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A Service Organisation
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A Partner of Taxpayers
In Nation Building,
Economic Development
& Inclusive Growth

An Efficient Tax Authority
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Transformation Objectives
& Desired Outcomes

Future
State
Journey
Map

Guiding Principles

Adopt a Whale-of - Ensure a Stakeholder/ Maintain Effective
Government Approach Staff-Centric Experi )
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An Enabler to the

Secured first ever
Community

Public Service

LEveraging Analytics, Workforce ' Z
Design & Digitalisation ~Transformation ﬁ b
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LEA’D Celebrating 30 years as a statutory board!
I) 2 Trusted partner of taxpayers in nation building

Started our LEA:D transformation journey early by understanding our taxpayers’ needs
Embarked on service design projects based on lifecycles of key taxpayer segments

Individuals/ Property owners

4. CORRESPONDENCE WITH IRAS BY 5. SUCCESSFUL APPEAL AND
EMAIL SATISFACTION
A an : ) N

¢ ra:
( and manage my properties’
taxes, without having to
call or visit IRAS.

Customer Journey Maps/ future
experiences were created



Importance of a future-ready workforce

Key driving forces

Changing economy Fast changing Rising taxpayers’ Changesin fiscal & International tax
and new biz models technologies expectations tax policies developments

Substantial resources were also allocated to render support to
COVID-related/ other schemes; IRAS is now the centre for

enterprise disbursement

||i" ~ 2,000 Staff

Stamp Duty Betting Taxes
4%

Property Tax 11%
8% Goods and

Services Tax

u]
Withholding Tax FY2021: 21%
3% S$60.7b
Individual
Income Tax Corporate
23% Income Tax

30%

FY21: Disbursed $5.94bil
to over 130,000
businesses/ employers
(for JSS, WCS & JGI)

i

Disbursed $1.1bil cash
grant to over 140,000
tenants & owner-
occupiers (for Rental
Support Scheme)

— Enterprise disbursements




Need for a holistic, “whole system” perspective
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WHY THE NEED TO

TRANSFORM? ¢.. ~ @

¥ INLAND REVENUE
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What we’re facing now: mepeol
@ [9 aq] While our existing skills are still relevant, we need to:
2 v X : : * Learn new skills while deepening existing ones
Technological disruption: Changing demands | Slowing labour i
New technology, from stakeholders force growth AL A A S B

digitalisation, automation

To support Transformation Strategic Priorities :

In order to achieve our transformation objectives and desired outcomes,

we have 4 strategic prionties to guide our action plans STAFF SELF'ASS ESSM E NT/
A Anticipate Needs, Co-Create & Customise Solutions LEARNING, NEEDS DIAGNOSIS DEVELOPMENT

- Collaborate & co-create with community by default S KI LLS

- Customise information, service delivery & compliance treatment + 0 P PO RTU N ITI ES
® Comnect igially ACRELSINION ORGANISATION NEEDS e.g. job rotation

- Be 100% digital
- Integrate tax seamlessly
- Build smart & agile IT systems

% UseData inteligently What these efforts entalil, inter alia :
+ Think data ﬁrs.t c . c t Course
Z::::;:m? ::;z:zz:;{::mg Job profile bznmcier!n?:g azg;z;:gs: identification/ Digital learning Learning data
registration
< Build an Adaptable & High-Performing Workforce

Jobs Competencies
- Inculcate culture of innovation & experimentation

+ Build capabilities to excel in a digital workplace
- Collaborate in cross-functional teams



Strategic Thrust #1.

Harnessing the democratization of
learning and empowering purpose-
driven learning

- buy and build

- lead the way

IRAS’ investments include:

 Al-powered skills profiling platform - a
tool for every officer that prompts
proactive learning and development,
adaptability and deployability through
job adjacency features

« CAFE (career fitness exploration guide)
etc resources for staff and supervisors

« the practice and promulgation of
Leadership Principles — enable and
power, harness diverse views, support
one another

« Ongoing interventions and engagement
efforts to drive use and conversations

« etc
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Actively keep up-to-date
with skills & knowledge.
Be agile to do new work.

