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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 Plan
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https://www.igt.gov.au/news-and-publications/corporate-plans
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Our performance framework

Our performance framework informs Parliament and other 
stakeholders of our activities, keeps us accountable and helps 
us focus on improving tax administration for the benefit of the 

Australian community. 
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COMMUNICATE CLEARLY, 
EFFECTIVELY, 

INDEPENDENTLY AND 
WITH INTEGRITY 

APPROACHABLE, 
CONTACTABLE AND 

RESPONSIVE

IMPROVE SKILLS, 
EXPERTISE AND 

RESILIENCE

PROVIDE INDEPENDENT 
THOUGHT LEADERSHIP 

AND EXPERTISE

ENGAGE WITH TAX 
ADMINISTRATION 

STAKEHOLDERS

Strategic priorities
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Key performance areas
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KPA 1

Provide an independent, efficient and 
effective tax dispute investigation service 

for taxpayers
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KPA 1 – Q1 FY23 at a glance
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526 complaints received (up 43% percent) 

93 dispute investigations commenced and 88 finalised

88% satisfaction with professionalism, 76% satisfaction with service, 50% 
satisfaction with outcome

63% of complaints lodged via dedicated complaints webform or email

Increase is likely due to the ATO’s resumption of debt collection and ATO compliance activity returning 
to pre-pandemic levels
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Top 5 issues finalised in Q1 FY23 How people contacted us in Q1 FY23
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Complaints received – Case study – Director 
Penalty Notice (DPN)

A director complained that the ATO had issued 
an excessive Director Penalty Notice (DPN). 
Attempts to resolve the complex issue through 
multiple channels had failed. 

The company had been de-registered. The 
director was also not authorised to discuss 
company details with the ATO. 

The IGTO found that the ATO had made errors in 
their calculation of the company debt and hence 
the DPN.

The ATO agreed to review the director's 
information, acknowledge the errors and 
support an application for a debt waiver from 
the Department of Finance to reduce the debt.
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https://ggwash.org/view/67735/serve-on-greater-greater-washington-board-of-directors
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Total Complaints – Q1 comparisons

669

369

526

2020-21 2021-22 2022-23
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• Complaints received in FY23 (Q1) are more than FY22 (Q1), but still 
lower than earlier years.

• Reductions relate to non-complex complaints received (especially 
complaints where the ATO has no record of the complaint.  These 
complaints are transferred back to the ATO for an initial investigation).
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Lodgement method, Investigations 
commenced/closed

Investigations commenced and closed -
1 July 2022 to 30 September 2022
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63% of complaints lodged via the 
complaints webform or email

143 93

148 88

Commenced

Closed/Ongoing

Carried forward from prior periods Commenced this period

Ongoing Formal investigation concluded
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Complaint Survey Results in Q1 FY23
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76%

88%

50%

10%

4%

19%

14%

8%

29% 2%

Satisfaction with IGTO service

Professionalism of IGTO staff

Satisfaction with complaint outcome

Satisfied Neither satisfied nor dissatisfied Dissatisfied N/A

Survey respondents were satisfied with our professionalism and service, even where they did not receive their preferred outcome. It is not 
always appropriate or within the IGTO’s control to obtain a complainant’s preferred outcome.
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Other KPAs and KPIs
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KPI 3.2 – Agreed Business Improvements 
accepted and implemented

ABI’s are improvements to the broader 
administration of the tax system that 
arise from a dispute investigation
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KPA 4 – Co-operate and collaborate with relevant 
agencies and stakeholders

28 meetings/ 
briefings with ATO & 

TPB

5 meetings with 
government

3.5m Potential 
audience reach

3 Domestic
conferences

• Conferences attended in Q1 FY23 
include:

• Funeral Directors conference

• The Tax Institute

• SMSF Auditors Association Australia

• Potential Audience Reach shows the 
maximum possible audience of IGTO 
media coverage in a period

Inspector-General of Taxation and Taxation Ombudsman 14January 2023



OFFICIAL

OFFICIAL

KPA 5 – Develop and foster a diverse, engaged 
and resilient team

L&D Hours Diversity
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304

Total hours of 
L&D CPD for 

all employees

10.5

Average hours 
of L&D CPD 

per employee

Female38%

Born overseas59%

English as a second 
language59%
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www.igt.gov.au

enquiries@igt.gov.au
(02) 8239 2100

Facebook        Linkedin        Twitter


