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MY KEY MESSAGES 2N° NTO CONFERENCE:

v/ DAY 1: CONTEXT, A CASE FOR CHANGE, STATE OF SARS,
SIGNIFICANCE OF DIGITAL TRANSFORMATION, ...

v v/ DAY 2: STRATEGIC CLARITY, COMPELLING VISION, SARS’ DIGITAL
TRANSFORMATION, WHAT WINNING MEANS, ... (LEADING CHANGE)

— DAY 3: DEVELOP A HIGH PERFORMING, DIVERSE, AGILE, ENGAGED AND
EVOLVED WORKFORCE (THE TAX PROFESSIONAL OF THE FUTURE)




PURPOSEFUL REFLECTION

LEADERSHIP INSIGHTS
FROM NTO CONFERENCE DAY 2




KEY INSIGHT 1

LEADERS MUST BE CLEAR WHERE THEY STAND
ON MATTERS OF SUBSTANCE

Day 1 Letter to all Staff




FROM: Edveard Kiesweather

Tz Shikar Kabool (SARS Parscnnai)]
DATE: 1 May 2019

SUBIECT: Message from the Commissionsr

YV SARS

ST ATTRCRT RTINS Sy e
Message from the Commissioner

Dear Shilkar,

Happy Workers Day!

Today I hawve the wonderful privilege to return to the South African Revenue
Service, SARS is inbegral to the wellbeing of our young South Afrcan
Democracy. I consider it &8 wunigue privilege snd honour to ssrve you as
Commizsionar. It is truly a humbling experience.

Tha task ahsad is daunting, and any atbampt to restore SARS to the admired
and respected organization it once was, starts with acknowladging the esxtent of
auwr current challenges snd openly discussing how thiz came aboubk. The Nugenk
Commizssicn Feport into Ta= Administration and Governance by SARS gives 5
good sense of the events within SARS particularly since 2014, Other
Commissions swch as thoss led by Deputy Chief Justice Zondo on State Capburs
and Justice Mpati on the Bwublic Investment Commission, further sxpand owr
undarstanding of the breakdown in governance and how through guestionabla
procurement and other practices, public funds were misappropriated. Instead,
the corrupt and narrow interasts of certain groups of individuals were served,
SARS got caught up n the state capture projeck. In my view, anyone who is still

MY FIRST LETTER TO ALL EMPLOYEES (1 MAY’19)

Unfortunately, much of the morale amongst staff has declined whilat sublic
confrdance and trust has bewen esroded. This has to be addressed immrediabely. I
will naad all the help [ can get. starting with the halp of every single ona of you
who works at SARS., Our waork s central te the succsss of owr democracy
Functicnimg vl and the proper deltvery of goods and services b= all Sowth
Efricans.

Many of us hawve worksd bogether before, and I look forward bo mesting others
for the fust tima, 1 am eyswcksed bo re-engage with eaveryona Bo rebasild SARES, o
restore your confidencs in the organization and s leadesrship, as well as &
regain the public trest and confidence we once had.

WHAT CAMN YOLW EXPECT OF ME

indifferant or in denial about the damage caused by state capture, is either
genuinaly ignorant. or inone or ather way. complicit.

Page 1

Dur mast important guiding priinciple s the Hegher Purpose that we sares, This is
not negotinble., The work theat we doe has an impect on all South Africans. There
iz no place for mediocrity. We want bo enswure, in ewverything thak we do, that our
impact is positive and transformative.

You can expect mees

= o work hard personally bo sarm yoor trust. confidencs and respect.

= o lkead the work and do what is necessary bo regain pubbic trust and
confidence,

= Bo listen carefuelly. seaking to understand the materasl isswes you and
=ther stakaholders rmay rase with ma,

= bo provikde strategic clarity and kead the work of rebuilding, and as
raguired, repurposing. retocoling and reskilling SARS,

= Bo owork drelesshy Ba oroot out any Form of shwuse ncduding racism and
S EETT,

= o ba invested in your sucoess as wall as your parsonal and professonal
growwth.

« o waork with other agencies like the Special Investigating Unit (SIU) and
the MNational Prosecubting ASuthority (NPA)] o ensure that the concerns
raimad by the various cormmissions, others and yourselves are scted on

svithout fear or fawvour, and to hold those responsible to accounk.

