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About the Regulator Performance Framework 
As part of the Government’s regulatory reform agenda, the government released its 
Regulator Performance Framework (RPF) under the 2014 Spring Repeal Day. The 
framework is an important element of the government’s commitment to reduce the cost of 
unnecessary or inefficient regulation imposed on individuals, business and community. As a 
regulator, the Australian Taxation Office (ATO) is required to self-assess its performance 
against the RPF. 

The RPF comprises six outcomes-based key performance indicators (KPIs) and associated 
measures. The KPIs articulate the government’s overarching expectations of regulator 
performance, namely that: 

KPI 1: Regulators do not unnecessarily impede the efficient operation of regulated entities 

KPI 2: Communication with regulated entities is clear, targeted and effective 

KPI 3: Actions undertaken by regulators are proportionate to the risk being managed 

KPI 4: Compliance and monitoring approaches are streamlined and coordinated 

KPI 5: Regulators are open and transparent in their dealings with regulated entities 

KPI 6: Regulators actively contribute to the continuous improvement of regulatory 
frameworks. 

About this report 
The Commissioner of Taxation is responsible for administering Australia’s tax system and 
significant aspects of Australia’s superannuation system. He is also the Registrar of the 
Australian Business Register (ABR) and the Australian Business Registry Services (ABRS). 

The ATO is the Australian Government’s principal revenue collection agency, administering 
the legislation governing tax, and supporting the delivery of government benefits to the 
community. 

This report addresses the RPF’s ATO-specific metrics and reporting requirements agreed 
with the Board of Taxation (established in 2015 and updated in 2018). It is an assessment of 
our performance as a regulator for 2020–21. 

The 2019–20 ATO Regulator Performance Framework self-assessment report noted two 
areas requiring further investment and continued focus in 2020–21, both of which are aligned 
with our intent and focus for the next few years to 2024, specifically to: 

• build trust and confidence in the tax and superannuation systems 
• be an integrated, streamlined and data driven organisation. 

Progress in 2020–21 regarding these areas for improvement is outlined on page 8. 

Introduction  

https://www.ato.gov.au/uploadedFiles/Content/CR/downloads/ATO_RPF_report_2019-2020.pdf
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How we assess our performance 

Rating methodology and definitions 
The following table shows the rating methodology and definitions we use to assess our 
performance. 

Rating Definition 

Excellent Met all expectations with no further improvements required. 

Very good Made significant improvements, with programs of work almost complete. 
Significantly exceeded service commitments. 

Good Improvements consistent with expectations, with some further work 
required, as reflected in feedback. Exceeded service commitments. 

Satisfactory Met base expectations as expected and all service commitments achieved. 

Requires development Did not meet base expectations or service commitments. 

Metrics overview 
We use a suite of 34 metrics to assess our performance, the results of which are included in 
the Appendix. One metric was removed following consultation with Board of Tax working 
group members in 2020 (Communication of our decision to consult on matters submitted 
within 20 days). 

The suite comprises a mix of metrics, including: 

• 14 outcome-based metrics: These are our most powerful measures of performance. 
For each of these metrics we incorporate brief analysis of the result. 

• 9 survey-based metrics: The analysis for these metrics is focused on systemic 
trends across the suite of survey questions. 

• 11 activity-based metrics: These metrics provide important operational context to 
inform our performance assessment, however in isolation they cannot tell us how 
effective we have been. Our focus is on the effectiveness of activities via 
improvement in outcomes, rather than measuring the volume of activities undertaken. 

Of these metrics, a significant proportion are also reported in the Commissioner of Taxation 
annual report 2020–21, with ten of these (focused on key survey and outcome-based 
metrics) included in the annual performance statement. The annual performance statement 
reports on our performance under the Public Governance, Performance and Accountability 
Act 2013 in achieving our purpose. A further two metrics are ongoing ATO service 
commitments. 

https://www.ato.gov.au/uploadedFiles/Content/CR/downloads/ATO_annual_report_2020-21.pdf
https://www.ato.gov.au/uploadedFiles/Content/CR/downloads/ATO_annual_report_2020-21.pdf
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Our purpose is to contribute to the economic and social wellbeing of Australians by fostering 
willing participation in the tax and superannuation systems. We achieve this by: 

• making it easier for people to participate 
• delivering contemporary and tailored services 
• ensuring purposeful and respectful relationships 
• operating as a professional and productive organisation.  

In assessing the quality of our performance against each metric, we have regard to: 

• Results compared to our performance targets for mature and well-established 
metrics, such as those included in our annual performance statement and some 
service commitments. 
– We assess our performance targets annually to determine where existing results 

are expected to be maintained and where future performance is expected to be 
stronger. 

• Trend improvement for metrics which are still relatively new, such as our survey-
based metrics. 
– As these metrics mature, we will establish appropriate performance targets. 

• Activity-based or volume-based metrics having a less direct relationship to the quality 
of our performance. 
– For these metrics, an increase in the volume of activity does not automatically 

mean an improvement, or a decline, in our performance. 

Our service commitments have been designed to assure the ATO and the community that 
the services we provide are of a consistent and high standard and therefore form an 
important component of assessing regulation imposed on individuals, businesses and the 
community. Many of our commitments have targets that are meaningful to our clients and 
challenge us to deliver quality services that meet their needs and expectations. 

We regularly report on our ongoing service commitments on our website at 
ato.gov.au/servicecommitments. 

Results for our survey-based metrics are based on a representative sample of the overall 
population, to ensure their statistical validity. We measure the perceptions of those who have 
recently interacted with us to understand and improve the client experience, as well as to 
understand their views of the overall tax system and sentiment regarding the ATO. Where 
surveys require direct interaction with the community – for example, via a phone or online 
survey – the interaction is undertaken by an external provider, to ensure the independence 
and integrity of results. 

We will continue to monitor and assess performance as we build on the outcomes we have 
achieved to date. 

For more information about the performance of the ATO, refer to: 

• ato.gov.au 
• Commissioner of Taxation annual report 2020–21. 

  

https://www.ato.gov.au/servicecommitments
https://www.ato.gov.au/
https://www.ato.gov.au/
https://www.ato.gov.au/uploadedFiles/Content/CR/downloads/ATO_annual_report_2020-21.pdf
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Overall self-assessment rating: Good 

As a regulator of the tax and superannuation systems in Australia, we have assessed our 
overall performance against the Regulator Performance Framework to be good. 

This assessment is based on the outcomes of our metrics and the improvements made for 
each of the six key performance indicators (KPIs). We have assessed our performance to be 
good for all six KPIs. Details of our assessment are outlined in the individual KPI summaries 
which commence on page 12. 

Overall, we achieved positive results (improved or met target) for 18 of the 34 ATO-specific 
metrics, with two broadly stable, three showing a decline, and 11 based on activities (where 
trends in the metrics do not directly reflect effectiveness of performance). For the three 
where performance declined, one did not meet target, the other two do not have targets, 
however there was an increase in elapsed time in days for private rulings, and perceptions of 
fairness in disputes remained stable with regard to the process but declined with regard to 
the final decision. 

Following is a breakdown of our assessment for each KPI. Some metrics apply to more than 
one KPI, with results for these metrics included within the summary for all relevant KPIs. 

KPI 1: Regulators do not unnecessarily impede the efficient operation of regulated entities 

Assessment: Good 

Summary of metric results: Improved or met performance target – 6 Metrics 2–5; S1, S2 

Stable – 1 Metric 1 

Decline – 0 – 

Activity-based (where trend does not reflect 
performance) – 1 

Metric A2 

Activity-based examples: Making it easy to comply  

Addressing unintended outcomes in tax and superannuation laws 

Changed approaches during COVID-19 

Improving digital services 

Support for the superannuation system 

KPI 2: Communication with regulated entities is clear, targeted and effective 

Assessment: Good 

Summary of metric results: Improved or met performance target – 4 Metrics 6, 7, S3, S4 

Stable – 1 Metric 9 

Decline – 1 Metric 8 

Overall assessment of performance 
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Activity-based (where trend does not reflect 
performance) – 5 

Metrics A3–A7 

Activity-based examples: Public advice and guidance 

School resources 

KPI 3: Actions undertaken by regulators are proportionate to the regulatory risk being 
managed 

Assessment: Good 

Summary of metric results: Improved or met performance target – 1 Metric 10 

Stable – 0 – 

Decline – 1 Metric 11 

Activity-based (where trend does not reflect 
performance) – 1 

A11 

Activity-based examples: Tax gap analysis 

Ensuring the integrity of the tax and superannuation systems 

KPI 4: Compliance and monitoring approaches are streamlined and coordinated 

Assessment: Good 

Summary of metric results: Improved or met performance target – 4 Metrics 12–14; S5 

Stable – 0 – 

Decline – 0 – 

Activity-based (where trend does not reflect 
performance) – 3 

Metrics A8–A10 

Activity-based examples: Improving the client experience 

Modernising registry services 

Improvements to Single Touch Payroll 

Use of data and analytics 

Cross-government data sharing 

KPI 5: Regulators are open and transparent in their dealings with regulated entities 

Assessment: Good 

Summary of metric results: Improved or met performance target – 2 Metrics S6–S8 

Stable – 0 – 

Decline – 1 – 

Activity-based (where trend does not reflect 
performance) – 0 

– 
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Activity-based examples: Governance arrangements 

Taxpayers’ Charter and complaints 

External scrutiny 

Management of objections and disputes 

KPI 6: Regulators actively contribute to the continuous improvement of regulatory 
frameworks 

Assessment: Good 

Summary of metric results: Improved or met performance target – 1 Metric S9 

Stable – 0 – 

Decline – 0 – 

Activity-based (where trend does not reflect 
performance) – 1 

Metric A1 

Activity-based examples: Advising Treasury and government 

Tax practitioner support 

Collaboration with digital partners 

 

Progress regarding areas of improvement identified in our 2019–20 report is set out below: 

Areas for improvement 
identified in 2019–20 report Progress in 2020–21 

To build trust and confidence in 
the tax and superannuation 
systems 

Partially Improved: Overall client and community 
confidence increased in 2020–21, rising to a record high 
score of 68% (two points higher than previous year) and 
above our target of 65%.  

