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1. Methodology and Technical Notes 
 

 

Survey Intent 

Recognising the importance of tax practitioners (the collective term for Tax agents and BAS agents) to 

the overall functioning of the Australian tax and superannuation system, since 2003 the Australian 

Taxation Office (ATO) has conducted regular research with this audience.  The relationship between 

the ATO and tax practitioners has fluctuated substantially over that time, and engagement with tax 

practitioners is an important strategic consideration for the ATO.   

The ATO’s stated purposes for the 2013 tax practitioner research are “to assist in: 

 Understanding and shaping our engagement with tax practitioners; 

 Evaluating the effectiveness of our tax practitioner engagement strategies including the first 

year of implementing the Tax Practitioner Action Plan 2012-15; 

 Measuring our position against our Strategic Statement 2010-15; and 

 Measuring our performance against our service delivery expectations.”  

 

The survey instrument has evolved since 2003.  The planned 2013 tax practitioner research used an 

online methodology, with invitations to a modular online survey sent to a random sample of agents.   

The survey is structured around several themed modules, enabling a far greater number of questions 

to be asked than would be the case if all respondents completed all questions.  The modules are: Core 

(answered by all respondents), Perceptions, Service A, Service B and State of the Industry.  A Tax 

Practitioner Board (TPB) module was added for the first time, with the TPB being a co-sponsor of the 

survey in 2013.    

Starting from this basic methodology, Newspoll proposed a somewhat non-traditional approach to the 

conduct of the research.  With its modular structure and numerous multi-part questions, the survey 

includes something like 350+ individual data collection points.  This is clearly too many for them to be 

independently analysed and absorbed, and feedback from previous years and from other similar 

surveys suggested that the ATO was looking for a more synthesised output from the 2013 tax 

practitioner research.   

Newspoll’s approach involved senior stakeholders from both the ATO and the TPB developing a 

smaller series of “Big Questions” that the organisations hoped to at least partly answer through the 

survey.  A total of eight Big Questions were identified by the ATO, and four by the TPB (see section 2).  

The TPB module, being new, was designed in response to the Big Questions; while the ATO 

questionnaire was retro-fitted to the Big Questions as much as possible, with a small number of new 

questions added to specifically address elements of the Big Questions.   

Rather than attempting to document every single data item in the questionnaire in the same detail, 

the reporting seeks to use the combined survey outputs as an evidence base from which to answer 

the Big Questions.  In adopting this approach, it is hoped that a shorter, more focussed report will 

convey a higher level of interpretative and summative information than is the case in a traditional 

report. 
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Methodology 

The survey was conducted online with tax practitioners.  Initial invitations were sent in batches 

commencing on Monday 15 April.  Agents who had not completed the survey were sent three reminder 

emails through the fieldwork period, which finished on Friday 3 May. 

It should be noted that the fieldwork was conducted around a month later than in previous years.  As 

the response rate was within expected ranges and the results do not appear to have any evident but 

otherwise inexplicable skew, it does not appear that the change of timing has had any substantive 

impact on the survey results. 

The sample frame was the list of registered contact points held by the ATO for tax practitioner 

businesses – with both tax agents and BAS agents included.  After de-duplication and cleaning the 

ATO supplied sample files, a total of 24,777 records were available for invitation to the survey: 

1. 13,506 tax agents 

a. 10,605 tax agents for the ATO modules 

b. 2,901 tax agents for the TPB module (including tax agents who are registered, but who 

do not have active clients) 

 

2. 11,271 BAS agents for all ATO and TPB modules 

All tax agents in the TPB module sample were allocated to that module (due to their slightly different 

eligibility criteria than for the tax agents allocated to the ATO modules, who were required to have 

active clients).  The ATO allocated tax agent and total BAS agent sample was allocated to modules on 

a “least filled” basis – ensuring equal numbers in all modules.   

The overall response rate was 20% from tax agents sampled for the ATO modules and 21% from BAS 

agents (a combined sample for the ATO and TPB survey modules).   

 

 
Demographics Module 2

TPB 
Module

Completed by
445 Tax Agents
469 BAS Agents

16 Mins

TPB Tax Agent 
sample

2,901 invitations

ATO Tax Agent + Total BAS Agent Sample
10,605 Tax Agents + 11,271 BAS Agents

Demographics Module 1

Core Module
Completed by 2,173 Tax Agents + 1,880 BAS Agents 

Perceptions

Module

Completed by
543 Tax Agents
469 BAS Agents

14 Mins

Service A 
Module

Completed by
541 Tax Agents
473 BAS Agents

14 Mins

Service B 
Module

Completed by
543 Tax Agents
469 BAS Agents

11 Mins

State of 
the 

Industry 
Module

Completed by
546 Tax Agents
469 BAS Agents

16 Mins
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In total, 4,967 tax practitioners participated in the 2013 survey.  The numbers for each module are 

shown in the figure above.  All modules exceeded the desired minimum n=400 sample size for both 

agent groups, giving then a sample reliability of better than +5% at the 95% confidence level.  This 

literally means that we can be confident that 95% of the time, the ‘real’ result is within +5% of the 

survey result.  For the combined module sample sizes (approx n=1,000) the sample reliability is +3%; 

and for the Core Module (approx. n=4,000) the sample reliability is +1.6%. 

The various routes through the survey took between 11 minutes and 16 minutes on average for 

respondents to complete (see previous figure) – very close to the 12-15 minute target range.   

The survey was cognitively tested with 15 tax practitioners prior to launch, with extensive refinements 

made to the draft questions based on the feedback from these interviews. 

Approval for the project was obtained from the Statistical Clearing House at the Australian Bureau of 

Statistics. 

 

 

Who Participated in the Survey 

As with any survey, an important consideration when interpreting the results is to understand who has 

participated.  It is never possible to fully understand the nature of the respondent group and how it 

might vary from the total population; nor to know exactly how accurately or honestly questions have 

been answered see also the discussion of Limitations below.  Several steps are taken with an intent to maximise the 

representativeness of the respondents – including the use of an independent researcher to ensure 

confidentiality, cognitive testing of the questions to ensure interpretability, and reminders to boost 

response rates. 

While attitudinal representativeness cannot be assessed, the demographic representativeness of the 

sample can be assessed through comparison to the sample frame.  At the very least, this can tell us 

something about the sections of the population of interest who have chosen to participate.  In this 

case, we can look at the profile of the respondent group versus the total supplied sample on a number 

of variables – a) state, b) location (five levels of metropolitan to rural status) and c) the ATO’s 

classification of agents to “Tiers” based on size and client types.   

Comparison of the respondents and the original sample showed that the respondent sample was very 

closely matched to the supplied sample on all three of these variables (to <3%) – indicating that there 

were no geographic skews in the sample, and more importantly there were no skews based on Tier.   

A detailed breakdown of the profile of respondents can be seen in Section 3 in the Demographics 

Module tables.  As an indication of some of the other characteristics of respondents: 

 55% of tax agents provide services for 100+ clients; and 41% of BAS agents provide services 

for 11+ clients. 

 54% of tax agents provide services to businesses with a turnover of over $2 million.  Most of 

these spend less than 25% of their time on behalf of clients with over this level of annual 

turnover. 

 35% of tax agents and 69% of BAS agents are sole practitioners.  Less than 10% of tax agents 

and less than 5% of BAS agents are employed by businesses with 11 or more employees. 

 Around a quarter of tax agents and BAS agents are aged 44 or younger.  18% of tax agents 

and 7% of BAS agents are 65 or older. 
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Limitations 

As with any survey, there are a number of limitations that need to be considered when interpreting the 

results.  Limitations do not necessarily invalidate a piece of research, but they can significantly impact 

on how it can be interpreted and used for certain purposes.   

1. Non-Response: In any survey, there is always a question of whether the people who responded 

are significantly and systematically different to those people in the population who did not 

respond.  In this case, the question has several nuances – and considering the likelihood of 

skews in the respondent sample and how they might influence particular results is important: 

a. Are tax practitioners who are positively or negatively disposed to the ATO more or less 

likely to respond?  If so, the general balance of the sample might be skewed, and as 

global disposition seems to have an important general effect on the results, this would 

impact on the total population estimates. 

b. It is plausible that tax practitioners who are deliberately non-compliant in some way 

would be less likely to complete the survey – meaning that this (and potentially other) 

segment’s views may not be included at all in the survey sample. 

2. Sample frame does not perfectly match the target population: The target population for the 

survey is all tax practitioners, and the majority of the questions ask for individual responses 

(rather than practice responses).  However, the sample frame available for the survey does not 

perfectly match this target population – because in most instances there is just one registered 

email address for a tax practice in the ATO’s database.   

The impact of this is that only one tax practitioner per business will generally be surveyed – 

creating an artificial skew towards large practices being under-represented in the survey.  For 

any result where there is a significant difference based on business size, this limitation should 

be considered in interpreting the likely real-world situation. 

3. Modular survey means cross question comparisons cannot be conducted: Because 

respondents only complete some common questions, cross-tabulations or cross-analysis of 

questions is not possible.  While Core Module questions can mostly be analysed by the sub-

samples who completed other individual questions, no cross analysis is possible looking 

across modules (for example how answers in the Perceptions module correlate with answers 

in the Services modules). 

4. Correlation does not equal causation: When looking at patterns in survey responses, it is 

tempting to think that one result is the cause of another (eg: higher awareness of the features 

or benefits of a product is the cause of higher satisfaction with it).  However, in point-in-time 

surveys, only correlations can be identified – and the direction of causality cannot be 

concluded.  In the above example, it is just as plausible from the data that higher satisfaction 

with a product could result in respondents becoming more familiar with it, and therefore 

having higher awareness of its features or benefits.   

When interpreting the results of this survey, it is critical to remember that a relationship 

between two or more results tells us only that they move in particular ways with each other – 

which leads or causes the other cannot be determined from the data alone (and both may be 

independently caused by an entirely different factor). 

 

Limitations do not mean that survey results cannot be used – but they do mean that results cannot be 

extrapolated and used without consideration being given to the direction and magnitude of their likely impact.    
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2. Executive Briefing 
 

Big Question 1: What is the overall health of the system? 

Moderate – but improved from 2012.   

