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1. Introduction

The Ministry of Finance (MOF) is the highest administrative authority of taxation administration in Chinese Taipei. The Taxation Agency (TA) is under the Ministry and is in charge of internal revenue matters. The National Tax Administrations are also under the ministry and are in charge of tax assessment affairs, which include the collection of nine national taxes, such as profit-seeking enterprise income tax, individual income tax, estate and gift tax, commodity tax, tobacco and alcohol tax, security transaction tax, futures transaction tax and business tax throughout Chinese Taipei.
The affairs of the taxpayer services are administered by the Planning Division and the Services Division of the National Tax Administrations and supervised by the Sixth Division of the Taxation Agency which is responsible for tax-related administrative matters, IT planning, tax-related education, and publicity campaigns.

1.1. Initiatives to improve taxpayer services

A. Continuous promotion of e-filling to enhance the quality of public service and improve administrative effectiveness
Table 1 Results of Income Tax Statement Filing Work by the National Tax Administrations in Recent Years

    Unit: Cases; NT$1,000

	         Total and Percentage
Items
	Total
	Percentage of Growth

(Cases)
	Percentage of E-filing

(2007)

	
	2006
	2007
	Cases
	E-filing

	Declaration  and  Filing
	Individual Income

Tax
	(Declaration)

No. of Cases
	5,206,584
	5,254,860
	0.1%
	50.06%

	
	
	(Payment)

Amount
	110,883,302
	112,897,023
	1.8%
	－

	
	Profit-
Seeking Enterprise Income Tax
	(Declaration)

No. of Cases
	718,564
	730,592
	1.7%
	99.70%

	
	
	(Payment)

Amount
	143,333,389
	194,724,460
	35.9%
	－

	Declaration

of  Provisional  Tax


	(Declaration)

No. of Cases
	355,570
	366,936
	3.2%
	100%

	
	(Payment)

Amount
	106,912,465
	125,729,305
	17.6%
	－

	Declaration  of  Tax Withholding /Exemption (Dividends)  Voucher
	(Declaration)

No. of Cases
	64,055,094
	62,877,542
	-0.18%
	92.73%


B. Enforcement of the assessment plan to enhance the assessment of tax evasion and the maintenance of tax equity

C. Encouragement of the voluntary payment of individual income tax by credit card as part of a policy to provide taxpayers with more diversified channels for the payment of tax

D. Encouragement of the payment of assessed tax by credit card

E. Convention of the National Taxation Conference with discussion on the reform of tax administration

F. Solidification of the use of tax education and the use of publicity to promote tax compliance

G. Enabling of the National Tax Administrations of Northern, Central, and Southern Taiwan Provinces and their subordinate branches or offices to buy or build their own offices to improve the environment of the tax offices. The work for the National Tax Administrations of Central and Southern Taiwan Province has been completed.
H. Selection of businesses for the award of “The Prize to Business People for Excellence in the Handling of Uniform Business Invoices”

I. Promotion of organizational learning and knowledge management activities, with invitations to experts, scholars, professors, and successful managerial business executives to provide lectures in this respect. Promotion of QCC (Quality Control Circles) activities; the holding of lectures on the General English Proficiency Test (GEPT); the setting up of knowledge communities such as reading clubs; encouragement of the sharing of experience in order to enrich the professionalism of employees with the purpose of improving taxpayer service.

J. Promotion of openness in the dissemination of government information, raising of the levels of interaction between the public and the government, enhancement of public participation, and provision of on-demand services with the creation of more one-stop services to fulfill cross-agency integration and of multi-channel services that may be used by the public according to their actual needs.