Client perceptions of procedural fairness regarding dispute 
activities increased to 60% (up from 52% in 2019–20). At the 
same time, there was a decline in client perceptions of final 
outcome fairness (with 60% agreeing the ATO final outcome 
was fair, down from 65% in 2019–20).  

To be an integrated, streamlined 
and data driven organisation 

Partially improved: Our 2020–21 performance results 
demonstrate improvements in some elements of our 
efficiency and our use of data, with other results remaining 
broadly stable.  
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Performance summary 
In 2020–21, the ATO was called on to do more than ever before – and we embraced each 
challenge as an opportunity to continue our strong record of meeting government and 
community expectations. We continued our efforts to serve all Australians, particularly when 
they needed it most – by delivering COVID-19 government stimulus measures and 
supporting those financially impacted by COVID-19 within the community. 

This year we: 

• continued our delivery of the Cash Flow Boost and Early Release of Super 
• worked closely with Treasury to implement new and extended economic stimulus 

measures to help businesses recover, including JobKeeper Extension 1 and 2 and 
the JobMaker Hiring Credit 

• delivered key government commitments, including through our Tax Avoidance 
Taskforce and Serious Financial Crime Taskforce 

• completed, as part of the Modernising Business Registers program, the transfer of 
the registry functions from the Australian Securities and Investment Commission 
(ASIC) to the ATO – with work underway to consolidate over 30 business registers to 
streamline how businesses interact with government and manage their registry 
obligations 

• provided additional support through lodgment and payment deferrals, and flexible 
payment options – including interest-free payment plans 

• delivered Online services for business, making it easier for businesses of all sizes to 
manage their obligations with the ATO 

• made further enhancements to Single Touch Payroll (STP) – enabling streamlined 
reporting for employers by leveraging their current processes, and helping employees 
get timely accurate information through real-time reporting. 

At the same time, demand for our core services continued, and in fact increased to record 
highs with Tax Time 2020. On the first day of tax time, we processed more than 740,000 
lodgments received via our online service channels, including income tax returns, early 
release of super applications, JobKeeper and cash flow boost payments – a massive 
increase from the 100,000 we processed on the first day of tax time in 2019. 

We increased capacity in our systems to meet the expected surge in demand for our 
services. This helped to ensure those already facing financial hardship and many other 
challenges, could quickly and easily access economic stimulus and any tax refunds they 
were entitled to. 

Providing advice and guidance 
As a result of the COVID-19 pandemic, some individuals and businesses were entitled to 
income and deductions they had not received before. In recognition of this, we provided 
additional help and guidance and undertook communication activities to help taxpayers 
understand how to treat income types, what they were entitled to claim, and how to easily 
claim entitlements. We used a range of channels to reach the community, including a new 
Tax essentials web page, communications through the media and social media, as well as 
public and private rulings. 
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We also tailored our advice and guidance and worked closely with the tax profession to help 
them understand entitlements and obligations and, where we could, provided quick access to 
support options for their clients, including quicker refunds and payments. 

Ensuring the integrity of the tax and superannuation 
systems 
In addition to ensuring eligible participants received stimulus measure payments promptly, 
we acted decisively where taxpayers deliberately sought to claim stimulus they were not 
entitled to. We applied integrity and risk models, designed specifically for the stimulus 
measures to ensure that eligibility criteria were met. 

Through our compliance activities, we stopped, recovered or prevented around $1.1 billion in 
JobKeeper payments and reduced cash flow boost overpayments by around $97 million. We 
expedited, and where appropriate, funded litigation cases on JobKeeper and Cash Flow 
Boost in the Administrative Appeals Tribunal (AAT) and the Federal Court to get clarity on 
important aspects of these stimulus payments. 

We worked with clients across all markets to ensure the integrity of the tax system, including 
large public and multinational companies, privately owned and wealthy groups, small 
businesses, individuals, tax practitioners, and superannuation funds. For example, we: 

• extended our program of work with the ‘Top 1,000’ companies to increase assurance 
that they are reporting the right amount of income tax and GST and to identify areas 
of risk for further action – we engaged with over 150 clients through the combined 
assurance reviews with a total business income of more than $120 billion 

• continued and extended our work with the ‘Top 500’ and ‘Next 5,000’ largest and 
wealthiest private groups to increase assurance that they are reporting the right 
amount of income tax and GST, and taking further action where we identified areas of 
risk 

• pursued litigation cases – in the courts and the Administrative Appeals Tribunal – that 
are significant to the integrity of the tax system, including cases involving promoter 
penalties, freezing orders, and engagement in artificial schemes and egregious 
conduct to avoid the payment of tax 

• continued our small business assurance programs and enhanced our analytics and 
validation checks, allowing more real-time messages for those using our online 
services to lodge activity statements, prompting them to self-correct and prevent 
inadvertent errors prior to lodgment 

• expanded the data available in our pre-fill service to include reminders to taxpayers 
who earn foreign income, and increased reminders to those who invest in 
cryptocurrency 

• delivered the Superannuation Guarantee Amnesty project, which ran from 24 May 
2018 to 7 September 2020, providing employers with a one-off chance to catch up on 
unpaid super 

• published data on lost and unclaimed super for greater transparency of the 
information we hold and to help people locate superannuation money they may have 
lost track of. 
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Our strategy to address high-risk registered agents includes working with the Tax 
Practitioners Board (TPB) to share intelligence early and to ensure that behaviours of the 
highest risk agents are addressed. During 2020–21, we shared over 770 referrals (both 
evidence-based and intelligence-based) and recorded almost 1,700 information exchanges. 

Using data to help clients 
Data and analytics play a critical role in our ability to engage early with clients to help them 
get things right from the start and to identify those who are not doing the right thing. In 2020–
21 we used our data and analytics technology to pre-fill over 85 million pieces of data, 
including information relating to COVID-19 support measures for employees – and we took 
an active role in data sharing across all levels of government. We also continued to invest in 
myGovID by: 

• providing online users with an easy and secure method of proving their identity online 
and helping them to better protect their identity and data 

• expanding client access to myGovID by including Australian citizenship certificates 
and ImmiCards as accepted identity documents, enabling clients to achieve a greater 
online identity strength 

• implementing other improvements including renewing the myGovID credential and 
making accessibility improvements to support screen readers in iOS and Android.  

The Digital Identity program has been a critical enabler to support individuals and businesses 
to access a range of government online services and stimulus measures. 

We continue to invest in a multilayered cyber-defence capability that ensures adherence to 
privacy legislation, maintains data integrity, and promotes our vision of building community 
trust and confidence. This year we deployed Secure Internet Gateway (SIG), a security 
system that controls access into and out of the ATO via the internet, protecting our systems 
from malicious programs and viruses. 

The ATO’s Cyber Resilience program provides greater protection of our client data from 
breaches and cyberthreats. 

Future focus 
With the continuously changing and evolving global and economic environments in which we 
operate – it is clear building community trust and confidence in our administration of the tax 
and superannuation systems must remain a key focus as we head toward 2024. Equally, our 
ability to manage our increasing access to, and the use of, client data – must also continue to 
be a priority. Therefore, we will continue to focus on these two key aspirations in 2021–22, 
namely to:  

• build trust and confidence in the tax and superannuation systems  
• be an integrated, streamlined and data driven organisation. 
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The following table shows the measures of good regulatory performance and the related 
metrics. The results of the metrics and analysis are outlined in the Appendix. 

Measure Description Metric(s) 

1.1 Demonstrate an understanding of the operating environment of the 
industry or organisation, or the circumstances of individuals and 
the current and emerging issues that affect the sector. 

S1, A2 

1.2 Take actions to minimise the potential for unintended negative 
impacts of ATO activities on taxpayers or affected supplier 
industries and supply chains. 

1, 4, 5, S2 

1.3 Implement continuous improvement strategies to reduce the costs 
of compliance for taxpayers. 

2, 3 

Self-assessment rating: Good 
This assessment is based on the results of the metrics relating to each measure and the 
examples of how we have reduced impediments to the efficient operation of regulated 
entities. 

Summary of metric results 
Performance either improved or met target for six of the eight metrics for this KPI, one was 
broadly stable, and one is based on activities.  

Positive outcomes were achieved during 2020–21 with respect to improved results for 
availability of key digital systems, proportion of inbound transactions received digitally for key 
services, and compliance costs for individuals. We also met our performance target for the 
reduction in the administrative cost to business and government in dealing with each other. 
The number of complaints received remained steady. 

KPI 1 performance summary 
Regulators do not unnecessarily impede the efficient 
operation of regulated entities 
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Activity-based examples 

Making it easy to comply 
We aim to improve the experience of our clients by interacting with them at the right time, 
providing certainty in our communication, and making appropriate adjustments for individual 
circumstances – including those impacted by COVID-19.  

