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Service strategy

> develop the options for
providing information

» offer services and
information in simple way
and easily understandable
language

» develop new
electronic services

» improve quality of
existing services

» take into use
innovative channels to
communicate with
clients
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» find possibilities to replace
routine hand labour with
solutions for fast data
collection and analysis.

~‘ To make
To inform the service
the clients processes

on time and faster and
proactively

To make
fulfilling tax
liabilities
simple and
guick




Service channels

» E-Tax/e-Customs Use of service channels
2014
» Homepage Service Bureaus 1,4%  Contact Centre 2,3%

» Soclal media: Forum,
Twitter, Facebook

» Contact Centre: Home

» phone calls, Skype
and e-mails
» Campaigns
» Schoolings, fairs,
Information days
» Service Bureaus

» X-Road
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e-service 74,3%

MAKSU- JATOLLIAMET 3



Using e-Tax/e-Customs via

secure gates

» Portal (home page) of the Tax and Customs Board: www.emta.ee
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Information phones and
e-mails
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e-maksuamet e-toll Enlarge.. @, Diminish

Enter with ID card

KAART |
Enter with mobile ID

MOBIIL-

Enter via your Internet bank

Swedbank @ ‘ j d il = .M Kredildipank Nordeo’l
@Verso Handelsbanken

Enter with user ID

UserID
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Please note that regular tev.. Iuio??o:"’as
maintenance of e-Tax Board/e- ""lk
Customs environment is performed
Mon-Fri 7.00 - 8.00 and Thu 17.00 -
20.00.

During these times the provision of <
service may be interrupted

@ Payment link in the e-Tax Board/e-
Customs

Clients of SEB, Swedbank, Danske
Bank and Nordea Pank can pay taxes
via the e-Tax Board/e-Customs by
clicking on the link "Start a

payment® (Alusta makset). During a



Natural Person Income Tax Return

piile

Collect Pre-fill the
information s return

)/
Let the
taxpayer ®

confirm or

| = =¥y correct ﬂ / \
(o |
= (-

BRp
/3 MAKSU- JATOLLIAMET




Evolution of Income Tax Return

paper to
e-service

. 2000 2003 2007 2013 2015

mobile

1 click

soon ...
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E-tax returns

E-Tax/e-Customs is the most frequently used service channel of the
Estonian Tax and Customs Board — 95% of the clients have used it

Corporate Income Natural Person VAT Return:
Tax and Employer Income Tax 99 1%
Tax Returns; 99% Retuns; 94,0%
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Pro-active approach: Notification system IRIS
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Using X-Road Iin the project of Emplyment
Register

X-Road

m—

Health Insurance Funao

Guard Board

Employment)

K abour Inspectorate

Tax and
Employer Customs Board
(Tax Register of N

Employee g%, & Ferk

(WRp
/\&)‘ MAKSU- JATOLLIAMET




Collecting information about customers behaviour :CRM
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Benefits

» Stop customers » Saving resources:
running » 1 193 603 clients hours

» Reducing paperwork » 331 556 tax officials hours

100000 38204015 153

350000 H 1804 285212

300000 - _2504

250000 203840

200000 _47% 163249
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Thank you!
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