2. Strategies and approaches to improve taxpayer services

2.1. Our service vision and strategies

Following the items of evaluation of the Ministry of Finance (MOF) and the Research, Development and Evaluation Commission (RDEC), we set up strategies and adopted approaches as follows: 6C－Customer-orientation (Basic Review Items), Creativity (Implementation of Quality R&D), Convenience (Acceleration of Service Procedures), Communication (Respect for Public Opinion), Cooperation (Utilization of Social Resources), and Comfort (Creation of a Win-Win Situation for Tax Payers and Collectors). 
The relations among those adopted strategies may be expressed and explained in the following diagram:
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2.2. Our Service Beliefs

A. Service-oriented
B. Customer-oriented

C. Handling taxation with love

D. Treating taxpayers as members of the family

E. Good service, excellent quality, harmony among all

F. Honesty, efficiency and convenience to taxpayers

G. Valuing our taxpayers
H. Service to win trust, love to win cooperation
I. Serving with enthusiasm to increase harmony between taxpayers and revenue officers and applying professional taxation knowledge to strive for fair taxation
2.3. Approaches adopted to improve taxpayer service

In 1996, the RDEC of Executive Yuan established the Executive Yuan Service Quality Award to recognize government agencies that provide high quality services. This award has been given for ten years and it has encouraged the enhancement of the quality of government service and has earned a satisfaction rate of around 70% from the public in recent survey concerning public services conducted by RDEC.

In order to improve tax payer service, the National tax administrations followed the 6C concept under the items of evaluation of the MOF and RDEC, and adopted approaches in accordance with ‘The Execution Plan for the Improvement of Service Quality of the RDEC’ and ‘The Comprehensive Improvement of Service Quality Project of the MOF’. The content of the plan was clearly set down, listing all public service items to be evaluated.
2.4. Basic items to be evaluated

A. Content of the executed project and the work of control and evaluation

B. The service environment of the office

C. The implementation of service procedures

D. The enforcement of the policy of “Valuing our taxpayers”

E. Activities and evaluations of the etiquette of employees and their service to the public

2.5.  Implementation of quality research and development

A. Assignment of a special-division to be in charge of drawing up a quality management plan

B. The use of an R&D system and innovative projects

C. Adoption of approaches for total quality control or new initiatives for high quality service

D. Encouragement of measures to inspire innovation

2.6. Prompt service procedures

A. Simplification of administrative procedures

B. Integration of access to applications, inter-region and inter-agency services

C. Implementation of e-services 

D. Establishment of standard operational procedures and operation manuals 

2.7. Attachment of importance to public needs and opinion

A. Administrative publicity and interaction with public sentiment

B. Response to the reflections and appeals of public opinion

C. Analysis of public opinion surveys

D. Content of the White Paper on Citizen Service

2.8. Efficient use of social resources and the reinforcement of tax publicity

A. Utilization of the resources of enterprises or organizations to provide service

B. Utilization of individual resources to provide service

C. Entrustment to private enterprises to implement public services

D. Interaction among communities

E. Organization of various taxation lectures
F. Reinforcement of tax education in schools
2.9. Other important measures adopted
A. The Assessment Plan for the Enhancement of the Assessment of Tax Evasion and for the Maintenance of Tax Equity.

B. Full-scale automation of tax levying and supervision work: levying, generation of lists for the compiling of registers, tax refund checks, issuance of certificates, checking-off of tax receipts, management of tax arrears, preparation of tax levying statements, etc.

C. Improvement in civil service ethics

D. Rechecking of cases and protection of the rights of taxpayers

E. Speeding up of the tax refund process

· To encourage the use of declaration by internet, taxpayers applying for tax refunds via the internet before 1st June, 2007 were given priority in the processing of their tax refund and such refunds were completed before the end of July that year
· Use of direct credit for refunds, including individual income tax, income tax declaration by foreign residents, profit-seeking enterprise income tax, and business tax for safety and convenience
· Use of initiative in the settlement of uncollected tax refunds, prompt sending of tax refund notices to the taxpayer and the use of a computer-generated uncollected refund list to ascertain if new taxpayer notification of the refund is required
2.10. Performance evaluation
2.10.1 Increase of national tax revenues annually

	
	
	
	
	
	Unit:
	NT$ Million

	FY
	Total 
Revenues
	Leading Items of Tax Analysis
	Percentage of Growth

	
	
