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2 About this Report

2.1 Purpose of the High Level Target Operating Model Design

The purpose of this document is to present a high level proposed target operating model, based
on the decisions made by the Internal Revenue Area (IRA) regarding the prioritized opportunities

of improvement presented in Prioritized Opportunities for Target Operating Mode! Design report.

2.2 Report Scope

The recommend changes to the existing Target Operating Model considers six {6) operational
components;

Services, Functions and Processes
Organization and Governance
Technology

Sourcing and Locations
Performance Managemaent

People and Skilis




3 Target Operating Model (TOM) Design
Elements

An operating model is the culmination of the operations strategy of an enterprise. It describes
how the enterprise operates across the process, organization, and technology domains in order to
deliver the value defined by the business strategy. !n essence, the operating model is the delivery
vehicle of the organization's business model,

Operating models have inherent complexity with many components interacting te deliver the
enterprise’s products and services. Therefore, an operating model assessment and design
requires a holistic approach for dealing with complex systems. A design technique used to
address complex business problems is to break the problem into logical components to better
structure the assessment and design process

3.1 Assumptions for TOM Design

The proposed Target Operating Model has been built considering the following assumptions:

1 Operational focus on parformance and primary outputs and deliverables

u  Improved organizational structure, governance and capabilities in support of an organizational change
that enables the administration to achieve their tax reform strategy as well as to sustain increased levels
of performance

i Focus on performance, exceptions and business priorities

14 Improved, standardized and consistent business processes

m  Clear link between tax reform gosals and operational measurements across the Department

1 A motivated organization with ambitious, yet realistic goals

TOM components and priorities in this report have been vetted and agreed to by the Department.




3.2 Target Operating Model Components

A Target Operating Model (TOM) is a visual representation of an organization’s 'continuing’ design
decisions that are required o execute its business and strategy model, including its structure,
functions and relationships and is driven by the Department’s vision, values and desired capabilities.

Businass model

Operating medel
K@V\ Economic madel

Figure 1, TOM Components

Organizations are complex systemns consisting of several interconnected components. As a
result, a Target Operating Model design is a systematic design process which breaks this complex
machinery down into its logical components and deploys the appropriate analysis and design
techniques for each component to build a better model. KPMG's objective for the TOM design is
to optimize the overall business system in order to deliver a first step to help improve the
business performance of the Department.

KPMG analyzed, assessed and presented the status for the Department’s current operations on
the Current Operating Model Assessment Report. As a result of this assessment, a series of
initiatives derived from the hypotheses, and a series of prioritized opportunities, were developed
and validated with the Department’s management level, which have been subsequently used to
design the future TOM, according to the following operational components:

1. Betvices, Functions and Processes: presents the proposed services and the high-level
functions and processes that support the Department’s operations.

2. Organization and Governance: presents the proposed organization and governance
structure (inciuding controls);

3. Technology: presents the proposed technology services, applications and infrastructure
supporting the business;

1. Sourcing and Locations: presents the proposed locations where the Department
should conduct business,

5. Performance Management: presents the proposed business performance metrics and
measurement processes.

6. People and Skills; presents the proposed staffing levels and skill sets.

The proposed status for each of the TOM's component will be presented and detailad in Section 4
of this Report. Sub-section 2.3 presents the proposed value chain for the Department.




3.3 Proposed Value Chain

According to Michael Porter, a value chain is the sum of activities that create and add value within
an organization. The value chain concept focuses on primary and supporting “value-creating”
processes, which allows the organization to reach its goals. The value chain for the tax
administration is presented below.

Figura 2 Proposad Yalua Chisin

The value chain considers the following processes:

a. Strategic Processes
o Performance Management: These processes consist on defining the
strategy for the tax administration and monitoring the results of core
processes’ performance based on the different dashboards and
performance reports of the Depariment,
ly. Operational Processes
o Registration: This process consists on the creation of a taxpayer profile
within the tax administration, considering the issue of a Taxpayer Code
tdentification, which will be further used by the tax administration to
maintain ralation with taxpayers. This process also presents a




o

proposed mechanism to issue web credentials to taxpayers in order to
facilitate access to the Department’s web portal,

Filing: This process consists on the submission and reception of the tax
return forms.

Returns Processing: This process consists on the calculation of any
debit/credit, according to the submitted tax returns forms.

Collections and Refunds: This core process focuses on the routine
timely collection of taxes owed {Tax Collection} and is administered in
accordance of the Tax Code, considering different collection methods
for taxpayers with past due amounts and taxpayers who fail to file.

This process inciudes the preparation and execution of the Contribution
Collection Program, which is aimed at converting tax receivables into
tax collections in accordance with Tax Coda,

Deregistration; This process presents the major activitios to be held in

-arder to deregister a taxpayer from the Department s gystem.

¢. Supporting Processes -

o

Taxpayer Sarwces and Educatron. This support process consmts of

providing assistance to taxpayers concarning any tax service provided
by IRA, as well as issue resolution related to contribution calculations.

It also includes the dsvelopment and execution of programs to guide,
regulate and train the community on topics related to taxes. Time and
effort spent assisting the taxpayer with timely, accurate filings will

reduce the effort spent on compliance and enforcement

Comp!:ance Management: This support process includes the planning
and conductlng of audits and investigations on returns flled hy
taxpayers and mon:toring the results of these initiatives. Risk Based

i Cornpliance and enforcement includes routine audits designed to

identify inadvertent noncompliance leveragmg data analytics and

= understandlng the risk profile of taxpayers,

This process is focused on the selection of taxpayers
and tax returns to be investigated and obtaining the
information to recommend how the corresponding
Bureau should proceed. Also, compliance and
enforcament is designed to target non-filers, scofflaws
and those who intentionally violate the fiscal and tax
laws of Puerto Rico. Once a taxpayer has been
selected, investigated and identified as a tax evader or is
suspected of fraud, a formal criminal investigation takes
place to dictate a court sentencing. The evidence
obtained on possible fraud or violations of fiscal laws are
submitted to the Department of Justice.

Figure 3 Compliance Management

0

Taxpayer Accotnt Management: This supporting process is focused on
the creation and maintenance of the taxpayer profile, which serves as
an integrated source of data for inquirles, transactions and decision
making process.

Business Services: This supporting process provides technology and
human resources support to thie Department’s operations,




The following subsection presents the nomenclature that has been used to diagram the processes
(1 that will be impacted by the evolution of a TOM operational component.




3.4 Business Processes Nomenclature

To provide visual aid, each process presents a diagram based on Business Process Management
Notation (BPMN 2.0) using the following nomenclature:

Represents work that is performed wilhin a business process. An activity
can ba modeled as a:

Activily
. . n  Sub-Process - a compound activity that is defined as a flow of other

T BPMN 2,0 elements, or

i Task - an activity that cannot be broken down into a smaller unit

As a sub-process, the activity can be made a component that links to a
dependent diagram containing the flow of other BPMN elements.

Task that uses a service that could be a web service or an automated
application.

Task that is expected to be performed without the aid of any business
process execution, application or automation,

Task designed to send a message to an external perticipant in the
process,

Task designed to wait for a message to arrive from an external
participant in the process.

A series of activities supporting a business process.

Defines the initiating event in a process.

Start Event

The start of the process is triggered by ths initiation of a signal that has
heen broadeast from another process. The signal is not a message.

Signal Start Event

Defines the terminating event in a process.

End Event




a0

Data Store

Defines a place where the process involves reading or writing data, e.g.,
a database or a filing cabinet.

®

Message Evenl

Defines a specific type of avent, due to notification sending.

<

Galoway

Defines a decision point in a business process. i a condition is true, then
the process continues one way, if not, then the process continues in a
differant direction.

©

Inclusive Gatoway

A gateway node set to inclusive is used to model the situation where the
outgoing flows with a true condition are exscuted concurrently.

©

Timer Start Event

A timer start event is usad when the start of a process occurs on a
specific date or cycle time.

Table I Business Procasses Nomenclalure




3.5 Business Continuity Management (BCIVi)

Business Continuity Management is a business-owned, business-driven process that establishes a
fit-for-purpose strategic and operational framework designed to:

u  Proactively improve an organization's resilience against the disruption of its ability to
achieve its key objectives;

n  Provide a rehearsed method of restoring an organization's ability to supply key products
and services to an agreed level within an agreed time after a disruption; and

1 Deliver a proven capability to manage a business disruption and protect the organization's
reputation and brand,

BCM also identifies potential impacts that threaten an organization and provides a framework for
building resilience with the capability for an effective response that safeguards the interests of its
services, data and information, the brand and organizational reputation.

BCM is more than just an information technology issue, it is a pertinent business issue that needs
to consider all areas of the organization, resulting in a scope that extends beyond current
operations. BCM considers a wide range of topics to manage the continuity of the organization
including (see figure 4);

u T Contingency Plan - Information technology risk,

n  Disaster Recovery Plan (DRP) - Recovery procedures,

w  QOccupant Emergency Plans (EOP) - Safety personnel plans,

n  Crisis Management Plan (CMP} and Continuity of Operations Plan {COOP) - Crisis
management and operational and organizational procedures

Business Continulty Management (BCM)
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Figure 4 Business Continuity Managenment




4 Capability Evolution

The IRA will have to gradually evolve the capabilities of its opserations, according to the foliowing
capability evolution model:

Tax Revenug (5)
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{? .......
FUNCTEON !
o ORIENTED |

TAXPAYER TAX i ”’
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Figure 5  Capability Evolution

The chart below shows the impacted operational component for each evolution level,
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Table 2 Impact of the Capabilities on the TOM Design

The proposed status for each impacted TOM component will be detailed below, according to the
corresponding capability evolution level.




4.1 Level 1 - Build Foundation

Level 1 is focused on developing a new taxpayer assistance service strategy using service
channels aimed at enhancing taxpayer relationships. Improving, implementing and offering new
capabilities with an emphasis on digital and mobile service channels will improve taxpayer
customer service.

Taxpayer assistance services will support the new services required by an improved integrated tax
system. This opportunity seeks to migrate from a reliance on high cost in person services to a
lower cost digital and mobile based self-service. These improvements will improve the cost
structure for taxpayer compliance and tax payments while improving customer ease of use.

These services will provide tax education, guidance and information to help taxpayers comply with
tax requirements.

Level 1 will also include the developrment of the Business Continuity Plan of Hacienda, considering
that this plan will be updated according to the operational improvement, The following
subsections present the details for each TOM operational component.

4,11 Services, Functions and Processes

The implementation of a new integrated tax system will require the Hacienda to review and
update the processes and procedures, according to the functional and technical requirements of
an integrated tax system.

The process diagrams and the corresponding descriptions below show the major components of
adopting a new integrated tax system, which will start supporting the Department’s operations,

4.1.1.1 Taxpayer Registration

New or Amendments to the taxpayer registration process are suggested in this section,

Amended

Process

Business Currently, a new business or organization is required to register with the
Process Department of State. Since a registration with th IRA is also required, taxpayer
Description data can be obtained through a web service, to detect and start the registration

nrocess of a business since the moment it is presenting a registration request with
the Department of State, Additional information from the taxpayer should be
requested to end with the process. The registration process should include a
mechanism {authorization e-form) for taxpayers to authorize the Department to
make direct crodits, in case of any refund.