Across all our client groups, we maintained our focus on communicating how to access 
stimulus measures, tailoring our response to their circumstances, and making it easy for 
them to comply with their obligations. For example:  

• Recognising the pandemic-related restrictions imposed on the community would 
result in many people working from home for the first time, we made it easier to claim 
deductions for working from home expenses, extending the ‘shortcut’ method for the 
2020–21 income year. We also made dealing with new payment types easier for our 
clients by pre-filling information relating to JobSeeker into employees’ tax returns, and 
pre-filling JobKeeper that was passed onto employees by employers – as a part of 
our regular practice to pre-fill salary and wages. 

• We ensured the pre-fill service was able to provide JobSeeker amounts to simplify 
the return process and increase accuracy of individual income tax returns being 
lodged (JobKeeper amounts paid to employees by their employer were also pre-filled 
as a part of our regular practice to pre-fill salary and wages). 

• We continued to demonstrate our commitment to supporting small businesses, 
ensuring clients with in-progress audits were contacted, either directly or through their 
agents, and offered assistance. Our engagements were tailored and where clients 
advised us of COVID-19-related impacts, we offered support and additional time in 
consideration of their circumstances. Our key message was that help is always 
available to small businesses that need it and are willing to engage with us. 

• We committed to swift resolution of disputes that arose from the coronavirus 
economic response packages by prioritising the resolution of stimulus objections. 
This ensured members of the community had certainty on their eligibility and 
information on alternative support available. 

• For tax practitioners, we acknowledged the challenges they faced in managing their 
clients’ lodgment obligations in the context of accessing stimulus payments. We 
implemented a range of practical support options, including access to a tailored 
lodgment program, penalty relief for late lodgments, and the ability to assist their 
clients to enter into flexible payment plans online. 

• We streamlined application processes to obtain excise permits and licences for the 
production of alcohol-based hand sanitiser; relaxed licensing requirements for the 
sale of takeaway alcoholic beverages; and deferred excise payment by petroleum 
and alcohol companies, consistent with deferrals of other taxes during COVID-19. 

Addressing unintended outcomes in tax and superannuation laws 
When the law is not working as intended or is creating disproportionate compliance costs, 
the Commissioner’s remedial power provides the ability to resolve smaller unforeseen or 
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unintended outcomes in the tax and superannuation law, in limited circumstances. The 
Commissioner exercised this power twice in 2020–21: 

• In December 2020, a modification took effect enabling disabled people access to 
GST-free supplies of cars and car parts where a current certificate of medical 
eligibility has been obtained.  

• In May 2021, a modification took effect enabling foreign resident employees under 
the Seasonal Labour Mobility Program (who have held a temporary work visa) to 
remain liable to a final concessional withholding tax rate of 15%. This modification 
was made due to COVID-19 restrictions on international travel. 

The Commissioner published seven additional issues to the list of when the Commissioner’s 
remedial power was considered but not exercised in 2020–21. 

Changed approaches during COVID-19 
We are enhancing our online services to meet the growing demand for digital interactions 
and expanding self-serve options that enable the community to easily manage their 
interactions at a time that suits them. This year, we redesigned some of our work and 
diverted resources to assist clients through the COVID-19 pandemic by providing payment 
and debt management options with quicker access to refunds, deferral of lodgments and 
payments, and providing low-interest payment plans. 

We also adjusted our debt collection approaches in three phases to enable clients to get 
back on track:  

• Help and assist – focusing our interactions on understanding the client’s 
circumstances and providing the appropriate support. 

• Advice about future action – gradually reintroducing messages about potential future 
action for clients who continue not to engage. 

• Additional action – recommencing firmer and stronger actions where appropriate, 
having regard to the client’s circumstances. 

Improving digital services 
Our Optimising interactions through self-service channels strategic initiative is focused on 
creating better services and making self-service (digital/online) channels the preferred option 
for the majority of our clients and their agents. This year, we invested in optimising our online 
self-help content to make it easier to access via search engines and worked with Services 
Australia to encourage the use of ATO self-service channels. This included:  

• promoting the ATO’s online calculators via the myGov digital assistant  
• directing clients to the ATO website and online tools from the Services Australia 

website  
• ensuring tools and calculators are easily visible on the ATO website. 

We continued to invest in myGovID to enhance the security of digital and online services by 
providing online users with an easy and secure method of proving their identity online and 
helping them to better protect their identity and data. We expanded client access to myGovID 
by including Australian citizenship certificates and ImmiCards as accepted identity 
documents, enabling clients to achieve a greater online identity strength. Other 
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improvements included renewing the myGovID credential and making accessibility 
improvements to support screen readers in iOS and Android.  

The Digital Identity program has been a critical enabler to support individuals and businesses 
to access a range of government online services and stimulus measures. By the end of 
2020–21, there were: 

• 3.5 million downloads of myGovID 
• 2.7 million myGovID accounts created 
• 1.3 million unique Australian business numbers (ABNs) linked in RAM 
• 1.9 million ABN authorisations established in RAM. 

Support for the superannuation system 
We supported the superannuation system by:  

• delivering the Superannuation Guarantee Amnesty project, which ran from 24 May 
2018 to 7 September 2020, providing employers with a one-off chance to catch up on 
unpaid superannuation 

• publishing data on lost and unclaimed superannuation for greater transparency of the 
information we hold and to help people locate superannuation money they may have 
lost track of 

• working closely with stakeholders, including businesses, professional tax associations 
and the superannuation industry, to implement a range of new superannuation rates 
and thresholds, including the superannuation guarantee rate, transfer balance cap 
threshold, and contribution caps. 
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Communication with regulated entities is clear, targeted 
and effective 
The following table shows the measures of good regulatory performance and the related 
metrics. The results of the metrics and analysis are outlined in the Appendix. 

Measure Description Metric(s) 

2.1 Provide guidance and information that is up to date, clear, accessible 
and concise through media appropriate to the target audience. 

7, A3–A7 

2.2 Provide decisions and advice in a timely manner, clearly articulating 
expectations and the underlying reasons for decisions. 

6–9, S3 

2.3 Provide advice that is consistent and supports, where appropriate, 
predictable outcomes. 

S4 

Self-assessment rating: Good 
This assessment is based on the results of the metrics relating to each measure and the 
examples of how we have maintained clear, targeted and effective communication with 
regulated entities. 

Summary of metric results 
Performance either improved or met target for four of the 11 metrics for this KPI, one was 
broadly stable, one showed a decline, and five are based on activities. 

Our performance exceeded the target for each of our two service commitments. Average 
completion times increased for private rulings but slightly decreased for objections. There 
was an improvement in community perceptions around our timeliness and effectiveness. 
Significant work continues to match resourcing to demand, along with streamlining of 
systems and processes. 

Activity-based examples 

Providing advice and guidance 
The ATO tailors its approach to providing public advice and guidance, with web-based 
guidance, fact sheets, rulings and more detailed explanations users can access depending 
on their needs. A significant focus throughout 2020–21 was helping the community 
understand and access a range of economic stimulus measures, including the extension of 

KPI 2 performance summary 
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the JobKeeper payment and the new JobMaker initiatives. We issued public advice and 
guidance to help taxpayers manage the tax implications of the ongoing COVID-19 pandemic, 
adopting practical and pragmatic approaches. This included guidance on the treatment of 
rent concessions for tenants and landlords, the residency implications for non-resident 
employees with unplanned presence in Australia as a result of international travel restrictions 
(including related guidance on employer obligations), and fringe benefits tax considerations 
for employers where employees’ work patterns had been impacted by COVID-19. We also 
provided timely guidance on the tax implications of State and Commonwealth Government 
payments and assistance. 

We used a range of channels to reach the community, including a new Tax essentials web 
page, communications through the media and social media, as well as public and private 
rulings. In 2020–21, there were 216,000 views of our Tax essentials page and we issued 
1,045 social media posts, 40 public rulings1 and 3,977 private rulings.  

We received positive feedback on our responsiveness to the delivery of public advice and 
guidance on COVID-19 issues and the government’s economic response. Since late 2020, 
focus and resources have shifted from COVID-19 related priorities to progressing and 
delivering other priority public advice and guidance. The volume of formal advice and 
guidance products delivered this year was broadly consistent with previous years. The slight 
decline in number and timeliness of delivery of our public ruling products in part reflects our 
shifting priorities during COVID-19, and the large volume of timely and targeted practical 
advice published on ato.gov.au to support government economic initiatives and tax time. 

We continue to:  

• seek feedback throughout the development of public advice and guidance products, 
including through targeted consultation groups, to ensure our advice and guidance 
meets community needs 

• seek to understand the impact of our advice and guidance products and consider if 
there are better ways to achieve the objectives for issuing that advice. 

School resources 
We continued our work to build and improve resources for primary and secondary school 
students about the purpose of the tax and superannuation systems and how the systems 
contribute to the wellbeing of all Australians. More than 20,000 users across 1,941 
secondary schools are registered for our new Tax, Super + You website – to be released in 
2021–22 – with 531 users across 365 schools registered on the Paying it forward website for 
primary schools. 
  

 
1 The number of public rulings differs to that reported in the 2020–21 ATO annual report due to a correction identified after the 
report was published. This will be noted as a correction in the 2021–22 ATO annual report. 

https://www.ato.gov.au/uploadedFiles/Content/CR/downloads/ATO_annual_report_2020-21.pdf
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Actions undertaken by regulators are proportionate to 
the regulatory risk being managed 
The following table shows the measures of good regulatory performance and the related 
metrics. The results of the metrics and analysis are outlined in the Appendix. 