	Estate and 
Gift Tax
	Individual Income Tax
	Profit-seeking Enterprise Income Tax
	Business Tax
	Commodity Tax
	

	2002
	734,139
	7,191
	204,462
	149,183
	131,418
	129,277
	--

	2003
	745,739
	9,580
	177,664
	192,315
	120,883
	131,410
	1.58%

	2004
	837,731
	9,764
	193,342
	216,980
	142,877
	143,679
	12.34%

	2005
	1,085,347
	10,281
	266,805
	296,421
	145,369
	151,570
	29.56%

	2006
	1,014,715
	9,976
	300,897
	280,699
	145,002
	143,281
	-6.51%

	2007
	1,126,860
	9,962
	312,774
	344,370
	150,636
	134,133
	11.05%


2.10.2 Decrease of tax imposition and lower operating costs

	
	
	
	
	
	Unit: NT Dollars
(each 1,000 NT)

	FY
	Average
	 Leading Items of Tax Analysis

	
	
	Estate and 
Gift Tax
	Individual Income Tax
	Profit-seeking Enterprise  Income Tax
	Business Tax
	Commodity Tax

	2001
	21.10 
	23.06 
	31.01 
	18.17 
	38.12 
	44.94 

	2002
	20.31 
	25.19 
	38.47 
	30.81 
	35.83 
	57.03 

	2003
	18.08 
	28.43 
	34.86 
	19.71 
	158.29 
	38.87 

	2004
	15.75 
	30.37 
	29.51 
	14.37 
	(88.31)
	43.87 

	2005
	11.44 
	26.79 
	19.82 
	10.02 
	21.08 
	8.53 

	2006
	11.84 
	34.51 
	18.88 
	11.44 
	21.98 
	8.93 


2.10.3 Increase in the degree of satisfaction in taxpayer service

According to the result of a taxpayer service survey conducted by Feng-Chia University dealing with taxpayer service within the jurisdiction of Central Taiwan Province, the taxpayers’ satisfaction rate was about 92% in 2007. Generally speaking, the enhancement of the quality of government service earned a public satisfaction rate of around 70% in a recent survey concerning public services conducted by the RDEC.
3. New initiatives in improving taxpayer service in the past three to five years

3.1  Implementation of quality research and development

A. Encouragement of research on improving the relationship between employees and taxpayers and the quality of service. Field trips were held to visit NGO’s in order to help our managers learn from their successful experiences.
B. Lectures were held on employee etiquette and public service. A working handout on public service and service etiquette were published. Employee telephone etiquette is tested regularly. The Head of Office Mailbox, Public Service Mailbox, and Suggestions Box for taxpayers' opinions and various electronic mailboxes were established to facilitate the provision and use of services.

C. Handling taxation with love. Enhancement of the awareness of typhoon, fluid, fire, and earthquake information in due time so that the public can be guided concerning tax matters related to deductions, and establishment of General Service Counters in remote areas to enhance the quality of service.
D. In coordination with work on the promotion of barrier-free web pages by the RDEC, the web page was renewed and adjustments were made to the web page for the disabled users so as to realize the ideal of ‘debarrierization’ of public service websites. 

E. Regulation of the implementation of items related to administrative or organizational principles in meeting with the public or in regard to operational items on promises to the public. Arrangement of interviews between taxpayers and officers of each level and the public in order to strengthen public services and enhance cooperation in taxation matters on both sides. In such cases, taxpayers would like to pay taxes and various suggestions from different circles can be adopted.

F. Regulation of the main points on rewarding public participation to encourage taxpayers to make suggestions for the improvement of various administrative rules, service measures or auditing work. There are material rewards for taxpayers whose proposals are adopted.

G. Regulation of the supplementary portions of the negotiation of tax affairs to standardize operational procedures for negotiators assigned to cases at each level of public representation so as to decrease representations and allow for smoother procedures.

H. Promotion of organizational learning and knowledge management activities.

3.2 Prompt Service Procedures
A. Reinforcement of services provided via the internet to provide information about taxation and relevant regulations, application forms, software downloads of on-line application forms, FAQs, and a feedback box. As the same time, an ID recognition mechanism has been added for both convenience and security purposes to enhance the use of application and consultation in regard to taxation cases.