UNSURE OF HOW TO GO ABOUT
SELECTING YOUR ONLINE COURSES?
T .i

Behavioural

DESIGN
THINKING FOR
INNOVATION

@Coursera

View your refreshed Job and Skills Profile in JobKred

K N OW "No-regrets"/ baseline description of future roles and skills have been
YOU RSELF provided, even if the future of work in your division may not be clear

at this juncture. Use the Skills Rater to self-validate your proficiency
for the skills required in your role. Your supervisor will validate your
skills proficiency level

e e

ASSESSsKills level forchanging
skills required for yourjob

ENHANCE YOUR Expand vour skills portfolio to enhance your employability

Use JobKsed 1o plan your career pathway, and analyse the skilis required 1o help

EMPLOYABILITY you tobe future ready.




Strategic Thrust #2: s 4f-

Functional Competencies Roadmaps include:

FUTURE-DRIVEN SKILLING Profession- OO0, OOM OO0 AOD OO0 000 A0 00n
Profession-

specific Ops-Tech Analytics Service Compliance Tax i Leadership L
domains specitic Engagement

Driving the acquisition of functional amd
future-ready skiils and use

- deliver future tax admin experiences Foundational Doing Agie Design Digtal Data
as “nn need Ior ser‘,ice is “Ie hest o Iuisl’ed of siSk Mgt, Systems Thiﬁkiﬁg, Think, Experience, Design Think DigitaIBootcafn‘p Data Workshops
- q rocess Improvement; Agile Workshop (0.5-day)(all staff)  Digital (ongoing, 1-3 day
sernice ) all officers Practices, Business Acumen (2-day) (AM/M/GTS) Lieracy (CSC Learn) workshops)(allsaff)
« [the how) learn by doing
IRAS’ investments include: Behaviours
- BC workshops for all staff and Mindset T.hg:::fﬂ: Behaviourial Competencies Workshop (2-day)(all staff)
« BC X AGILE trai ning in-progreSS expected of Do Gowt . People-Cen.tric o Proactive Development & Adaptability e I?Ianning, Ol:ganising & Managing
; 7 : o Analytical Decision Making e Collaboration & Networking ® Experiment & Innovate
all officers mindset o Collaboration

* Building Communities of Practice — in

FY21, 385 IRAS officers were engaged in
COPs in the areas of Analytics, Bl and

H 4P ’
Design or RPA = ANALYTICS . Cumemt  Fuwe

N ETWORK Resolve e Handles enquirles on speclﬂc tax * Adopts a holistic approach to address
« ~280 IRAS officers have completed e B N [ o
. . . s Toggles multiple systemstogaina |s  Leverages 360 view and entity-based
good understanding of taxpayers’ risk ratings, and internal virtual assistant
advan Ce d S kl I I S Ce rt Ifl Catl 0 n S th ro u g h th e profile, past cont;ct history to deli\:er a‘nl\cip‘alorv ser:r\cues
Digital Skills Incentive __ ,
Inthe next Provide insights |  Provides ad-hoc feedback on *  Provides regular qualitative feedback
T~ H H 1-3 for improved common and recurring enquires complemented by quantitative service
 Future envisioning of jobs, and changes to ey | S delry | it e s, nd g i s
L e functional projects to tackle issues
work >>> HR work has also changed (next Pty iy b ol Compatancies foew
- Suporsed by diaral ront [EXISTING] «  Additional domain {tax type)
Tax and domain knowledge knowledge

Effective writing, negotiation * Good understanding of impact on

slide)
« etc

and communication skills
Presentation skills

Service quality management
Behavioural competencies

taxpayers from other Divisions’
initiatives and policies

#= Complex problem-solving skills

» Basic literacy in digital, data analytics,
design and BI, EUC tools know-how




Spotlight : driving transformative experiences >>> (: what are skills needs? %
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Individual Taxpayers GST-Registered Businesses
3 - 8 - = 5 - =
8-Page Income 2-Page Income I_)@gitol Filipg * Paper GST return e-Filing + Seamless filing solution via
Tax Return Tax Return No-Filing Service (NFS) accounting software + Simplified GST
return for Overseas Vendor Registration
Pay-Only regime
Corporate Taxpayers Property Owners
D - BE - g - = - [
7-page Form C 3-page Form C-S for Form C-S (Lite) for Paper bills Ineractive Property Single
for all companies  small companies with < companies with Tax Bills (i-Bills) nofification
$5m annual turnover + < $200k annual for taxpayers