The Taxpayer Code Identification must be processed on line. When a taxpavyer
registers at the Department of State, it will simultaneously register with the IRA.
Upon registration, it will receive a Taxpayer ldentification Code and the credentials
to access the IRA's web portal. Once |IRBA system provides the taxpayer with the
code and credentials, the Account Management Unit will analyze and define a risk
profiie for the new ragistered taxpayor, The risk profile will be entered in the
integrated database accessible to other IRA units, such as Collections,

Enforcament, and Taxpayer Assistance. The Taxpayer Registration Process




Diagram also includes contact information for registered taxpayer to request more
supporting information.

Units involved
in the Process

Extornal Unit - Department of State
Internal Unit - Account Management Unit
Internal Unit ~Program and Innovation Office

Trigger Events

Taxpayer registration at the Department of State

Outcomes rn Taxpayer ldentification Code

r  Taxpayer credentials to access the Private Portal
Supporting 1 Customner Relationship Management
Technology i Case Management

Pre-requisites -
Prior Process

Consider the definition and implementation of functions to be integratedina
Taxpayer Private Portal.

]
1
»
‘g Reguirement
E to regisar
; TiGand
i accen
H credenlals
] racetved
T
[}
t
I
|
1
|
[}
1
i
i
3
! 3
1
1
|ﬂ€'ﬁ:
Requast additional informalion? }
o I
5 ; :
g o o L H !
g2l ke compisiotarosy Anilyzo taxpayar:: gl —| Denorate Taspayas e — = ——— J |
§ rikprofile. R aNowe :
E Enforcemants - i /.\ :
H Compliancs | |
§ Dababase : {
1
i
r [
[l *
¢ !
Y
e ~Bend taxg.
—_— 3 B
herountosts | tdentfication cads
Pass ‘ and aceews
= [ ciedentials v




4.1,1.2 Registration - Web Credentials Request

New or Amendments to the taxpayer registration process are suggested in this section.
Amended

Process

Business There are two triggers to register credentials for the IRA's taxpayer portal:
Process

Description m A notification will be sent to the taxpayer with the access credentials

{usarname and password) after receiving the Taxpayer Identification Code,
1 An elsctronic request form available through the IRA’s website.

Units involved
in the Process

M Account Managemaent Unit
i Program and Innovation Office

Trigger Events i Taxpayer registration at the Dapartment of State
i+ Taxpayer registration on the |RA wabsite
Outcomes 1 Taxpayer |dentification Code
i Taxpayer credentials to access the portal
Supporting it Customer Relationship Manager
Technology u  Case Management

Pre-requisites -
Prior Procoess

Consider the definition and implementation of functions to be integrated In a Single
Taxpayer Private Portal,

Raquesd for
Cradentiats

Taxpayer

cradenlials
by e-mall

Web channel Managemoent
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4.1.1.3 Taxpayer Deregistration

New or
Amended
Process

Amendments to the taxpayer deregistration process are suggested in this section.

Business
Process
Description

The Taxpayer Deregistration Proposed Process Diagram proposes to paralle! the
Department of State's deregistration process at the IRA, When a request for
deregistration is presented at the Department of State, the web service (interface)
should trigger the deregistration process at the IRA. The IRA should review the
trigger to determine whether a pending liabllity exists. After the IRA determines no
pending liability exists, a Deregistration Certificate will be issued.

Requests for derogistration may be also initiated by the taxpayers or by the IRA.

If a tax liability exists, the system will issue a notification to the corresponding unit
(Coltactions, Audit, and Enforcement) to continue with the collection process
before issuing and issuing a Deregisiration Certificate.

Units involved
in the Process

External Unit - Department of State
Internal Unit — Account Management Unit

prior process

Trigger Events 1 Corporate taxpayer deregistration at the Department of State
@ Deregistration request at the Department.
m Daregistration request by the taxpayer
Outcomes 1 Change of taxpayer’s status in the system
u  Deregistration certificate
Supporting o Customer Relationship Manager
technology m  Casa Management
Pre-requisites —  To issue a Deregistration Certificate, the IRA must determine the extent of any

pending tax Habilities.
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4.1.2 Organization and Governance

The implementation of an integrated tax administration system will require IT organizational
structural and governance changes to help ensure expected service levels are achieved.

An integrated tax system should provide reports to measure and monitor performance, which will
improve the governance structure. The integrated tax system will improve the maturity level
required for future structural changes, such as a function oriented organizational structure.

The creation of a Program Management Office (PMO} should take place, this office wili be in
charge of leading the implementation of all the recommendations and to develop and implement
the Business Continuity Plan. This PMO would be comprised of a Lead PM that would be
assisted by champions that will be elected from the different Internal Revenue bureaus. This
PMO would occupy the following position in the organizational structure:

Figtre 6 - Org Structuie with tho Progjré:m Managaman! bmca
4.1,3 Technoloygy

The Department of Treasury has relied on a series of legacy systems (e.g., REFQ, PRITAS,
PRIFAS), as their core technology, to support key business functions and services for the last 35
years. The technology has maintained scalability, extensibility and operability of the legacy
systems and as a result, the ability to address the business growth and new service requirements.
However, the cost, time and effort of operating and deploying new capabilities for these legacy
systemns have increased to maintain scalability, extensibility and operability.

Information Technology plays a key role in the Department of Treasury’s operational environment
for it to provide the tools necessary for administering Puerto Rico's tax system. The Information
Technology Area (ATH) is tasked with providing information technology services to the
Department. Today, ATl faces challenges in providing the functionality and capacity required by
the internal Revenue Area {IRA) to operate efficiently and effectively.

The Department of Treasury relies on IT systems to support this mission. However, the
limitations of the existing computer systems and technical infrastructure have inhibited the IRA's
ability to make its business processes more responsive to its mission needs,

An IT solution should provide the business functionality by leveraging common capabilities to ease
the transformation from the legacy environment,




Historically, the primary function of iT systems in tax administrations has focused on core tax
administration functions, such as processing returns, calculating obligations and processing
payments. The contemporary [T systems build on the core tax functions with enhanced data
analytics enabling the tax administration to transition from focusing on manual processing to
enhancing automation and focusing on enabling, monitoring, and enforcing compliance,

ATl has faciiitated voluntary compliance by opening multiple interactive and electronic channels for
the taxpayers. This component of modern IT systems, the 'e-tax system', may include support for
electronic registration, filing, payment, information dissemination and othsr functions. Regarding
compliance monitoring and enforcement, the 'sompliance performance system' of modern IT
systems provides support to the tax administration's audit and collections function in collecting
and managing information to target areas, where non-compliance poses greatest risks to
revenues. In addition, as with any organization, the 'management information system' (MIS)
component of the modern [T solutions facilitates decision making by gstting the right information
to managers and staff. This IT solution fandscape for tax administration is shown in the following
figure and is further detailed below in order to present an outline of how the Department could be
working with a generic reference tax solution model.

Figure 7- IT Solutions Lendscape

In the following sections the components of the IT Solution Landscape are described,
4.1.3.1 Core Tax System

The core tax system is the central system of record in a tax administration and the primary enabler
for automation and straight through processing. 1t provides technology support, at varying levels,
to all functions of the tax administration:

1t Processing of registration filings,

it 1ssuing taxpaver identification numbers;

n  Validating and processing returns and payments received through different channals;
11 Maintaining the taxpayer's accounts;

n Providing tools to identify and pursue delinquent taxpayers;




i Automating appeal tracking; and
u  Providing taxpayer service staff with access to taxpayer information to enable a better level
of service, among others as we have suggested in previous deliverables.

The core system involve the following modules:

u  Case Management

m  Registration

i1 Account Information

m  Tax Returns Processing

m  Refunds

u Payments

n  Taxpayer Accounting

i Collections

1 Revenus Accounting

1 Compliance Risk Management: Audit, Data Analytics, Risk Management and Investigations
w Taxpayer Relationship Management

The functional requirement for the modules listed above will be described in the deliverable High
Level Functional Requirements for Future Compliance and Organization.

4.1.3.2 e-Tax System

The e-tax systern offers electronic registration, filing, and payment, as well as education and
information to taxpayers. Broadly, the e-tax system is a comprehensive “taxpayer facing “internet
portal that forms a suite of secure self-service options to taxpayers and may provide a single point
for information and actions. The web portal is typically available 24 hours a day and 7 days a
weak, and does not require intervention from tax administration staff. An e-tax system is not
necessarily a standalons IT component. For example, the e-tax system must be integrated with
the core tax system to provide the taxpayer with services, such as the abillity to view account
information and the status of refunds.

E-tax systems are often thought of solely as IT support to taxpayer services. E-tax systems do
more than provide information, education, and assistance to taxpayers. With components such
electronic registration and filing, they also reduce the cost of administering taxes.

The E-Tax System involve the following modules:

i e-registration

n  e-filing

M e-payment
1 erefund

i self-service

The functional requirement for the modules listed above will be described in the deliverable High '
Level Functional Requirements for Future Compliance and Organization.




4.1.3.3 Management Information System

The MIS facilitates the collection and dissemination of performance information throughout the
tax administration. 1t plays a crucial role in the smooth operation of a modern tax administration
by ensuring that staff and management get the appropriate reports at the right time.

Frequent and accurate reports assist with identifying emerging performance and revenue risks
and internal probfems and provide management advance warning to develop an appropriate
response. For example, in the area of collections, reports on the inventory of tax arrears, new
arrears, and closed arrears help define whether there is too much new debt or whether there is
too little production by the collectors. Management of the collections function can use these and
other reports to determine how many collection cases can be addressed or put aside, determine if
different methods of contacting taxpayers should be used, obtain additional staff, focus on a
particular non-compliant sector, or decide whether the staff needs additional training.

Although the MIS relies on the taxpayer database as in the figure above, it is discussed here as a
separate component of the IT system for two reasons. First, the MIS is important to performance
reporting and managerment. Second, in practice, the MIS normally extracts and analyzes data
from the core tax system. This prevents transactions that require significant processing power,
such as report retrieval, from competing against core tax transactions, In a federated system
architecture, an operational data store {ODS) -- a database that integrates data from several
sources with the purpose of further processing — can be used for online analytical processing
activities {OLAP), such as data manipulation and reporting, while also integrating and standardizing
data taxonomias from multiple, disparate sources.

The Management Information System will support the generation of Performance Dashboard,
Projections, Bl and different Reports within [RA.

