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E-Government in the field of Taxation:
Scientific Basis, Implementation Strategies, Good Practice Examples 
The book consists of four sections: 

· Scientific Basis 
· Different Implementation Strategies 
· International Good Practice Examples 
· E-Taxation in Austria 
Scientific Basis

The Revenue Online Service in Ireland: Best Practice & Website Service Quality

Regina Connolly, Frank Bannister 

This chapter describes an ongoing study into the quality of service provided by the Irish Revenue Commisioners’ online tax filing and collection system. The Irish Revenue On– Line Service (ROS) site has won several awards. In this study, a version of the widely use SERVQUAL measuring instrument, adapted for use with online services, has been modified for the specific case of ROS. In this chapter, the theory behind this instrument is set out, the particular problems of evaluating revenue collecting online are examined and the rationale for this approach is explained. 

International Income Taxation in the Digital Age: Possible Ways to Go

Oleksandr Pastukhov 

The article aims at examination of the distortions to the current system of international income taxation caused by the advent of electronic commerce and search for possible ways of their elimination. International tax competition is also one of the article’s focal points since negative effects of its harmful forms get aggravated in the digital age. The proposals for solutions to the problem of international taxation of electronic commerce put forward so far are being critically analyzed. It is argued that the developed nations benefit from today’s under-taxation of Internet operations and, thus, resist its revision. The near-absolute mobility of capital in cyberspace, though, allows easy relocation of businesses and turns more and more countries into ’tax havens’. They compete for tax revenues by lowering effective tax rates or creating special tax regimes. In the long run, such ’race to the bottom’ reduces tax revenues of all nations. The article concludes that of all the reform proposals only the most revolutionary ones are able to solve the problem of harmful tax competition by making lowering income tax rates pointless from the point of view of attracting foreign investment. 

Imposing Order on the Greek Taxation System: The Case of Taxis

Elpida Prasopoulou, Nancy Pouloudi, Eirini Kalliamvakou 

The effort to modernize the public sector through the use of information technology has led, in the recent years, to the implementation of large information systems. In this chapter, we examine one such large implementation, the Greek TAXation Information System through the lens of information infrastructures. Stressing the active and processual nature of infrastructures, we focus on how the concept of order drove design and implementation and served as the major criterion for the evaluation of the system, from a political and societal perspective. Our findings are in line with existing literature stressing the socio–technical nature of such large information systems since we present evidence that TAXIS’ design, implementation and subsequent adoption evolved around issues that were not purely technological. 

SECTINO – A Framework for the Modelling and Realization of Security–Critical Workflows in E–Government

Andrea Nowak, Michael Hafner, Ruth Breu 

The many conflicting technical, organizational, legal and domain–level constraints make the implementation of secure, inter–organizational workflows a very complex task, which is bound to low–level technical knowledge and error prone. With SECTINO we provide a framework for the realization and the high–level management of security–critical workflows based on the paradigm of Model Driven Security. Security requirements are modelled on a high level of abstraction. The models are translated into configuration files for workflow and security components of a target architecture based on XML and Web services standards and technologies. In this paper we present the application of our framework to an E–Government scenario. We show how to model inter–organizational workflows by introducing an intuitive and graphical UML–based modelling language that allows the formal specification of secure, inter–organizational workflows. 

Critical Success Factors for Tax Web Sites

Vasileios Terzis, Anastasios A. Economides 

Information and Communication Technology (ICT) is wide spread in private sector. Companies are using ICT to deliver better and quicker services to their customers. So, the customers who are also citizens have been spoiled by advanced e–services and support. They have developed increased expectations regarding e–services from the public sector too. Thus, the public sector has to deliver advanced e–services to facilitate the citizens. One of the major transactions between the state and the citizens is tax filling and payment. Most governments have created tax Web sites in order to offer this service through the Internet. 