Measure Description Metric(s) 

3.1 Apply a risk-based proportionate approach to compliance obligations, 
engagement and regulatory enforcement actions. 

10, 11 

3.2 Regularly reassess preferred approach to regulatory risk. Amend 
strategies, activities and enforcement actions to reflect changing 
priorities that result from new and evolving regulatory threats, without 
diminishing regulatory certainty or impact. 

11, A11 

3.3 Recognise the compliance record of taxpayers, including using earned 
autonomy where this is appropriate. Consider all available and relevant 
data on compliance, including evidence of relevant external verification. 

11 

Self-assessment rating: Good 
This assessment is based on the results of the metrics relating to each measure and how our 
actions were proportionate to the regulatory risk being managed. 

Summary of metric results 
Performance either improved or met target for one of the three metrics for this KPI, one 
declined, and one is based on activities. 

Our operational efficiency continues to improve, as evidenced by the decline of our 
administrative costs relative to the community we serve and the tax revenue we collect. This 
result highlights the positive outcomes arising from our risk-based proportionate approach to 
compliance obligations, engagement and regulatory enforcement actions. The total revenue 
effects for 2020–21 from all our interventions totalled $11.5 billion, of which penalties and 
interest made up $1.8 billion. 

KPI 3 performance summary 
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Activity-based examples 

Tax gap analysis 
The ATO aims to provide the community with confidence in our administration of the tax and 
superannuation systems and that this results in the collection of the right tax at the right time, 
for the wellbeing of all Australians. To provide that confidence, we need to understand the 
effectiveness of our approach, which we do by using revenue-based performance measures 
and tools such as tax gap analysis. 

Our prevention and education products and systems improvements are aimed at making it 
easier for people to understand and meet their commitments. These complement our 
activities that target those taxpayers who intentionally avoid their obligations. For 2018–19, 
we estimate the overall net tax gap to be 7.3%, or $33.5 billion, meaning the ATO received 
more than 92% of tax revenue it expected to collect, the bulk of which was collected 
voluntarily. This result is in line with our expectations. We are also publishing the four-year 
trend as part of our ongoing commitment to provide greater transparency into the operation 
of the tax and superannuation systems. The net tax gap is trending downwards over this 
four-year period, even with the slight increase in the latest year. 

This year’s tax gap program focuses on the 2018–19 year, so the impact of COVID-19 will be 
more evident next year, although there were indirect consequences this year. For example, 
the small business income tax gap estimate is based on a random enquiry program. The 
estimate is a preliminary one prepared from a smaller sample size due to the impacts of 
COVID-19 on our audit program leading to lower confidence. As such, it will be updated in 
2021–22 when it will be calculated from a larger sample size. 

Ensuring the integrity of the tax and superannuation systems 
We continued to focus our compliance efforts on individuals and entities that present a risk to 
Australia’s tax and superannuation systems by intentionally doing the wrong thing. Our 
taskforces address tax avoidance and enable us to focus on areas of significant risk. 
Achievements for this year include: 

• The Tax Avoidance Taskforce exceeded its 2020–21 outcomes for planned liability 
and cash collections, raising $3.03 billion in tax liabilities and almost $1.3 billion in 
cash collections (apportioned figures).  

• The Serious Financial Crime Taskforce raised approximately $121 million in 
liabilities and $145 million in cash collections. The taskforce also launched a public 
‘Identikit’ to inform the community of the impacts of serious financial crime and 
educate them about the types of criminals they should be aware of.  

• The Black Economy program2 raised $766.6 million in liabilities and an estimated 
$598.0 million in cash collections. 

• The Phoenix Taskforce raised $157.2 million in liabilities and $68.5 million in cash 
collections. 

• The Superannuation Guarantee Taskforce raised $49.4 million in liabilities. 

 
2 Black Economy program results differ to those reported in the 2020–21 ATO annual report due to a correction identified after 
the report was published. This will be noted as a correction in the 2021–22 ATO annual report. 

https://www.ato.gov.au/uploadedFiles/Content/CR/downloads/ATO_annual_report_2020-21.pdf
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In administering the COVID-19 stimulus measures, our focus was on processing eligibility as 
quickly as possible, while still protecting the integrity of the tax and superannuation systems 
against the small number who attempt to gain benefits they are not entitled to. The economic 
stimulus legislation was designed with integrity in mind – for example, eligibility for the 
stimulus measures relies predominantly on information already registered in our systems.  

Along with additional layers of protection designed specifically for the stimulus measures, we 
also deployed all our existing sophisticated integrity and risk models. Additionally, we worked 
across government to investigate instances of fraud against the stimulus measures and bring 
offenders to account. 

We worked with clients across all markets to ensure the integrity of the tax system, including 
large public and multinational companies, privately owned and wealthy groups, small 
businesses, individuals, tax practitioners, and superannuation funds. For example, we: 

• extended our program of work with the ‘Top 1,000’ companies to increase assurance 
that they are reporting the right amount of income tax and GST and to identify areas 
of risk for further action, engaging with over 150 clients through the combined 
assurance reviews with a total business income of more than $120 billion 

• continued and extended our work with the ‘Top 500’ and ‘Next 5,000’ largest and 
wealthiest private groups to increase assurance that they are reporting the right 
amount of income tax and GST, and taking further action where we identified areas of 
risk 

• pursued litigation cases in the courts and the AAT that are significant to the integrity 
of the tax system, including cases involving promoter penalties, freezing orders, and 
engagement in artificial schemes and egregious conduct to avoid the payment of tax 

• continued our small business assurance programs and enhanced our analytics and 
validation checks, allowing more real-time messages for those using our online 
services to lodge activity statements, prompting them to self-correct and prevent 
inadvertent errors prior to lodgment 

• expanded the data available in our pre-fill service to include reminders to taxpayers 
who earn foreign income, and increased reminders to those who invest in 
cryptocurrency 

• delivered the Superannuation Guarantee Amnesty project, which ran from 24 May 
2018 to 7 September 2020, providing employers with a one-off chance to catch up on 
unpaid superannuation. 
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Compliance and monitoring approaches are streamlined 
and coordinated 
The following table shows the measures of good regulatory performance and the related 
metrics. The results of the metrics and analysis are outlined in the Appendix. 

Measure Description Metric(s) 

4.1 Minimise frequency and impact of requests for information and 
coordinate with similar processes including those of other regulators. 

S5 

4.2 Tailor information requests and only make when necessary, and only 
then in a way that minimises compliance costs to taxpayers. 

13, 14 

4.3 Utilise existing information to limit the reliance on requests to taxpayers 
and share the information among other regulators, where possible. 

12, 14, 
A8, A9 

4.4 Base monitoring and inspection approaches on risk and, where possible, 
take into account the circumstances and operational needs of taxpayers. 

A10 

Self-assessment rating: Good 
This assessment is based on the results of the metrics relating to each measure and the 
examples of how we streamline and coordinate compliance and monitoring approaches. 

Summary of metric results 
Performance either improved or met target for four of the seven metrics for this KPI, with 
three based on activities. 

There has been a further increase in the use of the Australian Business Register (ABR) by 
government agencies and the community. There has also been an increase of the proportion 
of data items pre-filled for individual tax returns.  

Activity-based examples 

Improving the client experience 
We continued our Better as Usual program, which focuses on improving the end-to-end client 
experience, recognising that a single person may interact with us at different stages in a 
process, or in different roles. In its second year, the program drove continuous, systemic and 

KPI 4 performance summary 
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sustained improvements to our internal processes, enhancing both the client and staff 
experience.  

• We finalised reviews of over 50 ATO activities with the highest client impact, and 
incorporated safeguards into processes to prevent unintended consequences for 
clients. We also set up enduring review mechanisms to maintain oversight, especially 
when processes change, or new processes are developed.  

Through increased engagement and reporting, our Complex Issues and Cases Program 
brought additional visibility and objectivity to our most complex and contentious cases, 
ensuring a holistic and tailored approach to resolving issues for those cases that don’t fit 
neatly within standard processes. We continued to drive system enhancements, to improve 
outcomes for our staff and clients, increasing our visibility of the impacts of our action across 
all our interactions with clients. Having piloted our review approach, in 2021–22, we will focus 
on establishing an Enterprise Performance Improvement Centre to drive further 
improvements to our business processes. 

Modernising registry services 
The ATO is the lead delivery agency for the Modernising Business Registers program which 
will progressively bring together more than 30 ASIC registers and combine them with the 
Australian Business Register on a new single platform. These modernised registry services 
will be provided through the Australian Business Registry Services (ABRS). The ABRS 
supports streamlined business registry interactions and maintains trusted registry data used 
to unlock social and economic value for the Australian community. Our focus for 2020–21 
was to commence establishing the ABRS, including the creation of a brand and identity to 
reflect our service promise and the scope of the new service. We also continued to design 
the optimised services to be offered by the ABRS through collaboration with our key 
stakeholders.  

• The new director identification number (director ID) system was deployed to private 
beta in March 2021; the first major deliverable on the newly established ABRS 
platform. The first director ID was successfully issued on 20 April 2021 as part of 
business verification testing, allowing private beta testing of the online director ID 
services to commence. 

• We removed close to 150,000 inactive and ineligible ABNs. The cancellation of ABNs 
was balanced with providing support for businesses impacted by COVID-19 and the 
need to ensure the integrity and accuracy of the business population on the ABR. The 
ABR also supported the integrity of JobKeeper and Cash Flow Boost through the 
requirement for entities to have an ABN. 