Page 2




MY FIRST LETTER TO ALL EMPLOYEES (1 MAY’19)

WHAT DD I EXPECT OF YOU Our commitment to a Higher Purpose will ensure that the impact of our collective

The challenge of rebullding SARS s daunting and I will rely on =ach one among work contributes to a2 South Africa that thrves and is on a path to sustainable

you to help in every way possible. We do a privileged work and [ expect ewery econoemic growth for the material, social and spiritual wellbeing of all our people.
single one to woerk herd to achieve our goals and be committed o our succeEss,

I expect everyone of your

We achiesve this when:

= to abvays act in the best intersst of SARS,

e o administer the law fairly, yvet without fesr or fawour, = Public trust and confidence In-SARS is rettored.

= fo treat tampayer and SARS confidential information with the sscrecy
-r\-l:quir:-:l im L&,

+« #to be clear about yvour individual roke and contribution.

« Wa create and enabling environment that raises awareness and ensures
that the public can fulfil their tax paying ocbligation with minimal effort.

v Bo o cormenit be. deing quabty work oof Bigh sed continsoushy e = The SARS Compliance Programme is clear and creates certainty for
standards, taxpavers,

= to ba prepared to grow personally & professionalby + The South African Compliance Culture has postively improved,

= to be respectiul to your co-workers, treating them the way you wish ta be

» Tawx and Customs revenues dus is collected whan it is dus.
treated,

= to be an activist against gender-based and octher forms of abuse. * Decisive action i taken against those who for any mason fai to honour

= o embrace the racal, cultural, religious and other aspects of our rich their obligation.

diversity,
- to speak out, and act against corrupt and guestionable practices, Over the coming weeks, yvou will hear mere froam me, Please feel free to engage
= to ensure that our behaviowr towards taxpayvers. stakeholders and the with me.

blic sre always honest, impaccable and in the spirit of Batho Pele
e ¥ " i I look forward to this next phase of our journey.

Ik is myw wish that the rebuilding of SARS is a shared ambition that has

averyonae s support. We aim to become an employer of choice, characterized by

a culbtuwre of high engagement and enthusissm. We heold =ach other and Sincerely yours,
ourselves accountabla. 1 hope that in time:

=  Vouw will find SARS a great place to work that is. Edward Mieswaltier

= A space wheare you can give expression to the aspirations and wvalwes you Commissiomner
cherish for yoursetf and your family and.

s Where you can be your best persanal and professional self, and

=  Youw are fulfillad knowing that yvou contribute measurably to the swoccess of
SARE and tha wellbeing of all Scuth Africans.

Page 3 Page 4 6



KEY INSIGHT 2

ENGAGED EMPLOYEES = SATISFIED TAXPAYERS
= POSITIVE RESULTS

EMPLOYEE ENGAGEMENT (69.4%) = PUBLIC OPINION (76.5%) = TAX REVENUES (R1.68T)

Meritocracy Matters!




KEY INSIGHT 3

“THE POWER OF STRATEGIC
CLARITY & A COMPELLING VISION”

Leader as Storyteller - Stories Inspire!




POWER OF CLARITY

Leader as Storyteller - Stories Inspire!

1. CLARITY OF PURPOSE AND INTENT

2. INTENTION DRIVES ATTENTION

3. COMMUNICATE WITH SIMPLICITY - OFTEN

4. EXECUTION FOCUS - GETTING MANY LITTLE THINGS RIGHT
THROUGH PEOPLE

5. CLEAR OBJECTIVES & AND MEASURABLE RESULTS

6. CELEBRATE SUCCESS, BUT CONTINUE TO STRETCH!




STRATEGIC CLARITY RESPONDS TO
FOUR DEFINING QUESTIONS:

1. Our Mandate: What we do

2. Our Higher Purpose: Why we exist

3. Our Vision: What is our aspiration for a future SARS

4. Our Strategic Intent: How we will approach delivering our mandate

These in turn inform:
1. How we work
2. How we are organized
3. How we allocate resources
4. How we define success