This chapter points out critical success factors for a tax Web site. It analyzes criteria that a tax Web site has to satisfy in order to be useful and attractive to citizens. Furthermore, it evaluates various tax Web sites using these criteria and identifies their strengths and limitations. Finally, best practices are underlined and suggestions for improvement are made.

eTaxation and the Reduction of the Administrative Burden – the Role of Intermediairy Parties

Rex Arendsen, Tom van Engers 

eTaxation is used both as a way to improve the quality of service delivery as well as a strategy to reduce the administrative burden for businesses. Although many business to- government systems are currently being implemented, the adoption of electronic data interchange systems in a governmental context has not yet been studied. Without understanding the effectiveness of legislation related to the reduction of administrative costs and the role of private intermediary parties involved in the exchange processes between governments and businesses we can hardly expect that these developments help the governments to achieve their aims to reduce the administrative burden. In this chapter we present a conceptual model of adoption factors that influence adoption decisions of SME companies in this context. In a representative survey we investigated the perception toward edi-like communications channels with government and found some factors that seem to be relevant for motivating the implementation of eGovernment. In a specific case study of the Dutch eTaxation approach we illustrate practical consequences of the legislative measures and the relation with the reduction of the administrative burden. 

Process Requirements Analysis: Towards a More Legislation Oriented Approach for Process Development

Patries Kordelaar, Tom van Engers 

The Tax and Customs Administration in the Netherlands experiences a growing need to carefully examine his process development and implementation process. Due to several developments more and more emphasis must be laid upon criteria like traceability of process elements towards the original legislation, process adaptability and process transparency. We will discuss these developments and point out where they lead to. Like other big organisations the Dutch Tax and Customs Administration (DTCA) is struggling in meeting the demands of traceability, adaptability and transparency. Therefore we present the contours of two approaches by which legislation can be incorporated into the organisation’s processes. Both approaches are based upon and part of the POWER method, originally developed within the DTCA to support the regulative chain. The first approach offers possibilities for an automated implementation of regulations within processes. The second approach searches for process requirements within legislation and can be used during the process development stage. We will show that the two approaches offer organisations such as the DTCA possibilities for a more traceable, transparent and therefore more adaptable implementation of legislation within her processes. At the end of the chapter we discuss our plans for future development concerning the handling of regulations within processes. 

Rethinking Service and Channel Strategies after the Hype

Wolfgang Ebbers, Willem Pieterson, Hubert Noordman 

Since the mid 1990s, governmental organizations deploy the Internet as a service channel. Although nowadays many people search governmental websites for information, a majority of all citizens still prefer the traditional channels for their interactions with governmental agencies and these preferences aren’t changing. This chapter explores the reasons why, in public service delivery, some ICT applications are a success and others are not. We argue that five different modes of contact between organizations and users exist, Contemporary two of them, namely ’consultation’ and ‘conversation’ are causing problems, because of their characteristics and the way they are deployed. In these two modes users take the initiative in contacting governmental agencies. In this contribution we propose a model that combines the strengths of certain channel types with the characteristics of channel modes and the ambiguity and complexity of problems. Our proposal amongst others anticipates both the citizen’s preferences of channel use and the preferences of governments to interact with citizens in the most effective and efficient way. 

Driving E-Take-Up

Ian Pretty 

In 2006, Capgemini undertook a review, on behalf of the Austrian Federal Ministry of Finance, into the delivery of Government tax services over the Internet. This article is based on the output of that study and explores some of the challenges facing Tax Agencies in driving up e-filing of tax, interspersing this with short case studies of approaches taken by Tax Agencies around the world to meet those challenges. It also sets out some key conclusions as well as considering what the implications are for Tax Agencies as they seek to increase the level transactional business conducted online.
Benchmarking User Orientation of Online Tax Declaration in Europe: Access, Competence and Motivation for uptake

Karsten Gareis, Werner B. Korte 

In order to explore to what extent existing online taxation services are likely to meet interest on the part of end users, this chapter uses data from a representative population survey carried out in 2005 in nine EU Member States. By applying a so-called Access-Competence-Motivation model, the entire adult population in these countries is classified according to their “propensity” to become a user of online tax declaration. The model allows us to estimate how the population is distributed across the eight possible combinations of access, competence and motivation. Such a distinction is of high relevance for policy-making since each category of potential users requires very specific policy measures if members are to support the full switch to online provision of tax declaration services. 