There is a lot to like about the health of the system as tax practitioners perceive it, and their 

perceptions are generally better than 12 months ago – but there are still areas for concern too.  While 

tax practitioners’ overall perceptions of the ATO are only moderate, few are actively negative towards 

it.  However, for every aspect measured there are at least small groups whose attitudes or perceptions 

are negative, and some are potentially concerning. 

 

 

Big Question 2: What is the nature of the relationship between tax practitioners 

and the ATO? 

The affective relationship between the ATO and tax practitioners appears to be functional – but is still 

some way off what might be expected from a strong and harmonious relationship.   

Tax practitioners feel generally well treated by the ATO - but not well engaged.  They do not feel well 

understood by the ATO, and a third feel the relationship is an area of high and immediate concern to 

the tax profession.   

Tax practitioners see quite distinct roles and responsibilities for the ATO and the TPB, and align their 

own role more closely with that of the ATO.   

However, for all responsibilities and possible interactions, there is substantial crossover between the 

ATO and the TPB for all of them.  Agents do not broadly associate any of these responsibilities with 

themselves. 

 

 

Big Question 3: Does the compliance posture of tax practitioners and / or their 

clients affect their perceptions? 

There does appear to be a relationship between tax practitioners’ compliance posture and wider 

perceptions which could plausibly affect how they influence clients to meet taxation obligations. 

There is a consistent trend for tax practitioners who do not agree that it’s “important for them and 

their clients to pay their fair share of tax” to feel less positive or strongly about many other aspects 

measured, albeit often only to a small magnitude.  In particular, there is evidence that tax practitioners 

with a more “non-compliant attitude” may be less willing to accept certain professional responsibilities 

– and this creates a possible mechanism by which they could then actively or passively have a 

negative impact on their clients’ participation in the tax system.   

From the survey data alone, it is possible to conclude that compliance posture probably has a small, 

incremental impact on tax practitioner behaviours and client outcomes.  

It must be noted that tax practitioners who are genuinely non-compliant in their attitudes and behaviours are also perhaps 

the least likely to complete the survey – and so there may well be a segment of the tax practitioner population where this 

relationship is much stronger, but which is invisible to the survey. 



2013 TPR ATO Report Page  |  6 

 

Big Question 4: What is it like to deal with the ATO - and does service quality 

relate to engagement and compliance? 

Tax practitioners largely report that the service they get from the ATO is good – and seems to have 

moved in a generally positive direction in 2013.  There is a statistical relationship between service 

quality and the desirable outcomes of engagement and compliance 

There is an evident relationship between perceptions of service and perceptions that the ATO is doing 

a good job engaging with tax practitioners.  There is a similar, but weaker, relationship between 

service perceptions and compliance posture.  While it is not possible to determine the direction of 

causality in these relationships – the fact that they exist at all suggests that quality service should be 

contributing to, or at least reinforcing, these desirable outcomes.  

 

 

 

Big Question 5: What do tax practitioners think of the ATO? 

Tax practitioners’ views of most aspects of the ATO are heavily influenced by their “global 

predisposition” towards the organisation.  The general pattern of results for many aspects of the 

survey reflects the general balance of globally positive, neutral and negative segments.   

Tax practitioners have varying views of the ATO.  Overall, between 50% and 80% of tax practitioners 

give positive ratings to most items across the survey – with these centring and concentrating on 

around two-thirds positive ratings.  This ‘average’ masks the presence of three segments who 

consistently answer most questions in either a positive, neutral or negative fashion.  

39% of tax agents and 49% of BAS agents are positively disposed to the ATO; and 20% of tax agents 

and 10% of BAS agents are negatively disposed.  The rest (31% of both groups) fall into a moderate 

middle ground.  It is the relative size of these segments that is probably the best indicator of how tax 

practitioners feel about the ATO, and which accounts for the typical pattern of results on most 

individual measures. 

 

 

 

Big Question 6: How do tax practitioners and their clients influence each other?  

Tax practitioners do have the opportunity to influence clients, and those who participated in the survey 

feel that they can positively influence most of their ‘at risk’ clients.  There is no evidence of active 

negative influence from the survey – but there are sufficient “grey areas” to leave open the possibility 

of passive ‘non-compliant’ influence (even if just ‘the absence of compliant influence’).   

There is less than ubiquitous acceptance of many obligations as part of tax practitioners’ professional 

responsibilities, and this is significantly lower for those agents who are globally negative towards the 

ATO.  This has a compliance implication for dissatisfaction amongst agents.   

Social norms of only moderate compliance in the wider taxpayer community and areas where the 

perceived effectiveness of the ATO is relatively low also create an environment where tax practitioners 

may consciously or unconsciously fail to exert a compliant influence on their clients. 
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Big Question 7: How do tax practitioners’ businesses operate, and what 

implications does that have for the ATO?  

Tax practitioners do not believe that the ATO has a very good understanding of the issues confronting 

them, and 28% reported that something the ATO had done from an operational or administrative 

perspective had had a negative impact on their business in the last 12 months.   

Tax practitioner businesses provide a very wide range of services and have quite varied service 

profiles.  For most tax agents, general tax work is their main work – but for BAS agents nearly a third 

report that general tax work is secondary to their main work.   

Perhaps in part related to that complexity and variability, only 35% of tax agents and 44% of BAS 

agents agree that the ATO has a good idea of the issues confronting tax practitioners - and 40% of tax 

agents and 21% of BAS agents actively disagree this is the case.    

34% of tax agents and 21% of BAS agents said something that the ATO has done (or not done) in an 

administrative or operational sense in the last 12 months negatively impacted on their business.  This 

proportion was higher for those tax practitioners who were globally negative towards the ATO, and / or 

who disagreed that the ATO has a good understanding of their issues.  Again, the direction of this 

relationship can’t be determined – but the correlation indicates that these perceptions are likely to be 

influencing and reinforcing one another. 

 

 

 

Big Question 8: How do tax practitioners want to deal with the ATO – when and 

why does this vary?  

There is a high degree of support and readiness for a move to predominantly electronic interactions 

with the ATO.  Despite practitioners generally being able to commonly use their preferred channels, a 

significant proportion still use non-electronic channels on some occasions due mainly to software 

limitations (tax agents) and client capabilities and preferences (BAS agents). 

Tax practitioners are generally, though not universally, supportive of moving to a predominantly 

electronic means of communicating and interacting with the ATO.  More than half are ready now for 

this, and most of those who are not report it would be easy to get ready.  Three-quarters feel positive 

about such a set up, though 15% feel negative (and this is highest amongst those who are generally 

negatively disposed towards the ATO at 28%). 

There is a good match between the ways tax practitioners report that they mainly interact with the ATO 

and the ways they would prefer to do so.  There is an interest amongst tax practitioners to make 

greater use of the Portal for making debt arrangements and for resolving administrative matters.   

Despite low preferences for paper lodging – a third of tax agents and a half of BAS agents have done 

so in the last 12 months.  For tax agents, the main reason seems to be around limitations of their 

software; while for BAS agents it is more about client set-ups and preferences for paper.   
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3. Reporting 
 

 

Structure  

The reporting of the 2013 tax practitioner research is structured around eight “Big Questions”: 

1. What is the overall health of the system? 

2. What is the nature of the relationship between tax practitioners and the ATO? 

3. Does the compliance posture of tax practitioners and / or their clients affect their perceptions? 

4. What is it like to deal with the ATO - and does service quality relate to engagement and 

compliance? 

5. What do tax practitioners think of the ATO? 

6. How do tax practitioners and their clients influence each other?  

7. How do tax practitioners’ businesses operate, and what implications does that have for the 

ATO?  

8. How do tax practitioners want to deal with the ATO – when and why does this vary?  

 

The survey itself consists of many hundreds of individual data collection points, and the majority of 

these have contributed in some way to developing an answer to one or more of the Big Questions.  

In this section of the report, the Big Questions are addressed based on evidence from across the 

survey.   

Key results are quoted statistically at some points, and themes and patterns summarised.  Question 

references are given in superscript text throughout this section (eg: P6) to identify the individual 

question which is being utilised.  The letter codes used are: 

C = Core module 

P = Perceptions module 

SA = Services A Module 

SB = Services B Module 

SI = State of the Industry Module 

 

In the following section of this report, data tables summarise the results from most of the individual 

questions in the survey (not including the TPB Module questions).  These are laid out in the order they 

appear in the questionnaire, and are referenced by the superscript notations throughout the text (eg: 
C1 = Core Module Question 1).  A Questionnaire Map and list of topics is included at the front of 

Section 3. 
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Interpretative Notes 

There are several conventions that have been used throughout the report, particularly in the various 

tables.  Some of these are used in combinations. 

 

Bold text and shading of cells is used to draw attention to the most common or otherwise 

significant answers. 

 

Green shading or text is used to highlight ‘good’ or positive responses. 

 

Red or pink shading or red text is used to highlight ‘bad’ or negative responses. 

 

Arrows are used to indicate results that are statistically significantly higher [] or lower [] 

than their immediate comparison (this is mostly used to identify where tax agent and BAS 

agent results are significantly different). 

 

 

Most of the individual questions use either a 5-point or an 11-point response scale.  These scales are 

used for several different concepts, such as (i) Agree  Disagree, (ii) Satisfied  Dissatisfied, or 

(iii) Useful   Not Useful.  For reporting and analysis, these scales are then interpreted as follows: 

5 Point Scales 1 2 3 4 5 

11 Point Scales 0 1 2 3 4 5 6 7 8 9 10 

 

 

 

 

 

 

 

NOTE: Throughout the report, the ‘total’ figures cited are the combined results from tax and BAS 

agents – and which give equal weighting to tax and BAS agents.  

Tax and BAS agent results are also separated or specified only where they are significantly different.  

Where no such differentiation is made, this means that there was no significant difference between 

the two agent types.   

 

 

*** Please also refer to the discussion of Limitations on interpretation in Section 1. *** 

 

Strongly Agree / Very Satisfied / Very Useful 

Total Agree / Total Satisfied / Total Useful 

 “Do Not Agree” (ie – disagree + neutral) 

Total Disagree / Total Dissatisfied / Total Not Useful 
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Big Question 1:   What is the overall 

health of the system? 

