZKE
Address ﬁfmi’.vﬂﬂi” Dateof Bith I 4/ o} 11450
1 12215 TONN Noonaty 1414
FoapsTORN poshumber | 71685 34 £
U»IWM eand T Bk 3 o by 0]
H you have 8 PPS No. BUT cannot pravide i, ghve:
Your Bith Sunamé if dfevent \'wmwm&mm/
B. Residonce Dotalls jus sk don e Shesg
rmmmmummmmum«m ﬁ
Date you went abroad 1l Dmaommwn \ /
fan b i) oth St
Counlry of rasidenca prior to Inkerded duration of
armval heve 16, number of MJ
‘Aré you here on & Permanent or 1y Basis /
C. Employment/Pension Details B
(M you have any difficully questio your employer for assistance)
Namé of EmployeriPansion Payst Te:
‘Address of EmployerPension Payer
Enployer's PAYE Registered No, Uit No. (f known)
Dale employment commanced ,Nr ﬁu;“ StaftPersonnel Ho. (1 any)
Occupation e Ol Nusd #1e) _,rmmar Full4ime Parttime
i e dviind hd
Page1of2

IR, Booz & Company

‘Integrated Contact System”

IR

= VoIP (Voice over Internet Protocol)

Volume

IT

m&co. B&MC Korea Inc.
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Channel Strategy

© - HMRC (Floorwalker)

- HMRC
" (Floorwalker)

- Enquiry Center ,

- Enquiry Center
Enquiry Centre Website

(Walk-in)

Walk-in /

HMRC, Booz & Company
'

m&co. B&MC Korea Inc. -~



Channel Strategy

@ - CRA

CRA SMARTLINKS -

MNeed assistance?

If you are unable to find the information you were looking for about
this specific topic, please select the Caontact us button.

Contact us |

Canada Revenue Apanss du revent e
B+l oo P il Canada
[Frongas —[Contactus  JHop  TScwen |Canadase

— e
Return to Tax Need assistance? Y
Information

We can help if you need assistance navigating the GRA YWehb site or to get
additional inforrmation about specific topics Survey

» SMARTLINKS

Complete the information below and click on the “Connect o an agent™ Outreach
button. An agent will call you within minutes to help you with your enquiry !

We will attermpt to call you a maximum of 3 times, however, you will have to n
submit @ new request if we cannot reach you within the 3 attempts. I you
have a dial-up internet connection that ties up your phone line, please ensurs
that you disconnect from the internet so that we can reach you. — CRA
Frovide a telephone number where you can be reached (mandatory). This CRA
service will only work for direct phone numbers (no extension numbers). Use

this format: 123 456 7890

a1

Choose one of the following:
Call me
Call rme in & minutes (select if using dialup internet)

Smartlinks

- CRA 1)
. 2) ( /5 )3

| weould prefer to communicate in:

G Click-To-Click (CTC) Interactive Voice
Connectto an agent I ReSponse (IVR)

Alternate ways to contact us. - 1) 2) CRA
, 3) 4) CTT
= s /

More Ways to Serve You!
Pour vaus servirencore miewx !

CRA, Booz & Company
|

boz&co. B&MC Korea Inc. 22



IT System Investment

I'T

IT
Interface & _
Delivery Data Storage & Processing
Online
Client Relationship Revenue
Inbound Management Management

Outbound Contact Management Registration

Processing

Marketing & Education : -
Content Management Client accounting

Revenue accounting

Document

Management Debt & Lodgment

Enabling System

Security Workforce mgmt. Interaction SVCs

Case & Work
Management

Enterprise Case
Management

Enterprise Workflow

Outcome
Improvement

Data Matching

Intelligence
Data Warehouse
Management
—Information
Management

Integration SVCs

Booz & Company

m&co. B&MC Korea Inc.




IT System Investment

IRS

USD Million
8,000 -

\\

2,500

2,000

1,500 A

1,000 A

500

Apr. Dec.Mar. Aug. Sep. Mar. Oct. Jan. Sep.May.Feb. Aug. Apr.
99 99 00 00O OO 01 01 03 03 04 06 06 14

Booz & Company

boz&co. B&MC Korea Inc.

I'T

Timeline

Customer | 99 ] 50%
Communic . 50%
ations 01 .
HR 01 IRS =
Connect HR

02

HR

Internet 01 = 23M
Refund/
Fact of 02 (06 10 ~07 4 )
filing

e

—

* |IRS Technology

= 2007

99 Modernization Program
13




n Organization & Governance

OECD

= OECD

accounting approach ), /

n 2 -
, Large Taxpayer

= OECD 4/5
L] / Hybrid .