4.1.4 Performance Management

The key performance indicators below help monitor performance of the optimized processes:

s Indica
1. Registration 1.1. Safeguard that the  1.1.1. Number of registered taxpayers
Revenue Agency by tax type
administers taxes 1.1.2. Nurnber of large taxpayers (80%
sustainable of tax revenue)
1.1.3. Administrative costs / Revenue
collected
1.1.4. Employment Equity -
Demographics
1.1.6. Employment Equity - Disability
2. Filing 2.1 Assure that the 2.1.1  Number of incomplete returns
information in the 2.1.2  Number of incorrect returns
tax raturns is 2.1.3 Electronic filing rate
accurate 2.1.4 Number of daclarations filed /

Number of registered taxpayers
2.1.b  Declarations received timsly /
Declarations filed




2.2 Process tax returns
efficiently and
effectively

2.2.1 Time batween filing and
processing

2.2.2  Average processing time

2.2.3 Duration of processing a tax
return

2.2.4 Tax returns processed monthly
or annually

2.2.5 Cost of tax return progessing
against total tax collections

3. Collections

3.1 Collect the
contributions
efficiently and
effactively

3.1.1 Total collections per tax type

3.1.2 Total voluntary payments

3.1.3 Cost of collecting operations

3.1.4 Collections per FTE

3.1.6 Taxes in arrears

3.1.6 Outstanding debt collected

3.1.7 Taxes refunded annually

3.1.8 Total revenue collected / GDP

3.1.8 Total revenue collected / Annual
revenue target

3.1.10 Taxes paid voluntarily by
taxpayers / Amount of taxes
pavable on tax declarations

3.1.11 Collections per FTE

3.1.12 Collections per Dollar spent

4. Enforcement

4,1 Execute and manage
actions for tax
dabtors

41,1 Additional taxes assessed after
investigation and audit / Tax
liability declared

4.1,2 Additiona! assessed taxes upheld
in appeat / Additional assessed
taxes challenged

4.1.3 Additional taxes collected /
Additional taxes assessed

4,1.4 Tax arrears recovered / Total tax
arrears at the beginning of the
year

4.1.5 Number of cases of tax evasion,
customs fraud of smugaling
successfully prosecuted each
year

4.1.6 Average number of days to
identify and notify non-payment
or underpayment of declared tax
liabilities

4.1.7 Revenue assessed per dollar
spent




4.1.5 People and Skills

The implementation of an integrated tax administration system and a customer relationship
management system will require training for all users to perform their daily functions in an optimal
manner. This training should include the following topics:

u  Specialized case management training
1 Transition from face to face services to electronic services
u  Specialized technical training based on the new tax administration integratad system.

The training process for this Level 1 should be aligned with the transformation and
communications plan. The following staff of the organization would require trainingfrecruiting to
fulfill the required skills for this level on the following areas (for a complete view of the required
skills please refer to Appendix B):

n  Programs and Innovation Office

1 Public Relation and Communications Office

1 Internal Revenue Area

w  Tax Fraud Investigations Area

1 Information Technology Area

m  Data Analytics (this new structure needs to be created)

4.2 Level 2 - Simplified Administration

Level 2 shows the result of a simplified tax administration that wilt allow to facilitate the way tax
declarations are submitted to increase taxpayer compliance, by adopting leading practices such as
e-filing or pre-filled tax returns. This opportunity considers:

1 Eliminating tax expenditures {deductions and exemptions),

i Reducing the taxpayer base,

m  Reducing costs and increasing compliance;

1 Reducing manually filed tax returns form that currently requires multiple processing steps
and additional reviews during submission process,

The following subsections present the details for each TOM operational component,
4.2.1 Processes

The process diagrams and the correspondent descriptions below show the major components of
adopting simplified tax administration mechanisms, supported by a new integrated tax system.

4.2.1.1 Filing

New or Amended Even though an e-filing mechanism already exists to support the
Process filing of some returns, the process will require amendments to the
process, based on the proposed Tax Reform.




Business Process
Description

Taxpayers must access to the IR website and access credentials to
the web portal. After logging in, the taxpayer selects the tax to file.
If the tax form is already filad, the taxpayer will review and accept
the information, and submit the tax form. If the tax return has not
been pre-filled by the tax administration, the taxpayer should
complete the form and submit it. Once the data has been
registered in the system, it will validate the information provided by
the taxpaver.

The system should direct the appropriate management of the tax
form. If it presents any error the Account Management Unit will
analyze and review the tax form in order to identify the error and the
required treatment for it.

On the other hand, if the taxpayer is subject to a refund, the system
determines if the taxpayer has an existing obligation with the
Department, before triggering an e-refund process. Taxpayers are
offered alternative methods of receiving refunds. The system will
use the bank account information that has been previously provided
by the taxpayer in the direct credit authorization form within the
registration process.

Taxpayers have the option to pay their taxes through a direct bank
wire transfer or with a credit card. Alternatively, the taxpayer may
slact to file without payment and pay directly at a bank branch,

Units involved in the
Process

1 Account Management Unit
1 Enforcement
w  Taxpayer Assistance

Trigger Events n  Taxpayer filing

Outcomes u  Individual and Corporate tax return processed
i Taxpayer Notification (if applicable)
m  Refunds (if applicable)

Supporting m Case Management

Technology u  Integrated Tax Administration System

Pre-requisites — Prior
Process

i Mandatory e-filing

1 Mandatory Electronic Payments: electronic payments should be
made using Web Pay on IRA's website

1t Taxpayer Credential (user and password): the Taxpayer must
request to Internal Revenue the credential to access his account,

u Mandatory Electronic W2: W2 must be submitted electronically
in order to prefilled tax form

u  Taxpayer account: a private taxpayer portal must be develop,
including all taxes (income tax, consumption tax, excise tax,
withholding tax)

i Implementation of Taxpayer web credential request

n  Implementation of contracts with commercial banks for tax
payments and tax returns.

1 Replace existing outdated tax administration systems with a
new, integrated tax administration system based on a
commercial off-the-shelf solution (COTS)
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New or Amended
Process

Even though there is a mechanism to make payments through a
Virtual Coltections electronic channel, some recommendations to
the process are presented to optimize taxpayer experience using
the web channel to make payments to the IRA.

Business Process
Description

To pay taxes online or any other liabllity, the taxpayer must login to
the IRA site with a user name and password, select the payment
method for the tax liability and complete the electronic form. The
system then generates a payment receipt.




Also taxpayers must have the option to pay through online banking,
by completing all details regarding the payment due.

Units involved in the 1 Filing and Registration

Process
Trigger Events n  Tax liabilities
i Penalties
Outcomes n  Payment receipt
u  Payment slip
Supporting m  Integrated Tax System
Technology
Pre-requisites - Prior u  Define the payment methods that will be offered through the
Process wab channel.

n  Valid web credentials

i Have an online banking account with any authorized banks,

u  Sufficient balance in the bank to cover the amount of payment
for immaediate transfer

Note: Mandatory e-payment should be determined according to the

results of enhancing and stabilizing the e-payment functionalities

within service channels,

Payment
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4.2.1.3 Taxpayer services (E-services)

Currently, services are offered to taxpayers through Hacienda's

Amended web-channel. Some amendments to the general process are heing
Process suggested in this section to optimize taxpayer's experience.
Business The delivery of taxpayer services through the 1RA’s electronic
Process channel can be optimized if all services can be offered through a

Description

single sign-on session.

The Taxpayer services Pracess Diagram reflects that a variety of
sarvices are offerad once the taxpayer has logged-in a private web
portal, on which transactions and consuits can be made. To support
the reinforcing of service channels, it is important to consider
taxpayer’s experience with the elecironic channel.

E-services must be sold to taxpayers as the best method to
maintain communications with the Internal Revenue Authority, so
the electronic channel {public and private portals) must consider a
higher rate of visits. Taxpayer services offered through a private
web portal must take into account current demand of face-to-face
services, in order maximize the use of e-services upon those
offered in Taxpayer Service Centers.

Units involved
in the Process

m  Program & Innovation Office
u Taxpayer Assistance
__Enforcement and Prosecutions

Trigger Events  n Regquire to make a transaction or consult
Cutcomes 11 Service delivered as a report, on-screen consult
W Service request ID
1 Payment receipt
Supporting it Customer Relationship Management
Technology n  Case Management

1 A centralized private weh portal

Pre-requisites -
Prior Process

Consider the redesign and implementation of a taxpayer private
portal, whero services can be accessed, requested, and/or obtained
in a single-sign-on session.
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4.2.2 Organization and Governance

The staff involved in validating and checking processing returns will be reduced due to the
simplification of taxes and implementation of e-filing. Headcount and spans of control will he
impacted, especially in the Processing Bureau.

Simplification of taxes will reduce the taxpayer universe and the tax burden, setting the proper
baseline for the adoption of a function oriented organizational structure, centered taxpayer
services.

4.2.3 Sourcing and Locations
4.2.3.1 Sourcging

Contracts that can be negotiated include:

1 Banking Services
n Information Privacy (Banks and Government Institutions)
w  Advertising




i Technology

o Web Hosting
Mobile Services
Software Licenses
ERP Technical Support
ERP Maintenance

o C 00

4.2.4 Technology

As a result of a simplified tax administration, the adoption of leading practices such as e-filing and
pre-populatod tax returns, will facilitate the way tax declarations are submitted.

4,25 People and Skills

Tax simplification may impact the number of FTEs. There is an opportunity to cross train and
reallocate staff to enable them to transition to enforcement, audits, tax payer services and data
analytics. An outplacement strategy could be implemented to provide assistance to the departing
personnal,

The following areas will require training and recruitment to obtain skilis to acknowladgs the new
administration:

1 Public Relations Office
i Internal Revenue Office
i Processing Bureau

m  Taxpayer Services

1 Information Technology

4.3 Level 3 ~ Taxpayer Centric

Level 3 reflects the result of a redesigned organizational structure that will enable the
standardization of business processes across all taxes, achieving greater efficiency and higher
productivity within the Department,

The following subsections present the details for each TOM operational component,




4.3.1

Processes

Adopting a functional oriented structure and standardizing business processes across all taxes
within the Department may result in the following benefits:

I#

4.3.2

Cost Optimization by minimizing redundant functions

Efficlont performance management process, due to the elimination of duplicated
processes and an integrated management of taxes.

Optimization of processes, such as audits and inspections.

Updated procosses and procadures as a result of the structure reorganization, will facilitate
trainings within the Department’s staff.

Organization and Governance

4.3.21 :O_tf_ganjz_a_ti_on

The implementation of a function oriented organizational structure is based on grouping together
activities that require similar skills or specialties which bring potential improvements as a result of
increased knowledge In core areas and optimization of processes.

A function oriented organizational structurs should be the first transformational process within the
IRA. The proposed IRA organizational structure is presented below,

13
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Filing and Registration: Includes personne! from the current Processing Bureau.
Collections: Includes personnel from the current Collection Bureau,

Taxpayer Assistance: Includes personnel from the current Taxpayer Services Bureau and
part of the Taxpayer Assistance and Specialized Consullts Bureau {General Consults
Section and Tax Practice Regulations and Education).

Audit and Compliance: Includes personnel from the current Fiscal Audits Bureau and the
Consumption Tax Bureau.

The function oriented organizational structure reduces duplication of efforts, enabling units to
focus on primary activities with an increased efficiency, enhances control and accountability.

