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The IGTO Corporate Plan can be accessed here: Corporate Plan

The IGTO Quarterly Reporting Pack provides 
progressive updates against the latest IGTO 

Corporate Pan
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https://www.igt.gov.au/news-and-publications/corporate-plans
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Part 1

Complaints

Inspector-General of Taxation and Taxation Ombudsman 3December 2021



OFFICIAL

OFFICIAL

Making a Complaint ςOverview
As the Taxation Ombudsman, we can help investigatecomplaints about the Australian Taxation Office (ATO) or the Tax Practitioners Board (TPB).
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A complaint may be formally investigated and 
resolved in two stages:

Stage 1 ςthe complainant should first try to resolve 
their concerns directly with the ATO (or TPB) ςby 
lodging a formal complaint.

Stage 2 ςif the complainant remains unsatisfied, 
they may lodge a taxation complaint with us, the 
Taxation Ombudsman, for an independent 
investigation.
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Complaint categorisations
Definition of a complaint per ISO standards:

Any expression of dissatisfaction made to or about an 
organisation, related to its products, services, staff or the handling 
of a complaint, where a response or resolution is explicitly or 
implicitly expected or legally required.

Definition of disputes per ISO standards:

Unresolved complaints escalated internally or externally, or both.
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Case Studies for Q1 FY22

CaseStudy1:

A FirstNation taxpayerraisedconcernsthat the ATOhad issuedhim with tax debt for the 2021financialyear. Thetaxpayer
wasworried giventhis wasthe first time he had receiveda tax debt. TheIGTOcommencedan investigationand askedthe
ATOto explainwhat had occurredwith their incometax return, includingwhy the return resultedin a tax debt. Aspart of
our investigation,we also sought for the ATOto consider the ŎƻƳǇƭŀƛƴŀƴǘΩǎfinancial circumstancesand if possibleto
enter him into a paymentarrangement. TheATOagreedto do so. Thecaseillustratesthat IGTOcomplaintinvestigationand
assistanceis available to all taxpayers and importantly relies upon community connections and can encourage
taxpayersto remainengagedwith the taxationsystem.

CaseStudy2:

A small businesstaxpayerraisedconcernsthat the ATOdenied further JobKeeperstimulus paymentsbetween April and
October2020. Thetaxpayerraisedconcernsthat the ATOconsideredhim not to be carryingon a businessin Australiaduring
that period, although his circumstanceshad not changed. The IGTOcommencedan investigationand askedthe ATOto
internally review its decision,and to considerthe taxpayerscircumstancesin line with the legislativecriteria for JobKeeper.
The ATOagreed to do so. As a result, the ATOdetermined that the taxpayer was eligible and the JobKeeperstimulus
paymentswere processedandensuredthat the smallbusinesscontinuedto operate.
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Top 5 complaint issues in Quarter 1
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Top 5 issues

Payments to the taxpayer 122

Debt collection 59

Lodgment and processing 44

Registration/Taxpayer details 27

Communications 25
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Payments to the taxpayer Debt collection Lodgement and processing Registration/Taxpayer details Communications other
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Part 2

Key Performance Indicator (KPI) results 
for Q1, FY22
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Our performance framework

Our performance framework is intended to inform Parliament and other stakeholders of our activities and to ensure we are accountable to the 
Australian community. It naturally supports our vision and purpose. Our strategic priorities inform our framework and outlinethe areas we 
must focus on to meet our objective of improving tax administration for the benefit of the Australian community. Key performanceareas 
(KPAs) and indicators (KPIs) assess our performance in achieving these priorities.
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Our Strategic Priorities
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COMMUNICATE CLEARLY 
EFFECTIVELY INDEPENDENTLY 

AND WITH INTEGRITY 

ENSURE OUR TAX COMPLAINT 
INVESTIGATION SERVICE IS 

APPROACHABLE, 
CONTACTABLE AND 
RESPONSIVE TO THE 

CHANGING NEEDS OF THE 
COMMUNITY

IMPROVE THE SKILLS, 
EXPERTISE AND RESILIENCE OF 

OUR PEOPLE

PROVIDE INDEPENDENT 
THOUGHT LEADERSHIP AND 

EXPERTISE

ENGAGE WITH STAKEHOLDERS 
IN THE TAX ADMINISTRATION 

SYSTEM
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Key performance areas

Inspector-General of Taxation and Taxation Ombudsman 11December 2021