= LTO ( ) ,
. LTO /

Tax Administration in OECD and Selected Non-OECD Countries (OECD 2007), Booz & Company

|
m&co. B&MC Korea Inc. pon



Organization & Governance

IRS

1999

Operating Divisions

IRS (1999 )
[ = Commissioner
. | | = Deputy Commissioner National Head
| Chief Counsel = Deputy Commissioner Quarters
I of Modernization/CIO
l ' '
| Business I —
I Systems I | Functional Divisions
Modernization I
I I
_——— == | Communica-tions
| Shared Services I | Liaison
| | | [ !
Information : I -
: Technology Sﬁgreer(]jcé-e\:lx;ic::ees | | Xmiﬁé I Criminal
| Services | | Service nvestigation
— L

Investment

Small Business
and

Income Self-employed

Large and Mid-
size
Business

Tax-exempt and
Government
Entitles

|
|
I Wage and
|
|

0 Corporate core

= Head Quarter 30% Shared Service Operating
Division
9 Taxpayer Advocate Service
" Criminal Investigation

Shared Service

= Operating Division

1) Service level agreement
2) outsourcing
IRS, Booz & Company
boz&co. B&MC Korea Inc. 26



Organization & Governance

O®OECD Large Taxpayer Office

Large Taxpayer Organization

4
— Large and Mid-Size Business
Division

Large Business &
International

Centre

Large Business

Tax on Companies),

2

(Secondary
, /

I , : : : :
/ , :
Appeals
. 1,000 52% 1 25 D ,
3,000 , ,
= 48,000 1,450 (2004) 1,450 700

Head Quarters
5

1) Rand

Tax Administration in OECD and Selected Non-OECD Countries (OECD 2007), Booz & Company
|

booz&co. B&MC Korea Inc.
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n Organization & Governance

Governance

GAO (Finance) » Australian National = Office of Auditor » National Audit Office
| = OMB (Finance) Audit Office (ANAO) General (OAG)

Senate = Treasury Board of
Canada Secretariat

» TIGTA (Treasury » Inspector-General of
Finance/ Inspector General for Taxation
Treasury Tax Administration)

» |RS Oversight = Board of Taxation = Board of * Board
Board Management

= Corporate auditand = Internal Audit (1A)
evaluation branch

National (CAEB)
Revenue Body

» Taxpayer Advocacy = Commonwealth = Taxpayers’ = Adjudicator
Service Ombudsman Ombudsman = Parliamentary

= Taxpayer Advocate Ombudsman
Panel

Annual Report, Booz & Company

m&co. B&MC Korea Inc. -




Program Management Office

ATO

Australian Taxation Office

Commissioner

2"d Commissioner 2"d Commissioner 2"d Commissioner
: | v : n
Compliance Ly Sl People & Place | ECMP & ICT : Operations ATO
Sub-plan P Sub-plan " Sub-plans | Sub-plan ECMPD
Aggressive Australian Valuation Finance and | ; : 1 Client Account
Tax Planning Office Accommodation 1 Business Solutions | Services / IT
Compliance Support Government & ! | g
& Capability Government People : Change Program Client Contact
Information !
Excise Law & Practice I Communication and | Debt u ECMP
I Technology I
GST I Office of the Chief 1 Operation Support ! IT
I Knowledge Officer | & Capability ’
I o o o oo -
Large Business
& International
Marketing
Communications n ,
Micro Enterprises
& Individuals )

Serious /
Non-compliance ’
Small & Medium

Enterprises
a 1 1)
SLPEEMLERE Independent Integrity
Tax Practitioner and
Lodgment Strategy
1) ECMP : 2003 Easier, Cheaper & More Personalized Program

ATO 2008 12 , Booz & Company
|

boz&co. B&MC Korea Inc. 29



Program Management Office

HMRC

HMRC
Portfolio Change
Committee = Senior Responsible Owner
13 |
DTPO I SRO . Director
/ Board
= Departmental . ) \
Transformation Programme Director ,
Office  Transformation ,
, SRO
, Director ,
(Scope)
" , , HR, \

Change Committee

HMRC, National Audit Office research, Booz & Company

boz&co, B&MC Korea Inc. 30
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