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2.5 Self Service Technology

3.1 IT Infrastructure Development
3.2 Data & IT Value

3.3 IT Investments

3.4 Unified IT architecture
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4. Governance 4.1 Data Governance
5.1 Data Strategy
5.2 Data Quality

5 Data 5.3 Data Centralisation
5.4 Use of Big Data
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1.7 Level of Personalisation
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3.1 User-centred design
3.Engagement 3.2 Third party involvement
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5. Support to transition | 5.1 Staff Capability
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THIRD WORKSHOP OF THE FTA E-SERVICES AND DIGITAL DELIVERY PROJECT

GROUP April 24 - 26, 2017

e Get ready for the new wave of emerging technologies
David Regan, Global Managing Director, Accenture

e Improving Citizen Engagement in Tax Administration:
Managing the customer journey
Andrew Johnston, Senior Industry Consultant, Finance
Centre of Excellence, Teradata International

e Government e-Services: Exceeding Taxpayer Expectations
James Doucette, Director, FAST Enterprises

Singapore
AGENDA
Item Description Time
Day 1 - Monday 24 April 2017
I | Welcome and introduction 09:00 — 09:15
Michael Hewetson, OECD Secretariat (5 mins)
Tan Tee How, Commissioner of the Inland Revenue Authority of
Singapore (IRAS) (5 mins)
Alexey L. Overchuk, Deputy Commissioner, Federal Tax Service
of Russia, ESDD Project Coordinator (5 mins)
Il | Key Note - Use of Innovative Technologies in IRAS 09:15-03:45
Presentation by Inland Revenue Authority of Singapore
Coffee (includes a showcase by IRAS) 09:45 - 10:15
USE OF MOBILE APPS IN TAX ADMINISTRATION
Il | Private sector views: 10:15-11:45

(30 min each)
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Panel session (Moderator + External speakers)

e Summary of private sector sessions by Moderator
e Questions from the floor to the panel

11:45-12:00

Country presentations: 5 presentations of 15 minutes

Tax administrations will share an outline of their work in the use
of mobile apps with a particular emphasis on strategic
alignment with business outcomes, delivery methods deployed
and lessons learned.

The Advisory Group and Secretariat will decide which
participating administrations will present to the plenary.

Moderator: Robert Ravanello, Deputy Commissioner of Service
Delivery, ATO

e USA

e Australia

12.00-12:30

Lunch (includes showcases by Accenture, EY, FAST and NCS)

12:30 - 14:00

Vi

Country presentations (continued):
e (Canada
o |taly
e China

14:00 — 14:45

Vi

Panel session (Moderator + 5 presenters from tax
administrations)
e Summary of country sessions by Moderator

e Questions from the floor to the panel

14:45 - 15:30

Coffee

15:30 - 16:00

16




Vil

Break-out groups discussions:

Introduction to the break-out group discussions (by Michael
Hewetson)

Based on their own experience or information presented by the

private sector and tax administrations, delegates may be asked

to share their views, knowledge and insights on the three

following themes:

Theme A. Strategy and Governance:

1.

Is there a mobile governance approach in your tax
administration? If yes, what are its key features?

Can mobile apps be seen as a full replacement for tax
administrations’ portal solutions and private online
taxpayer accounts?

What are the obstacles and challenges for implementing
mobile apps solutions in tax administration?

What essential elements need to be included in the
strategy for mobile apps deployment in a tax
administration?

How do tax administrations measure the performance of
their mobile offerings?

Theme B. Digital Maturity:

1.

What advantages are there for tax administrations in
moving their digital delivery to mobile platforms?

What are the key factors that contribute to tax
administrations’ use of mobile apps digital maturity?

How able are you core systems to support provision of
contemporary services? What in your opinion needs to
change?

What will be the place of mobile apps in the Omni-channel
environment?

How do tax administrations measure the performance of
their mobile offerings?

16:00 — 16:45
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1.

Theme C. Delivery and performance:

How does your tax administration determine which mobile
solutions it should develop?

Are there dedicated mobile apps managers in your tax
administration?

What is the level of customer engagement in development
of mobile apps?

Can mobile apps comprehensively cover the complexity of
tax compliance to answer user demand for mobile
applications?

