
 

 

 

  



 

 

 

  



 

 

 

Telephone: (02) 8239 2111 
Facsimile: (02) 8239 2100 

 

Level 6, 321 Kent Street 
Sydney NSW 2000 

 

28 August 2020 

The Hon Michael Sukkar MP 

Minister for Housing and Assistant Treasurer 

Parliament House 

CANBERRA ACT 2600 

Dear Minister 

CORPORATE PLAN FOR THE FINANCIAL YEAR ENDING 30 JUNE 2021 

I am pleased to present you with the Corporate Plan for the Inspector-General of Taxation and Taxation 

Ombudsman (IGTO) for 2021 and beyond. This plan commences on 1 July 2020 and spans four (4) reporting 

periods ending 30 June 2024. 

This plan has been prepared in accordance with the Public Governance, Performance and Accountability Rule 

2014. The plan has been approved by myself, as the accountable authority as required under paragraphs 35(1) 

and 35(2) of the Public Governance, Performance and Accountability Act 2013. The Corporate Plan is the 

principal planning document for IGTO and outlines the actions and priorities to successfully deliver on our 

purpose and strategic priorities during this time as well as the key performance measures that we will monitor 

for these purposes. 

Please do not hesitate to contact me on +61 2 8239 2125 or 0456 766 526 should you require any further 

information or explanation. 

Yours sincerely 

 

Karen Payne 

Inspector-General of Taxation and Taxation Ombudsman 

Copy to: 

Senator the Hon Mathias Cormann, Minister for Finance 

The Treasurer, the Hon Josh Frydenberg MP 

Senator the Hon Jane Hume, Assistant Minister for Superannuation,  

Financial Services and Financial Technology 
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Executive summary 

The Inspector-General of Taxation and Taxation Ombudsman (IGTO) is an independent, Commonwealth 
statutory agency. The IGTO has dual roles, which complement each other: 

¶ The Taxation Ombudsman provides independent assistance and assurance directly to taxpayers and tax 
professionals and investigates taxation complaints about their tax affairs ς complaint enquiries and 
complaint investigations, respectively; and 

¶ The Inspector-General of Taxation undertakes investigations of actions, systems and taxation laws (to the 
extent they deal with tax administration matters) ς review investigations. 

Both roles and investigation modes provide assurance to the community that taxation laws are administered 
consistent with community expectations and build confidence in the fairness of the tax system. IGTO delivers 
improvements to the administration of taxation laws for the benefit of all taxpayers, tax practitioners and 
other entities.  

¢ƘŜ ŎƻƳƳǳƴƛǘȅΩǎ ǇŜǊŎŜǇǘƛƻƴ ƻŦ ǘƘŜ ŦŀƛǊƴŜǎǎ ƻŦ ǘƘŜ ǘŀȄ ŀŘƳƛƴƛǎǘǊŀǘƛƻƴ ǎȅǎǘŜƳ ƛǎ ŀƴ ƛƳǇƻǊǘŀƴǘ ŦŀŎǘƻǊ ŀƴŘ 
influence in determining voluntary compliance by taxpayers and tax practitioners alike ς which ultimately 
determines the efficiency and effectiveness of the tax administration system itself ς including tax revenues 
raised, the timeliness of tax lodgements and the efficient resolution of complaints and disputes.  

We have a clear purpose and statutory function1 which forms the foundation of our Corporate Plan. The IGTO: 

¶ directly assists complainants to navigate the tax system by providing information and assurance about 
actions of concern by the Australian Taxation Office (ATO) and Tax Practitioners Board (TPB), providing 
information to complainants and presenting available options and referring matters to the most 
appropriate agency to assist complainants; 

¶ investigates complaints about actions taken by a tax official that relate to administrative matters under a 
taxation law; 

¶ investigates systems established by the Australian Taxation Office (ATO), or Tax Practitioners Board (TPB), 
to administer taxation laws, including systems for dealing or communicating with the public generally or 
with particular people or organisations in relation to administrative matters under those laws; 

¶ investigates systems established by taxation laws, but only to the extent that the systems deal with 
administrative matters; 

¶ investigates actions taken by a tax official where they relate to administrative matters under a taxation law; 

¶ investigates actions that are the subject of a complaint transferred to the IGTO by the Commonwealth 
Ombudsman;  

¶ makes recommendations to the ATO, the TPB and the Government in relation to matters that it has 
investigated; and 

