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Adaptive Hybrid open

Strategy | Controlled

Hybrid closed

Strategic
Dimensions

Strategy towards TSPs

network

“We know best”: TA acts
and develops the chain®

network

“Let a thousand flowers
blossom”: TA stimulates

network

“We know the system": TA
organizes the system and

network

“Can we help you" : TSP
contribute in regulated

variety. asks for help where needed markets.
Competition or Competition Collaboration & Government-driven Market-driven collaboration
collaboration with TSPs competition collaboration. in regulated markets
istribution of power Unbalanced More balanced More balanced Unbalanced

Value proposition
towards SME

New Products & Services
(generic or customized
solutions)

Information
infrastructure

Level of trust needed

Transparent, but less
convenience. One size fits
all (no customization)

TA decides on new P&S
(direct related to tax
compliance}. More generic
solutions.

Centralized. Customized
systems Tas.

Low trust society

Less transparent, but
maore convenience.
Tailor-made solutions

Established & new TSPs
create new P&S. Strong
bias towards
customized solutions.

Secure chain (market
defined). All sort of
coupling & sharing.

Low and high trust

Less transparent, but more
convenience. Mostly one size
fits all (some customization)

Co-production. TAs gatekee-
per for new P&S by est. &
new TSPs. Some room for
customized solutions.

Secure chain (but defined by
TA). Coupling & sharing
government driven

High trust societies

Transparent, but less
convenience. Some
customization

Co-production. Mainly est.
TSPs propose new P&S in
regulated market. Some room
for customized solutions.

Mostly centralized. Some
room for coupling & sharing
linked to core processes TA

High trust societies
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gt A (Educate taxpayers) (2) 52254057 A (Influence taxpayers )

(3) fE#EEHA (Disseminate information ) (4)FRHECH A (Make
representation on behalf of taxpayers ) ° 5540 » FrinszFENor Azleen
J¢Ho Choy Kheng#e/R » % [E] /N E 8 R 2 E U ATE100E
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KA TE > PIOEFCIRT - e XS - 2EIN R - 52
FeSERARNANRE A » Rl oy Bl EREBE B 10 ~ (A B ~ & R
PRV T AR S FE AL

Downward

Pressure of TAXPAYER BASE
Societal Norms

to Comply

Voluntarily compliant
Assist and Serve

e.g. e-Services, No-filing services,
Auto-Inclusion Scheme, frontline
services, website information

Educate and Prevent

Hnaware e.g. SMS reminders, industry
Willing to engagements, public communications
comply but| === === Ty =
re u?reye Detect and Reform
N8 Negligent
assistance ;

e.g. Audits, Voluntary Disclosure Programme

Penalise and Deter

e.g. Penalties, enforcement, investigations,
prosecutions
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(—) e St
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WINATAL = 140980 N 2 RERIEAZR 54 BAME H S N BT T 2. 4EFFRLH e B
M TECRERIE A « 3T A A E 2] BRFEME 2 MBS TTIE -
MBS HE R R A L& TENDE T 2RV » MR
FRMBITE EE > BEEEEENANR - QIS EARITRES - B
EIVEUEIRS o W1 A &R DU R A i RE4S 5 -
(DgaliE AR A
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Figure A The Compliance Risk Management Process

Operating Context

Identify risks

Assess and prioritise risks

‘ I

Monitor - Evaluate
performance [ e — compliance
against plan | - . _ outcomes
- Analyse compliance behaviour I *. Registration
(causes, options for treatment) | » Filing
¢ Reporting
Determine treatment strategies A ¢ Payment

Plan and implement strategies
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| Directing attention to the prefiling stage & proactively target
high risk areas & segments
‘ Identifying & exploring key events in the life cycle of businesses
to influence taxpayers

Acting in real-time
& up front

Building customer understanding through feedback from
compliance activities

( Adaﬁg or simplifying legislation in order to limit scope for A

Focussing on end- i X
error and/or allow for cost effective handling of error

to-end processes
from a taxpayer Addressing tax requirements as part of all legal obligations for
viewpoint business on a whole-of-government basis

[ Introducing or extending obligations or requirements for book-
L keeping & accounts to prevent error & diminish failure

Right from th&L
Start '
Making it easy to

{comply (& difficult
not to)

R

Revisiting internal processes, procedures, systems, interfaces, '
etc. in order to make it easy to comply and/or prevent errors |

( Developing & expanding online (web) facilities & (interactive)
online tools for filing and educational purposes

Providing support throughout the life-cycle through tailored
education, information & guidance to taxpayers or relevant
| third parties (e.g. bookkeepers, accountants)

Co-operating & co-designing with taxpayers and/or other
stakeholders to improve procedures, systems, interfaces or
I control chains

Identifying and exploring opportunities for influencing

"~ Actively invalving
Y g taxpayers through third parties

& engaging !
taxpayers & other Building customer understanding by engaging in dialogue with
\__stakeholders ) taxpayers or their representatives

[ Building customer understanding through research conducted |
by the revenue body or partners or by taking on board
L knowledge from the scientific community

(GRS A
AR ph e P O BUOR AT Davi Thani#B (E#R & A -
(S MaTamec 2
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