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MY KEY MESSAGES 2ND NTO CONFERENCE:

✔ DAY 1: CONTEXT, A CASE FOR CHANGE, STATE OF SARS, 

SIGNIFICANCE OF DIGITAL TRANSFORMATION, …

✔ ✔ 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)
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PURPOSEFUL REFLECTION

LEADERSHIP INSIGHTS

FROM NTO CONFERENCE DAY 2
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LEADERS MUST BE CLEAR WHERE THEY STAND 
ON MATTERS OF SUBSTANCE

Day 1 Letter to all Staff
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KEY INSIGHT 1
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MY FIRST LETTER TO ALL EMPLOYEES (1 MAY’19)
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MY FIRST LETTER TO ALL EMPLOYEES (1 MAY’19)
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ENGAGED EMPLOYEES = SATISFIED TAXPAYERS 
= POSITIVE RESULTS

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

Meritocracy Matters!
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KEY INSIGHT 2



“THE POWER OF STRATEGIC 
CLARITY & A COMPELLING VISION”

Leader as Storyteller - Stories Inspire!
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KEY INSIGHT 3



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! 
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POWER OF CLARITY
Leader as Storyteller - Stories Inspire!



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 
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STRATEGIC CLARITY RESPONDS TO 

FOUR DEFINING QUESTIONS:



SARS VISION 2024

A SMART, MODERN SARS WITH UNQUESTIONABLE 

INTEGRITY, TRUSTED & ADMIRED
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IMPLEMENTING OUR

STRATEGIC INTENT



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

1. Provide Clarity & Certainty for Taxpayers & Traders of their obligations

2. Make it Easy for Taxpayers & Traders to Comply with their obligations

3. Detect Taxpayers & Traders who do not Comply, and make non-compliance Hard & Costly

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

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

6. 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

8. Work with and through Stakeholders to improve the tax ecosystem

9. Build Public Trust and Confidence in the tax administration system

STRATEGIC INTENT: Develop a Tax & Customs system based on 

Voluntary Compliance

CORE BUSINESS ENABLING STAKEHOLDER 1
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TODAY, WE WILL EXPLORE: 

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

(PEOPLE)
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1. Leadership Model

2. Employee Engagement Model

3. Employee Value Proposition (EVP)

4. Tax Professional of the Future



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.

STRATEGIC OBJECTIVE 4: Develop a HIGH 
performing, DIVERSE, AGILE and ENGAGED 
workforce
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DEVELOPING AN INSIGHTS 

DRIVEN OPERATING MODEL

The synthesis of 

People + Data + Technology
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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
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IT STARTS WITH LEADERSHIP –
US IN THE ROOM…
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CONCLUSION?
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THE SARS LEADERSHIP MODEL

STRENGTHENING THE LEADERSHIP BENCH



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 

5. Thinking from first principles 

6. Commitment to Leadership Model

7. Indomitable will to embrace excellence 

CLARIFYING EXPECTATIONS OF LEADERS
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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
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SARS EMPLOYEE RIGHTS CHARTER
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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 
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EMPLOYEE VALUE PROPOSITION

(EVP)
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CAREER ENHANCEMENT & PROGRESSION

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 
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ENHANCING SARS EVP
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HYBRID WORKING 
ARRANGEMENTS

CAREER 
ENHANCEMENT & 

PROGRESSION

LIFESTYLE 
CONSIDERATIONS 

FOR ALL EMPLOYEES

ADDITIONAL 
CONSIDERATIONS

EVP

PROPOSALS



SARS EMPLOYEE VALUE PROPOSITION
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DEVELOPING AN 

ENVIRONMENT CONDUCIVE 

TO HIGH PERFORMANCE 



EVOLUTION OF WORK 
● THE AUTOMATION OF 

REPETITIVE WORK 

● DATA & INSIGHTS 

DRIVEN DECISIONS AND 

● ARTIFICIAL INTELLIGENCE 

AUGMENTS HUMAN 

EFFORT

EMPLOYEES WHO ARE ENGAGED, 

HIGH PERFORMING & COMMITTED 

TO A SENSE OF HIGHER PURPOSE
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CONCLUSION?
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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.



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 AI. 33

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.