4.3.3

Sourcing and Locations

4.3.3.1 Sourcing

Contracts that ¢an be reviewed include:




1w Banking Services
1 Information Privacy {Banks and Government Institutions)
1 Advertising
m  Technology
o Web Hosting
Mobile Services
Software Licenses
ERP Technical Support
ERP Maintenance

0O 0 C O

4.3.4 Performance Management

The chart below shows some key indicators that should be considered to monitor performance of
the Department’s enforcement process:

Enforcement 1.1 Execute and manage 1.1.1 Taxes in arrears
actions for tax 1.1.2  Additional taxes assessed
debtors after investigation and audit
1.1.3 Revenue assessed per Dollar
spent
1.1.4 Revenue collected per audit
case

1.1.5  Audit cases per inspections

4.3.5 People and Sk_il_l_s B

The implementa’éion of a function oriented structure will require personnel from internal revenus
to be proficient in the following:

it Consumption taxes
1 Excise taxes

1 Individual taxes

t  Corporate taxes

This will impact all the components of the tax administration, especially on enforcement, as the
Audit and Consurnption Tax bureaus will merge. The following areas will require training and
recruitment to obtain certain skills to acknowledge the new changes, for complete views of the
required skills please refer to Appendix B:

it Public Relations office

i Internal Revenue Office
n Audit & Compliance

4.4 Level 4 - Goods and Services Tax (GST)

Level 4 is the implementation of a GST. The GST requires statutory authority. The GST will
require, among other things:




1w Additional skillsets for staffing,

n  Enhancements to the IT infrastructure

i Expanded enforcement capabilities

«  Implementation of a communication and training strategy

The following subsections present the details for each TOM operational component.
4.4.1 Processes

It is necessary to review and adjust the documentation of impacted processes and proceduras
that will be supporting the new tax.

4.4.2 Performance Management

The chart below shows major indicators to be considered to monitor performance of the GST:

1. Collections 1.1 Collect tha Total voluntary payments
contributions Cost of collecting operations
efficiently and Collections per FTE
effectively Taxes in arrears

Outstanding debt collected
Taxes refunded annually
Revenue collected / GDP
Revenue collected / Annual
revenue target

Taxes paid voluntarily by
taxpayers / Taxes payable on
tax declarations

1.1.10 Collections per FTE

1.1.11 Collections per Doliar spent
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4.4.3 Technology

IRA should review and update the documentation of IT processes and procedures for the
integrated tax system. The integrated tax system should support the existing functionalities and
additional functionalities requires by a GST.

4.4.4 People and Skills

A general training plan should be developed for [RA staff, The training plan should be aligned with
the communication plan to clarify the concept of the GST, considering:

i Definition of the GST
it Reasons to adopt the GST
1 Potential benefits




New skills to support GST operations should be adoptsd. Training should be focused on the
impact of the GST on:

u  Registration

a  Filling

Returns processing

i Collections

m  Taxpayers services

n  Compliance management

4.5 Level 5 - Risk Based Enforcement

A risk based compliance management function adopts a new approach to assess potential fraud
or tax avoidance risks of different taxpayer segments in order to focus enforcement efforts on the
highest risk taxpayers, thereby reducing the administrative burden on compliant, low risk ones.

The audit and compliance function must be supported by a methodology that ensures detailed
fiscal monitoring of taxpayers, This methodology, which must be lad by a Compliance Risk
Management Office, can be enhanced through technology solutions to improve the timing and
effectiveness in the identification, analysis, prioritization and type of treatment for high risk cases.
Comparable jurisdictions have a similar risk compliance strategy, which allows tax administrations
to focus and prioritize their efforts on specific segments of the tax base, resuiting in the collection
of debts through active influencing of taxpayers, cost-bensfit approaches, and documented
management of their cases.

Decisions and subsequent implementation of |T solutions should consider the current maturity of
the audit and compliance function in order to determine viable options that will generate higher tax
collection efforts in the shortest time possible. It is recommended to gradually adopt a culture
based on Compliance Risk Management.

4.51 Processes

Considering the implementation of a risk based management model, it will be necessary to review
and update the documentation of impacted processes and procedures, according to the new
integrated tax system. This documentation will serve as a supporting tool for staff trainings.

The following benefits will be reached as a result of adopting a risk basad rmanagement model
within the Department:

1 Better tracking on registered taxpayer’s compliance

v Optimized capability to detect audit requirements and enforcement actions as a result of
information cross-checking and risk analysis.

1 Reduction of field auditsfinspections.

The process diagrams and the correspondent descriptions below show the major connotations of
adopting a risk based management model, which will ba supporting the Department’s operations.




4,51.1 Enforcement

Profile
ew or Amende
Process

e Departmant of the Treasury
intelligence that allows to analyze the behavior of taxpayers or stay
ahead of the market trends with technology's tools to perform data
analysis of internal or extemal data. Based on that, the IRA has
implemented a new enforcement process,

Business Process
Description

As part of the Tax reform a new enforcement scheme based on
permanent risk monitoring will be necessary to fully support the
operations within the IRA.

Enforcement process is highly supported by IT component as Data
Analytics and Case Management. The Enforcement process
diagram reflects the step that must be follow:

The first step of managing risk is to identify risks based on
categories of non-compliant behavior, typs of risks and amount of
tax involved to determine the level of risk. The Department reviews
all data using data analytics, even data outside their organizations, to
catch connections indicative of high-risk activities and surface them
for more detailed examination. When an anomaly is presented the
tools will display a warning highlighting a sudden shift in behavior,
which indicates an area we need to focus on.

Once the risks that have been identified are weighed to separate
major and minor risks, the Risk Analytic staff will prioritize the risks.
The taxpayer data is analyzed to identify economic and behaviorat
aspects to detect education needs and influence on taxpayer.

By exploring potential high-risk taxpayers, a variety of treatments
could be given to different categories of taxpayers. The following
step is to identify specific strategies to treat the risks that could he

All along the process the treatment strategy is measure to evaluate
its success; in consequence determining the effectiveness of the
compliance program.

Units involved in the
Process

i Internal Unit — Audit and Compliance

u  Internal Unit — Tax Fraud and Intelligence Area
it Internal Unit — Collection

1 Internal Unit — Data Analytics Units

i Internal Unit — Tax Appeals

1 External Unit - Insurance Agencies

i External Unit - Banks

i External Unit - Other government antity

Trigger Event m  Trends and tax payers behaviors
u_ Taxpayer prefilling
Outcomas 1 Require to develop an Education Program




Require to run different treatments as; Collection Process, Audit
or Investigation, Tax Fraud Investigation

Supporting
Technology

Case Management
Data Analytics

Pre-requisites — prior
process

E]

Establish a Compliance Risk Management Office

Implement an enforcement scheme based on Compliance Risk
Management,

Establish an enforcement culture based on Compliance Risk
Management.

Develop an IT solutions to support the Compliance Risk
Management scheme '

Implementation of contracts/alliances with other agency’s to
obtain all the data reguired to understand taxpayer behavior,

Risk Analysis
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4.5.1.2 Risk Management
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Neow or

The Risk Management Process should be implemented within the Internal

Amendad Revenue Area to support all functions regarding Enforcement.
Process

Business The Risk Management Process has been considerad, designed, and
Process proposed in order to support the major functions of a Risk Based
Description Compliance Modsl.

Units involved n  Data Analytics Unit

in the Process

Trigger Events @ Require to create a new risk
Outcomes m  Risk Matrix updated
Supporting 1 Integrated Tax Platform
Technology

Pre-requisites — | A unit uncharged of managing risks must be established to support the
Prior Process process.
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4.5.2 Organization and Governance

There will be an opportunity for monitoring due to centralized enforcement functions. A possible
reduction of the staff involved in executing tax audits and field inspections might exist. There wiil
be an increase in governance of the compliance process.




4.5.3 Sourcing and Locations
4.5.3.1 Sourcing

Some contracts that can be reviewed for the core operations are:

11 Banking Services
n  Information Privacy (Banks and Government Institutions)
u  Advertising
n  Technology
o Web Hosting
Mobile Services
Software Licenses
ERP Technical Support
ERP Maintenance

0O 0 0o Q0

4.5.4 Technology

A compliance performance system should be put in place to support the tax administration in
identifying potential non-compliance, selecting for audit those taxpayers that pose high risk to
revenues, prioritizing those collection cases that have high potential for obtaining revenue, tracking
compliance cases from initiation to closure, and, for future planning, developing intelligence on areas
(industries, geographical areas), where the level of non-compliance and fraud is systematically high.

Similarly to the e-tax system, the compliance performance system is not a standalone IT
component. In fact, this system must be integrated with the core tax system, as it must draw on
taxpayer information. The compliance performance system, however, is usually discussed
separately, as it has functionality and information that Is very spocific to compliance monitoring and
enforcement.

For example, audit selection requires that each taxpayer is classified according to the risk that this
taxpayer poses to the government's revenus stream — a task that cannot be done manually and that
is also not used outside of audit and, perhaps, fraud investigations, In addition, audit risk-scoring
and other activities used to detect and address non-compliance require the storing and use of
extensive information from taxpayer accounts, to historic information on compliance risks, activities,
and results, to third-party data. This integrated compliance data warehouse and the relative
complexity of compliance process workflows justify treating the compliance performance system
as a separate component.

4,55 Performance Management

The chart below shows indicators that should be considered to monitor the performance of the
Department’s new Compliance Risk Based Management Model:

1.1 Execute and manage 1.1.1  Amount of taxes in arrears
actions for tax debtors 1.1.2  Amount of taxes paid voluntarily
by taxpayers




1.1.3  Additional taxes assessed after
investigation and audit / Tax
liability declarsd

1.1.4  Amount of additional assessed
taxes upheld in appeal / Amount
of additional assessed taxes
challenged

1.1.5  Amount of additional taxes
collected / Additional taxes
assessed

1.1.86  Amount of tax arrears recoverad
/ Total amount of tax arrears at
the beginning of the year

1.1.7  Number of cases of tax evasion,
customs fraud of smuggling
successfully prosecuted each
year

1.1.8  Average number of days to
identify and notify Non-payment
or underpayment of declared tax
liabilities

1.1.9  Revenue assessed per Dollar
spent

4.5.6 People & Skills

The implementation of a Risk based compliance management will require appropriate staffing and
training to support the enforcement function. There should be a higher professional profile,
resulting in a more competitive salaries scale. Trainings should be focused on the following topics:

1%

Case Managemaent: Develop the necessary skills to perform case management
investigations {technological and functional},

Customer Relationship Management (CRM) training: Perform technical trainings in order to
enable the staff to correctly use the CRM system in place.

Use of Social media: Develop skills to perform searches on social media channels to
discover possible tax non-compliers.

Data analytics: Develop the necessary skills to perform data inspection, analysis and
processing for staff to identify non-compliant taxpayers.