with multiple

e-Filing of forms turnover + Seamless
properties

filing solution via
accounting software



lllustration: the new face of “HR” with 3D1A project skills

| ' AR DURPQ A |
UUR UK K DI OVYAR
DD DAR = . o)
| ed OR po ple () es to
' aga adjace ob addre
| ob =1gle gap INCX  comorste  Peopie
' profile demand & -

DIGITAL BRANDING FOR RECRUITMENT: IRAS

Promote Millennial Experience | Develop Content | Identify Digital Channels | Delive

To deliver the modern, digital experience

when applying for jobs

Job Application Chatbot (J.A.C)

Impress Al

rtlist candidates 24/7

BETTER ASSESS
CANDIDATES’
SUITABILITY

through machine-learning
enabled Chatbol: automatic
response scoring fo assess job
fit

ts that autonomously screen, interview, engage,

owere

Job

JAC - your ob Appication Chabat - Screening for Tax Ofice at A

@ hitpsimpressai

Tox Officer at IRAS (Frontine Posiy
D s

Records Repository

Total Achieve

Voices: 3 ¢4 tolL
Rating Advisor:

CoP

ement Points: 70

toLevel

Knowledge Advocate:

Achievement Badges (ick on esch Bacge tofind out how to 63 points 3nd level up

Bonus Badges

Total Bonus Points: 600
Analytics Network: © /- to Level 1
Risk Awareness: © 1+ o Level &

=

—
s

——
-

Awesome!

Proceeding further requires you to
sign in. You can click on ‘Sign in’ to
register with any email account

Let’s begin with the first segmentto
get to know you better.

CREATING A MILLENNIAL-READY EXPERIENCE
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Strategic Thrust #3:
BRINGING SWP TO LIFE

strategic workforce planning amd designing
requisite interventions

- be agile + Agile

- drive focus on what matters

Formulating top-down
perspectives

9

IMLAMD REVENUE
AUTHSRITY

OF SIMNGAPORE

e (Conducted thematic analysis
based on key functional areas and
org capabilities, and identified
areas of workforce change

. €

e Also considered other tax admins
and comparable govt agencies.

S22

Projection
Template

Forging alignment on
future work and workforce

e C(Consultations on workforce outcomes,

change deltas, and requisite interventions
e.qg. job redesign, rotations, and
addressing key challenges

improving future
readiness and staff
ownership on their
own career fitness
(Classroom
Training/ e-learning
for ALL staff)

=]

S@Z Goals

o
corporate goal into target/task

+ [2020] Changes to PG Definitions,
including BCs

* [2020] Revised WRR form

+ (2021] Jobkred (job/skills profile)

* [New] [2020] h Performance Issues Toolkit

How learning and needs have to come together to drive performance

P

Refining bottom-up Whole-of-IRAS
picture with departments



some key organisation statistics ...

98% overall satisfaction by individual taxpayers (2021 Taxpayer Survey)

Cost of tax collection fell Tax arrears also decreased Employee engagement increased
0.69 cents for every dollar 0.64% of net tax assessed eponeney 2021 Employee Engagement
collected (0.82 cents in (0.72% in previous year) m Survey: 87% engagement rate
previous year) ' (5% higher from 2018 and 3%

above public service norms)

...and Workforce Transformation has been ongoing:

/’%’fm | JobKred

S ® B

Being Agile Competent & Empowered
Adaptable Workforce  Employees

Corporate Goals in relation to People :

Enhance Organisational and Staff Productivity and Agility
Achieve a high level of Staff Competence, Ownership and Satisfaction



Looking forward: bullding future-readiness IS an ongoing journey
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10 Questions with CIR GET FIT Principles

Didn’t manage
to check out

the Agile@IRAS
Showcase?

You can learn
more about the
featured projects
here.




It IS not the strongest species that
survive, nor the most intelligent,
but those most responsive to change.

- Charles Darwin
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