SARS VISION 2024

A SMART, MODERN SARS WITH UNQUESTIONABLE
INTEGRITY, TRUSTED & ADMIRED




IMPLEMENTING OUR

STRATEGIC INTENT




STRATEGIC INTENT: Develop a Tax & Customs system based on

Voluntary Compliance

In support of our Strategic Intent we have 9 Strategic Objectives:

Provide Clarity & Certainty for Taxpayers & Traders of their obligations
. Make it Easy for Taxpayers & Traders to Comply with their obligations
Detect Taxpayers & Traders who do not Comply, and make non-compliance Hard & Costly

Develop a High Performing, Diverse, Agile, Engaged and Evolved workforce

Increase and expand the use of Data within a comprehensive knowledge management
framework to ensure integrity, drive insight and improve outcomes

Modernize our systems to provide Digital and Streamlined online services

7. Demonstrate effective Resource Stewardship to ensure efficiency and effectiveness in the
delivery of quality outcomes and performance excellence

T

o

[8. Work with and through Stakeholders to improve the tax ecosystem }
9. Build Public Trust and Confidence in the tax administration system

w =



TODAY, WE WILL EXPLORE:

#4: Developing a High Performing, Diverse,
Agile, Engaged and Evolved workforce
(PEOPLE)

1. Leadership Model

2. Employee Engagement Model

3. Employee Value Proposition (EVP)
4. Tax Professional of the Future



STRATEGIC OBJECTIVE 4: Develop a HIGH
performing, DIVERSE, AGILE and ENGAGED

workforce

Our employees consider us to be an Employer of Choice and are engaged to deliver
the best taxpayer and trader experience characterised by professionalism and actions
that are beyond reproach. Tasks have become less administrative, more analytical
and service oriented. They easily collaborate to leverage their combined strengths.
We invest in them appropriately and provide them with the right tools for the job.
They are able to respond to future demands of the work environment and changing

needs of taxpayers and traders with ease.
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DEVELOPING AN INSIGHTS
DRIVEN OPERATING MODEL

The synthesis of
People + Data + Technoloqy




ITS ABOUT AN OPERATING MODEL THAT ENABLES OUR
EMPLOYEES WORKING TOWARDS THE FULFILMENT OF OUR
STRATEGIC INTENT OF VOLUNTARY COMPLIANCE WHILST BEING
HIGHLY ENGAGED AND THE BEST VERSION OF THEMSELVES

-..DIGITAL TRANSFORMATION...



IT STARTS WITH LEADERSHIP -

US IN THE ROOM...




STRENGTHENING THE LEADERSHIP BENCH

THE SARS LEADERSHIP MODE




CLARIFYING EXPECTATIONS OF LEADERS

1. Commitment to Higher Purpose, Vision & Strategic Intent
2 .Orientation to embrace new approaches

3. Willingness to learn together - a growth mindset

4. Retain a “startup” mentality

9. Thinking from first principles

6. Commitment to Leadership Model

/. Indomitable will to embrace excellence
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SARS Leadership Model
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SARS Leadership Model -The 5 Leadership Attributes

V¥ SARS

South Alrcan Sevenue Servce

Care and growth Model Level 5 Leadership 10 X Leadership OKR Model

reinforce “Enablers”

Howdoes It man lest behalors that

How does It manifest bahwviours that
distract "Decaliers’

Regard leadenibep as an mordeate prraiegs
WTNROUT 3 SenSe of enDITiemenTt
Understand that thay hold in trust what
belongs to another

Dezire to Degueath sometihang greater than
wihat they they 've inherdec

Place the interent of othwrs and thesr Caune
At of thee own

Does more than what i1 asked for t0 serve
Others

I oS CONAErucTrve ISadiliad 1O Erow O
o adersiup COmMPItencies

Sharez Inowleoge . sollz and expenance
uncondDonally

Soborts and liztens to the wews and opsrsons
of others

Contmuounly mmpr Oves work processes for
better cervece delrvery

Ermpowees anvd Sevelops teamn promating »
Cture Of CONBINUOUS learmung
Communcates clearly and consistently
arespective of the audence

Reozpects afl and encouwrages engagement and
cGrszentng wew:

Stands up for what's rght in a courageous
mancer e Calls OUt InguEtes

Burkss of garsatorul cotmirsmness by
Promoting dvarsity and mdiusiily in deision
makirg

Ignores SARS polcies st procedurss when
under pretsure

P sues Tut/Tr Own feeds abowe those of 1he
team

ez to get out of troubie

ACTI 1 3 Jermaarwng way and bewritties others
Takes decimonz wathout mcludrng the vews
of others

Harxties younges gener aion in & correching
A0 AN SIIVE MASEwE

15 abways night” mentality

Does not Jlow FfOr dIverse Opmions and viaw
points

Favours some empicyees over others

Iz mwyopsc anct focussed on mremedate results

Underitand that our engageenent with thowe

W s muEt 2O Deyond Semply “senpioying”

hew xpartise aNd Contrbunon

We demonztrate care and growth when

we are truly invested n thes welbemg and

personsl developmesnt

That thes approsch crestes the cooditions

. WWhisr e Gur serpiopess are willmg to
CONtNBute not Lmply DaCcause they have
10, Bt DeCxe thay want to

- Where they feel that o malung thes
contnbution  they themselve: benefis
and Secome better people

Ergages smpiopees i a trustworthy manres
lengar e doverse work tearmm 1o Secorme fully
Comrev T lad

Hat amoowsrng performanca COmveriations
Wl SITCEOY RS

Gves recognibon wiere it iz doe

Creates and ermvironmert where people can
lmarm from thew mestakes and successes
Provedes constant and bormest feacditack
Regularty “check =" with ssrplopess
Acknowiedges people peophs’s persocs!
CHTIMSTANCY.

Man1ors 3nd COMCNES TOME 10 IMErove
performance

Creates an cowworsnent where the
employee s nghits are respected

MHumibates co—awariers

St without Comdien ing the smpact on
others

12 NOL CIENSPArant wihen takung Jecons: that
affects others

Make: decion: without Conmuttabon and
evplanaton

Does mot listen to wihat others have to say
Asts sell Conitred 40t egontx

Ignores personal chalienget that »fMect the
work of taam members

Lies to ochers

Expects ztaft? to follow nstructions ngdly
Threatere and harazces staf members

Balancs an ndometable wil 10 achueve thea
E0al wath the genusna hurmity Mat they Nesd
the contnbuton of others

Are cirtven by an ambmon not for themselves:
but theyr orgamcaton and o Couse

Actsn the interest of SARS
Makes personal sacnfices for SARS
Sets amDitionss DUt fas OXFs and pursise them

prucently

Ezzabliznes relatonshpe Dazed on hanesty
and farmesz

iz avhipent but humtle about aciwevements
Empowers others to meet strategic obyectves
Encourages rmw ident and cocreation
Fisperes partropaton

Dievelops self amd team 10 reemsn corrent
AlSa arns Beypond cwn leld of specalbiabon

Sets urresntic targets and chases them
r’btlb\ﬂy

Bull el Desrs Of Daarm mermbers

Only COMmes To tasks where porional benaft
can be obcwnec

Eazily locses focus

Acts maahgned to the SARS value:

Dirrven ty veif interest

Does important Lasks thesrmedves andd doss
Pt delegate o AWite RarDOPATION

Strive for 10X parformancs anprovemrsnts
NStesa of umply aclueang 2 107%
ENprovement

They actueve thes by an arvelentng
ComItmen? to 3 management attrbutes
Fanatical Dociphre. Product-ve Paranoa and
Empirical Crestrnty

Thas MANSgement Cuture it Dasad on

- Cunous Qupermentaton
. D33 andior svwoence Sased decizions
» They do not shoot from the Fp

Unbending and focuned to acheewe the Dest
Focunes the 1o am towards achaeving et

Ol rve i
Drsplays pariaverance « the mudst of

chalierges

Dezpiays hgh jevels of coomrmetment to the
cause

Doss proper planmng

Peruses g0 without Overitrstching tearm
IheTers

EMectrvely Balances crastivay with rink and
SsOpime

Folfows planned CTranies tThrough [0 ensuwre
pearfect axecumon (Fanatxcal Dazopima)