Moderate – but improved from 2012.  There is a lot to like about the health of the system as tax 

practitioners perceive it, and their perceptions are generally better than 12 months ago – but there 

are still areas for concern too.  While tax practitioners’ overall perceptions of the ATO are only 

moderate, few are actively negative towards it.  However, for every aspect measured there are at least 

small groups whose attitudes or perceptions are negative, and some are potentially concerning. 

 

Strong results 

 Far more tax practitioners think the ATO is doing a good job (66%) than think it is doing a bad 

job (12%) C1 - a significant improvement on the 57% in 2012; and far more think the ATO is effective in ensuring 

taxation obligations are met (64%) than think it is not effective (14%) C3. 

 92% believe it is important that they and their clients pay their fair share of tax C2. 

 Tax practitioners believe that around ¾ of all taxpayers are compliant P6 – see footnote 1. 

 89% of tax practitioners are satisfied with their job SI1 – not significantly different to 2012. 

 93% feel that their knowledge of tax legislation in their area is up to date SI10. 

 Only 3% expect staff numbers in their practice to decrease in the next 12 months SI2 – unchanged. 

 Around 4 in 5 expect to be still working in the industry in 2-3 years time SI15 – The question changed from 

2012, but the closest comparison figure is 78%, which is not significantly different. 
 

Considerations for improvement 

 8% of tax practitioners do not agree that it is important that they and their clients pay their fair 

share of tax C2. 

 1-in-3 tax practitioners do not agree the ATO is doing a good job C1, or that it is effective in 

making sure taxation obligations are met C3.  This includes 12% who actively disagree the ATO 

is doing a good job overall C1 – down from 19%, and 14% who disagree that it is effective C3.   

 Tax practitioners typically think 1-in-4 taxpayers are not compliant P6 – see footnote 1. 

 The complexity of tax legislation is an area of “high concern to the profession” for more than 

half of all tax practitioners, as is “continual changes to tax legislation” SI13.  7% do not agree 

that their knowledge of tax legislation in their area is up to date SI10. 40% of tax agents and 

28% of BAS agents “strongly agree” that it is hard to keep up to date with changes to tax 

legislation SI10. 

 5% of tax practitioners are dissatisfied with their jobs SI1 - Unchanged from 2012. 
 

Concerns 

 3% of practitioners disagree it is important they and their clients pay their fair share of tax C2.  

 37% of tax agents and 24% of BAS agents consider the relationship between themselves and 

the ATO to be an area of high concern to the profession which requires immediate 

improvement or attention SI13.  

                                                      

1 Based on average answers to questions in the form: “What proportion of all taxpayers nationally do you believe…” 
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Big Question 2:   What is the nature of 

the relationship between tax 

practitioners and the ATO? 

The affective relationship between the ATO and tax practitioners appears to be functional – but is still 

some way off what might be expected from a strong and harmonious relationship.  Tax practitioners 

feel generally well treated by the ATO - but not well engaged.  They do not feel well understood by the 

ATO, and a third feel the relationship is an area of high and immediate concern to the tax profession.   

 

Tax practitioners feel that the ATO treats them in ways consistent with service delivery expectations C11: 

 The ATO treats me courteously  ........................................................................ 82% 

 The ATO treats me respectfully ......................................................................... 79% 

 

However, the way they’ve found the ATO to have been over the last 12 months would suggest they 

don’t feel overly engaged C101, a view that is echoed in their explicit views on that topic: 

 Supportive .......................................................................................................... 62% 

 Open ................................................................................................................... 60% 

 Consultative........................................................................................................ 59% 

 Collaborative ...................................................................................................... 57%  
 

 The Auditor took my opinions into account when making a decision SB8 59%   

  2012 = 53% (but using a 5-point scale rather than the 11-point scale used in 2013) 
 

 ATO does a good job of engaging tax practitioners C13 .................................... 52%  

 

Only 2-in-5 tax practitioners feel the ATO has a good understanding of the issues confronting tax 

practitioners (39%) C14.  34% of tax agents and 21% of BAS agents indicated that the ATO had done 

something in an operational or administrative sense in the last 12 months that had had a negative 

impact on their business, though nearly as many indicated something that had had a positive impact 

(27% of tax agents and 19% of BAS agents) SB9. 

 

BAS agents are more likely than tax agents to agree that the ATO does a good job of engaging with 

them (BAS 57% v tax 48%) and less likely to disagree (tax 24% v BAS 11%) C13.  A similar pattern is 

seen with perceptions that the ATO understands the issues confronting tax practitioners– with 44% of 

BAS agents agreeing and 21% disagreeing, compared to 35% of tax agents who agree and 40% who 

disagree. 

 

Three quarters of tax practitioners were confident about the accuracy of the information they got on 

their last contact with the Premium Agent Phone Line SB4_1 – unchanged from 74% in 2012 – but only 60% agreed 

that they were likely to get consistent advice from a different ATO staff member if they called again on 

the same subject, and nearly a quarter (23%) actively disagreed with this SB4_3.  Interestingly, despite 
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only 60% expecting consistent specific advice from other ATO staff, 73% agreed that the general 

advice they get from ATO staff is likely to be consistent with information from other sources SB5_5.   

Overall, three quarters of tax practitioners felt that ATO staff are flexible when negotiating payment 

arrangements SB5_7.   

 

Around a third of tax agents (32%) and a fifth of BAS agents (18%) are aware of the Tax Practitioner 

Action Plan C20.  Those who are aware of the Action Plan are more positive about the ATO – though it 

cannot be known from this data whether awareness causes more positive perceptions, or whether 

those with more positive perceptions are more likely to become aware of the Action Plan see table below. 

  % of those 

aware of the 

Action Plan 

who agree: 

% of those 

not aware of 

the Action 

Plan who 

agree: 

C1 Overall, the ATO is doing a good job 72% 64% 

C2 It’s important that myself and my clients pay our fair share of tax 95% 91% 

C3 ATO effective ensuring people and businesses meet their taxation obligations 70% 62% 

C13 The ATO does a good job of engaging with tax practitioners 62% 48% 

C14 The ATO has a good understanding of the issues confronting tax practitioners 48% 35% 

 

37% of tax agents and 24% of BAS agents feel that the relationship between tax practitioners and the 

ATO is an area of “high concern for the profession which requires immediate improvement” – with 

another 40% who consider it of medium concern SI13.   

 

 

Tax practitioners see quite distinct roles and responsibilities for the ATO and the TPB, and align their 

own role more closely with that of the ATO.  However, for all responsibilities and possible interactions, 

there is substantial crossover between the ATO and the TPB for all of them.  Agents do not broadly 

associate any of these responsibilities with themselves. 
 

 SI14. Who is responsible for the following activities: ATO TPB Agents None 

SI14_6. Communicating changes in tax legislation to taxpayers 95% 
14%  

Tax=6% 
BAS=22% 

44%  
Tax=53% 
BAS=34% 

1% 

SI14_3. 
Promoting and encouraging taxpayer compliance with 
the tax system 

94% 
17%  

Tax=11% 
BAS=25% 

56% 0% 

SI14_4. 
Promoting and encouraging proper participation by 
taxpayers in the tax system 

93% 
16%  

Tax=10% 
BAS=23% 

49% 1% 

SI14_5. 
Promoting and encouraging proper participation in the 
superannuation system 

90% 
12%  

Tax=8% 
BAS=16% 

46% 5% 

SI14_1 
Identifying and dealing with unregistered [Tax/BAS] 
agents 

49%  
Tax=56% 
BAS=40% 

88%  
Tax=85% 
BAS=92% 

9% 1% 

SI14_8. Investigating breaches of tax agent services legislation 
42% 

Tax=30% 
BAS=57% 

81% 
Tax=89% 
BAS=71% 

3% 1% 

SI14_7. Regulating registered [Tax/BAS] agents 20% 94% 5% 0% 

SI14_2. Registering [Tax/BAS] agents 14% 94% 8% 0% 

Rows do not add to 100% because multiple responses were allowed. 
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Roles such as “promoting and encouraging participation and compliance” and “communicating 

changes to legislation” are seen as clearly the responsibility of the ATO (all over 90%).  Some also see 

these as responsibilities of agents, though to a much lesser extent than for the ATO (44-56%).  

More than half of the tax agents saw identifying and dealing with unregistered agents as a 

responsibility of the ATO; and more than half of all BAS agents felt it was an ATO responsibility to 

investigate breaches of tax agent services legislation – even though both of these roles were much 

more strongly seen as the responsibility of the TPB.  

Practitioners largely understand the TPB to be responsible for issues around the registration and 

monitoring of agents (80%+).  BAS agents are more likely than tax agents to ascribe a wider range of 

responsibilities to the TPB that are more strongly associated with the ATO. 

For all roles and responsibilities, no matter how strongly they are primarily associated with either the 

ATO or the TPB, there are substantial minorities (10-20%) who see it as the responsibility of the other 

organisation.  Clarity around some of these areas might be an important continuing communications 

challenge for both organisations.   

  

 

Similarly, there are tax practitioners who would consider using both organisations (as well as 

professional associations) as channels for a wide variety of things that they might need to do.  As with 

organisational responsibilities, there are clear primary channels for each – but substantial secondary 

channels as well. 

 

TPBQ15. Options would consider if needed to 
take the following action 

Through 
the ATO 

Through 
the TPB 

Through a 
professional 
association 
you are a 

member of 

Some 
other 
way 

Even if this 
situation 

occurred, I 
probably 

would not 
do this 

E 
Get information sent to you about changes to 
tax law 

78% 
37% 

Tax=20% 
BAS=53% 

41% 1% 1% 

C Make a complaint about the ATO 60% 30% 
27%  

Tax=32% 
BAS=21% 

2% 12% 

A 
Report a tax practitioner in your area who was 
not correctly registered 

26% 
Tax=31% 
BAS=22% 

73% 14% 0% 13% 

B 

Make a complaint about a tax practitioner in 
your area who was operating improperly in 
some manner 

26% 73% 19% 0% 12% 

F Make a complaint about the TPB 
24%  

Tax=19% 
BAS=29% 

59% 29% 1% 15% 

D 
Get advice about the criteria for registering as a 
Tax/BAS agent 

21% 87% 
23%  

Tax=16% 
BAS=29% 

0% 3% 

Rows do not add to 100% because multiple responses were allowed. 
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Big Question 3: Does the compliance 

posture of tax practitioners and / or 

their clients affect their perceptions?  