B. A voice-response and fax enquiry system was integrated with a toll-free service telephone system. Taxpayers may dial the Toll-Free Service Line 0800-000-321 of the National Tax Administration to make inquiries related to taxation problems, and a number of tax application forms are available via fax.

C. Promotion of the centralized purchase of uniform invoices across counties/cities. Provision of the measure that the agent bookkeepers of businesses within the administered areas may use floppy disks to make central purchase of uniform invoices on behalf of business owners.

D. One-stop administrative operations were continued. General Service Counters have been set up and the scope of service expanded to provide inter-region or inter-office services. Express counters have been established for the handling of simple cases. A non-stop service through the lunch hour has been implemented, offering full service to provide workers of private sectors and convenience in business transactions for taxpayers.
E. Improvement of the environment of the offices to add to the quality of service by the addition of various items such as a space for art, space for plants, relaxation room, writing table, presbyotic glasses, advertisements, newspapers, books, drinking fountain, reading room, tactile floor tiles for the blind, wheelchair ramp, special service bell, disabled restroom, and a nursery room in order to provide the general public with a convenient, safe, and warm public service environment.
F. In order to assist taxpayers in completing income tax declarations smoothly, in addition to the broadcast via various mass media of reminders to submit tax returns, the following measures have also been undertaken to help taxpayers declare tax:

· Examples of individual income tax computation, binary code declaration, and an internet declaration software CD are provided to assist the public in choosing the most favorable way of declaring tax and how to fill in tax returns correctly.

· Allowance of applications in non-local bureaus or regions with the setting up of supplementary windows in well-frequented banks, in industrial areas, and in town or city councils, and assignment of personnel to assist and collect the application documents for individual income tax in large-scale organizations and enterprises.

· Promotion of the use of Citizen Digital Certificates to declare individual income tax via the internet.
· Setting up of supplementary windows for additional service during the application periods, provision of annual lists of all sorts of incomes for checking of the authenticity and accuracy of information.
· Diversification of tax payment procedures, taxpayers may pay tax at convenience stores, such as at the 7-11 and Family-Mart stores, etc., to facilitate the process of tax payment.
G. Establishment of a Network Declaration Procedure Zone to provide taxpayers with functions such as the latest news, declaration notes, tax payment, software utilization, program downloading, lottery draws and hyperlinks for business tax, profit-seeking enterprise income tax and individual income tax so as to create real-time interaction between taxpayers and the tax administration.
H. Promotion of an exclusive website for tax affairs and establishment of online transactions and inquiry.

3.3 Attachment of importance to public needs and opinion

A. The guidelines for the procedures for the handling and management of public complaints were set forth so as to standardize the procedures to protect taxpayers’ rights. They include the input of public complaint cases into the automatic management system of official documents to provide functions such as inquiry on computer, automatic control of unsettled cases and provision of periodical  statistics and tabulation, to improve efficiency in the handling of public complaints.
B. Managers attend neighborhood meetings and meetings of neighborhood leaders, and also visit the representatives of enterprises and lawmakers in order to gather information on public opinion. Press conferences are held with financial journalists to enhance relationship with journalists and to promote the services. Managers also take part in interviews or call-ins in broadcast programs in order to promote taxation services.
C. Setting up of suggestion boxes and making suggestion forms available so that the taxpayers may provide their opinions and suggestions.