• We increased the use of ABRS data as a national dataset, with 407 government 
agencies now using ABR Explorer (target was 400 agencies) and 29 government 
agencies using ABR Connect (target of 16 agencies). In the community, there were 
1.8 billion ABN look up searches (up 20% from last year) against a target of 1.5 billion 
searches.  

The 2020–21 savings estimated by reducing administrative costs for government due to the 
introduction and use of the ABR are $2.1 billion, an increase of 7.7% on the previous savings 
of $1.95 billion. The result indicates that the ABR program initiatives continue to deliver 
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savings to business and government through reducing the reporting burden, minimising cost 
to businesses and enhancing business interactions through natural-based systems. 

Improvements to Single Touch Payroll 
We delivered Single Touch Payroll (STP) enhancements in 2021, with 782,000 employers 
reporting through STP, covering 12.7 million employees.  
Improvements included: 

• strengthening STP data sharing with Services Australia to support more efficient 
administration of the social security system 

• deploying a whole-of-government solution for agencies to automatically exchange 
data, resulting in improved client services. 

STP Phase 2 reporting becomes mandatory from 1 January 2022 when the service will be 
expanded to include additional payroll information from employers. This expansion will 
reduce the reporting burden for employers who need to report employee information to 
multiple government agencies. It will also make it easier for people to claim their 
entitlements.  

Use of data and analytics 
Data and analytics integration enable us to engage early with clients to help them get things 
right from the start and to identify those who are not doing the right thing. In 2020–21, we 
used our data and analytics technology to pre-fill over 85 million pieces of data, including 
information relating to COVID-19 support measures for employees. We also: 

• issued 97% of JobKeeper payments within four days with the help of online eligibility 
checks 

• made over 160 data exchanges with federal and state government agencies to 
support their response to COVID-19 

• validated over 100 data files to help financial institutions consider refinancing loan 
applications from small businesses as part of the COVID-19 Banking – Bridging 
Finance JobKeeper Enrolment Data Matching legislated work program 

• prevented over 240,000 ineligible entities from receiving cash flow boost credits using 
our system-based checks 

• provided over 360,000 real-time prompts to taxpayers to check amounts in their 
2019–20 income tax returns, resulting in an estimated $41 million revenue protected, 
as well as saving those taxpayers from subsequent compliance action and the risk of 
penalties 

• sent over 140,000 nudge messages to clients to consider the tax consequences of 
their cryptocurrency sales 

• implemented system improvements and enhanced automation that led to faster 
processing of refunds and notices of assessment and contributed to a decrease in 
interest paid on overpayments. The amount of interest paid on overpayments was 
$61.5 million in 2020–21, compared to $121 million in the previous year.  
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Cross-government data sharing 
We take an active role in data sharing across all levels of government. For example, we 
provided data on Single Touch Payroll and stimulus measures to the Department of Treasury 
and the Australian Bureau of Statistics to provide broader insights into the economic impacts 
of COVID-19. We also provided data to Services Australia enabling them to deliver services 
to the community and ensure appropriate access to COVID-19 related financial assistance. 

We are collecting more data than ever before, and understand the Australian community 
continues to be concerned about how large organisations use, manage, draw insights from 
and share their data. To help maintain community trust and confidence, in June 2021 we 
published six ATO data ethics principles. These principles will guide how we conduct data 
and analytics activities and share data with other agencies. The data ethics principles are 
included in the ‘Safe, secure and inclusive’ mandatory training for staff, which is refreshed 
annually. 
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Regulators are open and transparent in their dealings 
with regulated entities 
The following table shows the measures of good regulatory performance and the related 
metrics. The results of the metrics and analysis are outlined in the Appendix. 

Measure Description Metric(s) 

5.1 Ensure risk-based frameworks are publicly available in a format 
which is clear, understandable and accessible. 

– 

5.2 Be open and responsive to requests from taxpayers regarding the 
operation of the tax and superannuation systems, and approaches 
implemented by the ATO. 

S7, S8 

5.3 Ensure performance measurement results are published in a timely 
manner to ensure accountability to the public. 

– 

5.4 Ensure disputes are dealt with in an open and transparent manner. S6 

Note 

(a) There are no specific metrics for measures 5.1 or 5.3, as per the ATO Regulator Performance Framework. 

Self-assessment rating: Good 
This assessment is based on the results of the metrics relating to each measure and the 
examples of how we are open and transparent in our dealings with regulated entities. 

Summary of metric results 
Performance improved for two of the three metrics for this KPI and declined for the other. 

Community perceptions of confidence in the ATO increased overall. Perceptions of fairness 
in disputes remained stable with regard to the process but declined with regard to the final 
decision. 

Activity-based examples 

Governance arrangements 
Our governance arrangements support the Commissioner in leading the ATO, setting our 
strategic direction and ensuring we meet our commitments to government and the 

KPI 5 performance summary 
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community. Arrangements we have in place to assist us in implementing the principles and 
objectives of corporate governance include:  

• sound governance structures  
• integrated fraud and risk management  
• open and transparent operations  
• being accountable to our stakeholders.  

We fulfil our corporate governance responsibilities by complying with accountability 
requirements in legislation and policy and meeting public expectations of good management. 
We regularly review our corporate governance arrangements and ensure our staff have 
training and information on how the ATO is governed and how we are all held to account. 

Taxpayers’ Charter and management of complaints 
Our Taxpayers’ Charter outlines clients’ rights and obligations. It explains what clients can 
expect from us in administering the tax and superannuation systems and outlines our 
commitment to dealing with clients in a way that is professional, considers their 
circumstances, and provides them with relevant information. We are committed to following it 
in all our dealings. Our performance against the Taxpayers’ Charter in 2020–21 can be 
considered satisfactory, with a slight improvement in client and community perceptions when 
compared to 2019–20.  

The ATO continues to focus on improving the experience of our clients. Complaints, 
feedback and compliments provide valuable insights that help us to enhance our services. 
The ATO’s delivery of the COVID-19 stimulus measures, which benefited millions of 
Australians, had a flow-on effect to complaints. During 2020–21, we received around 6,300 
complaints related to these measures. Across all categories, we received 24,740 complaints 
in 2020–21; almost equalling the 2019–20 figure of 24,778 (which was also affected by 
COVID-19).  

Complaints continue to represent a very small proportion of our interactions with clients. Of 
the 19.5 million tax returns lodged annually, about 0.1% of our interactions resulted in 
complaints. We met our service commitment target, with a complaint finalisation result of 
85% resolved in 15 business days or within the date negotiated with the client. 

We also received 2,578 items of feedback, which most often related to enhancements to our 
digital services, as well as our communication products and channels. In addition, we 
received 2,051 compliments from the community. This recognised our efforts to deliver good 
client experiences, often relating to positive interactions with our staff, as well as the delivery 
of stimulus measures and our digital services. 

External scrutiny 
External scrutineers provide independent reviews of the ATO’s operation – either as a result 
of their own annual program of work, or in response to concerns raised by members of the 
public and the Australian Parliament. Reviews help us to identify options for improving 
services to our clients, address potential barriers to willing participation, and ensure the 
successful delivery of outcomes in our administration of the tax and superannuation systems. 
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The Inspector-General of Taxation and Taxation Ombudsman (IGTO) released the following 
reviews and reports in 2020–21:  

• Death and Taxes: An investigation into ATO systems and processes for dealing with 
Deceased Estates (July 2020) 

• Aspects of the ATO’s Administration of JobKeeper and Boosting Cash Flow 
Payments for New Entities (December 2020) 

• An investigation and exploration of Undisputed Tax Debts in Australia (June 2021). 

The ATO and IGTO have worked together to ensure complaints are directed and escalated 
through the right channels. This streamlining of processes has contributed to a significant 
reduction in the number of complaints the ATO received via the IGTO, compared to previous 
years. In 2020–21, the ATO received 686 complaints via the IGTO (compared to 1,382 in 
2019–20). Of these: 

• 161 complaints (23.5%) had not previously been lodged with us and were 
subsequently transferred back to our complaint-handling process 

• 525 complaints (76.5%) were referred to us to provide a response to the IGTO for 
resolution with the client. 

IGTO-reported complaints encompass assistance and assurance, and are more enquiry-like 
in nature. 

Management of objections and disputes 
During 2020–21, we resolved over 29,800 objections. There were 668 applications for Part 
IVC review or appeal to the Administrative Appeals Tribunal (AAT) or other courts, with 593 
decisions made either in relation to these applications or applications made in earlier years. 

This year we prioritised the resolution of stimulus objections that arose from the coronavirus 
economic response packages to ensure members of the community had certainty on their 
eligibility and information on alternative support available. 

We work with taxpayers to resolve disputes as early as possible. As part of good 
administration, we regard settlement as an important mechanism for resolving disputes. The 
Independent Assurance of Settlements (IAS) program reviews and advises on our largest 
and most significant settlements. This is to provide the Australian community with confidence 
that our settlements and settlement processes are fair and reasonable, and consistent with 
legal principles. In 2020–21, 18 settlement cases were reviewed under our Independent 
Assurance of Settlements Program.  
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Regulators actively contribute to the continuous 
improvement of regulatory frameworks 
The following table shows the measures of good regulatory performance and the related 
metrics. The results of the metrics and analysis are outlined in the Appendix. 