There does appear to be a relationship between tax practitioners’ compliance posture and wider 

perceptions which could plausibly affect how they influence clients to meet taxation obligations. 

There is a consistent trend for tax practitioners who do not agree that it’s “important for them and 

their clients to pay their fair share of tax” to feel less positive or strongly about many other aspects 

measured, albeit often only to a small magnitude.  In particular, there is evidence that tax practitioners 

with a more “non-compliant attitude” may be less willing to accept certain professional responsibilities 

– and this creates a possible mechanism by which they could then actively or passively have a 

negative impact on their clients’ participation in the tax system.   

From the survey data alone, it is possible to conclude that compliance posture probably has a small, 

incremental impact on tax practitioner behaviours and client outcomes.  

 

It must be noted that tax practitioners who are genuinely non-compliant in their attitudes and behaviours are also perhaps 

the least likely to complete the survey – and so there may well be a segment of the tax practitioner population where this 

relationship is much stronger, but which is invisible to the survey. 

 

 

 

92% of tax practitioners surveyed 

have a “Compliant Posture” – they 

agreed that it was important that 

they and their clients pay their fair 

share of tax.   

However, 8% have a “Non-

Compliant Posture” – they do not 

agree that this is important.  Of this 

group, 5% are neutral, and 3% 

actively disagree with this premise. 

There is no difference between Tax 

and BAS agents C2. 

 

Analysis of a wide range of items in the survey which compares these small “non-compliant posture” 

groups to the dominant “compliant posture” group shows a small but consistent effect in the direction 

which would be expected.  This is perhaps most dramatically and symbolically shown in the views of 

these groups on the two other headline questions from the survey: 

 

C2. “It's important that myself and my clients pay our fair share of tax.” 

67% 

25% 

5% 

2% 1% 
Strongly agree 

Somewhat agree 

Neither agree nor 
disagree 

Somewhat disagree 

Strongly disagree 
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Agents with a 

Compliant Posture: 

Agents with a  
Non-Compliant Posture: 

  
The 92% of all agents who 

Agree 
C2

 
n=3704 

The 8% of all agents who  

Do not agree 
C2

 
n=349 

The 3% of all agents who  

Actively disagree 
C2

 
n=114 

C1 
Overall, the ATO is doing a good 
job: 

69% agree 23% agree 9% agree 

C3 

The ATO is effective in ensuring 
that people and businesses meet 
their taxation obligations: 

66% agree 28% agree 15% agree 

  Total Agree (Strongly agree + Agree) 

 

The table above shows that those tax practitioners with a non-compliant posture are much less likely 

to agree that the ATO is doing a good job, or that it is effective.  It also shows that those who actively 

disagree are an even less positive subset of those who do not express a compliant posture. 

 

 

Across a range of more specific compliance-related questions the difference between the groups was 

much smaller – though in a consistent direction. 

 Two thirds of tax practitioners agreed that the ATO was “keeping the community informed 

about their compliance efforts” P4 – with 60% to 65% agreeing this was the case for each of 

the four aspects measured (being: in dealing with tax crimes, stopping undeclared cash 

income, stopping tax avoidance schemes and regarding compliance activities generally), the 

consistency suggesting that practitioners don’t really distinguish between communication 

about these different areas.  These results are all an apparent improvement on 2012 – but 

because the response scale was changed between the two surveys for three of the four items 

we can’t be certain of this; and the proportion who disagreed was no different between years.   

 

Those tax practitioners who had a non-compliant posture were up to 10% less likely to agree 

that the ATO was keeping the community informed.   

 

 

 Tax practitioners’ perceptions of the effectiveness of the ATO’s compliance activity are 

moderate to strong P5.  Perceptions are significantly higher than the equivalent results in 2012 

across these results, which is mostly driven by improvements in tax agent perceptions. 

Perceptions are strongest for ensuring that businesses lodge BAS (83% agree); that people 

lodge tax returns (79%); and that taxpayers pay the right amount of tax (76%).   

Perceptions are lowest for effectiveness in finding and dealing with people who do not declare 

cash income (55%); stopping the use of international tax havens (56%); and finding and 

dealing with people who deliberately avoid paying tax (59%).   

 

Again, for each of these areas, those tax practitioners who have a non-compliant posture are 

up to 10% less likely to agree that the ATO is effective.   
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Tax practitioners generally think that their own clients are more compliant than average, and that is no 

different amongst those agents with a non-compliant posture P6 / P7.  Those with a non-compliant 

posture do estimate a slightly lower proportion of their clients who are compliant – but only by a few 

percent, and the general pattern shown in the table holds.   

 

Are correctly 

registered to meet 

their tax and 

superannuation 

obligations 

Lodge tax  

forms on time 

Report complete 

and accurate 

information 

Pay tax obligations 

on time 

P6. What % of all 

taxpayers nationally do 

you believe: 
78% 75% 75% 71% 

P7. What proportion of 

your personal clients do 

you believe: 
97%  92%  95%  87%  

 Figures shown are average ratings out of 100% 
 

This is a very interesting table overall.  Tax practitioners who participated in the survey are strongly of 

the view that their own clients are compliant – but they do perceive a substantial level of non-

compliance amongst the wider taxpayer population, and by extension presumably by clients of other 

tax practitioners.   

Given that even the tax practitioners in the survey with a relatively non-compliant posture report their 

own clients largely conforming – this suggests that they believe there is either a substantial non-

compliant segment of practitioners which is invisible to the survey, or that there is a very significant 

issue with taxpayers who are not using agents to complete their tax affairs.   

 

 

 

Finally, and perhaps most importantly, those tax practitioners with a non-compliant posture are a little 

less likely to see a whole swath of elements of the role as part of their professional responsibility SI17.  

The magnitude of the difference is no more than around 10% for all but the least accepted 

responsibility, and again it doesn’t change the fundamental level of acceptance of these obligations. It 

is also only for the least accepted responsibilities that the differences become statistically significant. 

However, observing even this limited differentiation in acceptance of responsibility from the agents 

with a less compliant posture in the survey yields a mechanism by which ultimate taxpayer compliance 

could be compromised, even if at a level that was almost impossible to quantify on an individual level. 

Overall, amongst all tax practitioners who took part in the survey, more than 15% did not agree that it 

was part of their professional obligations to: 

 Take reasonable steps to ensure clients pay tax obligations on time 

 Report tax avoidance schemes 

 Issue an engagement letter to new clients 

 Conduct a proof of identity process for new clients 
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For these four responsibilities, those agents with a non-compliant posture were significantly less likely 

to accept them.  It is here that we see most clearly a mechanism by which tax practitioners with a non-

compliant attitude themselves might actively or passively negatively impact on their client’s 

participation in the tax system.  

 

 

Thinking about your own obligations in regards 
to managing your clients, do you agree or 
disagree that it is part of your professional 
responsibility as a Tax/BAS agent to…    

% Total agree  
Strongly agree + Agree 

 

All  
respondents 

“Compliant”   
The 92% who 

‘Agree’ 
n=912 

“Non Compliant”  

The 8% who  
‘Do not agree’^ 

n=102 

S17_3 

Take reasonable steps to ensure clients 
report complete and accurate 
information 

98% 98% 94% 

S17_7 
Inform new clients of the records they 
need to prepare and retain 

98% 98% 93% 

S17_1 

Take reasonable steps to ensure clients 
are correctly registered to meet their 
tax and superannuation obligations 

97% 98% 93% 

S17_9 
Guide clients’ record keeping practices 
to facilitate preparation of their returns 

97% 97% 93% 

S17_2 
Take reasonable steps to ensure clients 
lodge [Tax/BAS] information on time 

96% 96% 92% 

S17_6 

Undertake additional steps to satisfy 
yourself of the accuracy of record 
keeping practices of a new 
client compared to an existing client 

89% 90% 84% 

S17_4 
Take reasonable steps to ensure clients 
pay tax obligations on time 

84% 86% 74% 

SI7_11 Report tax avoidance schemes 82% 83% 70% 

S17_8 
Issue an engagement letter to new 
clients 

81% 82% 71% 

SI7_10 
Conduct a proof of identity process for 
new clients 

72% 74% 56% 

^ Do Not Agree = Actively disagree + Neutral 
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Big Question 4: What is it like to deal 

with the ATO - and does service 

quality relate to engagement and 

compliance? 

Tax practitioners largely report that the service they get from the ATO is good – and seems to have 

moved in a generally positive direction in 2013.  There is a statistical relationship between service 

quality and the desirable outcomes of engagement and compliance 

There is an evident relationship between perceptions of service and perceptions that the ATO is doing 

a good job engaging with tax practitioners.  There is a similar, but weaker, relationship between 

service perceptions and compliance posture.  While it is not possible to determine the direction of 

causality in these relationships – the fact that they exist at all suggests that quality service should be 

contributing to, or at least reinforcing, these desirable outcomes.  

  

Tax practitioners are largely satisfied with the service interactions they have with the ATO, and there is 

very little difference between tax and BAS agents across these broad service categories: % giving a rating of 

6+ out of 10 

 The Portal SA7 86%  

 Overall service from the ATO C17 77%  No change from 2012 

 ato.gov.au SA4 76%  

 Advice and Information from the ATO SB1 76% 79% in 2012  

 Premium Agent Phone Line SB2 76%  

 Online services C18 74%  

 Most recent Audit SB7 69%  

 

There is considerable variation in tax practitioner perceptions across dimensions of service delivery 

expectations C5 – C12.  The highest ratings are for being treated courteously (82%) and respectfully 

(79%) [aspects of the ‘professional’ dimension].  The lowest ratings are for being kept informed of 

progress and delays (49%) [‘keep me informed’] and the acceptability of time taken (also 49%) 

[‘timeliness’].  Only 47% of tax agents and 57% of BAS agents gave a positive rating for all of the 

service expectations items.   

Three of the 11 service expectations items together predict over half (57%) of the total variation in 

overall satisfaction with service C17.   

By far the strongest statistical relationship is to “the time taken in my dealings with the ATO is 

acceptable to me” C8, with this item by itself predicting 42% of variation in overall satisfaction.  “The 

ATO makes it easy for me to access the services I need” C7A at 10% and “the ATO is knowledgeable in 

its dealings with me” C12 at 5% are the other two most closely linked items. 