The Cost Factor in E–Taxation Services

Elias A. Hadzilias 

This paper proposes a structured framework for calculating the cost of e- Taxation services, based on the complementary application of the IDEFØ modelling tool and the Activity-Based Costing technique. The motivation for this research effort was derived by the need to use an alternative method for the annual cost calculation of the TAXISnet e-Taxation system, since the relevant report published from the Greek Ministry of Finance was based on traditional accounting approaches. The first step of the proposed methodology is the IDEFØ-supported identification of the activities corresponding to the e-Taxation services and their initial classification as value-added or non value-added. Data collection follows, concerning cost elements and their activities using Activity-Based Costing. The paper concludes with a discussion concerning the added value of the proposed methodology framework and further research.
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E-Taxation in value added taxation in Finland

Sari Hakapää 

The information society and electronic communications made it possible to develop public services. By using versatile technology in administration new possibilities can be created, for example, to change ways of procedure and make them more e active. In Finland, the objective of relevant legislation is to improve the smoothness and speed of services and communications, and to ensure information security in public administration, by promoting the use of electronic data transmission. The TYVI service is an electronic transaction service by which companies and associations can send statutory declarations to public authorities and other organizations. The Finnish Tax Administration has actively promoted the development of eGovernment services from the very beginning of TYVI, and today it is the greatest official user of TYVI. The automation of the taxation process is a good example of eGovernment’s future possibilities. Automatic taxation process is a system where the tax administration would use different kinds of electronic aids and special computer programs during the taxation procedure.
E-Taxes in Lithuania

Rimantas Petrauskas, Irmantas Rotomskis, Algirdas Sero?stanovas, Lauryna Kanclerye 

More and more public services are being transferred into the electronic environment. One of these services, provided by the tax institution, is the declaration of taxes. This article investigates the System of Electronic Declaration (EDS) [1], that was introduced into Lithuania in 1994. The article is based on the practical experience of Lithuania in this field. The advantages of the above mentioned system and a broader range of provided services compared to analogical systems that are currently in use in other EU countries are discussed. Furthermore, prospects of EDS in Lithuania and the feasibility of its improvement are also discussed in this article. As stated in the conclusions of this article, any e–tax system should provide a broad range of services to its users and also be flexible. The user should be provided with the relevant opportunities to choose one or other system service.
Efficient Records Managment in Tax Administration

Matthias Eder, Michael Gross, Christian Proba, Frank Zimmermann 

Baden-Württemberg’s aim was to archive tax assessments and other tax-related information electronically and to make them easily accessible. The 16,000 employees in 65 tax offices are working with the intranet portal for the new document management system (DMS). In accordance with the German DOMEA4 concept, a phased concept with a process-oriented implementation of a records management system was applied for the tax administration authority. Furthermore, referring to an organisation-oriented implementation DOMEA scenario, a similar solution was implemented for another authority within the Ministry of Finance. As results, the various objectives were achieved, providing cost savings and increased productivity, while also improving customer service.
XML and e-Taxation

Larissa Naber 

The aim of this article is to familiarize the reader with the basics of XML and its application in e-taxation. After outlining the basics of XML and its application in today's service centred architectures the article will introduce various XML formats used in International standardisation efforts and in Austria. Although there is no final word on XML based e-taxation formats, there is a range of standards to choose from. The article closes with a discussion on which XML format should be chosen for which etaxation application.
Electronic Tax Declaration in Hungary

Iván Futó 

In the paper the different electronic tax filling methods of the Hungarian Tax and Financial Control Administration (APEH) are introduced together with the software package ensuring this electronic communication. The first method consists of downloading forms from the portal of APEH and filling them with the help of a client program verifying the correctness of the declaration and making different predefined calculations. The declaration is then printed and posted. The content of each page of the declaration is encrypted into 2D "bar code" to help further processing. Beside the one-way communication, digitally signed declarations were used for two-way electronic tax declaration. APEH was the Certification Authority, the Registration Authority, time stamp and application provider at the same time. This system worked till 30th. April 2006. Since the so-called "Central System", a kind of post box system is being used. The software package for the electronic taxation was developed by APEH. The package supports different types of electronic communication (PIN and password, PKI), and consists of three modules: a general-purpose form designer and downloadable program generator; a client program supporting the correct filling and sending of generated form-programs; and of a portal and processing system. 
The Streamlining of Cross-Border Taxation Using IT: The Danish eExport Solution