Measure Description Metric(s) 

6.1 Establish cooperative and collaborative relationships with stakeholders to 
promote trust and improve the efficiency and effectiveness of the 
ATO administration. 

S9, A1 

6.2 Engage stakeholders in the development of options to reduce compliance 
costs. 

A1 

6.3 Regularly share feedback from stakeholders and performance information 
with policy departments to improve the operation of the tax and 
superannuation systems and associated administrative processes. 

– 

Note 

(a) There are no specific metrics for measure 6.3, as per the ATO Regulator Performance Framework. 

Self-assessment rating: Good 
This assessment is based on the results of the metrics relating to each measure and the 
examples of how we contribute to the continuous improvement of regulatory frameworks. 

Summary of metric results 
Performance improved for one of the three metrics for this KPI, one remained broadly stable, 
and one is based on activities. 

Strong results relating to our engagement and sharing of information with stakeholders and 
working with government agencies to contribute to improvements in the operation of the tax 
and superannuation systems, are outlined in the following activity-based examples.  

KPI 6 performance summary 
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Activity-based examples 

Advising Treasury and government 
The tax and superannuation systems need to continually evolve to remain fit for purpose in 
underpinning Australia’s revenue base. The ATO uses insights from the data we hold and 
our understanding of our clients to provide advice to Treasury and government on how 
proposed policies will operate in practice. We apply technical expertise to contribute to the 
design of new measures, helping to achieve the policy intent while ensuring integrity in the 
system and making it easy for taxpayers to meet their obligations or claim their entitlements. 
The ‘influence’ KPI measures the effectiveness of the ATO and Treasury partnership and 
was rated as very good, meeting the 2020–21 target (‘good’).  

In 2020–21, we contributed policy and legislative advice to two Federal Budgets and the 
Mid-year Economic and Fiscal Outlook (MYEFO) process, resulting in government 
announcements of 77 measures impacting the ATO and our clients. We also share our 
analytical expertise with Treasury to assist in advice to government and the community and, 
in 2020–21, we contributed: 

• policy costings 
• tax data to help with the analysis of economic trends and impacts from stimulus 

measures 
• revenue and expense forecasts, and data on the impact of JobKeeper on the 

community 
• input to the Tax Benchmarks and Variation Statement published by Treasury. 

Tax practitioner support 
Our engagement programs for tax practitioners are designed to foster strong working 
relationships and help us understand tax practitioners’ needs and areas of concern. This 
enables us to make improvements and tailor our interactions and services to meet those 
needs.  

Our supported lodgment program offers tailored support to registered tax agent and BAS 
agents (registered agents) where their practice has been affected by issues such as illness, 
loss of a key staff member, or COVID-19. We also undertook an extensive communications 
program to help tax practitioners understand stimulus measures and how their clients could 
access these measures, and how to treat the various types of payments received or 
expenses incurred as a result of the pandemic. 

Following the release of Online services for agents in 2019, we continue to build 
contemporary solutions and digitise more of our outbound communications. Over 40% of 
registered agents are now using our communication preferencing service, enabling them to 
receive digital correspondence on behalf of their clients. Over one million pieces of 
correspondence have been delivered to registered agents digitally since the service was 
deployed in early 2020. In 2021–22, we will deliver work to allow digital service providers to 
build this functionality into their software, supporting agents to manage their client 
communication through their natural systems. 
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Collaboration with digital partners 
We partner with and provide valuable support to a growing number of digital partners, 
including digital service providers (DSPs), other government agencies, third parties, and 
industry representatives. We co-design future digital and analytical solutions with our 
partners to improve the tax and superannuation experience for the community throughout the 
various stages of software development. Our Digital Partnership Office provides critical and 
specialised support to industry to ensure they can successfully adopt, develop and consume 
ATO digital services and ATO-maintained ‘whole-of-government’ services. The work we 
undertake with our digital partners and their representatives serves as a key element of our 
success in building better tools for clients, whether they deal with us via ATO online services 
or through commercial software.  

We collaborate with our digital partners on the design of future services and to improve the 
operation of the tax and superannuation systems by streamlining and integrating digital and 
analytical solutions. Comprehensive support is also provided to DSPs by:  

• providing ‘on-boarding’ and technical support throughout their full software 
development lifecycle – design, build, test, certify and live production incident 
management 

• implementing support for new projects and digital services 
• sharing important research and intelligence with our partners to inform the strategic 

direction of our digital offerings for the community 
• informing about upcoming consultations and engagements (many of which the ATO 

leads and facilitates) 
• supporting the broader industry via presenting important information at industry 

events. 

This year we supported over 550 DSPs and conducted over 100 consultation exercises to 
collaborate and co-design new services, including JobKeeper Payment Scheme extension, 
JobMaker Hiring Credit scheme, Modernising Business Registers, STP Phase 2, Digital 
Services Gateway, Tax Time 2021 and SMSF Rollover version 3. We also consulted with 
over 50 DSPs to undertake a review of the DSP Operational Security Framework, resulting in 
an improvement to our security requirements and reducing the risk of exposure of ATO client 
data through application programming interfaces. As part of this, we established a set of 
minimum requirements for tax practitioners to uplift client verification processes.  

Our proposed future changes (including the introduction of a ‘Strategic Partner’ model) will 
ensure we are well placed to continue supporting and engaging DSPs, and to work together 
on our future service offerings. 
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The following table shows the metrics we use to assess our performance – and their 
alignment across the measures for each KPI. 

Outcome-based metrics 

Metric Description Measure 

1 Number of complaints received 1.2 

2 Adjusted median cost to individual taxpayers of managing their tax 
affairs 

1.3  

3 Reduction in the administrative cost to businesses and government in 
dealing with each other 

1.3  

4 Proportion of inbound transactions received digitally for key services 1.2  

5 Key digital systems availability 1.2  

6 Service commitment – 85% of complaints received are resolved in 15 
business days, or within the date negotiated with the client 

2.2  

7 Service commitment – 80% of private rulings are finalised in 
28 calendar days of receiving all necessary information 

2.2  

8 Elapsed time in days for private rulings 2.1, 2.2 

9 Average cycle times for objections 2.2 

10 Cost to collect $100 3.1 

11 Total revenue effects – Tax revenue from all compliance activities 3.1, 3.2, 3.3 

12 Increased use of the ABR as the national business dataset 4.3 

13 Proportion of ABN applicants obtaining a decision online at the point of 
application 

4.2 

14 Tax returns – Proportion of items that are pre-filled 4.2, 4.3 

 

  

Appendix: Metric results and 
analysis 
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Results – outcome-based metrics 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 1 - Number of complaints received 19,826 24,778 24,740 

The ATO continues to focus on improving the experience of our clients. Complaints, 
feedback, and compliments provide valuable insights that help us to enhance our services. 
The ATO’s delivery of the COVID-19 stimulus measures, which benefited millions of 
Australians, had a flow-on effect to complaints. During 2020–21, we received around 6,300 
complaints related to these measures. In total, we received 24,740 complaints in 2020–21; 
almost equalling the 2019–20 figure of 24,778 (which was also affected by COVID-19). 

We met our service commitment target, with a complaint finalisation result of 86% resolved in 
15 business days or within the date negotiated with the client. 

Complaints continue to represent a very small proportion of our interactions with clients. Of 
the 19.5 million tax returns lodged annually, about 0.1% of our interactions resulted in 
complaints. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 2 - Adjusted median cost to 
individual taxpayers of managing their 
tax affairs 

(2020–21 performance target: Remain 
steady) 

Unchanged(a) on 
prior year result 

 
(2017–18 
returns) 

2.5% decrease 

 

 (2018–19 
returns) 

3.0% decrease(b) 

 

 (2019–20 
returns) 

Notes 

(a) The unchanged result for 2018–19 reflects a 0.2% increase in the adjusted median. 

(b) The calculation changed in 2020–21 to include only the ‘Other expenses incurred in managing tax affairs’ 
component of the relevant income tax return label. Using the previous method, the adjusted median is a 2.4% 
decrease. 

This measure shows any movement in the cost to individual taxpayers of managing their tax 
affairs. 

The adjusted(a) median cost of managing tax affairs for 2019–20 income tax returns 
decreased by 3.0% compared to the previous year(b) and the performance target is 
considered to be fully met.  

Taxpayers who do not report an amount at the relevant label in the tax return are not 
captured in this calculation. However, over recent years, the ratio of taxpayers claiming cost 
of managing tax affairs to the individual taxpayer lodging population has been declining. 
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The cost of managing tax affairs includes the costs of preparing and lodging tax returns and 
activity statements, fees paid to tax advisers, and the costs of tax reference material. While 
external market forces can influence these, our strategies for making it easier to comply 
through the provision of better guidance and advice and contemporary and digital services 
also influence this trend. 

(a) AWOTE – average weekly ordinary time earnings (for full-time adults) – is used to adjust these costs. 

(b) Calculation of median cost changed in 2020–21 to include only the ‘Other expenses incurred in managing 
tax affairs’ component of the relevant label in the income tax return. In previous years, the calculation 
additionally incorporated interest charged by the ATO, as well as litigation costs. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 3 – Reduction in the 
administrative cost to businesses 
and government in dealing with 
each other 

(2020–21 performance target: 
$1.98 billion) 

$1.55 billion $1.95 billion $2.11 billion 

The annual calculation of the reduction in the administrative cost to businesses and 
government in dealing with each other is an estimate that is derived using a methodology 
that is regularly independently reviewed and updated with actual figures. The latest review of 
the figures and methodology was undertaken in 2020–21. The annual savings estimated for 
the 2020–21 financial year are $2.1 billion, an increase of 7.7% on the previous savings of 
$1.95 billion. 