This statistical link suggests these dimensions are the most likely candidates for where specific 

improvements would also impact overall satisfaction.   
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Tax practitioners do have quite clear channels that they tend to use to interact with the ATO for 

particular tasks SA1.  There are some differences in the way tax and BAS agents tend to operate, but 

the primary channels are fairly common: ELS [tax agents only]; the Portal and the Phone.   

The most common reason for not using a preferred electronic channel SA2 is because the functionality 

required is not available electronically.  Tax agents also cite speed quite often in this circumstance; 

and BAS agents that their clients are not set up to enable them to interact in their preferred way.   

 

With respect to the website SA5, tax practitioners who gave a high satisfaction rating (SA4) were more 

likely to indicate that completeness and accuracy of information were factors in their rating.  On the 

other hand, tax practitioners who gave a low satisfaction score for the website were more likely to cite 

their ability to find relevant information and the specificity of search outputs as contributing factors.   

Satisfaction with the Portal was the highest of all channels at 86% SA7, and the same proportion 

indicated it was useful to their business C19 – unchanged from 88% in 2012.  The two lowest rated aspects of the 

portal were having all the features tax practitioners needed (75%) SA8_9 and having good system 

response times (73%) SA8_1 – 75% in 2012. 

 

There is a very strong relationship between perceptions of service and perceptions that the ATO is 

doing a good job of engaging with tax practitioners.  The great majority of those who feel that the ATO 

is doing a good job of engaging with practitioners are satisfied with two of the key overall service 

indicators (C17 and SB1) – but satisfaction drops for those who are neutral towards the ATO’s engagement, 

and then drops sharply for those who do not agree the ATO is doing a good job of engaging them.  

While the direction of causality in this relationship is unknown, it is clear that the two are strongly 

linked.  
 

Practitioners who agree the ATO is 
doing a good job of engaging with 

tax practitioners - 52% 

Practitioners who neither agree nor 
disagree that the ATO is doing a 

good job of engaging with tax 
practitioners - 30%  

Practitioners who disagree that the 
ATO is doing a good job of engaging 

with tax practitioners - 18%  

C17. How satisfied or dissatisfied are you with the overall service you have received from the ATO? 

   
SB1. Overall, thinking about all the advice and information you have received from the ATO in the last 12 months, how 

satisfied or dissatisfied are you with it?? 

   
 Satisfied (6-10 out of 10)          Neither (5 out of 10)          Dissatisfied (0-4 out of 10)               

94%

3%

73%

14%

36%

51%

93%

3%

68%

9%

42%38%
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There is a similar (though lesser) correlation between a positive compliance posture and satisfaction 

with service elements.   

91% of tax practitioners with a   
Compliant Posture 

9% of tax practitioners with a  

Non-Compliant Posture  

C17. How satisfied or dissatisfied are you with the overall service you have received from the ATO? 

  
SB1. Overall, thinking about all the advice and information you have received from the ATO in the last 12 months, how 

satisfied or dissatisfied are you with it?? 

  
 Satisfied (6-10 out of 10)          Neither (5 out of 10)          Dissatisfied (0-4 out of 10)               

 

Again, it cannot be determined which direction the causality runs in this relationship.  However, this 

pattern tells us that there is a relationship between compliance posture and perceptions of service 

(and the common direction of the patterns across these two relationships would tell us that there is 

also a correlation between compliance posture and perceptions of how well the ATO engages 

practitioners). 

 

 

 

These two results suggest that there is some relationship between service quality and the desirable 

outcomes of engagement and compliance.   

While these relationships don’t prove that good service causes these outcomes, the fact that they are 

heavily related suggests there is at least a reinforcement value that should be derived from delivering 

good service.  Even if not sufficient in itself to convert non-compliant practitioners to being compliant 

– it could certainly assist in preventing movement the other way.   

In reality, it is likely that the relationships between all these concepts are somewhat cyclical, meaning 

that they can spiral together in either direction.  Provision of consistent high quality service can only 

contribute a positive force into such a spiral.   

 

 

 

 

  

79%

14%

56%

26%

77%

10%

56%

18%
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Big Question 5: What do tax 

practitioners think of the ATO? 

Tax practitioners’ views of most aspects of the ATO are heavily influenced by their “global 

predisposition” towards the organisation.  The general pattern of results for many aspects of the 

survey reflects the general balance of globally positive, neutral and negative segments.   

Tax practitioners have varying views of the ATO.  Overall, between 50% and 80% of tax practitioners 

give positive ratings to most items across the survey – with these centring and concentrating on 

around two-thirds positive ratings.  This ‘average’ masks the presence of three segments who 

consistently answer most questions in either a positive, neutral or negative fashion.  

39% of tax agents and 49% of BAS agents are positively disposed to the ATO; and 20% of tax agents 

and 10% of BAS agents are negatively disposed.  The rest (31% of both groups) fall into a moderate 

middle ground.  It is the relative size of these segments that is probably the best indicator of how tax 

practitioners feel about the ATO, and which accounts for the typical pattern of results on most 

individual measures. 

 

Overall, perceptions of the ATO are moderately strong.   

 Two thirds of tax practitioners agree that the ATO is doing a good job overall (63% of tax agents 

and 70% of BAS agents) C1 – results which are significant improvements on 2012. 

 A similar proportion agree that the ATO is effective in ensuring that people and businesses 

meet their taxation obligations C3. 

 Between 57% and 72% agree that they have found the ATO to behave in ways which are 

consistent with the values expressed in the Strategic Statement C101.  Tax agents are 

commonly up to 10% less positive across most of these values than BAS agents.   

Of the eight values identified in the Strategic Statement, only Professional and Supportive had 

any real power to predict answers for “Overall the ATO is doing a good job” C1.   Even then, this 

was only to a small extent (they predicted about 35% of the total variation in C1) – suggesting 

that while these values might be implicit in the language of the Strategic Statement, they 

probably have little link to perceptions that the ATO is doing a good job. 

 

This pattern of around two-thirds agreement with aspects measured continued across the majority of 

the items in the survey, including: 

 Four aspects of the administration of the taxation system (53% - 70%) C4 – all significantly higher than their 

equivalent figures from 2012. 

 Most service commitment items (58% - 82%) C5-C12 

 Perceptions of eight aspects of the Premium Agent Phone line (60% - 90%) SB4 / SB5 

 Elements of the audit experience (65% - 82%) SB8 

 Perceptions of keeping the community informed about compliance activities (60% - 65%) P4 

 Nine dimensions of possible effectiveness (55% - 83%) P5 
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While these results obviously span a wider range – all are centred and concentrated in that 60-75% 

area.   

These proportions are so consistent, that it suggests an underlying global factor may be influencing all 

of these results.  And indeed, a segmentation analysis shows that this is exactly what is happening.   

A form of statistical exploration called a Cluster Analysis was conducted based on the four statements 

about the ATO’s administration of the taxation system C4 (because these questions were in the Core 

module, all respondents to the ATO modules completed these questions).  A Cluster Analysis groups 

respondents together who gave a similar pattern of answers across the questions – creating 

segments of likeminded people on those items.  Segment membership can then be used to look at 

other questions across the survey.   

Several different cluster solutions were trialled – but the most revealing solution was a four segment 

model where two of the segments can be viewed as closely related.  The following chart shows where 

the four segments fell on each of the four items on which the segmentation was based.  This clearly 

shows the positive segment (green) at the strongly agree end of the scale and the negative segment 

(red) at the disagree end of the scale.  The moderate segments (blue) fall in between – with the two 

sub-segments only differentiating on the ‘accountability’ item.   

 

 

 

 

This segmentation showed that there is a large group of tax practitioners who are positively disposed 

to the ATO’s administration of the taxation system (39% of tax agents and 49% of BAS agents); a 

similarly sized group of moderates (in two closely related segments); and a smaller generally negative 

segment.   

The following table shows the proportion of tax and BAS agents who fell into each of the segments (as 

well as the total respondent proportions).  It is notable that tax agents are more likely than BAS agents 

to be in the negative segment, and proportionately less likely to be in the positive segment.  

The ATO acts with integrity

The ATO is fair and professional in 
how it administers the tax system

The ATO is accountable for what 
it does

The ATO applies the tax law with 
certainty and consistency

Strongly 
agree

Strongly 
disagree

Neither agree 
nor disagree

“Positive” segment

“Negative” segment

“Moderate – ATO Accountable” segment

“Moderate – ATO not Accountable” segment
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Segment 
Disposition to the ATO’s Administration of the 
taxation system: 

Tax agents  

n=2,167 

BAS agents  

n=1,853 

All Respondents 

n=4,020 

1 Positive 39% 49% 44% 

2A Moderate – but see ATO as accountable 13% 15% 14% 

2B Moderate – but do NOT see ATO as accountable 28% 26% 27% 

3 Negative 20% 10% 15% 

 

Often segments can have quite strong demographic variations, even if their basis is more attitudinal or 

behavioural.  However, on this occasion there was very little difference in the make-up of the 

segments on any of the demographic variables measured (including age, location, and business size 

or outlook).  This suggests that in this case, the segments are underlain by more attitudinal or 

experiential pre-cursors than by the simpler matter of their circumstances.   

This is reinforced by the one variable where there is a clear differentiation between segments – which 

is in terms of compliance posture.  Of the 91% of tax practitioners with a compliant posture, 52% are 

in the positive segment and only 8% in the negative segment.  Of the 9% with a non-compliant posture 

though, just 17% are in the positive segment, and 35% are in the negative segment.  Looked at in the 

other direction, only 3% of the positive segment has a non-compliant posture, compared to 7-12% of 

the moderate segments and 31% of the negative segment. 

 

The character of these segments then permeates virtually all other answers throughout the survey.  

Interestingly, though, the less positively disposed segments were no less likely to be aware of the Tax 

Practitioner Action Plan.  