LUrez o e to mform pudy (Emparical
Creatvaty}

I3 hrypecvgriant to nshe (Procductve Paramosal

Coves up guackly on challenges
Twkcan ) pdormed decions
Eauly lones foous froom goals
Does not set clear goals

Starts projects haphazarcly

Iz norgaresed

Tolerates i dizogine

Baves decosorn on sssumptons rather than
adence

Dows not plan for contingsac s
Is Seradied ety

OKR Leader g st £3 COre 11 about cresting &
Cufture of desOplme a0d Tansparency | embeddeg
ITRePC ObyOcives withen 3 dady practice and
INTenced 1o drrve growth

OXR Leaders

. Follow » collabor stres framewors Yor Cear
Mndnlous gl Settang Tonwards performance
erncelience

. Expresiec odic 22 Cear ODyectnes anc
measorable ¥oy Recuits that are  Concrete
Acton onented  Aspirational  Insperationad
ant Verfiable

. OKR worss slong with CFR Canver satsors
Feadback snd Recognmion

. Creates buy n to SARS vweon and stratege
Clyectrves Pwough Contrued collatior stson
SO0 COMIMUNECAtIon

. Develops obgectives ey resutts {OCR'z) and
CHONG 10 IMSCte what ceeds to be done

. Crzates: 3 culture of performmance through the
provizion of reguiar performance feecback

+  Corstantiy measures and trachs progress on
LIrMteg Obyect v

. Fets up regular mestngs 1O assess progress
with achusng the OKR's

. Prowvedies DOth i iduad and teanm feedibak
regarcing perforTiance rogreds 10 IChueveng
Koy Rezukx:

. Sets dear obyectives and prowvides
performance foedback

. Sesis and promotes the thnkong out of the
Dok apprGach 8o challenges

. b2 Eracupar st o M sndeavosr s and takes the
o3 wrth P Peer

» Engages and COabaratet wedl with others

. ncoberent transiston of strategy orro
Oty trven aodd ey conults (OKFR )

. SOometanes Dreak s the rules when wrder

Frosse

iz unconoOlentious

Sets unclear OKR's

Aurhortanan m mtettng of OKR's

Fagsd in setting of OKR's

Creates Dhorred focun

Diowt pecTormanc s reviews infesguanty

AvTeds IfMCLIT SeslusIons

Lack of urgency

S
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THE VALUE OF NURTURING AND ENABLING CULTURE

1. SETTING A CLEAR STANDARD FOR ACCEPTABLE LEADERSHIP:
a. Leadership Model
b. Women in Leadership
c. Junior Board

2. EMBEDDING AN ENVIRONMENT OF POSITIVE EMPLOYEE ENGAGEMENT
a. Employee Rights Charter
b. Employee value Proposition
c. Gender Sensitivity
d. Employees with Disabilities

3. DEVELOPING A FRAMEWORK FOR AN EXECUTION BIAS
a. OKR — Objectives & Key Results

b. Evidence based decision making
c. 10x Performance - Fanatical Discipline, Productive Paranoia, Empirical Creativity
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EMPLOYEE ENGAGEMENT

MODEL




SARS EMPLOYEE RIGHTS CHARTER

EVERY SARS EMPLOYEE HAS THE RIGHT TO:
1. Do work they enjoy

2. Understand the meaning of their work

3. Know what winning means

4. Regular feedback that helps them to win

5. A fair deal




EMPLOYEE VALUE PROPOSITION

(EVP)




EVP: A SYSTEMS PERSPECTIVE

THE EMPLOYEE VALUE PROPOSITION IS THE COMPOSITE
EXPERIENCE OF AN EMPLOYEE - HOW THEY FEEL ABOUT THEIR
WORK, THEIR MANAGER AND/OR THEIR ORGANISATION

EMPLOYEES ALSO FEEL UNFAIRLY TREATED WHEN THEY CONSIDER
THAT OTHER’S ARE BEING TREATED “BETTER” IN RELATION TO
THEMSELVES




ENHANCING SARS EVP

CAREER

HYBRID WORKING ENHANCEMENT &

ARRANGEMENTS

I~ PROGRESSION
EV
PROPOSALS

LIFESTYLE
CONSIDERATIONS
FOR ALL EMPLOYEES

ADDITIONAL
CONSIDERATIONS




SARS EMPLOYEE VALUE PROPOSITION

SARS Leades ship PAod=|

R |

- 3 Employee Engagement Model
2 : Employee Rights Charter)