The result indicates that the ABR program initiatives continue to deliver savings to business 
and government through reducing the reporting burden, minimising cost to business and 
enhancing business interactions through natural-based systems. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 4 – Proportion of inbound 
transactions received digitally for key 
services 

(2020–21 performance target: 90%) 

89% 91% 94% 

In 2020–21, 94% of inbound transactions were received digitally for key services, an 
increase of 3 percentage points on the previous year. 

Online lodgment of the taxable payments annual report (TPAR) increased by 19 percentage 
points over the same period, due to flow-through effects of the TPAR online form introduced 
in June 2019. 
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Online payment arrangements continue to increase, and this year’s result is 4 percentage 
points higher than 2019–20. 

Significant drops in client-initiated role cancellations were experienced from July 2020 as a 
result of declining economic activity due to COVID-19. The year-on-year drop of 
approximately 22% peaked in early 2021. Role cancellation rates returned to usual levels by 
June 2021. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 5 – Key digital systems 
availability 

(2020–21 performance target: 99.5% 
excluding planned outages) 

99.5% 99.7% 99.9% 

Measuring availability of our digital systems ensures we understand the reliability of services 
for clients interacting digitally. In 2020–21, the overall result was 99.91% (99.9% when 
rounded to one decimal place), a 0.2 percentage point increase from the previous year and 
exceeding the current availability target. 

The methodology for this measure comprises the availability of seven externally facing and 
two internal-facing key IT systems. Availability is the comparison between planned 
availability and actual availability of a system for users. 

For external-facing systems used by our clients and partners (community, tax and 
superannuation professionals, and software developers), the average availability was 
99.89%. For internally facing systems used by staff, the average availability was 99.98%. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 6 - Service commitment – 85% of 
complaints received are resolved in 15 
business days, or within the date 
negotiated with the client 

88% 83% 86% 

Although there was a continuation in the high number of complaints received (over 24,700 in 
2019–20 and 2020–21 compared with around 19,200 in 2018–19), the flexibility of the ATO’s 
front-line resources enabled us to adjust our efforts and redirect resources where needed. 
This saw a complaint finalisation result of 86% resolved in 15 business days or within the 
date negotiated, exceeding our target of 85%. 
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 Result 

Metric 2018–19 2019–20 2020–21 

Metric 7 - Service commitment – 80% of 
private rulings are finalised in 28 calendar 
days of receiving all necessary information 

88% 88% 81% 

81% of private rulings were finalised in 28 calendar days of receiving all necessary 
information, slightly below previous years’ results, but still exceeding the target of 80%. 

This demonstrates that the ATO continues to provide taxpayers with timely assistance and 
certainty on complex matters to enable them to meet their obligations. 

 Result 

 Average days  Median days 

Metric 2018–19 2019–20 2020–21  2018–19 2019–20 2020–21 

Metric 8 – Elapsed 
time in days for 
private rulings 

76 92 114  52 64 86 

There was an increase in both the average and median number of elapsed days to finalise a 
private ruling compared to 2019–20. In 2020–21 a combination of factors has placed upward 
pressure on the time taken to provide private rulings, including: 

 Interpretative assistance resources responding to priority advice areas including the 
changing COVID-19 environment and government stimulus measures 

 the increasingly complex nature of private ruling applications and sourcing all required 
information from the client in order to finalise the request 

 clients facing multiple external pressures such as supporting their business in a 
COVID-19 environment. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 9 – Average cycle times for 
objections 

(no 2020–21 performance target) 

76 days 101 days 97 days 

The average cycle time for objections has decreased since the prior year. The median cycle 
time also decreased from 69 days in 2019–20 to 49 days in 2020–21. In the 2020–21 year 
we received a higher number of objections (29,877) than in other recent years and about 
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40% of these were stimulus-related. The ATO prioritised the completion of stimulus-related 
objections due to the significant impact to taxpayers. Overall, stimulus objections had an 
average cycle time of 44 days, whereas non-stimulus objections had an average cycle time 
of 133 days.  

 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 10 – Cost to collect $100 

(2020–21 performance target: 
consistent with trend)  

$0.71 (incl GST) 

$0.64 (excl GST) 

$0.66 (incl GST) 

$0.62 (excl GST) 

$0.57 (incl GST) 

$0.54 (excl GST) 

The cost of collection measures the cost of collecting every $100 of cash collections.  

The cost to collect $100 decreased from $0.62 in 2019–20 to $0.54 in 2020–21, excluding 
GST and its administration costs. The decrease is largely due to a 10% increase in 
collections in 2020–21 and a 4% decrease in costs associated with collecting tax. 

The decrease in costs associated with collecting tax was due to the ATO’s continued 
response to the global COVID-19 pandemic. Support of the government stimulus measures 
continued in the first quarter of 2020–21, with work returning to usual business activities in 
the second half of the year. 

The significant increase in revenue resulted from the recovery in economic conditions and 
strong commodity prices. The fluctuations in revenue experienced over the last two years is 
expected to settle and move back towards pre-pandemic levels as the economy continues to 
recover. Uneven economic recovery may result in an unstable cost of collection ratio in the 
proceeding years. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 11 – Total revenue effects 
(tax revenue from all compliance 
activities) 

(2020–21 performance target: 
$15 billion) 

$15.3 billion $13.7 billion $11.5 billion 

The total revenue effects measure is an estimate of the additional tax revenue that comes 
from our client engagement activities and is a combination of audit yield and wider revenue 
effects. In 2020–21, total revenue effects was expanded to also include the reduction and 
collection of overpayments from administered stimulus programs. 

Total revenue effects continued to be affected this year by a range of factors relating to 
COVID-19, including taxpayers’ ability to pay, our cautious approach to compliance, applying 
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penalties and interest, debt recovery, and our focus on supporting the Australian community 
in delivering the government’s stimulus measures. In 2020–21, total revenue effects was 
$11.5 billion against a performance target of $15 billion. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 12 - Increased use of the 
ABR as the national business 
dataset  
- government agencies 

 

 

- community 

 
 
(2020–21 performance target: 
Agencies – 400 using ABR Explorer, 
16 using ABR Connect 
Community - 1.5 billion ABN Lookups) 

 

368 agencies using 
ABR Explorer 

(18% increase) 

17 agencies using 
ABR connect 

 

1.445 billion ABN 
Lookup searches 
(40% increase) 

 

405 agencies using 
ABR Explorer (10% 

increase) 

27 agencies using 
ABR connect (58% 

increase) 

1.519 billion ABN 
Lookup searches 

(5% increase) 

 

407 agencies using 
ABR Explorer 

 

29 agencies using 
ABR connect 

1.821 billion ABN 
Lookup searches 
(20% increase) 

The consumption of ABR data by government agencies and the community continues to 
increase through a variety of channels, including ABR Explorer, ABR Connect and ABN 
Lookup. 

In 2020–21 we exceeded all targets for the increased use of the ABR as a national business 
dataset, with the number of agencies using ABR Explorer increasing to 407. This result was 
achieved while transitioning users to myGovID as the access and authentication method for 
ABR data, replacing AUSkey. 

The number of agencies using ABR Connect increased to 29 agencies in 2020–21. ABN 
Lookup searches increased to 1.8 billion, an increase of 20% over the previous year. ABN 
Lookup contributes to public value as a key data and information source for decision-making 
purposes. It is used by information brokers, businesses, government entities and the 
community – for example, to check who a business or person is dealing with and to pre-fill 
forms.  

We support the increased use of ABR data by working with government agencies to provide 
them with access to customised ABR datasets that support service delivery, planning, and 
policy development. This year we supported many agencies across all levels of government 
to respond to natural disasters and COVID-19 – for example making sure businesses are 
eligible for stimulus payments by validating their ABN and GST status. 
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 Result 

Metric 2018–19 2019–20 2020–21 

Metric 13 - Proportion of ABN applicants 
obtaining a decision online at the point of 
application  

(2020–21 performance target: 80%) 

96.5% 96.0% 95.0% 

The proportion of ABN applicants obtaining a decision online at the point of application was 
94.95%. This result is a minor decrease of 1% on 2019–20 result and was due to placing a 
higher level of scrutiny over ABN applications to ensure the integrity of COVID-19 economic 
stimulus measures. However, we still exceeded the target of 80% by 15%. 

There is a cost to both businesses and government as a result of delays in issuing ABNs: 

 Businesses can experience a loss of income, delays in being able to invoice clients for 
work done and loss of accessing business discounts. 

 Government impacts can include lost taxation revenue and additional welfare payments 
while clients are waiting for their ABN to commence their business. 

Changes to the ABN application process were implemented in March 2019. These changes 
were designed to assist applicants to understand their entitlement to an ABN and their 
obligations. This helps deter those applicants who are not entitled and reduce reverse 
workflow in cancelling these at a later point if they are not entitled to an ABN. These changes 
have increased the accuracy of data on the register, resulting in savings for businesses and 
government agencies using this data. These changes did not materially impact applicants 
obtaining a decision online at the point of application as ineligible applicants are refused on 
the spot. 

This continues to demonstrate the improvements in the process used by businesses in 
applying for an ABN, in particular a reduction in delays and the associated reduction in lost 
income arising from these delays. 