 Segment: 1 2A 2B 3 

  Positive 
Moderate 

ATO 
accountable 

Moderate 
ATO not 

accountable 
Negative 

C1 Overall, the ATO is doing a good job 91% 61% 56% 16% 

C2 
It’s important that myself and my clients pay our fair 
share of tax 

98% 92% 90% 76% 

C3 
The ATO is effective in ensuring that people and 
businesses meet their taxation obligations 

88% 58% 52% 23% 

C17 
How satisfied or dissatisfied are you with the overall 
service you have received from the ATO 

94% 79% 75% 32% 

C20 Are you aware of the Tax Practitioner Action Plan 31% 24% 20% 24% 

C1-3: % = Total agree (strongly agree + Agree);   C17: % = 6-10 out of 10;    C20: % = Aware of Action Plan 

 

It is the general size and disposition of these segments which appears to be having a dominating 

effect across most results in the survey – with these segments consistently answering most questions 

in a positive, neutral or negative fashion.  
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Big Question 6: How do tax 

practitioners and their clients 

influence each other?  

Tax practitioners do have the opportunity to influence clients, and those who participated in the survey 

feel that they can positively influence most of their ‘at risk’ clients.  There is no evidence of active 

negative influence from the survey – but there are sufficient “grey areas” to leave open the possibility 

of passive ‘non-compliant’ influence (even if just ‘the absence of compliant influence’).   

There is less than ubiquitous acceptance of many obligations as part of tax practitioners’ professional 

responsibilities, and this is significantly lower for those agents who are globally negative towards the 

ATO.  This has a compliance implication for dissatisfaction amongst agents.   

Social norms of only moderate compliance in the wider taxpayer community and areas where the 

perceived effectiveness of the ATO is relatively low also create an environment where tax practitioners 

may consciously or unconsciously fail to exert a compliant influence on their clients. 

 

Tax practitioners play a role in the tax affairs of many businesses and individual taxpayers.  In this 

role, they clearly have an opportunity for influence.  Agents estimate that they manage the lodgment 

obligations for around 80% of their clients, and various other aspects of their participation for the 

majority P3.  

 

Tax practitioners also believe that they can influence the majority of their ‘at risk’ clients to fully meet 

their obligations P8.  BAS agents believe they can influence a slightly higher proportion of their ‘at risk’ 

clients, but not to a particularly meaningful extent.   

Interestingly, the small proportion of tax practitioners with a non-compliant posture who actively 

disagreed that it was “important for them and their clients to pay their fair share of tax” (the 3% who 

disagreed or strongly disagreed) did feel slightly less able to influence their clients – but only by up to 

67% 

83% 79% 

50% 
44% 

82% 

62% 

43% 

0% 

20% 

40% 

60% 

80% 

100% 

Registration 
obligations 

Lodgment obligations Ongoing participation 
with the tax system 

Debt management 
interactions 

Thinking about your [Practice], for what proportion of your clients does 
your practice manage their … 

Tax Agents 

BAS Agents 
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around 10% less able.  There were no differences on this point between the segments who had 

positive, neutral or negative general dispositions towards the ATO.   

All agents have some clients who are at risk of not fully complying with their obligations in any given reporting period… 

 P8_1 P8_2 P8_3 P8_4 

Thinking about the clients you 

personally work with, what 

proportion of those who are at 

risk of not complying do you find 

you can influence to fully meet 

their obligations to: 

Be correctly 

registered to meet 

their tax and 

superannuation 

obligations 

Lodge tax forms 

on time 

Report complete 

and accurate 

information 

Pay tax 

obligations on 

time 

ALL 84% 81% 85% 74% 

Tax 83% 77% 83% 73% 

BAS 85% 84% 87% 75% 

 

 

The question then, is how tax practitioners are influencing their clients.  There are two broad forms of 

influence worth considering – deliberate (active) and unintentional (passive).  The results in the table 

above from P8 would suggest that tax practitioners’ deliberate influence would mostly be in a 

compliant direction.   

An examination of what tax practitioners think of as being part of their professional responsibilities SI7 

also suggests that most deliberate influence would be in compliant directions.   

Thinking about your own obligations in regards to managing your clients, do you agree 

or disagree that it is part of your professional responsibility as a [Tax/BAS] agent to…    

Total 
Agree  

6-10/10 

Neither 
agree nor 
disagree 

5/10 

Total 
Disagree 

0-4/10 

SI7_3 
Take reasonable steps to ensure clients report complete and accurate 
information 

98% 1% 1% 

SI7_7 Inform new clients of the records they need to prepare and retain 98% 1% 1% 

SI7_1 
Take reasonable steps to ensure clients are correctly registered to 
meet their tax and superannuation obligations 

97% 2% 1% 

SI7_9 
Guide clients’ record keeping practices to facilitate preparation of their 

returns 
97% 2% 1% 

SI7_2 
Take reasonable steps to ensure clients lodge [Tax/BAS] information 
on time 

96% 2% 2% 

SI7_6 
Undertake additional steps to satisfy yourself of the accuracy of record 

keeping practices of a new client compared to an existing client 
89% 8% 3% 

SI7_4 Take reasonable steps to ensure clients pay tax obligations on time 84% 7% 9% 

SI7_11 Report tax avoidance schemes 82% 14% 4% 

SI7_8 Issue an engagement letter to new clients 81% 15% 4% 

SI7_10 Conduct a proof of identity process for new clients 72% 19% 9% 

Rows do not add to 100% as not all response categories shown in summary table. 
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However, it is noticeable that even amongst this population of tax practitioners who participate in ATO 

surveys, not all agree that these obligations fall to them.  It is also noticeable that timeliness of 

payment, for example, is seen as less of an obligation than accurate or timely lodging.   

 

When we look at the views of tax practitioners who have different dispositions towards the ATO, we 

see further separation in their views.  Practitioners who are globally negative towards the ATO (20% of 

Tax agents and 10% of BAS agents) are less likely to agree that several of these obligations are part of 

their professional responsibilities: 

 Conduct a proof of identity process for new clients (the negative segment is 19% lower than 

the positive segment) 

 Take reasonable steps to ensure clients pay tax obligations on time (18% lower) 

 Report tax avoidance schemes  (16% lower) 

 Undertake additional steps to satisfy yourself of the accuracy of record keeping practices of a 

new client compared to an existing client (15% lower) 

 Take reasonable steps to ensure clients lodge information on time (11% lower) 

 Issue an engagement letter to new clients (9% lower) 

Even for those obligations where the negatively disposed segment was no less likely to agree it was 

their obligation, they were less likely to strongly agree.   

As previously noted in Big Question 3, practitioners with a non-compliant posture were also less likely 

to accept the last four responsibilities in the previous table.   

 

This is all important, because it identifies a mechanism by which tax practitioner attitudes towards the 

ATO (which may in part be caused or reinforced by service quality experiences, amongst other things) 

could influence client compliance behaviours.   

Specifically, this pattern suggests that tax practitioners who are negatively disposed to the ATO in 

general would probably be influencing clients in a less positive fashion.  Whether this took the form of 

actively non-compliant influence, or (more likely in most cases) a passive ‘absence of compliant 

influence’, the plausible nett effect is that the negative tax practitioner segment is exerting less of a 

positive influence on their client group.   

This reinforces that understanding and addressing the reasons for global negative dispositions is 

important – because that global negativity could well be reducing the extent of positive influence they 

exert on their clients from a compliance perspective.   

As noted throughout this report, the direction of causality in this negativity can’t be pinpointed – but 

the large number of results that are correlated suggests that they are all interlinked.  Changing 

strongly held negative attitudes requires either a ‘circuit breaker’ point; or an extended period of 

consistent positive experience.  During this period, any episode which reinforces the prevailing 

negative attitude will be much more influential and powerful than any number of positive episodes – 

and so the necessity is for consistent high performance over a very long timeframe with no failures. 
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Social Norms  

Another important indicator of how tax practitioners are likely to be passively influencing their clients 

is their perception of social norms.  Social norms are very powerful influencers of behaviour, often in 

ways that people are not consciously aware of.  A number of questions in the survey give some insight 

into what tax practitioners think is the norm in tax. 

For example, practitioners on average think that only about three-quarters of all taxpayers nationally 

are compliant with various aspects of their obligations P6 – but that many more of their own clients are 

compliant P7. 

 

There is good and bad news for the ATO in these results.  The fact tax practitioners think on average 

that a quarter of the community is not complying with their obligations leaves a certain amount of 

“moral wriggle room” for them to allow their clients to get away with some non-compliance of their 

own.  However, the much stronger perceptions of their own clientele suggest there may be a 

professional norm for tax practitioners to maximise compliance of their own clients.  This would likely 

manifest itself in positive influence on ‘at risk’ clients (though it could equally result in an attitude of 

“don’t ask, don’t know”). When considering these results, it is also worth giving some thought to how 

accurately practitioners might answer the second part in an ATO survey – but the first part is very 

illustrative of tax practitioners understanding of the wider tax compliance environment.   

 

Another aspect of norms to consider is how effective the ATO is perceived to be.  Low perceived 

effectiveness may have a subtle (or even overt) impact on the way tax practitioners influence their 

clients – through them believing that there was little point in pushing clients to comply, or that there 

was little chance of them or their clients being identified and penalised. 

Perceived effectiveness varies considerably across different aspects, and varies very strongly in 

relationship to global dispositions towards the ATO (the direction of causality in the correlation cannot 

be determined).   

Effectiveness is seen to be highest for making sure people and business lodge BAS (83% P5_7), lodge 

income tax returns (79% P5_8) and pay the right amount of tax (76% P5_6).  It’s in the high-50s to low 

60s for most other aspects measured though.  Such low perceived effectiveness scores are definite 

concerns in terms of the norms they establish, and the potential flow-on these could have to the way 

tax practitioners influence their clients.   

78% 75% 75% 
71% 

97% 
92% 95% 

87% 

0% 

20% 

40% 

60% 

80% 

100% 

Are correctly registered to 
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Big Question 7: How do tax 

practitioner businesses operate, and 

what implications does that have for 

the ATO? 

Tax practitioners do not believe that the ATO has a very good understanding of the issues confronting 

them, and 28% reported that something the ATO had done from an operational or administrative 

perspective had had a negative impact on their business in the last 12 months.   

Tax practitioner businesses provide a very wide range of services and have quite varied service 

profiles.  For most tax agents, general tax work is their main work – but for BAS agents nearly a third 

report that general tax work is secondary to their main work.   

Perhaps in part related to that complexity and variability, only 35% of tax agents and 44% of BAS 

agents agree that the ATO has a good idea of the issues confronting tax practitioners - and 40% of tax 

agents and 21% of BAS agents actively disagree this is the case.    

