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Digital adoption has taken
a quantum leap

The COVID-19 crisis has accelerated the digitization of customer interactions

by several years.
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Consumers have shifted towards using
more online channels.

Accelerated adoption of digital channels
and technologies will be for the long haul.
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What matters the most to the
digital consumers in public sector?

g Digital consumers want more end-to-end services, including after a purchase.
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In the Singapore’s public sector, we embarked
transf tion | to build

“A SINGAPORE G 1
GOVERN M ENT THAT 01 Adopting digital and data by design

mindset, culture & practices to
IS DIG ITAL To TH E transform and digitalise end-to-end
Co RE AN D SERVES business Processes

I
02 Serving with greater empathy with

WITH H EART-" personalized and seamless experiences

for different groups of community



Singpass

New look. New features.

Our Trusted

Digital Identity and
platform that bridges
access to over

340 government
agencies and private
sector services
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More than 2.5 million users are on
Singpass app

Authenticated with biometrics

Seamless access to services across public
and private sectors

Key enabler of our national digital economy -
improves efficiency of digital services by facilitating
secure and consent-based verification

Fast and convenient way to verify our identity, digitally
sign documents or remotely authorize transactions



Delivers government services in a user-
centric manner

Helps individual to discover services and

Connecting citizens to the right services information that are relevant to them
and information at their fingertips

Services are grouped according to the needs
they address at different life junctions and
significant milestones

To date, there are more than 310,000 downloads
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Serving citizens at specific milestones of life to providing citizens
with a one-stop, personalized access to Government Services

(]
Personalised Dashboard Integrated Services
Discover recommended content and Integrates multiple government touchpoints
access guides based on user’s profile and services for complex transactions

Personalised Benefits and Support Inbox and Appointment

Display benefits that the citizen is entitled Consolidated announcements and reminders
to and government support schemes that for upcoming appointments or events that are
they are eligible for signed up through LifeSG



Citizens/ Businesses are satisfied with
Government Digital Services in 2020

Citizens’ Satisfaction

85% of the respondents indicated

that they were very or extremely satisfied
(at least 5 out of a 6-point scale)

97% of the citizen respondents

indicated that COVID-19 digital solutions
were delivered in a timely manner.

Businesses’ Satisfaction

76% of the respondents indicated

that they were very or extremely satisfied
(at least 5 out of a 6-point scale)

94% of the respondents indicated that
the digital solutions by Government have

provided timely and accurate information

to help businesses cope with COVID-10
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Singapore continues to accelerate
Government digitalisation

©

High satisfaction results are affirmation of the Government's
commitment to invest heavily in ICT and digital transformation.

Increased ICT Spending on these areas in 2021:
01 Transforming Government Digital Services
02 Re-engineering Digital Government Infrastructure

03 Adopting Al for Public Sector
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585 GS5T Property Other Taxes Schemes e-Services

Noton -/ yet?
Sign up , here  and get
approval instantly
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Aligned with the public
service transformation efforts
and our vision as a

Digital Government,

IRAS seeks to redefine taxpayers'’
experiences by transforming our services,
digitalizing our business processes and
improving our service delivery through
these online service platforms/ channels.



How might we enable a seamless digital
experience for our citizens?



Singpass

New look. New features.

Enjoy mons serdicas with yaur
improved digital identity.

ich seervice would you like to log in to?
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Multiple Entry Points to
IRAS Digital Services

LifeSG

841 il T -

£
Explore services

Driving and fducation Famiby and
o

o A‘ By
mE
H Howsingand  Meney

IRAS Website & Portal

# Individuals  Businesses  GST  Proparty  Other Taxes  Schomas

Noton 7/ yet?
Sign up . here and get
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Be Digital to the Core with a
Holistic ‘Digital’ Approach

End-to-End

o>

Creating a seamless tax
filing experience for Redeﬁ'm'ng
taxpayers o
Experiences
for
Digital Services Taxpayers

Providing convenient and
intuitive digital services to
meet taxpayers’ needs

Digital Processes — Payment

Digitalising payment processes
for quick and efficient
payment and refund

Communicating digitally with
taxpayers — more timely and
eco-friendly
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Digital Processes:

Making Tax Filing a Non-Event
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Where tax filing is still
needed, make it
simple and fuss-free

~73%

'‘No Filing Service' i.e. prefill tax returns e.g. “Chat Filing” bot

with data from 3 parties conversational style filing for Private Hire
Drivers, Taxi Drivers and Food Hawkers.
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Digital Processes:
Making Payment Efficient and Seamless

‘. IRAS Bot
Powered by Govlech
-

ne oulsianding INCome lax balkance as ol
teday is $8163.01 and you have a GIRO

« Broad array of quick and seamless digital payment W el
O pt i O n S o Would you like to view the payment plan?

» Some payment related activities are also available

on the chatbot for taxpayers to retrieve information
quickly or perform certain actions easily
(e.g. check or cancel payment plan, status or
. $2721.00
outstanding tax) 627710
un- $2721.01
[s8163.01

o
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Migrating to Digital Services

APR 2019 - MAR 2020 APR 2020 - MAR 2021

3.7% Digital
Assistance ‘

(LiveChat, Call,
Email)

0.4% Non-digital 3 g% Digital
Assistance Assistance

(Walk-in, Appt,
Correspondence)

0.2% Non-digital
Assistance

96.2%
Digital
Self-Help

95.9%
Digital
Self-Help

(myTax Portal,

website, VA, etc.)