Niels Bjørn-Andersen, Liana Razmerita, Helle Zinner Henriksen 

The objective of this chapter is to present the strategy which the Danish tax and customs administration have pursued to implement an e-customs solution. Focus is on the managerial and the technological perspectives. A new initiative supporting the submission of export statements in electronic format was launched March 1, 2006. The objective of this "e-export" solution is to streamline the paperwork related to export of goods from Denmark. This is done to meet EU regulations, to be up-front utilizing technologies and ensuring that the goals of European interoperability in export statements are achieved, thereby offering robust web-based solutions to its Danish businesses. The study of the diffusion rate of the e-customs solution among Danish businesses suggests that the most efficient means for massive diffusion is reached by direct force towards businesses. 
Revenue On-Line Service

Sean Cosgrove 

Described as “The Irish Government’s flagship eGovernment Project”, the Revenue On- Line Service (ROS) is an internet based system that enables Revenue’s business customers and their agents to conduct business with Revenue electronically at a time and place of their choosing. The service provides safe, secure, 24 hours a day, 7 days a week access to ROS using Public Key Infrastructure (PKI) for authentication, confidentiality, non repudiation and integrity. 

ROS customers calculate their liabilities, file their returns and make payments online. It is a fully integrated system allowing for efiling of over 20 different taxes and duties. In 2005 over 1.56 million Returns were filed on ROS with over e12.1 billion(27%) in payment. The take up of the service has enabled the Irish Revenue to release staff resources from routine processing of returns to more rewarding compliance and audit duties. In 2006 the service has been extended to provide facilities for the e citizen, allowing employees to conduct business with Revenue online. 
Trustworthy eInvoice services

Despina Polemi, Andreas Mitrakas 

This chapter provides an overall approach of on XML-based eInvoicing system that remains in line with prevailing security requirements associated with relevant EU legislation. Special emphasis is given on policy aspects as a means to provide an appropriate self-regulatory framework that meets technical, organisational and legal requirements. As such an interdisciplinary approach that is presented in this chapter can be leveraged upon in other similar applications that cut across eBusiness and eGovernment.
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Success Factors for Electronic Tax Filing in Singapore

Chee Wei Phang, Atreyi Kankanhalli 

Electronic tax filing is more convenient as well as less error-prone than its paper-based counterpart. However, adoption of electronic tax filing has fallen short of expectation in many countries. Singapore, one of the first countries to launch electronic tax filing for its citizens and businesses, has in contrast obtained high adoption rate for the electronic service. Since its introduction in 1998, the usage of electronic tax filing has constantly been growing to reach the current high of approximately 70%. To shed light on this phenomenon, we explore the success factors that contribute to the high adoption of electronic tax filing in Singapore. Among the major factors identified are strong political leadership, user-centred system design and development, and concerted government efforts to promote the adoption of electronic tax filing. The article ends with a discussion of the relevance of Singapore’s success experience to other countries. 
Collection of Consumption Taxation in an E-Commerce Environment

Subhajit Basu 

Any resolution of how to tax e–commerce transactions will have to take into account the inherent difficulties of verifying the location, identity and residence of seller or purchaser over the internet. But how can one enforce liability, collect the tax, and allocate it jurisdictionally, when who is buying, who is selling and where all this is taking place may all be, literally, up in the air?[1] E–commerce has the potential to make it difficult or impossible for tax authorities to obtain information or to enforce tax collection. However internet revolution is of course not the first such revolution to affect the flow of commerce. This technological revolution brings with it not just problems but also the possibility of technological solutions. So if e–commerce is to be taxed, how can that tax are collected effectively? This chapter will help to identify potential solutions that must be tailored for the technology. It will propose a particular framework within which taxation of e–commerce would be possible. In any future solution for taxation of e–commerce the national governments should play a decisive function, since still taxation is a prerogative of the sovereign governments. 

Accessibility in eTaxation

Klaus Miesenberger, Gerhard Nussbaum, Daniela Ortner, Franz Pühretmair 

Due to anti discrimination legislation in favour of people with disabilities accessibility and increased usability of eGovernment and thereby in particular of eTaxation meet with increased interest. This paper discusses how accessibility of selected elements applied in eTaxation systems could be put in place. Following a short introduction outlining the importance of accessibility and usability in the information society this discussion should offer a practical guide to selected key elements of accessible eTaxation. 