' The intellectual, = oy -

psychological and emotional

contract between SARS and

its Employees that renders

Every Employee has the right
to:

Do work they enjoy

a highly engaged workforce | : 2. Understand the meaning of
to deliver the institutional : their work
mandate effectively, whilst : 3. Know what “winning”
providing an experience : ——
'0 EVET? ETTI[J!D";!'EE th?t - : 4. Receive helpful
: fulfilling and rewarding :
3 I performance feedback

. (( >> : . Experience a "fair deal”

Financial and

; MNon-Financial
How managers should hehavej : C : What employees should ]
] omponents of _ <
towards employees : : expect from their managers
[ " : Rewards and Benefits -

SARS Employee Value Proposition =

The Intellectual, Psychological and Emotional "Contract” + Financial and Non-Financial Rewards




DEVELOPING AN

ENVIRONMENT CONDUCIVE
TO HIGH PERFORMANCE




. EMPLOYEES WHO ARE ENGAGED,
% HIGH PERFORMING & COMMITTED
TO A SENSE OF HIGHER PURPOSE

EART sl e ihip Bdipds

Employes Engagement Model
The intellectual, _ i {Employee Rights Charter)

psychological and emotiona I Every Employee has the right
cantract between SARS and tor
its Employees that renders
a highly engaged workforce
to deliver the institutional 2. Understand the meaning of
mandate effectively, whilst thveir work
providing an experience 1. Know what “winning”

EVOLUTION OF WORK \ € .

e THE AUTOMATION OF | g andrenarane | [P ERSG
REPETITIVE WORK '

e DATA & INSIGHTS
DRIVEN DECISIONS AND Non-Financial | P —

® ARTIFICIAL INTELLIGENCE —_ Rewards and Benefits S ot
AUGMENTS HUMAN '
EFFORT

gl

1. Do work they emoy

i
i
——

i

. Expericnoe a "tair deal”

Financial and

SARS Employee Value Proposition =
The Inteliectual, Psyvchological and Emotional "Contract” + Financial and Mon-Financial Rewards



THE TAX PROFESSIONAL

OF THE FUTURE

Developing the HIGH performing, DIVERSE, AGILE and ENGAGED tax administration professional of the
future will augment their ability by leveraging data and enabling technologies to enhance tax
collection, ensure compliance, and facilitate trade.
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THE CHANGING LANDSCAPE OF COMPLIANCE

 The world is changing, business models increasingly evolve to be digitalised, non-juristic and
virtual, physical borders have become less relevant in the production and movement of goods and
services.

 The natural systems of taxpayers are expanding and compliance complexity has proliferated.
National tax bases are under constant threat of erosion.

« Tax revenues are the primary source of funding for governments and its social programmes.

« Tax Administrations increasing to progress towards Voluntary Compliance and Tax
Administrations are able to strive towards Voluntary Compliance which can only be achieved
when there is creative tension between serving the taxpayer in positive and enabling ways while
balanced to the risk to the fiscus.

« The rapid evolution of technology enablement and data driven artificial intelligence provides both
opportunities and risks.

THE IMPLICATION THOUGH IS THAT WE NEED A DIFFERENT TYPE TAX PROFESSIONAL

IN A WORLD WHERE ROUTINE REPETITIVE TASKS DISAPPEAR AND HUMAN EFFORTS
ARE AUGMENTED BY INSIGHTS FROM DATA AND Al




e Make it Easy for Taxpayers & Traders

SO1: Provide Clarity & Certainty

= S02: Make it Easy for Taxpayers & Traders
to Comply with their obligations
7 = S06: Modernize our systems to provide
Digital and Streamlined online services
Additional Controls to Combat Non-compliance

S03: Implement additional controls to monitor, detect and combat
potentially fraudulent behaviour

SO5 & S06: Additional authentication and verification measures

\. J

Maintaining balance between positive helpful taxpayer experience must be balanced to the risk to the fiscus:

« Data and technology enables us together with proficient professionals to provide a better service (ie. a delightful
taxpayer experience)

 Knowledge and risk work augmented by Al to do compliance risk management work (ie. execute simple
verification, simple audit, integrated audit, complex investigations)

. THE TAX PROFESSIONALS OF THE FUTURE, AUGMENTED BY Al

ARE ABLE TO BEST STRADDLE THE COMPLIANCE CONTINUUM...