Small, but steady increase in the shift towards digital self-help
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An interactive tool to guide Taxpayers along
In their digital transaction

Using a digital adoption tool with user-friendly and intuitive
features to facilitate and guide taxpayers to complete their
transaction in the digital service.

x Benefits:
Welcome to myTax Portal!

Income Tax Filing has stared!
Do you need help?

» Increase adoption rate of self-help digital services

{-\).
L a— * Reduce request for human assistance, yet maintaining a

personalised service
» Greater understanding of taxpayers’ behaviour through
all-in-one analytics platform




01 Virtual Intelligent
Chat Assistant (VICA)

* Leverage on the latest Natural
Language Processing (NLP) Engine

* Able to simulate human-like
conversations with taxpayers
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Digital Communications

, \\\)
02 Digital Notification

* Taxpayers are encouraged to indicate
their digital notification mode
preference via the new digital service.

* >80% positive customer satisfaction
on use of the new digital service
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03 Digitalising Notices/ Letters

* 97% of IRAS notices/ letters are digitalized,
>21 million notices/letters will be sent
digitally by default.

* Behavioural insights were applied in
redesigning the digital notices.



How might we leverage on data to
discover new opportunities?
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Utilising Whole-of-Government
Analytics Dashboard

@ ot o e Py 1402 2T 49 8l _ . . .
4 | GEsneRaasy © ¢ Whole-of-Government Application Analytics (WOGAA)
it i " | — a dashboard that depicts the health status of websites
Rk i b and digital services, available on web / mobile.
. \;\“I:n::’::yl‘ i: ::u tal %
5:;554,553 iH—“’- Last7 Days (18 Feb 2021 - 24 Feb 2021)  ~
N [ Jf s IN-DEPTH ANALYSIS BY Beneflts Of WOGAA
496,533 . DEVICE, BROWSER,
hoci SCREEN SIZE, AND VISITOR
LR [esan LOCATION ) ) -
130,020 B . « Comprehensive overview of web analytics
- jsits 614 595 5,996 08 453 vg
e B -y prvny e « Capture user sentiments
r—— A Yl i W * Provide recommendations to improve services'
— s - e 2. 106,557 559,834 2min35s 24.8% e .
Avela performance, accessibility and user experience
o 8276 39,249 2min49s 27.4% . ope . . .
e « Measures the availability of service with timely alerts
Mote 10+
[SM-
Top3 Ng?‘)] us Improve Q B34 2min 46s 27@
et .
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Looking into operational
data across channels

Internally we maintain our own dashboards to collect data
from an operational level for assisted service channels.

Benefits:

* |dentify key/ trending nature of enquiries, if there is any
shift in contacts between channels or resourcing needs

» Optimise resources across channels

» Create visibility to motivate frontline officers

SVE CENTRE OPERATIONS DASHBOARD -

IPT PERFORMANCE

IPT Helpline Service Level (Within 2 mins)

Daily SL Monthly SL FY-to-date 5L
85.42% 54.10% 71.37%
B _Overall Call Volume and Avg Trans Time

[z o X &

Call Volumes by Tax Types

f-3
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Name_of_Officer lume_Handled |
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1481 g |ALEXANDER |
NICHOLAS KHAW 3?|
HONG SONG | |
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Outbound Work
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SVE CENTRE TOP ENQUIRIES FOR THE WEEK

% of enquiry

A6.70%
4.90%

4.10%

% of enquiry  »
-
3.70%

Wee., Wee.. Wee. ‘Wee. Wee.. Wee.. JEUTTNEE Wee Wee., Wee. Wee. W W Wee.. We W Wee
IPT Helpline
Engquiry % of enquiry
BUDGET ENQUIRIES 12.50% TBsSC
CLARIFY TAX BILL/TIRECTIVE 10.40% Enquiry
- AL a7
PYIAT STATUS/TAX BA 0% pr
EPES CLARIFY TAX BILL/DIRECTIVE
Enquiry & of enguiry FILING ASSIST - INC
bl e e WAIVE LATE PYMT PEN
AMENDMENT 4200%
AUTHORISATION CODE 79.60%
ORIGINAL SUBMISSION B.60% ® ® <]
Period
9/8/2021 - 13/8/2021 VA
LIVE CHAT Enquiry
Endquiry % of enquiry HOW DO | OBJECT IF | DISAGREE WITH MY

CLARIFY GIRO 1P
GTE - TAMABILITY OF INC
BUDAGET ENOQUIRIES

T 17.30%

16.30%
11.70%

TAX BILL?

HAS IRAS PROCESSED MY TAX BILL FOR
THIS YEAR?

WHAT DETAILS SHOULD | SUBMIT FOR MY
OBJECTION?

2.50%

190%



How might we drive better customer
experience by empowering our staff?
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Create an Open and
Collaborative Culture

As frontline staff are the voices of our taxpayers, their
interactions with taxpayers are our opportunities for innovation.

» Conduct frontline discovery sessions to encourage staff to
share pain points, ideas or solutions

» Cultivate a design thinking mindset and empower frontline
staff to co-create solutions together in an agile manner
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Build a Future-Ready Workforce with
Ops-Tech and Agile Capabilities

Service Experience Centre

Frontline Customer Management Tax Specialists Ops Planning & Mgmt

Frontline Expert

Roles

Customer Management Taxpayer Business Service Subject Experts, Trainers & Supervisors & Managers
Centre Centre Quality Monitoring

m o -
[=aen] =

Operation-
Technical
Specialists




“Digitalisation is not
an end goal itself.

It is a means to
bring about better
experiences for
citizens and staff.”

As we continue to accelerate
digitalization, it is important to :

* ensure seamless experiences,
* leverage on data and
« empower our staff
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THANK YOU