SECURE

EASY

Additional Controls to Combat Non-compliance
▪ SO3: Implement additional controls to monitor, detect and combat 

potentially fraudulent behaviour

▪ SO5 & SO6: Additional authentication and verification measures

Make it Easy for Taxpayers & Traders
▪ SO1: Provide Clarity & Certainty

▪ SO2: Make it Easy for Taxpayers & Traders 
to Comply with their obligations

▪ SO6: Modernize our systems to provide 
Digital and Streamlined online services

RISK
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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 AI to do compliance risk management work (ie. execute simple

verification, simple audit, integrated audit, complex investigations)

… THE TAX PROFESSIONALS OF THE FUTURE, AUGMENTED BY AI 
ARE ABLE TO BEST STRADDLE THE COMPLIANCE CONTINUUM…
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The changing landscape of Tax Administration THE CHANGING LANDSCAPE OF TAX ADMINISTRATION 



…The WORK Tax Administration Professional of the future will be augmented by insights 
from data, AI and enabled by technology, providing outcomes with higher integrity, 

positive taxpayer experiences as well as more reliable compliance risk management. 36

• 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

• …
• ..

• . 

DEFINING THE TAX PROFESSIONAL OF THE FUTURE



CONCLUSION?
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HOW ARE WE APPROACH THE OF 

FUTURE TAX PROFESSIONALS?
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In support of our SARS Vision 2024, A SMART, MODERN SARS WITH 

UNQUESTIONABLE INTEGRITY, TRUSTED & ADMIRED
WHY

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.HOW

A clear career progression model within a scaffolded environment 

that enables self directed learning and create the opportunity for 

demonstrated proficiency and ultimately mastery.
WHAT

BEING INTENTIONAL ABOUT CAREER PROGRESSION 
IN THE FUTURE WORLD OF WORK
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TAXPAYER & 

TRADER SERVICE

AUDIT & 

INVESTIGATION

S

LEGAL & 

DISPUTE PROFESSIONS:

BEYOND 

PROFICIENT TO 

MASTERY 

(ELECTIVE)

BEGINNER TO 

PROFICIENT

(SCAFFOLDED)



CONCLUSION?
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SARS SERVICE CONSULTANT 

OF THE FUTURE
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CREATING THE ULTIMATE SERVICE EXPERIENCE

Currently: Single product, single channel, unstructured

Future: Multiple products, multiple channels, scaffold towards mastery
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DEVELOPING THE NEXT GEN. SERVICE CONSULTANT

● Our moon shot is to be at a position where the “Best Service is the No Service”
● SARS Service Consultants need to provide world class service to:

○ Provide taxpayer experiences at the level promised in our Service Charter

○ Identify root causes of service failure proactively

○ Re-engineer the systemic factors that underlie poor service

○ Resolve service failures efficiently and effectively

● Introduce a new generation Service Consultant - strive for Mastery!

○ Attributes: professional, integrity, service obsession - concern for impact!

○ Knowledge: Resolve any service query across all tax types, coach taxpayers

○ Skills: Competence to work across all channels - in person, virtual, voice, mail

● Our service competency ought to be at mastery level.

SERVICE OBSESSION = SERVICE MASTERY = MASTER SERVICE CONSULTANT
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OUR SERVICE CONSULTANT JOURNEY TO DATE
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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 

EVENTUALLY TAX “JUST HAPPENS”
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THE BEST SERVICE IS NO 

SERVICE! END STATE

What if we could eliminate the need for any service 

related enquiry by taxpayers and make the fulfilment 

of their obligations seamless 



PROGRESS TOWARDS THE TAX PROFESSIONAL OF THE FUTURE

NOW: Commissioner Nkambule

Commissioner Kieswetter

IN PROGRESS - FUTURE: SARS Service Consultant Ms. 

Bulelwa Gida

HAVE YOU EXPERIENCED OUR SERVICE OF THE 

FUTURE…?



IN CONCLUSION
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EVOLUTION OF WORK 
● THE AUTOMATION OF REPETITIVE WORK 

● DATA & INSIGHTS DRIVEN DECISIONS AND 

● ARTIFICIAL INTELLIGENCE AUGMENTS 

HUMAN EFFORT

EMPLOYEES WHO 

ARE ENGAGED, 

HIGH PERFORMING 

& COMMITTED TO A 

SENSE OF HIGHER 

PURPOSE

48



ENGAGED PEOPLE

Employee Engagement Index 

2019/20: 61.6%

Employee Engagement Index

2022/23: 69.4%

Note – Survey conducted by an Independent Service Provider.

SARS Ranked #1  Admired Employer in 

young professionals BCOM field 2022

Survey Response Rate 2023: 

69% (PY:76%)

Response rate range 30% - 47%

Employee Engagement
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5

0

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)
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THANK YOU!
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