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CIAT is a public, nonprofit international organization established in 1967, with the mission of
providing an integral service for the modernization, strengthening and technical development
of the Tax Administrations of its member countries. Its membership currently consists of 40
member and associate member countries from four continents: 31 countries from the
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IMPROVING THE PERFORMANCE OF THE TAX ADMINISTRATION: EVASION
CONTROL AND TAXPAYER ASSISTANCE

Currently, tax administrations are attributing ever greater importance to improving their levels
of efficiency in relation to two of its essential functions, namely: control and taxpayer
assistance.

The world economic crisis, which has affected every country to a greater or lesser extent,
has exercised great pressure on tax organizations urging them to achieve greater and better
results for relieving the economic difficulties faced by governments.

The main theme of the Assembly will analyze the alternatives being implemented by the
countries to combat evasion and improve taxpayer assistance, it being understood that,
today more than ever, voluntary compliance must continue to be promoted, while at the
same time exercising more effective, innovative and specialized controls that may allow for
expanding the tax base and increasing collection.

To this end, technology, much in the same way as it has been for many years, continues to
be for the tax administrations the essential support tool, along with the design and
application of methodologies for measuring income tax and VAT evasion. It is not only a
matter of reliably quantifying the latter, but of obtaining detailed information on the main
sources of nhoncompliance, their modus operandi and on that basis, begin scheduling better
oriented and successful control actions.

TOPIC 1.THE USE OF INFORMATION AND COMMUNICATION TECHNOLOGIES
TO IMPROVE PERFORMANCE AND FACILITATE COMPLIANCE

Information technologies are an important support to all of the tax administrations’ working
spheres. In particular, efforts have been devoted to developing or implementing and
adjusting programs for intensifying and fine tuning control actions, as well as increasing and
improving taxpayer services.

It is important to be aware of how ICTs have contributed and continue to improve control and
facilitate compliance through their own developments, outsourcing or the combination of both
modalities, in such aspects as security, support, contingency plans, reliability of information
received and sent to the administration as well as the taxpayers, their processing as well as
management.



1.1. E-FACILITATION OF COMPLIANCE

Taxpayer services provided via Internet are an ever more important factor in simultaneously
promoting voluntary compliance and creating subjective risk. Therefore, it is necessary to
introduce and improve the services offered to the taxpayer. These include the development
of applications which by means of the technologies may improve the processes and provide
a better service. Some examples are: the electronic invoice, tax refunds, the tax return
prepared by the administration, appeals and administrative procedures, requests and
sending of information and on-line examination, among others.

1.2. E-CONTROL OF NONCOMPLIANCE

Massive crosschecks are an essential tool for examining noncompliance with VAT and
individual and corporate income tax. This involves aspects dealing with VAT control through
purchase and sales records; information regarding the change of taxpayers; the control of
exporters and third party information, especially in relation to income tax, among others.

1.3. E-COOPERATION

Information technologies that may allow information exchange between national and
international entities. The development of computerized programs that may facilitate the
exchange of information at the level of countries and national entities is a fundamental
control basis. Some of the issues to be analyzed involve the characteristics of those
electronic formats that may not only facilitate information exchange, but that may allow
systematization as regards internal taxes and customs duties, the advantages, conditions
and results achieved.




TOPIC 2. SATISFACTION AND QUALITY OF SERVICE PROVIDED BY THE
TAX ADMINISTRATION TO THE TAXPAYER

2.1. MECHANISMS FOR MEASURING THE QUALITY OF SERVICE PROVIDED TO THE TAXPAYER
AND RESULTS ACHIEVED

Currently there is a variety of services available which even though they are a great step
forward in assistance actions, there is also concern with respect to their quality. Given the
increasing demand by taxpayers and citizens in general for greater and better services, it is
important to evaluate the existing ones, in order to improve, reconsider or substitute them
with others of greater quality and effectiveness. In the presentation of this case, it is
important to consider the existing measurement mechanisms, the periodicity with which they
are applied, the results achieved and adjustment plans as an outcome of the administration’s
operation.

2.2. MECHANISMS IMPLEMENTED FOR ASSISTING TAXPAYERS IN REMOTE GEOGRAPHICAL
AREAS

The outsourcing of collection services, in particular, led to the elimination of offices by many
tax administrations in most medium and small towns, in order to focus on the control,
collection and assessment functions, for example. However, the tax administration’s
presence in these geographical areas has recovered importance, with a view to assisting
those residents who face difficulties in accessing information and service, either because of
insufficient road and telecommunications infrastructure or coverage restrictions. It is thus
important to analyze the mechanisms used for assisting those taxpayers, the cost-benefit
relationship, the proposed objectives and results achieved.

2.3. STRATEGIES AIMED AT IMPROVING THE QUALITY OF THE SERVICE
Topic 2.1 discusses the mechanisms for measuring the quality of services rendered to the

taxpayer. After achieving these results or determining that it is necessary to improve the
quality of the service, which are the strategies developed for increasing the levels of
satisfaction and effectiveness of those services? Who is responsible for their
implementation? How are they reviewed and how frequently?




TOPIC 3. MEASUREMENT OF VAT AND INCOME TAX EVASION BY
PERSONAL AND CORPORATE TAXPAYERS

The measurement of VAT and income tax evasion is essential for determining the tax
administration’s control actions. However, there are varying positions in relation to this issue,
mainly because of the interpretation of results achieved from the information sources used
and the greater or lesser consideration of variables that may impact them.

Currently the tax administrations are challenged with delivering reliable results with respect
to whatever may represent evasion, especially at a time when the administration’s role as
collecting entity is more crucial than ever. The dissemination of such results to society as
supervisor of the State’s function acquires greater relevance when compared to past periods
when the amounts were unknown and likewise, no credible periodic measurements were
carried out.

3.1. METHODOLOGIES FOR ESTIMATING INCOME TAX AND VAT EVASION

The methodologies used, in particular, have been the subject of controversy throughout the
years. There is no agreement as to which could be the best methodologies and especially
the information source used for undertaking the corresponding estimates. Different factors
are specifically taken into account in the case of VAT and income tax and in turn, in the
latter’s case, the situation is not the same when referring to individuals and corporations or
businesses.

The methodologies applied and pros and cons of each of them, the information sources used
and results expected are among the aspects to be considered in this case study.

3.3. DESIGN OF PLANS FOR CONTROLLING EVASION AND INDICATORS OF MANAGEMENT
RESULTS

As seen in the previous topics, in measuring evasion one must determine its causes; identify
the evaders and provide important information on inappropriate behaviors in order to design
more efficient and effective control plans. Likewise, the design of management indicators
and their application constitute the tool for measuring the success of the plans or identifying
the adjustment, modification or correction needed.
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