E-Taxation in Portugal: Good Practices and Perspectives

Paulo Duarte Silva 

In this paper, the author presents the success of the electronic taxation experiences and policies developed in Portugal in the most recent years. For this, the author starts to evaluate the state of the e–Taxation services in Portugal by looking at the most emblematic projects implemented during this period. 

Next, the key results achieved by each of the selected projects are analyzed along a pre– defined set of proposed criteria in order to identify the critical success factors that lead to these results. 

These "lessons learned" will then be systemized and presented as good practices to be reused and fostered in future e–taxation initiatives to be developed by the national, regional and municipal administrations. 

E-Taxation: Legal Aspects and Practical Experiences in Spain

Ignacio Alamillo, Philip Seltsikas 

During the last six years, the Spanish Tax Administration Agency has been one of the key players in the adoption of an e–Administration strategy based on the transformation of services to the electronic world and the creation of new e–services at all administrative levels involved in taxation: national, regional and local.

As a result, more than 32 million taxation–related filings and declarations are performed annually, accounting for more than 360 million total transactions performed to date. This paper presents the legal aspects and some practical experiences in the field of e–Taxation in Spain, and introduces what can be considered as the "taxation model for Spain".
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IT Supported Management of Taxation Processes

Arthur Winter 

Due to E-Government classic paper-based administration has experienced a paradigm shift. Electronic acquisition and storage of data create the possibility of breaking the link to space and time. A more effective and efficient administration in connection with an adequate benefit-cost ratio is the objective of a modern public administration management. The point is to take full advantage of the potential of new technologies, which implicates a change of view through process orientation. By means of information technology processes can be synchronised, thereby enabling acceleration and higher flexibility of the procedures. The final objective is an entirely interrelated public administration which can be accessed through simple Front Offices.
FinanzOnline: Tax Office on the Internet

Erich Waldecker 

FinanzOnline was initiated and implemented by the Austrian Federal Ministry of Finance and is one of the most important Austrian E-Government applications. After three years on the internet, the system has proved to be an enormous success, registering the millionth participant in April 2006. In this paper the initial situation and strategic objectives of the FinanzOnline project are presented as well as its actual implementation. Further, the most important innovative aspects of the system are explained together with the main functionalities and the benefits FinanzOnline offers to the tax payer and the Tax Administration. Finally, a view on future developments is provided. 

The Austrian municipal tax return through FinanzOnline

Rudolf Weninger 

Up to now the businesses had to file paper-based municipal tax returns for every municipality where one of their subsidiaries was located. These returns were manually input by the municipalities and transmitted electronically to the Tax Administration for the purpose of the “Joint Audit of Wage-Related Taxes – GPLA“ (a joint project of the Tax Administration, Social Insurances and municipalities). This was inefficient for both the economic sector and the Public Administration. Thus it was decided that the economic sector should be spared the trouble of filing different municipal tax returns, and the municipalities should be able avoid the effort of data acquisition. As of 2006 employers only transmit one single municipal tax return electronically through FinanzOnline. The data of this return are provided to the respective municipalities and the GPLA inspectors. 

Joint Audit of Wage-Related Taxes (GPLA)

Karin Greiner, Wolfgang Exl 

The objective of the GPLA project was to merge the audit of all wage-related taxes (wage tax, employer contribution to the family burdens equalisation fund, additional charge to the employer contribution, health insurance, pension insurance, accident insurance, unemployment insurance, wage and salary insurance in case of insolvency, contribution to the Chamber of Labour, housing contribution, employer pension and dismissal provisions for employees, municipal tax), which hitherto had been carried out independently by three different institutions (Tax Administration, health insurance organisations, municipalities) into one single audit procedure, which is independently performed at the employer’s place of business. This leads to a relief for employers as well as an economical audit procedure from the administration’s point of view. 

Technical Offensive against Illegal Employment and Social Fraud

Andrea Stary, Alexander Müllner 

Illegal employment and tax evasion are commonly seen as trifling offence. When giving an order to a craftsman, the discussion about the price often ends with the following question: "Do you need an invoice?"