The following areas will require training/recruitment to obtain certain skills to acknowledge the
new changes, for complete views of the required skills please refer to Appéndix B:

it
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Public Relations office
Internal Revenue Offico
Audit & Compliance

Tax Fraud Investigations
Information Technology




n  Data Analytics

4.6 Level 6 - Independent & performance driven

Creating a Semi-Autonomous Revenue Authority (SARA) helps 10 create an Independent
organization that's primary objectives are to increase collections, enforce non-compliance and help
influence taxpayer, corporate and association’s behaviors and perceptions in the way taxes are
managed.

SARA will have the autonomy to manage its own internal systems, operations and resources. Tax

administration autonomy will provide |IRA the authority to design and implement its own operational

policies and/or processes, such as:

it Discretion to allocate or reallocate budgeted administrative funds across administrative functions

Discretion to set its own administrative performance standards {(e.q. for taxpayer service delivery)

1+ Establish accountability for its operations and is subject to conirol and assessment

1#  Operate own structure and governance for effective and efficient operation

11 Provide transparency and integrity regarding tax administration

1 Authority to administer its own suppost functions and systems, or to outsource such services to private
contractors, if deemed appropriate,

1 The following subsections present the details for each TOM operational component.
4.6.1 Processes

Considering the Implemantation of Serni-Autonomous Revenue Area, it will be necessary to
review and update the documentation of supporting processes and procedures, according to the
structure. This documentation will serve as a supporting tool for staff trainings.

46,2 Organization & Governance
4.6.2.1 Organization

Taking into consideration the previcus recommendations, the model that will be designed for this
future organization structure will include a functional type of structure and a Semi-autonomous
Revenue Body with a Board of Directors. Below, you will find the description for each of the
components prasented in the proposed organizational Structure,

Establishing a semi-autonomous révenus agency (SARA) o operate Its tax administration has
generated a greater degree of results in other jurisdictions because of the autonomy in the
administration of its own processes and human resources. Adopting this governance model may
provide efficiencies in taxpayer services, increased collection efforts and decreased levels of
corruption and tax evasion.




Figure 8 - Proposed Organizational Stiucture

Board of Directors/Advisors: A management and advisory board will be interposed hetween
the revenue body and the Department of the Treasury to provide a degree of independent
advice on the plans and operations of the tax administration arrangements in general.

L1

Functions: Evaluates, verifies and approves the SARA strategic plans, draft annual
budget, reports of performance, annual reports, important decision concerning the
revenue body, building and facilities, human resources strategies, information
systems development and the interaction with other key government agencies. It
has no authority in the administration and enforcement of legislation (this remains a




responsibility of the Department of the Treasury) and has no access to confidential
information of taxpayers.

o Composition: The Board is made up by the Secretary of the Treasury, and five
other members {comprising public and private sector representatives).

Internal Audit: In charge of conducting periodic reviews in order to ensure that the
operations, regulations and administrative processes are being conducted following the correct
standards and are being implemented sfficiently and effectively, including the analysis and
verification of accounts, financial transactions and reports. Develop and implement audit
programs, evaluate the efficiency of the financial operations, recommend improvements and
new procedures, assist operating managers to review and davslop new [T systems and
applications, provide internat controls needed for the audit of the IT systems. This department
also performs sthics and integrity investigations.

. General Director: The General Director’s office is responsible for the strategic and operations
planning of the revenue agency. The General Director develops long term strategic plans and
the drafting, implementation and monitoring of the annual work plans for all the departments,
in order for them to be consistent with the objectives of the strategic plan.

Public Relations & Conj_fnun_ic_ations Office: Responsible for organizing press conferencs,
dealing with news media on matters that involve the Revenue Agency, and perform outreach
campaigns to influence taxpayer behavior,

. Programs & Innovation Office: In charge of special projects like: Process Improvements,
change management projects, performance management, continuous improvement projects
and procedures updates,

. Internal Revenue

6.1. Filing & Registration

it Accounts Management Unit. Recsive tax filling form electronically or through the mail,
enter the key data required of the taxpayer at the time of registration like name, type of
legal entity, business registrations details or id number, actual or estimated annual turnover
and the type of tax that's being applied. Deregister taxpayer that have ceased trading,
deceased or have changed a legal form. Process forms from behalf of the taxpayers,
individual and corporations. Prepare pre-filled farms and send them to the respective
taxpavyer, received approvedffilled form from behalf of the taxpayer, process information on
the tax system and verify if corrections are needed. Send tax forms that need corrections
or additional information to the Taxpayer Services Department, in order for them to contact
the taxpayer.

Figure 10 Filing & Ragistration Org Chart




6.2, Collections

Collections. Perform the collection of delingusnt debt from corporate and individual
taxpayers. Receive and distribute delinquent debt cases among the districts, visit taxpayer
addresses to ensure compliance, negotiate payment agreements. This unit will count with
a call center that will also perform the notification, collection and negotiation of payment
agreements trough phone calls and e-mails.

Special Procedures: In charge of dealing with debtors that have filed for Bankruptcy,
perform wage deductions from government employees.

Virtual Collections; Receive payments from e-payments application and from the Banks
that provide the collections services to the Internal Revenue Agency.

Figure 11 Collactions Org Chart

6.3. Tax Payer Assistance

E]

Service Centers: Maintain and update taxpayers registers, respond to general inquiries
related to ragistration, filling, payment requirements, basic tax law and guide taxpayer to
other departments (if necessary). Respond to specific inquiries from corporate and
individual taxpayers that required a deep understanding of the tax code. Respond to
queries from behalf of the corporate taxpayers (small and medium). In charge of providing
customized face-to-face and phone service to a select group of large corporate taxpayers.

Call Center, Respond to general inquiries through the phone or online to all taxpayers.
Contact taxpayer who need have missing/incorrect information on their fax filling form, also
contact taxpayers who have a dslinquent debt to remind them of make the necessary
payments.

Taxpayer Education: Coordinate taxpayer education, develop informational publications for
taxpayers, conduct seminars about changes to the tax laws and procedures, monitor
trough surveys the feedback from the taxpayers in order to determine needs for further
education, changes of procedures and administration changes, develop and maintain the
content of the tax revenus agency website,




Figure 12 Taxpayer Services Assistance Org Chart {

6.4. Audit and Compliance:

n Fiscal Audits: Develop and update programs, policies, guidelines and procedures to
perform audits, design the risk analysis standards to select cases for examination. The
main responsibility is to classify, select and assign cases for examination among the
districts offices. A unit will be specializad in providing customized audits to a select group
of large corporate taxpayers. o L (

t Complfance. DeveEop the annual 4nspectlon plan, perform mspectlons on the differant
corporations and ports to ensure detect cases of tax evasion. Perform enforcement (
methads in order to generate compliance from behalf of the taxpayer. A unit wilt be
specialized in providing customized inspections to a select group of large corporate {
taxpayers.

Compllance

Figure 13 Audit & Compliance Org Chart

7. Tax Fraud Investigations and Intelligence: Conformed by a group of experts that identifies (
and investigate financial crimes performed by a taxpayer. Receive recommendations from the

Intelligence Division of potential fraud cases and perform a full-scale investigation using (
different tools and investigative methods in order to reconstruct the taxpayer taxable income.
Tax fraud investigations also involve cases of {ax evasion of taxpayers who are not registering, (-

filing and paying their taxes,




8. Supporting Services: In charge of managing the main administrative units of the SARA,
which are Information Technology, Human Resources, Administration, Data Analytics and
L.egal Services. Responsible for analyzing and planning the operation of these areas:

8.1. information Technology

This area is responsible of managing all elsctronic resources, like applications and systems.
They provide the technologic support for all the core functions of Internal Revenue Area. It
is divided into the following divisions:

n Infrastructure: Servers admin, communications equipment admin, physical access
security, servers and communication equipment maintenance.

u  Operations: Technical support and help desk administration, development and
implementation of disaster recovery strategies, information backup administration
and data tape library administration, as well as Servers and communication
equment monltormg -

] Apphcat:ons Management and deve!opment of new app]lcatlons data base
administration and user's key access admin.

Figure 14 informalion Technology Area Qrg Chart

8.2. Administration

w  Finance: Generate monthly, tri-monthly and annual financial report, Budget preparation,
budget administration, cost alfocation, accounts payable, payroll management and billing.

it Management: Manage contracts for rent and external provider, procurement, coordinate
the maintenance of the different offices and evaluate future providers and monitor actual
service providers. Provide Technical assistance to service providers

Figure 15 Administration Area Org Chart

8.3. Human Resources

u  Recruitment and Retention: Recruit new personnel for the Internal Revenue Agency,
gstablish selection criteria, conduct job analysis, interviews and test applications. Also
promote career development throughout the personnel and manage succession planning.




n  Training and Development: Design and implement the annual training plan. Conduct
trainings or contact providers for specific trainings, develop career plan for all the ' (
employees of the internal revenue agency.

i Compensation: Establish compensation philosophies and practices and create payment C
structures.

u  Labor Affairs: Establish policies and procedures, codes of conduct, negotiate bargaining
agreemaents with the different worker Unions; manage all cases involving labor laws. (

Figure 16 Human Resources Area Org Chart

8.4, Legal Services

Provide legal interpretation of tax laws and regulations, and representation of the tax
administration in judicial forums, including tax appeals. Perform all the necessary legal (
labor related to the prosecution of a tax fraud case.

8.5. Data Analytics

Define the risk compliance profile that would determine the group of taxpayers that could

be performing fraud or evasion. Gather potential fraud cases trough anonymous {
informants or referral from the Tax Enforcement and Collections Department. Perform the

necessary data analytics to in order to recommend if a full investigation is needed from (
behalf of the Fraud Investigations Division or to Audit and Compliance in order to

determine if the taxpayer is evading. They also perform their own information gathering by t
analyzing a determined group of taxpayers.

The purpose of the following section is to determine the future governance structure based on the

commonly accepted practices and on previous recommendations and following the proposed {
Organizational structure mentioned on the previous section.

4.6.2.2 Governance

The structure of Governance that is being proposed is based on the implementation of a Semi- {
Autonomous Revenue Agency that will have a Board of Directors and a General Director. The next
chart explains the criteria for selection and years of service: -
Board of The Secretary of the As long as hefshe Electad by the Governor {0
Directors  Treasury fulfills the role of
Secretary (




» Elacted by the Governor and
the Secretary of the Treasury
¢ Elected by popular voie

& members from both the 10 years
private and public sector (at
feast 2 from the private

sector)
General gﬁzz?ggs to the Board of 10 years « Flscted by the Governor and
Director the Secretary of the Treasury

+ Flected by popular vote

Once the Board and General Director are in place, the governance structure will be established as
following: : ‘

-Approves Strategic plans and goals for the different areas
- Drafts and orants snnual budget
-Authorizes the implernantation of improvenent projects

-Dxafi Stralegic Planning and impravement projasts
-Approves oparaticnal and administrative planning

Netermines parformance measuvrenynts and oparational
goals

-Drafts General Parformanse reports and Improvement
opportunities

-Authorize parsonnsldeacisions
-Supervise budget managament
dmplement strategic plans

-Generate parformance reports
-Administrate and repart ennual budget
-Suparvise personnel and coordinate
oparational functions

-Suggestimproverngnt opportunities
-Administrate budgat

Figura 17 Proposed Govarnance Struclure

Authorities and Reports

This governance structure is a typical One-tier system, where management is assigned to a single
Board of Directors with a control committee. The table below describes the authorities and
reports that will lead the interaction among the governance units:

Board of Directors - Annual budget plan None, since the Secrstary of the
- Authorize improvement Treasury is part of the Board of
opportunities/proiscts Directors,

- Validated Strategic goals and
ohjectives of the Revenue Agency




Director

Gen

nalyze KPI reports
- Analyze Strategic priorities

- Analyzs improvement opportunities

- Lead approved projects
- Determines performance metrics
and objsctivas for each area.