D. The White Paper on Citizen Service is published in both Chinese and English. It includes information about the service items of various taxes, accusation phone lines, the branches and their administration addresses, phone numbers and service districts, various important innovative services and future business innovations so as to satisfy the overall demands of the public for service and to provide them with information on the latest service measures and complete tax information. The White Paper on Citizen Service was placed on the National Tax Administrations websites, and copies were sent to network members, and posted in service locations and other official units or financial organizations in order to provide convenient information on the service initiatives. 
E. Setting up of email to transmit taxpayer suggestions and opinions to relevant departments for reference, discussion, or application in regulations. Exclusive personnel are assigned to trace and manage suggestions.
3.4 Efficient use of social resources and the reinforcement of tax publicity
A. Efficient use of social resources
· The efforts of private individuals have been integrated to assist in taxation work. Retired members of the public and professionals are encouraged to join voluntary service teams. Service counters with volunteer accountants, lawyers, and land administrators have been set up to provide taxation law consultation services free of charge. Outstanding college students are selected to form taxation service teams during the income tax declaration period so as to make up for shortages in the manpower of taxation staff.
· Television, radio, outdoor LED signboards, newspapers and magazines, bus panel advertisements, light boxes at train stations, the fencing of the construction sites of the mass rapid transit systems, recycling trucks, etc. are used as media for large-scale advertising during the declaration and collection period of various taxes. Taxpayers are reminded to complete taxation procedures on time. Staffs participate in call-in radio and cable TV programs to answer questions from the public to help create direct and effective tax publicity.
· Reinforcement of up-to-date announcements and the inclusion of issues on taxation in magazines and newspapers to reinforce the promotion of the taxation service. The holding of meetings with journalists during tax declaration periods in order to announce information of important administration events including information on the facilities available to the public, the adjustment of laws and regulations, reminders for declaration, and matters which may be easily forgotten by the taxpayers. In addition, news about deductions, which are available following disasters, is reported actively to the taxpayers.
· Use of diversified media to advocate concepts such as the legal standing of regulations, honest tax payment and social progress. Holding of taxation promotion activities during festivals such as the Yuan-Xiao Festival, Dragon Boat Festival, and Mid-Autumn Festival. Expansion of such activities by arranging for visits by students to Tax Revenue Administrations Offices as well as school lectures on taxation to enhance the cultivation of a socially responsible attitude towards taxation. Participation in neighborhood activities in order to create a harmonious relationship between the taxpayers and tax collectors.
· During the period for the declaration of income tax, invitations are sent to police agencies in cities and counties to take charge of the safety of tax administrations so as to help simplify declaration by the public and payment of taxes.
B. Organization of various taxation lectures with examples of topics as follows: income tax computation and declaration; rules for checking irregular transfer pricing in the case of income tax; business taxes; estate and gift tax laws; income tax withholding and internet declaration; basic income tax rules and relevant regulations, computation, declaration.
C. Reinforcement of tax education in schools
· Holding of taxation seminars in universities, senior high schools, and vocational high schools.
· Taking advantage of the occasion of school anniversaries, taxation society activities, short film creation contests, and ‘teacher learning programs’ to conduct tax publicity by means of various kinds of contest.
· Establishment of student taxation service teams of students at senior schools, vocational schools or post-graduate level. The students are volunteers who help the taxpayers in declaration. For example, they can fill in application forms for senior citizens or the blind and assist taxpayers to make declarations on the internet so as to put what they learnt in their classes into practice.

· Arrangement of student internships at the National Tax Administrations so as to show students the workflow of taxation work in order to establish the relationship between theory and practice.
· Holding of taxation camps or seminars for students, schoolteachers and at community universities to outline the structural frame of the organization of taxation so as to implement the cultivation of taxation education at a lower level in order to advocate common sense in taxation and the correct concept of the payment of taxation amongst taxpayers.
D. Reinforcement of service for foreign taxpayers and prompt issuance of certificates
· Strengthening of the guidance for foreign taxpayers to use internet declarations of individual income tax and promotion of the proxy declaration system to increase efficiency in taxation. 
· Computerized procedures have been adopted for the verification of alien individual income tax to speed up the issuance of tax certificates in English. An on-line enquiry service for entry/exit information has been provided for tax collectors to facilitate aliens in their application for exit and extension of residency.
3.5 Circumstances under which the MOF and the District Administrations began to study and develop those new initiatives

A. According to the structure of the tax revenues, customs duty occupied the chief portion of the tax revenues in the 1970’s at about 24% of the total. Income tax (including land value increment tax) held the second place at about 19%. In the 1980’s the chief portion of tax revenue was from income tax at about 31% and customs duty provided the second portion at about 16%. Income tax still provided the greatest portion in the 1990’s, at about 30%; the business tax was second, at about 17%; with customs duty at 9%. Such trends in the changes of tax revenues are similar to those in the development of other economies in modern times. Thus, the present chief tax policies are still to make the tax system healthy, maintain tax equity, reform tax administration, and enhance efficiency in taxation.