THE CHANGING LANDSCAPE OF TAX ADMINISTRATION

q,s\ Tax Administration 3.0
“

* Taxpayers natural systems
at the center

» Tax administration and other parts of
government adopt processes to work
seamlessly with those systems

* Tax administration simultaneously
becomes more resilient and more agile,
something that "just happens”

Tax Administration 2.0

* Taxpayers become customers

* Increasingly taxpayer centric
view has been adopted

 New technology tools
and significant increases
in digital data sources
have allowed for the
growth of
e-administration

* Increasing suite of
e-services

* Better joining-up within
the tax administrationand
with some other parts of
government

» Better targeting of resources

Tax Administration 1.0

» Paper-based and siloed processes

* Tax administration-centered
view of how the tax system
should operate

Source: OECD. 2020. Forum on Tax Administration.
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DEFINING THE TAX PROFESSIONAL OF THE FUTURE

« Taxpayer & Trader Centricity

Works across multiple-disciplines and products

Provides integrated service across all engagement channels
Uses data driven insights to inform most optimal intervention
Proficient at entity level integrated audits and investigations
Recognized as an expert in their field

Ethical, driven by the Higher Purpose

Digitally proficient

Self-driven

...The WORK Tax Administration Professional of the future will be augmented by insights

from data, Al and enabled by technology, providing outcomes with higher integrity,
positive taxpayer experiences as well as more reliable compliance risk management.




HOW ARE WE APPROACH THE OF

FUTURE TAX PROFESSIONALS?




BEING INTENTIONAL ABOUT CAREER PROGRESSION

IN THE FUTURE WORLD OF WORK

In support of our SARS Vision 2024, A SMART, MODERN SARS WITH
UNQUESTIONABLE INTEGRITY, TRUSTED & ADMIRED

A clear career progression model within a scaffolded environment

that enables self directed learning and create the opportunity for
demonstrated proficiency and ultimately mastery.

Through a structured scaffolding that encompass the depth of

knowledge, breadth, range of services and work types, as well as
the required practice and attributes.
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SARS CAREER DEVELOPMENT FRAMEWORK

o
' & Range (breadth)
Services/FuncionsMiork Types & Channels/Points of Delivery CAPABILITY
BEYOND
PROFICIENT TO
MASTERY

Master
(ELECTIVE)

Advanced

¥ Seanner [—

Knowledge (depth)
Tax Products

Attributes & Flexibility
(behavioral & professional
competencies)

,n

"

BEGINNER TO _ Performance (demonstrated practice)

PROFICIENT i
(SCAFFOLDED) New Hires/Trainees

TAXPAYER & AUDIT & LEGAL &

PROFESSIONS: TRADER SERVICE 'NVEST'SGAT'ON DISPUTE
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SARS SERVICE CONSULTANT

OF THE FUTURE




.

SERVICE
CONSULTANT:

company ¢p L advice 3 a2 Ser

company
support

- qualnﬁed; obs elianit ﬁ
o 3 D
=i

SERVICIEE% YV S ARS

CONSULTANT

South African Revenue Service
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CREATING THE ULTIMATE SERVICE EXPERIENCE

Currently: Single product, single channel, unstructured

Future: Multiple products, multiple channels, scaffold towards mastery

G
SEHvlcEﬁ%
RS LILT AT
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DEVELOPING THE NEXT GEN. SERVICE CONSULTANT

e Our moon shot is to be at a position where the “Best Service is the No Service”

e SARS Service Consultants need to provide world class service to:

o Provide taxpayer experiences at the level promised in our Service Charter
o ldentify root causes of service failure proactively

o Re-engineer the systemic factors that underlie poor service

o Resolve service failures efficiently and effectively

e Introduce a new generation Service Consultant - strive for Mastery!
o Attributes: professional, integrity, service obsession - concern for impact!
o Knowledge: Resolve any service query across all tax types, coach taxpayers
o Skills: Competence to work across all channels - in person, virtual, voice, malil

e Qur service competency ought to be at mastery level.