¶ publicly reports on review investigations. 
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Our purpose and function are also instructive in determining how we operate and how we hold ourselves 
accountable to the community. When we directly assist to resolve or investigate complaints as the Taxation 
Ombudsman, the investigation is conducted in private and recommendations and reporting is also made 
ǇǊƛǾŀǘŜƭȅΦ ¢Ƙƛǎ ƛǎ ŎƻƴǎƛǎǘŜƴǘ ǿƛǘƘ ǘŀȄǇŀȅŜǊǎΩ ǊƛƎƘǘ ǘƻ ǇǊƛǾŀŎȅΦ2 When we undertake review investigations and 
make recommendations, as Inspector-General of Taxation, the investigation and recommendations are 
essentially public investigations and importantly are to improve the administration of taxation laws for the 
benefit of all taxpayers, tax practitioners and other entities. All submissions to review investigations remain 
confidential and are only quoted and acknowledged with the express, written consent of the relevant 
stakeholder. These investigations may be own-initiated or as directed by the Minister or as requested by the 
Minister, the Parliament or its committees, the ATO or the TPB. 

To achieve our purpose and deliver our services to the community, we have identified five (5) strategic 
priorities. These priorities are supported by the key performance areas and key performance indicators we use 
to measure our success. Our operating environment, capabilities, and management of risk also influence 
whether we are successful in achieving our purpose. Our plan on a page provides an overview of how the 
components of our Corporate Plan fit together. 

The Australian community expects its tax system to be 
administered fairly, equitably and transparently. 
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Introduction 

This Corporate Plan has been prepared in accordance with the Public Governance, Performance and 
Accountability Rule 2014. The plan has been approved by the IGTO as the accountable authority in accordance 
with paragraphs 35(1) and 35(2) of the Public Governance, Performance and Accountability Act 2013 
(PGPA Act).  

This plan commences on 1 July 2020 and spans four (4) reporting periods ending 30 June 2024. 

Our vision 
To assure and ensure that there is fair, equitable, and 
transparent administration of the tax system consistent 
with community expectations.  

We apply these principles in everything we do. 

Figure 1.1 shows how our vision statement is operationalised via our services to the community. 
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Figure 1.1 ς ¢ƘŜ LD¢hΩǎ ²ƘȅΣ Iƻǿ ŀƴŘ ²Ƙŀǘ 

 

  



 

IGTO Corporate Plan 2021ς2024  |   7 

Background to the IGTO 
The office of the Inspector-General of Taxation was established as an independent, Commonwealth statutory 
agency in 2003 τ ŦƻƭƭƻǿƛƴƎ ǘƘŜ ǊŜŎƻƳƳŜƴŘŀǘƛƻƴǎ ƻŦ ǘƘŜ .ƻŀǊŘ ƻŦ ¢ŀȄŀǘƛƻƴΦ ¢ƘŜ ŀƎŜƴŎȅΩǎ ŦǳƴŎǘƛƻƴǎ ǿŜǊŜ ƭŀǘŜǊ 
expanded in 2015 to include those of the Taxation Ombudsman. This reform received bipartisan support.  

The IGTO provides assurance about the administration of taxation laws τ refer Appendix A for a full list. That 
is, that taxation laws are administered fairly, equitably and transparently. For these purposes, the IGTO has 
powers to investigate which also include: 

¶ Powers to obtain information or documents; 

¶ Powers to grant a certificate of unreasonable delay; 

¶ Powers to refer questions to the Administrative Appeals Tribunal (AAT); 

¶ Powers to recommend that the Principal Officer refer questions to the AAT; 

¶ Powers to examine witnesses; and 

¶ Powers to enter premises. 

Two types of independent investigation are provided for under the Inspector-General of Taxation Act 2003: 

¶ As the Taxation Ombudsman, we provide taxpayers, tax professionals and other entities with an 
independent service to address their tax administration concerns through complaint enquiries and 
complaint investigations. 

¶ As the Inspector-General of Taxation, we conduct review investigations that provide independent advice 
and recommendations to the Minister, the Government, the ATO, and the TPB as required. These review 
investigations may be conducted as own-initiated investigations or under Ministerial direction. They may 
also be undertaken following a request from the Minister, the Commissioner of Taxation or the Chair of the 
Tax Practitioners Board, a resolution of either House, or both Houses, of Parliament or a resolution of a 
Committee of either House, or both Houses, of Parliament. 

The Inspector-General of Taxation is appointed by the Governor-General for a statutory term τ up to a 
maximum term of five years. The current Inspector-General of Taxation, Ms Karen Payne, commenced her  
fiveςyear term on 6 May 2019. 

The Inspector-General of Taxation is a separate Commonwealth government agency that employs public 
servants directly under an Enterprise Agreement in accordance with the Public Service Act 1999. 
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Figure 1.2 ς Overview of the functions of the Inspector-General of Taxation  
and Taxation Ombudsman 

hǾŜǊǾƛŜǿ ƻŦ ǘƘŜ LD¢hΩǎ ŦǳƴŎǘƛƻƴ 
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OUR PURPOSE 


























































