B. The main goal of a modern government administration system is to provide services to take care of its people. Due to the enormous progress and development of IT technology, people have come to rely more and more on computers for gathering information, to apply for certain services, to take part in activities or to obtain some entertainments, etc. However, due to the rapid economic development in Chinese Taipei, the enhancement of the quality of service, the policy ideal of downsizing, and the rising workload of the Tax Administrations, the tax authorities have experienced a shortage in their workforces. Based on the integrated e-Government Entry Point Development Project, which is part of the Knowledge Economy Development Plan, established in 2001, the District Administrations have promoted administrative reform and initiatives in order to lower operation costs, raise the quality of service and administrative efficiency, improve tax compliance at tax offices, and establish a truly fast and barrier-free taxation service environment in order to meet the demands of the taxpayers.
3.6  IT knowledge used to improve taxpayer services

A. Continuation of the promotion of “The Overall Internet Tax Declaration Data Operation Project” and internet declaration of all taxes.

B. Provision to the public of information available via the internet and promotion of on-line application services. Registration to a global internet information site which can provide the latest news, answer enquiries, and allow for the use of on-line applications, the downloading of taxation documents, and commutation services.

C. Publicity for the business tax refund (VAT) for foreign visitors shopping in Chinese Taipei, provision of real-time online documentation, news of changes, and enquiry services so that the process of application for tax refunds can be implemented smoothly.

D. Rearrangement of Integration in the National Tax Information Project: This project has been established in the expectation to build a centralized taxation information architecture, with the introduction of certain new technology, such as a CMMI/ITIL management mechanism, case selection and audit by computer, and knowledge management, and simplification of the re-engineering of the IS workflow in order to achieve the three goals of public convenience, promotion of administrative efficiency, and fair taxation.

E. Reinforcement of the Information Security Management System(ISMS) to enhance the information security environment and to improve the information security of each department.

F. Full scale planning and investigation of e-invoices: Initialization of an e-invoice integration service platform in 2006 to decrease trading costs and increase operating efficiency by speeding up the overall use of e-invoice applications in enterprises.

G. Introduction of knowledge management mechanisms to share knowledge: Provision of document management, knowledge collection, and knowledge inquiry, expert yellow pages for the knowledge community with online real-time communications to enhance the professional knowledge of tax collectors and help new employees be independent from a traditional teacher-student system by the use of systematized knowledge inquiry at a high speed and with integral efficiency.

H. Continuation of taxation for single entrance online transactions and inquiry: Login from a single entrance for online transactions and business inquiries was implemented with the completion of the construction of the tax single entrance website. Full automatic operation for matters such as case transactions, information sheet and progress response are achieved via an intermediate procedure by a case control system so as to achieve the goals of convenient service.

I. Promotion of the Tax Declaration Instant Messaging Project: Using information and communication technology to create innovative user-friendly services to notify taxpayers of relevant taxation messages and support two-way communication in the making of enquiries.

J. Establishment of an e-learning management system to provide taxpayers with publicity, laws and regulations, tax information, language-learning software, etc. to facilitate the use of real-time on-line interactive learning channels.

K. Implementation of user-friendly measures for the simplification and diversification of tax payment procedures and for the obtaining of refunds.

· Use of bar code technology in tax payment bills so that taxpayers are able to pay tax at convenience stores in their neighborhoods, such as at 7-11, Family-Mart, etc., so as to facilitate the process of tax payment.