To the Board of directors:
- Business Cases based on the
nesds of the Agency

- Strategic objective of the Revenue
Agency

- Financial reports of the Agency

internal Revenue
Deputy Director

- Validates neads and improvement
opportunities from all supporting
areas

- Draft general performance reports
- Authorizes rafunds to taxpavers
above US$ 650,000

To General Director:

- Possible Improvernent
opportunities

- General Parformance indicators
- General budget

Filing & Registration
Manager

- Budget administration

- Staif administration

- Authorizes refunds to taxpayers
ahove US$ 25,000

- Generate performance reports

To Internal Revenue Deputy
Director
- General Performance reports

Collections Manager

- Budget administration

- Staff administration

- Generate parformance reports

- Ensures the compliance of
monthiy/annual collection goals

- Authorizes bankruptoy cases

- Authorizes deduction on wages,
payment agreements and seizures

To Internal Revenue Deputy
Director

- Collection goals reports.

- Delinquent debt compliance
feports,

Taxpayer Assistance
Manager

- Budget administration

- Staff administration

- Generate parformance reports
- Supervises casse managemesnt

To Internal Revenue Deputy
Director

- Pending Cases report

- Resolved Cases report

Audit & Compliance
Manager

- Budget administration

- Statf administration

- Generate performance reports
- Approves closed cases

To Internal Revenue Deputy
Director _

- Pending Cases raport

- Resolved Cases report

Tax Fraud Deputy
Director

-'Validates needs and improvement
opportunities from all supporting
areas

- Budget administration

- Staff administration

- Approves closed cases

To General Director;

- Ongoing investigations report
- Resolved casas results

- Possible Improvement
opportunities

Supporting Services
Deputy Director

- Validates needs and improvement
opportunities from all supporting
areas

- Validates financial reports

- Approvaes provider's contracts

To General Director

- Possible Improvernent
opportunities

- Quarterly financial reports

Information
Technology Manager

- Budget administration

- Staff administration

- Negotiate with systems, hardware
and maintenance providers

- General performance reports
- Suggest possible future providers

Administration
Manager

- Budget administration

- Staff administration

- Receive monthly incomefexpenses
raports from all units

To Supporting Services Deputy
Director

- Monthly financial reports

- General performance reports
Suggest possible future providers




service/equipment providers from all
units.
- Negotiate with service providers
Human Resources - Budget administration To Supporting Services Deputy
Manager - Staff administration Director
- Approves hiring of new persannsl - Payroll cost
- Approves staff dismissal from all - Total headcount of the Agency
units - Training gaps
- Approves promotions, bonuses and - Results of bargaining agreements
salary increases negotiations
- Suparvises the implementation of - General performance reports
the training plan
Data Analytics - Budget administration To Internal Ravenue Units
- Staff administration - Possible tax fraud and evasion
- Design the taxpayer's fraud and reports.
gvasion profile To Supporting Services Deputy
Director
- General performance reports
Legal Services - Budgst administration To Supporting Services Deputy
- Staff administration Diractor
- Attend all legal cases involving the - General performance reports
Revenus Agency - Legal cases follow up report
- Represent the Revenue Agency in
all courts

Board Reporting Scheduls

The Reporting Schedule lists the transaction periods and due dates for all of Board of Directors
meetings and subjects of discussion. Below you will find a table with a proposed Board Reporting
Schedule, specifying the frequency of the meetings and the purpose.

Strategic Priorities Focus on core Audit Plan Functional and

processes Operational Strategies
and objectives
Operational Metrics Customer Voice Talent Management Payment of award and
Research bonuses
Compliance Business Performance | Publicity Campaign
Risk Strategic Priority Stakeholdsers meetings
Strategy Review
Costs
Capital

Principles of Good Governance

The commonly used practices suggest that in order to have a transparent and functional
organization, the following principles must be implemented:

11 There are documented Roles and Responsibilities and Terms of Reference.




1 There needs to be sultable transparency: of the processes, of who can take decisions, of
the levels of authority, and of the communication lines

11 Needs to be Simple to understand and demonstrably useful

u  Decisions are made in a timely way

n  There needs to be a monitoring process to check how well governance is working

u  People in charge have the requisite knowledge, skills and authority to performance
governance role

s Appropriate exit strategies exist

1 Governance should help the organisation, not hinder it

1 There needs to be demonstrable consistency in decision making

1 Balances subjective and objective decisions (informed intuition)

4.6.3 Sourcing & Locations
4.6.3.1 Sourcing

The SARA manages different type of contracts to support the new operating mode,
For Administrative purposes the SARA might need to have the following contracts:

Facllities Cleaning
Physical Security

Water

Electricity

Landscaping

Equipment Maintenance

ok wn -

It is important that the SARA negotiates its contracts with clear roles and responsibilities from the
vendors, realistic Service Level Agreements (SLAs) and defined penalties for non-compliant
vendors. Additionally, the SARA must establish a team or committee that periodically reviews all
the contracts with the objective of identifying opportunities to negotiate better terms and
conditions; based on the continuously changing needs of the institution.

4,6.3.2 Locations

The geographical organization of the SARA is aligned with the defined taxpayer assistance
services strategy and related to the amount of taxpayers in each region {(Metro, North, South, East
and West). The objective of the SARA is to have the capabilities to outreach and service the
taxpayers efficiently and effectively,

The SARA organizes its Regional Contact Centers based on the amount of habitants and active
taxpayers in each region {Metro, North, South, East and West) of Puerto Rico, Each Regional
Contact Center provides the taxpayer assistance services adequate to the needs of the taxpayers
in each region.




4.6.4 Technology

SARA will have the autonomy to manage its own internal systems, operations and resources. Tax
administration autonomy will provide |RA the authority to design and implement its own
operational policies andfor processes

m  Authority to administer its own support functions and systems, or to outsource such services to private
contractors, if deemed appropriate.

465 Performance Management

The SARA is managed based on the performance of its value chain and how the goals are met for
the Critical Success Factors {CSFs) and Key Performance Indicators {(KPls).

The chart below details the CSFs and KPIs for each process. The corresponding goals for sach
process will be determine after the first year of SARA's operation.

1. Management 1.1. Safeguard that the 1.1.1 Number of registered taxpayers by
& Monitering Revenue Agency tax type
administers taxes 1.1.2  Number of large taxpayers {80% of
sustainable tax revenue)

Number of employses

1.1.4  Administrative costs / Total
ravanue collected

1.15  Employment Equity -
Demographics

11.6  Employment Equity - Disability

2. Filing 2.1 Assure that the 2.21 Amount of incomplets tax returns
information in the tax 2.2.2  Amount of incorrect tax returns
returns is accurate 223 Electronic filing rate

2.2.4  Number of tax declarations filed /
Number of registered taxpayers

2,25  Number of tax declarations
recaivad on time/Total number of
tax declarations filed

226
227
2,28  Time betwaen filing and start of
2.2 Process tax returns processing \
efficiently and 2289 ?verage processing turnaround
ime

effectivel
4 2.2.10 Duration of processing a tax return

2.211  Amount of tax returns processed
monthly or annually

2.2.12 Cost of tax return processing
against total tax collections




3. Collections 3.1 Collect the 311 Total collections per tax type
contributions 3.1.2  Total voluntary payments
efficiently and 3.1.3  Cost of collecting operations
effectively 3.14  Collections per FTE

3.1.5  Amount of taxes in arrears

3.1.6  Outstanding debt collacted

3.1.7  Amount of taxas refunded annually

3.1.8  Total revenue collected / GDP

3.1.9  Total revenue collected / Annual
revenus target

3.1.10  Amount of taxes paid voluntarily by
taxpayers / Amount of taxes
payable on tax declarations

3.1.11  Collections per FTE

3.1.12  Collections per Dollar spant

4. Enforcement 4.1 Execute and manage 4.1.1  Additional taxes assessed after

actions for tax debtors investigation and audit / Tax liability
declared
4.1.2  Amount of additional assessed
taxes upheld in appeal / Amount of
addlitional assassed taxes
challenged
4.1.3  Amount of additlonal taxes
collected / Additional taxes
assessed
4.1.4  Amount of tax arrears recovered /
Total amount of tax arrears at the
~ heginning of the year
4.1.5  Number of cases of tax evasion,
customs fraud of smuggling
succassfully prosecuted sach year
416  Average number of days to identify
and notify Non-paymaent or
underpayment of declared tax
liabilities
41,7  Revenue assessed per Dollar spent
5, Taxpayer 5.1 Provide high quality 6.1.1  Average handle time by phone
Assistance sarvice to taxpayer 6.1.2  Tax payers perception regarding
Effectiveness in solving taxpayer
problems
6,1.3  Taxpayers perception regarding
B5.1.4  Service cost per taxpayer
515  Quality of the assistance provided
to enable taxpayers to comply
b.1.6  Public perception of degree of
corruption
51.7  Time to live phone resolution
5.1.8  First-contact resolution per service

channel




m pray
centers or branches

5.1.10 Number of cases escalated for
resolution




4.6.6 People & Skills

With the implementation of a Semi Autonomous Revenue Agency, all the personnel from the
Internal Revenue Area and Tax Fraud Investigations will have to undergo a recruitment process to
determine if they fulfill the necessary skilis and requirements for the new roles and job
descriptions. Additional personnel will be required for:

i Internal Audits

m General Director’s Office

m  Programs

m  Public Relations & Communication Office
1 Programs & Innovation Office

m  Supporting Services Diractor's Office
1 Information Technology

1 Administration

m  Human Resources

1 Legal Services

1 Data Analytics

In order to fulfill these skills requirements, a training plan and talent acquisition must be
implemented to shorten the existing gap, based on the commonly used practices and examples
from the comparable jurisdictions previously analyzed, the skill sets mentioned on Appendix B are
required for all units of the Semi autonomous Revenue Agency.




