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STRATEGY 4 — IN-HOUSE CONSULTANCY SERVICE KEY SUCCESS FACTORS

ATO BEHAVIOURAL INSIGHTS EXAMPLES

There are now over 200 Bl projects / activities progressing across the ATO, helping
achieve better client / staff experiences. Examples of application are below.

Encourage people to correctly report income and accurately claim expenses

We make it easier for millions of clients and their tax agents to complete tax returns by
prefilling income, salary, dividend and private health insurance details in our free online : :
tax return system, myTax. We also help clients get their work-related expense claims 1. Make a plan “ Ge.t f t.eam with the right
right, with pop-up messages in myTax that let them know when their claims appear out-of- skill mix

step with their peers, enabling them to make changes to their deductions before lodging
their return. A recent trial with letters to tax agents notifying them that their clients’ work
related expense claims were higher than expected, saw 17% of agents amending
deductions, versus 1% for the control group and reducing expense claims by $2 million.
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Encourage people to pay their debts on time | .
We help clients pay their debts on time and avoid penalties and interest, by sending |
hundreds of thousands of text message payment reminders to businesses and
individuals. In 2016-17 we issued 560,000 text message prompts to assist taxpayers to
self-manage their debts, reminding them to pay on time, collecting $800 million that year.

Reduce impost on the community { s :
We save clients time by simplifying the Interactive Voice Response (IVR) system to help 3. Focus on practical 4. Make business
them finalise their query faster when they call us, by making the system easier to navigate application development our
and find what they need. A trial across four ATO phone help lines — Superannuation, | business

Debt, Individuals and Business — saw reductions in call durations of between 7% and
22%.

Encourage businesses to willingly comply with tax and superannuation systems (&} [ !
We help businesses understand and meet their reporting and lodgement obligations by gl
issuing tailored emails which enabled their continued eligibility for specific tax
concessions. For example, the deferred GST trial saw over 40% of emailed businesses
voluntarily rectify their payment / lodgment problems.

Improve the community‘s experience in interacting with the tax system

We provide greater certainty for individuals using myTax on the progress of processing
their tax return, via personalised emails and text messages. Through certainty messages
issued to taxpayers upon tax return lodgment, during processing and when refund
payment was imminent, the ATO reduced taxpayer phone queries by over 25% (around
80,000 calls) in the first year alone, with further 30% improvement in the subsequent year.
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