34% of tax agents and 21% of BAS agents said something that the ATO has done (or not done) in an 

administrative or operational sense in the last 12 months negatively impacted on their business.  This 

proportion was higher for those tax practitioners who were globally negative towards the ATO, and / or 

who disagreed that the ATO has a good understanding of their issues.  Again, the direction of this 

relationship can’t be determined – but the correlation indicates that these perceptions are likely to be 

influencing and reinforcing one another. 

 

 

Tax practitioners don’t believe that the ATO has a very good understanding of the issues confronting 

them C14.  Only 35% of tax agents and 44% of BAS agents agree that the ATO does have a good idea - 

and 40% and 21% respectively actively disagree this is the case.   

There is a strong relationship between the perception that the ATO understands the issues confronting 

tax practitioners, and their reported incidence of negative impacts on their business of administrative 

or operational actions of the ATO SB9. Less than 20% of tax practitioners who agreed the ATO had a 

good understanding of issues confronting them reported any negative impacts.  However, 40% of 

those who disagreed reported some negative impact, and over half of those who strongly disagreed 

reported some negative impact.  As noted in other places in this report, the survey can only show 

correlations and not the direction of causality – but it would be expected that negative impacts would 

at least reinforce or contribute to views that the ATO doesn’t understand their issues.   

A similar relationship was seen between reported incidence of negative impacts and global 

predisposition towards the ATO.  20% of tax practitioners who were in the positive segment reported 

some negative impact; compared to a little under 30% of those who were in the moderate segments 

and half of those who were negatively disposed.   
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The survey provides some detail about what tax practitioners are doing in their practice and the type 

of work they do.  For the great majority of tax agents in the survey, general tax work is their main work.  

However, that is the case for less than two-thirds of the BAS agents, for whom a third said that general 

tax/BAS work is only secondary to their main work D13.   

D13. Which of the following best describes your work in the tax industry? TAX BAS 

General [Tax/BAS] work is my main work 85% 58% 

Specialised / niche [Tax/BAS] work is my main work 5% 6% 

General [Tax/BAS] work is a secondary part of my work 9% 32% 

Specialised / niche [Tax/BAS] work is a secondary part of my work 1% 4% 

 

Around 90% of tax practitioners are satisfied in their jobs SI1 – more tax agents are satisfied in 2013 (88%) than in 2012 

(83%), and 97% expect the number of staff in their business to grow or stay the same in the next 12 

months SI2 (23% of tax agents and 13% of BAS agents expect their practices to grow in 2012 21% of tax agents 

and 19% of BAS agents expected their businesses to grow).    79% of surveyed tax practitioners expect to still be working in 

tax in 2-3 years SI15 – the closest comparison from a differently worded question was 78% 12 months ago.   

 

 

Tax agents naturally manage various aspects of their clients’ obligations and participation with the tax 

system for a greater proportion of their clients than do BAS agents P3. 

P3. For what proportion of your clients does your practice…: TAX BAS 

Manage their lodgment obligations 83% 82% 

Manage their ongoing participation with the tax system 79% 62% 

Manage their registration obligations 67% 44% 

Manage their debt management interactions 50% 43% 

Figures shown are average ratings out of 100% 

 

The most common services provided by tax practitioners are SI5: 

SI5.  Which of the following services does your practice offer for a fee  

(not including fully outsourced services)? 
TAX BAS 

Preparing and/or lodging BAS 98% 97% 

General advice on appropriate record keeping practices 76% 77% 

General bookkeeping services (other than generating & lodging BAS) 56% 95% 

Setting up accounting software 42% 80% 

Assistance in establishing new businesses 78% 38% 

Preparing and/or lodging tax returns 99% 6% 

Payroll services 28% 83% 

Training in the use of accounting software and/or spread sheet packages 35% 65% 

Advice on tax planning 75%  
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34% of tax agents have lodged by paper in the last 12 months no different to the 36% in 2012.    

55% of BAS agents have lodged by paper in the last 12 months SI8 - significantly lower than the 64% in 2012.   

The main reason that tax agents lodge by paper is because their software doesn’t allow them to do the 

type of lodgment they need to; while BAS agents are much more likely to say that the client is either 

not set up for electronic dealings or requests them to lodge by paper SI9. 

 

Tax agents have done considerably more CPE / CPD than BAS agents in the last 12 months SI11.  

Quartiles: Tax agents BAS agents 

Bottom 25% did less than: 30 Hours 8 Hours 

Those at the mid-point did: 40 Hours 20 Hours 

Top 25% did more than: 60 Hours 40 Hours 

 

Interestingly, those tax practitioners who were generally positively disposed to the ATO reported a 

slightly lower level of CPE / CPD than did those agents who were generally negatively disposed.  The 

effect is not large – but as the table below shows, it is consistent across the spectrum of global 

dispositions.   

Quartiles: 

Positive 
segment 

n=433 

Moderate but 
accountable 

segment  
n=140 

Moderate, not 
accountable 

segment  
n=269 

Negative 
segment  

n=166 

Bottom 25% did less than: 15 hrs 19 hrs 20 hrs 20 hrs 

Those at the mid-point did: 30 hrs 30 hrs 38 hrs 40 hrs 

Top 25% did more than: 49 hrs 50 hrs 50 hrs 51 hrs 

 

 

The great majority of tax practitioners have researched technical tax matters in the last  

12 months SI12.  Tax agents report a higher use of many ATO and other sources than do BAS agents.   

93% of tax practitioners are confident that their knowledge of tax legislation is up to date in their  

field SI10_1 – however, 71% also feel that it is difficult to keep up to date with changes to tax  

legislation SI10_2. 

 

Of the 13 issues relating to the future of the tax profession that practitioners were asked about, five 

were considered of “High Concern (requires immediate attention and improvement)” to the profession 

by more than a third of respondents.  These issues were: 

 Complexity of tax legislation .......................................................... 59% 

 Continual changes to the tax legislation ...................................... 56% 

 Expectation for agents to ensure clients’ compliance ................. 41% [47% of tax agents] 

 Recruiting quality staff ................................................................... 34%  

 Retaining quality staff .................................................................... 34% 

This question was asked in a quite different format in previous years, but the three issues of highest 

concern in 2013 were also ranked as the three most important to the future of the tax industry in 

2012 – suggesting that in 2012 practitioners may well have interpreted ‘importance’ as being 

approximately equal to “concerning”.  Staffing issues were rated as less important in 2012. 
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Big Question 8: How do tax 

practitioners want to deal with the 

ATO – when and why does this vary? 

There is a high degree of support and readiness for a move to predominantly electronic interactions 

with the ATO.  Despite practitioners generally being able to commonly use their preferred channels, a 

significant proportion still use non-electronic channels on some occasions due mainly to software 

limitations (tax agents) and client capabilities and preferences (BAS agents). 

Tax practitioners are generally, though not universally, supportive of moving to a predominantly 

electronic means of communicating and interacting with the ATO.  More than half are ready now for 

this, and most of those who are not report it would be easy to get ready.  Three-quarters feel positive 

about such a set up, though 15% feel negative (and this is highest amongst those who are generally 

negatively disposed towards the ATO at 28%). 

There is a good match between the ways tax practitioners report that they mainly interact with the ATO 

and the ways they would prefer to do so.  There is an interest amongst tax practitioners to make 

greater use of the Portal for making debt arrangements and for resolving administrative matters.   

Despite low preferences for paper lodging – a third of tax agents and a half of BAS agents have done 

so in the last 12 months.  For tax agents, the main reason seems to be around limitations of their 

software; while for BAS agents it is more about client set-ups and preferences for paper.   

 

 

Tax practitioners are generally supportive of a move to predominantly using electronic 

communications and interactions with the ATO.   

Only 4% of both tax practitioners said it would be hard for them to get ready for predominantly using 

electronic channels – and over half said they were ready now SA101.  Three quarters of tax practitioners 

felt positive about the concept – though 15% were negative about having a predominantly electronic 

means of communicating or interacting with the ATO SA102.  

While there are some trends in terms of groups who are more or less positive about a move to 

predominantly electronic interactions, there are no groups who are dominantly negative, and nor are 

the negative practitioners confined to any particular demographic segment.   

 Older practitioners were less likely to be ‘very positive’ about the move, but only fractionally 

more likely to be negative.   

 Business size had little impact. 

An interesting observation, though, was that those practitioners who were currently the most satisfied 

with the ATO’s service C17 were the most negative towards the move to electronic channels.  

Presumably, this suggests that those who are currently dissatisfied are more optimistic about the 

change.   

Somewhat inconsistent with this hypothesis though, is that those who did not agree that the ATO was 

doing a good job overall C1 were more negative.  Similarly, and clearly related, those in the negative 
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segment were less positive about that change than those in the positive or moderate disposition 

segments.   

Overall – it seems that much of the negativity towards the move towards electronic interactions is 

coming from a) those practitioners who are globally negative about everything to do with the ATO, and 

b) those who are most satisfied with what they are already getting.  In that sense, it might have very 

little to do with the proposed change per se, and more to do with the overall relationship – and 

managing the second of these groups through the transition would be important to retaining a good 

relationship with them 

 

 

In general, there is a good match between the way tax practitioners report mainly interacting with the 

ATO SA1B and their stated preferences SA1A.  The only examples where preferences substantially 

outweighed actual use were the three highlighted in the following table with red boxes – with 

preferences expressed for using the Portal more often for making debt arrangements and for resolving 

administrative matters.  Tax agents also indicated a wider preference for the use of email as a 

channel for participating in client audits than is currently the practice.   

The three main reasons given by tax agents who indicated a preference for an electronic channel but 

who mainly use a non-electronic channel were SA2: 

 The option / functionality I need is not available electronically (50% of cases) 

 It is slower to do it using the electronic methods currently available (28%) 

 More confident doing it the way I always have (21%) 

BAS agents also cited the lack of functionality to do what they need (39% of cases), but 28% also said 

that their client was not set up to interact in their preferred way.   

 

 

Despite very few tax practitioners expressing a preference for lodging by paper, significant proportions 

have done so in the last 12 months.  34% of tax agents have lodged by paper in the last 12 months SI8 

(no different to the 36% in 2012), while 55% of BAS agents have lodged by paper in the last 12 

months – which is significantly lower than the 64% in 2012 SI8. 