How do tax administrations measure the performance of
their mobile offerings?

Feedback from break-out groups from the rapporteurs
Group 1 rapporteur (10 mins)
Group 2 rapporteur (10 mins)

Group 3 rapporteur (10 mins)
Wrap-up of Day 1 (Michael Hewetson)

16:45-17:30

Day 2 — Tuesday 25 April 2017

USE OF ARTIFICIAL INTELLIGENCE, MACHINE LEARNING AND DIGITAL WORK-
FORCE MANAGEMENT IN TAX ADMINISTRATION

18




Keynote

e Use of artificial intelligence and digital work-force
management in processing of tax data
o Chris Sanger, Tax Policy Leader, EY
o Rob Thomas, Tax Policy Director, EY
oPetr Medvedev, Global Tax Leader, Government and
Public Sector, EY

e Digital Transformation in Tax Administration
Tony Newling, Senior Director, Government Public Sector
Asia, Microsoft

e leveraging cognitive technology to drive digital
transformation - The Why and The How
Tom Mattox VP & Partner, IBM Cognitive Solutions

e Call Centre Analytics
Christopher Lim, Vice President, NCS Pte Ltd

08:30 - 10:30

(30 min each)

Coffee 10:30-11:00
Xl | Panel session (Moderator + External speakers) 11:00-11:30
e Summary of private sector sessions by Moderator
e Questions from the floor to the panel
X Key Note — Towards digital tax administration 11:30—12:00
Presentation by FTS Commissioner, Mikhail Mishustin
Lunch (includes showcases by Accenture, EY, FAST and NCS) 12:00 - 13:30
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Xl | Country presentations: 4 presentations of 15 minutes 13:30 - 14:30
Four tax administrations will share an outline of their work in
this area with a particular emphasis on strategic alignment with
business outcomes, delivery methods deployed and lessons
learned.
The Advisory Group and Secretariat will decide which
participating administrations will present to the plenary.
Moderator: Mr Michael David Potter, Director, Digital
Transformation, UK HMRC
e Spain
o UK
e Norway
XIV | Panel session (Moderator + 4 presenters from tax 14:30—15:00

administrations)

e Summary of country sessions by Moderator

e Questions from the floor to the panel

Coffee

15:00 - 15:30
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XV

Break-out groups discussions

Introduction to the break-out group discussions (by Peter
Green)

Based on their own experience or information presented by the
private sector and tax administrations, delegates may be asked
to share their views, knowledge and insights on:

1. What do they see as the major activities where RPA or Al
could assist their administration?

2. What were or would be the major barriers to overcome or
risks that would need to be managed if tax administrations
were to proceed with an RPA or Al initiative?

3. What "pre-conditions" would be seen as essential for
successful implementation of RPA or Al to be successful?

4. Would there be any public reaction to the use of RPA? Would
your answer be any different for Al activities?

5. Would RPA or Al enhance or inhibit tax compliance, and
why?

15:30 - 16:15

XVi

Feedback from break-out groups from the rapporteurs &
wrap-up of the second day

Group 1 rapporteur (10 mins)

Group 2 rapporteur (10 mins)

Wrap-up of Day 2 (Michael Hewetson)

16:15-17:00

Conference Dinner

18:00 - 21:00

Day 3 — Wednesday 26 April 2017
(limited to tax administrations only)

DIGITAL MATURITY MODEL ASSESMENT OF TAX ADMINISTRATIONS

XVil

Country show case — Finland
Presentation by Finnish Tax Administration Director General,
Pekka Ruuhonen

09:00 —09:30
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XVIIlI| Presentation of Digital Maturity Model 09:30 - 11:00
Moderator: Michael Hewetson, OECD Secretariat
e Presentation of the pilot survey by FTS and ATO
e Questions and Answers
e Next Steps — Dissemination and Future work (links to
last session)

FUTURE WORK

XVIX | Next Steps 11:00 —-11:45

e Discussion and agreement on key observations and
outcomes from the workshop (30 mins)

e Facilitated discussion on options for presenting to the FTA
Bureau for work as part of the next FTA Work program (15
mins)

Close of meeting 11:45-12:00

Lunch 12:00 - 13:30
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