 Result 

Metric 2018–19 2019–20 2020–21 

Metric 14 – Tax returns - Proportion of 
items that are pre-filled 

(2020–21 performance target: 85%) 

87.9% 87.1% 89.5% 

This year’s result of 89.5% for pre-filled data items unchanged is an increase of 2.4% on the 
previous year and is partly attributed to introducing a small tolerance for minor rounding and 
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calculation errors. It is also partly due to our work with key reporters to ensure they provide 
quality data as early as possible. 

The economic impacts of the COVID-19 pandemic resulted in a significant number of early 
lodgments in July 2020, as taxpayers sought to receive their 2019–20 tax return refunds. 
These lodgments were made before pre-fill data was available. 

The result is solely focused on individuals who are not in business. It reflects the proportion 
of their total income where our pre-filling matches their final income tax result within the 
tolerance. This measure uses a dollar-based systems assurance approach, where pre-filling 
makes it easier for our clients to meet their obligations and increases trust and confidence in 
the accuracy of final tax outcomes. 

The measure previously used tax return data from two years prior, to allow sufficient time for 
lodgment program periods to be completed and results to be assured by the ATO. From 
2020–21 onwards, we are using data from the year immediately prior, to provide a more 
timely assessment. The calculation is still undertaken after the formal lodgment cycle has 
been completed. 
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Survey-based metrics 

Metric Description Measure 

S1 Community Confidence factor - Easy 1.1  

S2 Community Confidence factor - Helpful 1.2 

S3 Community Confidence factor - Timely 2.2 

S4 Community Confidence factor - Effective 2.3  

S5 Client survey – In the past 12 months, the ATO appears to be 
integrating its services better with other government departments 

4.1 

S6 Perceptions of fairness in disputes 5.4 

S7 Community confidence in the ATO 5.2 

S8 Community Confidence factor - Fair 5.2 

S9 Working together - Partner perceptions of how the ATO is working 
together with them to administer the tax and superannuation 
system 

6.1 

Results – survey-based metrics 

 Result(a) 

Metric 2018–19 2019–20 2020–21 

Metric S1 – Community Confidence 
factor – Easy 65/100 67/100 70/100 

Metric S2 – Community Confidence 
factor – Helpful 68/100 69/100 71/100 

Metric S3 – Community Confidence 
factor – Timely 63/100 64/100 66/100 

Metric S4 – Community Confidence 
factor – Effective 63/100 64/100 66/100 

Metric S5 – Client survey – In the past 
12 months, the ATO appears to be 

61/100 individuals 
(48% net agree) 

63/100 individuals 
(51% net agree) 

63/100 individuals 
(53% net agree) 
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 Result(a) 

Metric 2018–19 2019–20 2020–21 

integrating its services better with other 
government departments 61/100 business 

(46% net agree) 

 

62/100 business 
(50% net agree) 

64/100 business 
(53% net agree) 

Metric S6 – Perceptions of fairness in 

disputes 

- process was fair 

 

- final decision was fair 

 

53/100(b) 
(49% net agree) 

59/100(d) 
(57% net agree)  

 

57/100(c) 
(52% net agree) 

66/100(e) 
(65% net agree) 

 

57/100 
(54% net agree) 

58/100 
(58% net agree) 

Metric S7 – Community confidence in 
the ATO 65/100  66/100 68/100 

Metric S8 – Community Confidence 
factor – Fair 61/100 64/100 68/100 

Metric S9 – Working together – Partner 
perceptions of how the ATO is working 
together with them to administer the tax 
and superannuation system 

64/100 

 

 

67/100 
 

 

 

71/100 
 

 

Notes 

(a) Performance target for all survey-based measures is improved or broadly stable compared to the previous 
year result. 

(b) Result was incorrectly published as 57/100 in the 2018–19 ATO Regulator Performance Framework 
self-assessment report. 

(c) Result was incorrectly published as 61/100 in the 2019–20 ATO Regulator Performance Framework 
self-assessment report. 

(d) Result was incorrectly published as 67/100 in the 2018–19 ATO Regulator Performance Framework 
self-assessment report. 

(e) Result was incorrectly published as 63/100 in the 2019–20 ATO Regulator Performance Framework 
self-assessment report. 

Overall results for ATO survey-based metrics improved significantly in 2020–21. We use 
community perceptions to understand the changing expectations of the community over time, 
respond to concerns we are hearing, and build trust and confidence. 

We undertook 9 survey metrics, with a total of 11 results (including sub-components of 
metrics). Of these 11 results, compared to 2019–20: 

 two improved by four index points 
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 one improved by three index points 

 five improved by two index points 

 two remained stable 

 one declined. 

Community confidence in the ATO was tracking above target throughout the 2020–21 year.  

In the first quarter, confidence was at its highest ever point of 70/100, reflecting our ability to 
deliver COVID-19 stimulus packages, while maintaining the quality of the tax and 
superannuation systems. The results reduced slightly over the next three quarters to 67/100 
for quarter four. 

The overall confidence score for 2020–21 was 68/100, which is higher than the 2019–20 
score of 66/100, and above the target of 65/100. 

In 2020–21 the overall result for partner perceptions of how the ATO is working together with 
them to administer the tax and superannuation systems was 71/100. This is an increase of 
4 points on the previous year and achieves the target of equal to or better than the 2018–19 
result (64/100). 

This measure captures perceptions from tax professionals, APRA-regulated superannuation 
entities and DSPs. Perceptions across DSPs and APRA funds have significantly improved 
again this year. 

The improved result reflects our continued investment in enhancing our partner relationships, 
including: 

 co-designing the early release of super (ERS) policy response to COVID-19 with the 
APRA fund industry – over three-quarters of industry participants involved were satisfied 
with the level of engagement and consultation 

 engaging with APRA funds to produce guidance about existing initiatives such as 
re-uniting superannuation and the implementation of SuperStream rollovers version 3 

 engaging with DSPs to provide support around new initiatives, responses to economic 
stimulus measures, product roadmaps, industry perspectives and challenges, and 
knowledge sharing – to collectively deliver benefits to the community 

 supporting tax practitioners with their lodgment requirements through deferrals and a 
flexible, empathetic approach as part of our ongoing natural disaster and COVID-19 
response, and providing ongoing assistance with Online services for agents  

 keeping tax practitioners and their representative bodies informed through the Tax 
Practitioner Steering Group, the Key Agent Program, speaking events and dedicated tax 
practitioner communications. 

Community perceptions of our fairness also increased by four points to 68/100, reflecting our 
ongoing focus on improving timeliness. In regard to disputes, perceptions that the process 
was fair remained stable, while perceptions the final decision was fair declined by eight 
points, broadly reverting back to 2018–19 levels.  
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Activity-based metrics 
The ATO undertakes a significant number of activities that help to deliver outcomes for the 
community, including the activities noted below. However, such metrics cannot tell us how 
effective our activities have been as an increase in activities does not necessarily lead to an 
improvement in performance, nor does a decrease in activities necessarily lead to a decline 
in performance. 

Activity 
metric Description Measure 

A1 Number of matters that have been consulted on 6.1, 6.2 

A2 Number of visits to the consultation page of ato.gov.au 1.1  

A3 Number of interpretive guidance products provided 2.1 

A4 Number of private rulings provided 2.1 

A5 Number of public rulings and determinations provided 2.1 

A6 Number of class rulings provided 2.1 

A7 Number of product rulings provided 2.1 

A8 Number of memorandums of understanding 4.3 

A9 Number of international information exchanges (including specific, 
spontaneous and automatic exchanges) 

4.3 

A10 Number of compliance audits, reviews and other checks 
undertaken 

4.4 

A11 Level of compliance with Protective Security Policy Framework 
mandatory requirements 

3.2 

– Measures with no specific outcome-based, survey-based or 
activity-based metrics 

5.1, 5.3, 6.3 

Results – activity-based metrics                                                                                                     

 Result  

Metric 2018–19 2019–20 2020–21 

Metric A1 – Number of matters that have been 
consulted on 32 32 45 

Metric A2 – Number of visits to the 
consultation page of ato.gov.au 12,266 13,408 9,879 
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 Result  

Metric 2018–19 2019–20 2020–21 

Metric A3 – Number of interpretive guidance 
products provided 51,584 53,191 53,442 

Metric A4 – Number of private rulings 
provided 5,285 4,126 3,977 

Metric A5 – Number of public rulings and 
determinations provided 54 51 40(a) 

Metric A6 – Number of class rulings provided 72(b) 75 84 

Metric A7– Number of product rulings 
provided 13 11 11 

Metric A8 – Number of memorandums of 
understanding 144 178 190 

Metric A9 – Number of international 
information exchanges (including specific, 
spontaneous and automatic exchanges) 

636 total 
exchanges 

(393 incoming, 
243 outgoing) 

518 total 
exchanges 

(367 incoming, 
151 outgoing) 

496 total 
exchanges 

(329 incoming, 
167 outgoing) 

Metric A10 – Number of compliance 
audits, reviews and other checks 
undertaken 

4.3 million 3.9 million 5.2 million 

Metric A11 – Level of compliance with 
Protective Security Policy Framework 
mandatory requirements 

Compliant - 
reporting 

requirements met 

Compliant – 
reporting 

requirements met 

Compliant – 
reporting 

requirements met 

Notes 

(a) The number of public rulings differs to that reported in the 2020–21 ATO annual report due to a correction 
identified after the report was published. This will be noted as a correction in the 2021–22 ATO annual report. 

(b) Result was incorrectly published as 62 in the 2018–19 ATO Regulator Performance Framework 
self-assessment report. 
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