· Promotion of the use of tax payment by credit card for the bulk levying of individual income tax and business taxes.
· Internet transfer of tax payment via a smart card.
L. Promotion of customized services to citizens, enterprises and government employees, respectively. The new program features four flagship projects: The Advanced e-Government Portal, Citizen e-Housekeeper, Enterprise e-Helper, and Civil Servant e-Administration.

M. Creation of an English-friendly Living Environment: implementation of bilingualization and measures for the improvement of services for foreigners.

3.7 The new initiatives are effective and successful

Improving taxpayer service is usually conducive to enhancing tax compliance. Research results: Compliance improves when persuasion has been tried before stronger methods of enforcement method are employed. It is important to create an atmosphere, a culture of understanding the rules and a desire to follow them.
We have being thinking for a long time about effective ways to provide a better taxpayer service, with the least imposition and operating costs, the greatest amount of tax revenues, and if possible, the most satisfied taxpayers in the world. During the past ten years we have followed the evaluation of our supervisors in the creation of a precious opportunity to implement “The Project for the Comprehensive Improvement of Service Quality.” We believe that our new initiatives are successful and effective and that they have been proven in the documentation of the results since implementation of the processes, which show that that better taxpayer services substantially improve tax compliance.

3.8 The initiatives adopted for future challenges arising from globalization of the tax base

A. E-commerce
Trends in globalization and technology have a significant impact on tax compliance. There are rapidly increasing risks in a lack of harmonization between tax regimes and between administrative procedures. International trends and cross-border risks also have an increased impact on domestic taxation risks. The absence of a physical location and electronically virtual transaction further makes it difficult to identify the tax jurisdiction for a particular source of income gained via e-commerce. 

E-commerce companies face the same complex regulatory tax environment as larger companies, but with far fewer resources to comply with international tax regulations.

Businesses spend too much time in activities such as filling in forms, applying for permits and licenses, reporting business information, and making notification of changes.

B. Tax auditing of transfer-pricing cases

There is a significant burden in administrative compliance for larger businesses to offer transfer-pricing reports, other papers, documents, etc. in terms of tax compliance. Related problems are a lack of experienced and professional tax officers and tax auditors to examine transfer-pricing cases; a lack of an exchange of information among foreign jurisdictions involved in a case which leads to inefficiency; and a lack of an objective and consistent standard or operational procedure to proceed, which could give rise to the need to employ administrative remedies.
C. Adopted initiatives

· Tax authorities should continue to simplify tax legislation, improve forms and procedures, streamline processes, enhance inter-governmental co-operation, and cut red tape in order to reduce the burden of tax administrative and compliance. 
· Enhancement of the risk assessment, increase of penalties on tax evasion, and expansion of the utilization of technology.
· Improvement of international cooperation, and promotion of signing tax treaties with foreign other jurisdictions so as to improve the exchange of information.
· Harmonization and standardization of definitions and language in tax legislation.
· Standardization of electronic information processes, architecture, infrastructure.
· The promotion of e-government needs to proceed with greater effort in order to meet the rapid changes in the global political, social and technological environment, and also the growing expectations of the public towards the provision of services by the government. At present our government has established a new e-government plan to form a ubiquitous government network to support an innovative “i-Gov” service that is Integrated, Interactive, Innovative, Instant and Individualized.
4. Conclusion

4.1 Summary

The main goal of a modern government is to provide services to take care of its people. Generally speaking, the enhancement of the quality of the service provided by the government has earned a positive response from the public, as we mentioned before, but we still have to make efforts to upgrade the quality of service to meet the demands of taxpayers in the future.

4.2 Looking forward

With changes in government competency and public demand, the RDEC has formulated the Government Service Innovation Refinement Initiative and the Government Service Quality Award Implementation Plan, to implement the wider distribution of government information and also the integration of government resources and innovative services to be used in the future as the basis for comprehensive improvement in the quality of government service. Starting in 2008, comprehensive promotion will commence and by November 2008 operations will start for the first award event. In the future, we will continue to address ourselves to create a win-win situation to initiate better taxpayer service to improve tax compliance.
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