SERVICE OBSESSION = SERVICE MASTERY = MASTER SERVICE CONSULTANT

&
SEnvlcEﬁ%
R SLILT AT
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OUR SERVICE CONSULTANT JOURNEY TO DATE

In an era characterised by rapidly evolving technological innovation, SARS is preparing for a world where increasingly our work
is informed by data driven insights, machine learning, algorithms, artificial intelligence and interconnectivity of people and
devices. This dynamic world of work calls for pioneers imbued by a sense of serving the SARS higher purpose to our people.

" HIGHER PURPOSE 250 - positions

i

“Building  capabie 71 031- applications

democratic state

[ * )
~ <

for the wellbeing

of all South Africans 500 — Intewiewed

XX

=

300 - Selected for Psychometric
assessment

T

250 - appointed for total intake

G
service OGN 2 =

COMNSLILTART
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EVENTUALLY TAX “JUST HAPPENS”

STRATEGIC INTENT

Voluntary Compliance

1. Clarify Obligations
2. Make it Easy to Comply
3. Detect and Respond to Non-Compliance

CHALLENGE:
Balancing Taxpayer Experience with Risk to Fiscus

OPERATIONAL ASPIRATION:
1. Reduce waiting times
2. Improve turnaround times
3. Reduce the need for Taxpayer support

THE BEST SERVICE IS NO

SERVICE! END STATE

What if we could eliminate the need for any service
a el related enquiry by taxpayers and make the fulfilment
of their obligations seamless




PROGRESS TOWARDS THE TAX PROFESSIONAL OF THE FUTURE

IN PROGRESS - FUTURE: SARS Service Consultant Ms.

‘] -~ .

Y SARS,

icg
South African Revenue Serv!

NOW: Commissioner Nkambule
Commissioner Kieswetter

ey W

HAVE YOU EXPERIENCED OUR SERVICE OF THE

cCIlirrinDe 9



IN CONCLUSION




EVOLUTION OF WORK
e THE AUTOMATION OF REPETITIVE WORK
e DATA & INSIGHTS DRIVEN DECISIONS AND
e ARTIFICIAL INTELLIGENCE AUGMENTS
HUMAN EFFORT

Employee Engagement Model
The intellectual, i (Employes Rights Charter)
psychological and emotional
contract between SARS and
its Employees that renders
a highly enzaged workforce
to deliver the institutional i & Lnaerstand the mesnng

Every Employes has the right
{eH

NN

£

k1 =

E o
L

,":.
EMPLOYEES WHO deliver theinstitutionsl | R
v / m:frlii:rﬂfnifﬂ;ﬂzl:;g|:Irtl:”L:-T : 3 Know what “winning”
ARE ENGAGED,
= - periormanse Teedaok
HIGH PERFORMING P > -
& COMMITTED TO A Dhaamt )
SENSE OF HIGHER e ot ondsenetts |
B Rewards and Benehts B -
P U R POS E SARS Employee Value Proposition =

The Intellectual, Psychological and Emational "Contract™ + Financial and Mon-Financial Rewards

i

1 Do work they engoy

i

i
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ENGAGED PEOPLE

Employee Engagement Index

2022/23: 69.4%
® 0

Employee Engagement
Benchmarking Results

e ||
BE% . GRS 555
|

Source Emergence 2021 [ 2022 Repor

Response rate range 30% - 47%

Employee Engagement Index

2019/20: 61.6%
Survey Response Rate 2023: 69%

ecooe o000 @

M

SARS Ranked #1 Admired Employer in
Note — Survey conducted by an Independent Service Provider. young professionals BCOM field 20229



THE NEXUS BETWEEN SARS
EMPLOYEES AND TAXPAYERS

ENGAGED EMPLOYEES = SATISFIED TAXPAYERS
= POSITIVE RESULTS

EMPLOYEE ENGAGEMENT (69.4%) = PUBLIC OPINION (76.5%) = TAX REVENUES (R1.68T)




THANK YOU!