Appendix A

Required Training and/or Talent acquisition per E Level
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Appendix B

Required Skills per Area

Manager 4 Bach eéor‘s m  Tax Administration 1 Judgr{i'ent énq
Degres in spftwgre - Decision Makmg
Accounting or m  Financial analysis 1w Leadership
Finance software 1 Integrity

n Masters i Accounting software m  Team builder
Degree i1 Case Management 1 Communication
m 10 or more software i Menitoring
years of i Microsoft Excel w  Problem solving
experience on I Econom]cs and 11 Independence
similar Accounting 1 Planning and
positions knowledge Organizing
#  English 1 Law and Government i Analytical
language knowledge Thinking
o Administration o Result oriented
Management u  Training
development
K Self Control
i Cooperation
i Initiative
s Mathematical
reasoning

Staff 4 Bachelor's i Tax Adminlstration i Integrity o
Degree in sttwqre _ i Communication
Accounting it Financial analysis 14 Prok?lem Solving

1w 1-5 years of software it Decision Making
experience on 1 Agcounting software 1  Planning and
similar i Case Management Organizing
positions so_ftwar e i Data gathering
n  English 1 Microsoft Excel and Analysis
fanguage i Economics and w  Critical Thinking
(optional) Accounting
knowledge
1 Law and Government
knowladge




General i Bachslor's i Database and Query Negotiatio'n_
Director Degres in Soﬁware. o 1 Dependability
Accounting or m Tax Administration 1 Speach Clarity
Einance software A Inductive
4 Master's n Project Management Reasoning
Degree in Software 1 Deductive
Business 1 Business Intelligence Reasoning
Administration software 1 Fluency of ideas
w15 or more i Sales and Marketing I Creativity
years of knowledge i Critical Thinking
exporienco on 11 Public Safety and n  Independence
simitar Security knowledge i Achlevement/Effort
positions 1 Econom!cs and 0 Integrity
w  English Accounting n Judgment and
language knowledge Decision Making
u  Lawand w  Time management
Govarnment w  Leadership
know;r_l‘?d_ge . m Team bullder
w  Administration and u  Communication
KManagement 1 Monitoring
nowledge
) 11 Complex Problem
1 Personnel solving
'Tnzlli%e(gee nt @ Indep.endence
1 Planning and
Organizing
1 Analytical Thinking
m  Result orlented
@ Training
development
1 Self Control
i Cooperation
1 Initiative
Assistant 4 Bachelor's i Database and Query E] Negotiatio.nl
Director Degree in SOftWi‘"E‘ o 1 Dependahility
Accounting of 1t Tax Administration m  Speech Clarity
Finance software 1 Inductive
5 Master's 1 Project Management Reasoning
Degree in Software 11 Deductive
Business 1 Business Intelligence Reasoning
Administration software 1t Fluency of ideas
4 10 or more it Sales and Marketing 1 Creativity
years of knowledge i Critical Thinking
experience on ) Pubhc_ Safety and 1 Independence
similar Security knowledge 1 Achievement/Effort
positions 0 Econom!cs and u  Integrity
r English Accounting ¢ Judgment and
language knowledge Decision Making
1 Time managsment
i Leadership




Law and
Government
knowledge
Administration and
Management
Knowlsdge
Parsonnei
rmanagement
knowledge

Tearm builder
Communication
Monitoring
Complex Problemn
seolving
independsnce
Planning and
Organizing
Analytical Thinking
Result orientec
Training
development
Self Control
Cooperation
Initiative

Manager

Bachelor's
Degree in
Business, Public
relations,
Journalism or
Communications
Masters Degree
foptional)

5 or more years
of experience on
similar positions
English language

Publishing software
Graphic or photo
imaging software
Microsoft Excel
Video creation and
editing software
Sales and Marketing
knowledge
Administration and
Managament
Knowledge
Personnel
management
knowledge
Computer and
Electronics
Cornmunications and
media knowledge

Integrity
Customer service
Negaotiation
Sacial
perceptiveness
Speech clarity
Fluency of ideas
Creative

Cral expression
Persuasion
Reading
compreheansion
Judgment and
Decision Making
Leadership
Team builder
Communication
Monitoring
Problem solving
Independence
Planning and
Organizing
Analytical Thinking
Result oriented
Training
development
Self Control




R

4]

similar positions
English language
{optional)

Web page creation
imaging software
Document
management
software

Data base user
interface and query
software

Computer and
Electronics

Communications and

media knowledge
Sales and Marketing
knowiedge

i
1
& ]

m  Cooperation
i Initiative
' , 1 Publishing softwarse i Integrity
stalt ! gachelo!' S 1 Graphic or photo n  Customer service
Bﬁgiffsg public imaging software m  Negotiation
relations, r Microsoft Excel 1 Social ‘
journalism or ®  Video creation and perceptiveness
communications editing software 11 Speech clarity
u 1-5years of it Web platform it Fluency of ideas
experience on devaelopment w  Creative
software

Oral expression
Persuasion
Readling
comprehension
Communication
Problem solving
Cooperation

Manager i

Bachelor’s or
Degree in
Science,
Computer and
information
Science,
Engineering or
Technology
Master’s
Dagree
(optional}
Certified
Project
Management
Professional

B or more
years of

I3
]

Data base user
interface and query
software
Development
anvironment
software

Tax administration
software

Pattern design
software

Project management
software

Microsoft Excel
Administration and
management
knowledge

]
8]
I
It
§]
14
]
i1

]
11
It
k]
K]

Negotiation
Attention to detall
Initiative
Dependability
Adaptability
Parsistence
Systemns analysis
Inductive
Reasoning
Deductive
Reasoning

Critical Thinking
Independance
Achievement/Effort
Integrity
Complex Problem
solving




sirmnilar
positions
English
languags

Communications and
media knowledgs
Personnel
management
knowledge

Independence
Planning and
Organizing
Analytical Thinking
-Result oriented
Training

Judgment and
Dacision Making
Time management

experience on
similar

Project management

e Leadership
u Team huilder
i Communication
1 Monitoring
i Performance
Management
Staff 1 Bachelor's or 1 Data base user n o Integrity
Degroe in interface and query v Persistence
Science, software 1 Analytical Thinking
Computer and i Development i Cornplex Problem
information environment solving
Science, software i Planning and
Engineering or B Tax administration Organizing
Technology software ) #  Attentlon to detail
i 1-5yoars of 11 Pattern design i Performance
software

positions software Analysis
u  English u Mierosoft Excel 1 Persuasion
language s Communications and m  Problem solving
(optional) media knowledge &
w  Administration and o
management
knowladgs

Management
Data gathering and

Internal Bl
Revenue
Deputy Director

Bachelor's
Degree in
Accounting or
Finance
Masters
Degree

Tax Administration
softwars

Case Management
software
Information retrigval
or search software

13
IF
14
E]

- Dapendability

Negotiation

Speech Clarity
Inductive
Reasoning




Registration
Staff

Degree or High
school diploma
1 -3 years of
experience in
similar
positions

software
Microsoft Excel
Economics and
Accounting
knowledge

i 10 or more rn Case Management 1 Deductive
vears of software Reasoning
experiance on 1 Business #  Critical Thinking
similar Intelligence software i Independence
positions 11 Finanoial analysis o Achisvermnent/Effart

1t English software i Integrity
language #  Accounting Software m  Complex Problam

i Project management solving
software 1n  Independence
n  Microsoft Excel 11 Planning and
in  Accounting software QOrganizing
w  Economics and 1 Analytical Thinking
Accounting a  Result oriented
knowledge u  Training
u  Law and w Judgment and
Government Decision Making
knowledge s Time management
1 Administration and n  Leadership
Management i Team builder
Knowledge 11 Communication
m  Personnel 1 Monitoring
management i Performance
knowledge . Management
1 Sales and Marketing
Processing
\ m  Tax Administration i Negotiation
;iling & w Bachelor's software w  Judgment and
egistration Degree _ . > :
Managet w  Masters 1 Mncrosoft Excel Decision Makmg
Degres i Economics and 9 Leadershllp
{optional Accounting i Team bUI!de(

0 B or more knowledge f Communlcatton
ysars of n  Lawand 11 Monitoring
experience on Government 1n Problem solving
similar knowledge v Independance
positions #  Administration and 1 Planning and

1 English Management Organizing
language Knowledge i Analytical Thinking

# Personnel 1 Result ortented
management 11 Training
knowledge development

i Self Control
i Cooperation
11 Initiative
Filing & 1 Associate’s 11 Tax Administration 11 Attention to Detail

Analytical Thinking
Integrity

Data Analysis
Customer seivice
Deductive
Reasoning




1 English m Lawand
language Government
{optional) knowledge
Collections W Bachelor's m  Tax Administration o Negotiation
Manager Degree in software ‘ i Judgment and
Accounting, 1 Information retrieval Decision Making
Finance or or search software 4 Parsistance
Administration 1 Case Management 1 Leadership
1 Masters software #  Team builder
Degree ] Microsoft Excsl 1 Communication
(optional) [E] ECOI‘IOITIECS and @ Monitoring
n 5 ormore Accounting 1 Problem solving
years of knowledge n  Independence
oxXperiencs on 1 Law and 1 Planning and
similar Government Organizing
positions knowledge v Analytical Thinking
1 English 1 Administration and o Result oriented
language Management A Training
Knowledge development
W Personnel i Self Control
{l;nana?eament n  Cooperation
nowledgs u_Initiative
Collections n Associate’s 1 Tax Administration B Negot_iation
Staff Degroe or High software? ki Integrlty
school diploma i Accounting software 1w Parsistence
W 1-3vyears of n  Case Management n - Communication
experience in software ‘ 1 Problem Solving
similar i1 Information retrieval i Decision Making
positions or search software i Planning and
w  English i Database and Query Organizing
language Software 1 Data gathering and
{optional) i Microsoft Excel Analysis
u  Economics and n  Critical Thinking
Accounting
knowladge
i Law and
Government
knowledge
Taxpayer 1 Bachelor's i Database and Query it Negotiation
Assistance Degree Software n Judgment and
Manager i Masters 1 Tax Administration Decision Making
Degree software i Leadership .
{optional) I CBM software i Intagrity
1 B or more 1 Microsoit Excel 4 Team builder
years of 1 Database user i Communication
experience on interface and query i Monitoring
simillar software 1 Problem salving
pOSitiOﬂS 1 Contact Center IE] |ndep‘endence
it English software - Planning and
language ut  Clerical knowledge Organizing




i Sales and Marketing i Analytical Thinking
knowledge i Result oriented
i Administration and u Training
Management development
Knowledge 11 Self Control
a  Personnel a  Cooperation
management i3 Initiative
knowledge
] . u Database and Query i Custoimer service
:2:%::::?";9 H gfasg?g?toisHigh Software 11 Attention to Detail
Staff school diploma i Tax Administration I Ana[ytical .Thinki‘ng
i 1-3years of software i1 Service orientation
experlencs in 1w CRM software n Integrity
sirmilar I patabase user 11 Data Analysis
positions interface and query m  Stress Tolerance
w  English software 1 Communication
]anguage # Contac‘ Center 14 Ora‘ and written
(optional) s_oft\.Nare Expression
m  Clerical knowledge i Problem solving
r1 Persuasion
1 Time management
Active Listening
. , 11 Tax Administration r Judgment and
sive
Manager Accounting v  Financial analysis i Leade.rshlp
s Masters softwarq ' | Integrlty'
Dagroe 1 Information retrieval 1 Teamn bu:!der'
{optional) or search software i Cormmunication
4 Bof more 11 Case Management it Monitoring
years of so'ftware 1 Problem solving
experience on i MlCI’OSOft Excel @ Independence
similar 1 Economfcs and 11 Planning and
positions Accounting Organizing
it English knowledge 11 Analytical Thinking
anguage 11 Administration and 1 Result ariented
Management 1 Training
Knowledge development
(1 Parsonnel 1 Self Control
management n  Cooperation
knowledge 1 Initiative
. \ 1 Tax Administration o Integrity
Audit Staf 4 gachelo.r S software i Communication
Ac?géz?\tiirr‘\g i3 Financial analysis 1 Prok?lem Solvi'ng
s 15 years of softwafe_ _ ] Decns‘ion Making
experience on 11 Information retrieval i Pianmpg and
sirmilar or search software Organizing
positions 11 Case Management 11 Data gathering and
software Analysis
v Microsoft Excsl i Critical Thinking