This paper will give a short overview of the fight against illegal employment by the Austrian Ministry of Finance. In order to overcome the different manifestations of illicit work, business inspections and technical innovations are needed.

In Austria a special unit checks if the legal conditions for foreign workers are fulfilled. In case the regulations on work permits are broken, the inspectors have to report the offence or send an inspection report to all responsible authorities. This information has to be written once and then copied for each addressee. As the inspectors have IT-support for documentation and reporting, the final result is one or more sheets of paper. This printed document is sent to the respective authorities whose IT-systems sometimes differ from each other. As a consequence the addressees have to scan the documents they receive and introduce them into their workflow.

The description of this workflow may sound astonishing, but it is true in many cases. Nevertheless, over the last years there have been some innovative approaches coming from the Austrian E-Government initiatives. Instead of paper documents authorities now send electronic files. One example of this modernisation in the communication between the highly heterogeneous Austrian authorities is the technological anti-fraud offensive against illegal employment. The following article gives a short overview of problems occurring with shadow economy and measures taken in the fight against fraud. 

Findok - Knowledge Transfer of the Austrian Tax Administration

Angela Stöger-Frank 

The Finanzdokumentation (Findok) which was developed by the Federal Ministry of Finance (Bundesministerium für Finanzen, BMF) is one of the major E-Government instruments of the Austrian Tax Administration. It provides efficient IT knowledge management concerning legal and professional information. This documentation is in use in all offices of the Austrian Tax Administration and includes different types and sources of information. Originally it was planned to exclusively offer knowledge transfer within the Tax Administration. Still, this new application has evolved into a comprehensive internet-based knowledge platform that provides equal access to knowledge for the public and the private sector. 

User Aspects in the E-Finanz Project

Michael Engelbert 

This paper deals with the consideration of user needs and interests in a major project on the complete reorientation of the IT support for the Austrian Tax and Customs Administration. 

In the first part the objectives and challenges of user involvement are presented together with feasible design options. Furthermore, specific software development models and their respective approach to user involvement are discussed. The second part presents the E-Finanz project and the concrete procedure concerning user involvement as described in Part 1. Special attention is paid to the IT requirements analysis and definition phase and the experiences gained in this context. 

Finally the critical success factors for user involvement on the basis of the experiences gained in this project are concluded. 

Boundary Objects in E-Taxation: A Case-based Analysis at the Austrian Federal Ministry of Finance

Andreas Kühn 

The successful development of e-government systems and e-taxation systems in particular, requires a holistic approach. Actors with different backgrounds such as law, organisation, and technology have to cooperate closely, and multiple stakeholders have to be integrated. However, due to the inherent multidisciplinarity and complexity of such projects the coordination of all these actors is difficult.

Based on three case studies, this article describes the coordination of all different actors by applying the sociological notion of boundary objects to FinanzOnline, the Austrian e-taxation system. By bringing together disparate perspectives, it is argued that boundary objects are able to establish a local common understanding among several actors. This article therefore contends that, besides enabling multidisciplinary cooperation and coordination, boundary objects are of central importance as a project management tool. 

Holistic Approach, Stakeholder Integration, Transorganisational Processes: The Theoretical Basis for a Practical Success

Josef Makolm, Gerti Orthofer 

In the field of e-Government Austria ranks first within Europe. FinanzOnline, the e- Taxation application of the Austrian Federal Ministry of Finance plays an important role in this success. The following paper describes three contributing factors to this: A holistic approach, the integration of all concerned stakeholders in the development process and the consideration of e-Government processes as trans-organisational service processes. In congruence with the Holistic Reference Framework for e-Government as postulated by Wimmer, e-Government is to be seen as a complex and interdisciplinary field with numerous stakeholders. Therefore the identification of stakeholders is crucial. This paper describes a three-step method to identify and classify stakeholders. According to the different types they present, stakeholders have to be integrated in an appropriate way to give them the chance to contribute their particular needs and specific know how to the development process. FinanzOnline can be seen in connection with the Holistic Reference Framework for e-Government and the paradigm of trans-organisational processes. The paper at hand describes the way the project processes were set up as well as the features of the established system and its impact.
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