English

Economics and

knowledge

tanguage Accounting
{optionaf) knowledge
w Law and
Government
knowledge
Internal i Bachelor's i Tax Administration 1 Integrity
Revenue Agent Degree in softwarg 11 Communication
Staff Accounting M Accounting software 11 Problem Solving
n 1-6 years of 11 Information retrieval i Decision Making
experience on or search software 1 Planning and
similar m  Case Management Organizing
positions software 11 Data gathering and
i English u  Microsoft Excel Analysis
language 4 Economics and 11 Critical Thinking
{optional) Accounting
knowledge
i1 Law and
Government




S R e

Deputy Director

» Bachslor's Degree in
Administration

+ Master’s Degres

« Academy or Agency
Diploma

+ 10 years of
experience on similar
positions

English language

Data analytics software

Database user interface

and query software

« Information retrieval or
search software

» Microsoft Excal

Administration and

Management knowledge

Parsonnel administration

knowledge

Law and Government

knowledge

» Public Safety and Security

knowledge

L J

-

s Judgment and
Decision Making
Leadership
Integrity

s Team builder
Communication
Monitoring
Problem solving
Independence
Planning and
Organizing

¢ Analytical Thinking
» Result oriented

¢ Training development
« Self Control

+ Cooperation

+ Parformance
managemaent
Social Orientation
Initiative

L]

Staff

s Associate's Dagree
in Administration
{Optional)

s Academy or Agency

Diploma

1 - B years of

axperience on similar

positions

English language

{optional),

-

Data analytics software
Information retrieval or
search software

« Law and Government
knowledge

+ Public Safety and Security
knowledge

Information ordering

Data analysis

Integrity

Investigation oriented

« Analytical Thinking

« Judgment and
Dacision making

+ Problem solving

» Written and oral
comprehension

« Communication

« Planning and

Organizing




Accounting software

I

Judgrnent and Decision

Supporting 1 Bachelor's o . .
Services Degree in i1 Financial analysis Making .
Deputy Director Finance, software m lLeadership
Accounting i1 Data base user m  Team builder
or Interface and query i Integrity
Administrati software u  Critical Thinking
on 1 Human Resources u  Agtive Listening
1 Masters software u  Communication
Degres 11 Economics and 1 Monitoring
1w 10 or more Accounting knowledge 11 Problem solving
years of 11 Law and Governmant 1 Independence
experience knowledge 1 Planning and Organizing
on similar 11 Administration and 1 Analytical Thinking
posit‘ions fgﬁana?edment Result oriented
i English _ P”OW 8 gle ¢ Training development
tanguage 1 mzrrfggg;ent @ Self Control
Cooperation
knowledge a ; , .
1 Sales and Marketing ';' Is?t(‘: 'T. Orientation
Processing rm Initiative
11 Document
managemsnt software
1 Human Resources
software
1 Computer and
electronics knowledge
Information n  Bachelor's n  Tax Administration i Judgment and Decision
Tachnology or Degree software Making ,
Managar in m  CRM software 1t Leadsrship
Computer it Devalopment 11 Integrity
and environment software 11 Customer services
information u  Object or component 1 Attention to detail
Science, oriented development 11 Team builder
Engineering software r Communication
or 1 Web platform t1  Monitoring
Technology development software 1 Problem solving
n Master's 1t Computer and 11 Independence
Degree elactronics knowledge i1 Planning and Organizing
{optional) i1 E”Qt‘]ne?””g and 1 Analytical Thinking
1 5 or more achnology 1 Result oriented
years of i1 Telecommunications n Training development
experisnce Knowledge 1 Self Control
imi 11 Administration and o >et Lon r ©
gg;gggf Managsrment i Cooperation
i Social Orientation
: i knowledge " ce
H ;ﬁg‘:}saze g i Initiative
information 1 Bachelor's 11 Tax Administration ro Integrity
Technology or software i Communication
Staff Associate’s i CRM software 1+ Systems analysis




Degres in i Configuration Complex Problem
Computer management software Solving
and 1 Enterprise application #  Programming
information integration software 1 Systems evaluations
Science, m  Program testing 1 Judgment and Decision
Engineering software Making
or i Development ¢ Planning and Organizing
Technology onvironment software i+ Data gathering and
i 1-bysars m  Object or component Analysis
of ) oriented development 11 Information processing
experience software 1 Monitoring
°2;;?3:i§’ 1 Web platform w  Analytical Thinking
: English development software i Attention to dtal
language £ Clomputfar a[l;d od 19 Ennovatlgp -
(optional) slectronics knowladge n  Adaptability/Flexibility
st Engineering and
Technology
um  Administration and
Management
Administration 4 Bachelor's m  Financial analysis 0 Judqment and Decision
Manager Degres’in ! softwarg ] Making .
Finance, g Accountipg Soft.ware @ Leade‘rshlp
Accounting i Tax Administration w  Integrity
or software o Team builder
Administrati 11 Microsoft Excel i Communication
on 1 Personnel m Monitoring
s Masters ranagement & Problem solving
Degree knowledge 1 Independence
(optional) 1 Economics and 1 Planning and Organizing
W B ormore ACCO_U(\U“Q .knowledge i Analytical Thinking
years of «  Administration and 1 Result oriented
experience Management 1 Training development
on simifar knowledge u  Self Contral
positions i Law and Government 1 Cooperation
w  English knowledge 11 Social Orientation
language v 1 Initiative
Administration 1 Bachelor's 1 Financial analysis i Integrity
Staff Degree in softwarq i1 Communication
Finance, 11 Accounting Software £l Complex Problem
Accounting 1in Tax Administration Solving o
or software i1 Judgment and Decisio

Administrati
on

1 - b years
of
axperience
on simiar
positions

Information retrieval or
search software
Microsoft Excel
Economics and
Accounting knowledge
Administration and
Managament
knowledge

Jil
14

8]
&}
1

Making

Planning and Organizing
Data gathering and
Analysis

{nformation processing
Monitoring

Analytical Thinking




English Law and Government
language knowledge
{optional)
Human n Bachelor's 1 Accounting sofiware i Judqment and Decision
Resources Degres in i Human Resources Making '
Manager Human software I Leaders?yp
Resources, i Time accounting it Team builder
Business or software i Integrity
Administrati i Document 1 Communication
on management software in Monitoring
o Masters st Personnel and HR 1 Problem solving
Degree knowledge 11 Independence
(optional) #1 Administration and 1 Planning and Organizing
i &or mare Management 11 Analytical Thinking
yoars of knowledge 1 Result oriented
experience H Perspnnel ) 11 Training development
on similar administration 1 Self Control
positions knowledge i Cooperation
i English '  Lawand Govarnmont u  Sacial Orientation
language knowlsdge i Initiative
i Couching knowledge
Human w  Bachelor's i CRM software rm Team wo.rk .
Resources Degree in o pata hase user i Comrnuplcatlon
Staff Human intesface and query 1w Monitoring
RESOUICES, software @ Social Orientation
Business of i Human Resources t Service orientation
Administati software u  Leadership
on i Time accounting 1 Integrity
W 1-6years software 11 Communication
of it Personnel and HR m  Oral and written
experience knowledge Expression
on similar 1 Administration and 1 Judgment and Decision
positions Management Making
i English knowledge W Soctal perceptiveness
language i @ Active Learning
{optional) 1 Reading
comprehsnsion
Legal Setvices 4 Bachelor's 11 Accounting software 1 Negoiiat‘ion
Manager Degres in 1 Document i Persugs;on
Law mar}agement software 11 Integrity
i Masters 1 Project Management i Judgment and Decision
Degres softwarg . Making )
(optional) 1 Information retrieval or o Leadership
i 5ormore search software i1 Team builder
years of 11 Law and Government i Communication
experience knowledge . 1 Monitoring
on similar 1 Administration and 1 Problem solving
positions Management @ independence
knowledge r__Planning and Organizing




n  English i Economics and 1 Analytical Thinking
language Accounting knowledge n  Result oriented
m  Training development
s Self Control
i Cooperation
1 Social Orientation
i |nitative
Legal Services 0 Bachelor's i Accounting software It Negotiat'ion
Staff Degree in m  Document i Persuasion
Law mapagement software i Integrity
n 14 years of i Project Management i Judgment and Decision
exparience software _ ‘ Making
" on similar 1 Information retrieval or i Complex Prablem
positions search software solving
i English #  Law and Government w  Oral and written
language knom{lgdge ‘ comprehension
{optional} # Administration and 1 Oral Expression
Managoement u  Information processing
knowledge 1 Monitoring
# Economics and t  Analytical Thinking
Accounting knowledge
Data Analytics . Bachelor's 11 Data an_alytics software I Judgment and Decision
Manager Degres in - Enterprise system Making :
science, management software 1 Leadersmp
technology, n  Business intelligence i Team bullder.
engineering software m Communication
or 1 Database user 1 Monitoring
mathematic interface and query i Problem solving
s software  Independence
o & years of 1 information retrieval or i Planning and Organizing
experience search software i Analytical Thinking
on similar 1 Microsoft Excel i Rosult oriented
positions it Law and Government m  Training development
i English knowledge u  Self Control
language i Economics and i Cooperation
ACCC?U”“”Q knowledge 11 Social Orientation
E] PUbIlC Safety and i Initiative
Security knowledge
1 Administration and
Management
knowledge
i Personnel
administration
knowledge
Data Analytics 4 Bachelor's i Data analytics software 1 Judgment and Dacision
Staff or 1 Enterprise system Making
Associate’s management goftware 14 Con}plex prablem
Degree in 11 Business intelligence solving
science, software i Critical thinking




2

‘ échnology,

engineering
or
mathematic
s

b years of
exparience
on similar
positions
English
language
{optional)

Information ratrieval or
saarch software
Database user
interface and query
software

Microsoft Excel

Law and Government
knowledge

Economics and
Accounting knowlsdge
Public Satety and
Security knowledge

Data analysis and
research

Integrity

Attantion to datail
Analytical thinking
Documentation and
recording