Again, tax and BAS agents had slightly different reasons for this SI9.   

 For tax agents, by far the most common reason was that their software prevented them from 

making the type of lodgment they wanted to (cited by 50% in relation to tax returns and 22% in 

relation to business activity statements).   

 

 BAS agents again referenced client-centric reasons – 56% said that their client wasn’t set up 

for electronic dealings, and 41% that the client requested paper lodgment.  27% indicated that 

they were not set up electronic dealings themselves. 
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SA1A_1 Make a debt arrangement  Tax=9% 2% 2% 35% 5% 43% 2% - 
Tax=4% 

BAS=10% 

SA1A_2 Clarify tax legislation  Tax=4% 1% 
Tax=29% 

BAS=40% 
12% 10% 

Tax=43% 

BAS=27% 
2% <1% 

Tax=1% 

BAS=7% 

SA1A_3 Change a client’s details  Tax=17% 3% 3% 75% 2% 3% 1% <1% 
Tax<1% 

BAS=7% 

SA1A_4 
Resolve an administrative 
matter  

Tax=4% 1% 2% 30% 11% 45% 2% <1% 
Tax=3% 

BAS=9% 

SA1A_5 
Lodge an income tax return 
[tax agents only] 

Tax=95% Tax<1% - Tax=2% Tax<1% Tax<1% Tax=2% - Tax<1% 

SA1A_6 
Lodge a Business Activity 
Statement  

Tax=70% 
Tax<1% 

BAS=11% 

Tax<1% 

BAS=5% 

Tax=26% 

BAS=74% 
1% <1% 

Tax=3% 

BAS=9% 
<1% 1% 

SA1A_7 
Participate in a client’s  
audit  [tax agents only] 

Tax=3% Tax=1% Tax=1% Tax=9% Tax=26% Tax=31% Tax=15% Tax=1% Tax=14% 

BAS and Tax references in a cell indicate that agents expressed significantly different preferences for that channel. 

Green shaded cells are the most used channels.  Red outlined cells are channels which have reasonable levels of preference, 

but which are not as widely used.   
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4. Data 
 

 

This section of the report presents tables summarising the results of the questions referenced in 

Section 2.  The majority of questions from the survey are included in these summary tables (though 

not all are). 

Detailed MS Excel data tables for every question in the survey (including significance testing between 

sub-groups) are available separately (contact the Corporate Research Centre for details and access). 

 

Questionnaire Map 

 

 

List of Topics by Module: 

Module 1: Core  

 Attitudes and values towards the ATO and the tax system – Part I 

 The ATO’s administration of the tax system 

 The ATO’s character and values (Strategic Statement Values) 

 Measurement of the ATO’s service delivery standards 

 Attitudes and values towards the ATO and the tax system – Part II 

 TPs satisfaction with the ATO’s service 

 Usefulness of the Tax Agent Portal 

 Awareness of Tax Practitioner Action Plan 

 

7b.  Demographics Module 2

6. 

TPB 
Module

7a.  Demographics  Module 1

1. Core Module

2. 

Perceptions 

Module

3. 

Service A 
Module

4. 

Service B 
Module

5. 

State of 
the 

Industry 
Module
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Module 2: Perceptions  

 Awareness of consultative forums  

 Proportion of clients that practice provides service for 

 Perceptions of how the ATO keeps the community informed 

 Perceptions of the effectiveness of the ATO in enforcing compliance 

 Perceptions on the reduction in cost of compliance 

 Perceptions of general taxpayer compliance  

 Perceptions of the level of influence TPs have on client compliance 

 

Module 3: Services A  

 TPs readiness for predominantly electronic Interaction  

 ‘Predominantly used’ vs ‘preferred’ channels for communication and interaction with ATO  

 Satisfaction with the ATO website and Tax Agent Portal  

 Awareness of, use of, and satisfaction with, ATO Products and Services  

 

Module 4: Services B  

 Satisfaction with ATO advice and information 

 Satisfaction with Written Correspondence from ATO  

 Satisfaction with Premium Agent Phone Line  

 Satisfaction with ATO Audits  

 Impact of operational or administrative actions by the ATO in last 12 months  

 

Module 5: State of the Industry  

 Tax Agent Working conditions  

 Expectations of TP’s practice staff numbers in the next 12 months  

 Expectations of personal work path in the next 2-3 years  

 Services Provided by TPs 

 TPs role in Lodgment  

 Perceptions of TPs Obligations  

 TPs feelings about Paper Lodgment  

 TPs knowledge of Tax Legislation  

 Time TPs spend on continuing Professional Development  

 Sources of information TPs use on Technical Tax Matters  

 Roles and responsibilities of ATO, TPB and TPs – Part I 

 Concerns for the tax profession  

 

Module 6: Tax Practitioner Board  

 Roles and responsibilities ATO, TPB and TPs - Part II 

 

Module 7a and 7b: Demographics 

 Nature of tax work undertaken by TPs 
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Interpretative Notes 

There are several conventions that have been used throughout the report, particularly in the various 

tables.  Some of these are used in combinations. 

 

Bold text and shading of cells is used to draw attention to the most common or otherwise 

significant answers. 

 

Green shading or text is used to highlight ‘good’ or positive responses. 

 

Red or pink shading or red text is used to highlight ‘bad’ or negative responses. 

 

Arrows are used to indicate results that are statistically significantly higher [] or lower [] 

than their immediate comparison (this is mostly used to identify where tax agent and BAS 

agent results are significantly different). 

 

 

NOTE: Throughout the report, the ‘total’ figures cited are the combined results from tax and BAS 

agents – and which give equal weighting to tax and BAS agents.  

Tax and BAS agent results are also separated or specified only where they are significantly different.  

Where no such differentiation is made, this means that there was no significant difference between 

the two agent types.   

 

2012 comparisons are shown where relevant.  Directional arrows in the 2013 results show where they 

are significantly different to the 2012 results. 

 

 

Sample sizes for each question are shown in two ways: 

1. The Module Sample Size is shown at the start of each module’s data tables section. 

 

2. Where individual questions vary in base size from the standard module sample size, this is 

shown in the individual tables. 

 

 

 

*** Please also refer to the discussion of Limitations on interpretation in Section 1. *** 
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Module 1: Core  

 Total Tax agents BAS agents 

Full Module Sample Size* 3,908 - 4,053 2,131 - 2,173 1,777 - 1,880 

Estimated margin of error +2% +2% +2% 

 * Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

 

Attitudes and values Core Module 

C1-C3: Please provide a score from 1 to 5 to indicate your level of agreement or disagreement with 

the following statements. 

  
Strongly 

agree 

Total agree  
Strongly agree 

+ Agree 
Tax agents BAS agents 

Total disagree 
Strongly disagree 

+ Disagree 

C1 
Overall, the ATO is doing a 
good job 

19% 66% 63% 70% 12% 

 2012 comparison 10% 57% 54% 59% 19% 

C2 
It’s important that myself 
and my clients pay our fair 
share of tax 

66% 92% 92% 91% 3% 

C3 

The ATO is effective in 
ensuring that people and 
businesses meet their 
taxation obligations 

21% 64% 61% 68% 14% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

 

From C2, several groups were created for further analysis: 

 
Stance on “It’s important that myself and my clients 
pay our fair share of tax” 

Tax agents BAS agents 
All Interviewed 

tax 
practitioners 

 Agree (Compliant Posture) 92% 91% 92% 

 Do not agree (Non-Compliant Posture) 8% 9% 8% 

 Actively disagree 3% 3% 3% 

Note 1: The “do not agree” category includes the smaller “actively disagree” category + neutral responses. 
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These different stands on the importance of compliance do correlate strongly with many other 

perceptions: 

  
Agents with a 

Compliant Posture: 

Agents with a  
Non-Compliant Posture: 

  
The 92% of all agents who 

Agree 
C2

 
n=3704 

The 8% of all agents who  

Do not agree 
C2

 
n=349 

The 3% of all agents who  

Actively disagree 
C2

 
n=114 

C1 
Overall, the ATO is doing a good 
job: 

69% agree 23% agree 9% agree 

C3 
The ATO is effective in ensuring 
that people and businesses meet 
their taxation obligations: 

66% agree 28% agree 15% agree 

  Total Agree (Strongly agree + Agree) 

 

 

Administration of the Tax System Core Module 

C4. Thinking about how the ATO administers the tax system, do you agree or disagree that... 

  
Strongly 

agree 

Total agree  
Strongly agree 

+ Agree 
Tax agents BAS agents 

Total disagree 
Strongly disagree 

+ Disagree 

C4_7 The ATO acts with integrity 27% 70% 68% 73% 8% 

 2012 comparison 12% 53% 46% 59% 11% 

C4_3 
The ATO is fair and 
professional in how it 
administers the tax system 

18% 61% 58% 66% 15% 

 2012 comparison 10% 53% 47% 59% 20% 

C4_6 
The ATO is accountable for 
what it does 

23% 56% 50% 62% 21% 

 2012 comparison 13% 40% 30% 50% 27% 

C4_5 
The ATO applies the tax 
law with certainty and 
consistency 

17% 53% 50% 57% 20% 

 2012 comparison 11% 45% 35% 54% 22% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

 

 

NOTE: Total Tax agents BAS agents 

Reduced Module Sample Size 
for remainder of Module * 

2,779 - 3,038 1,538 - 1,627 1,241 - 1,411 

Estimated margin of error +2% +2-3% +2-3% 

 * Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

NOTE: Respondents allocated to the State of the Industry Module did not complete the remainder of the Core Module due 

the additional length of that module. 
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Character (Strategic Statement Values) Core Module 

C101. Over the last 12 months, do you agree or disagree that you have found the ATO to be... 

 

Over the last 12 months, do 
you agree or disagree that 
you have found the ATO to 
be… 

Strongly 
agree 

Total agree  
Strongly agree 

+ Agree 
Tax agents BAS agents 

Total disagree 
Strongly disagree 

+ Disagree 

C101_2 Professional 24% 72% 67% 78% 

10% 

Tax=12% 

BAS=7% 

C101_1 Fair 21% 66% 62% 71% 
12% 

Tax=15% 

BAS=7% 

C101_3 Supportive 21% 62% 56% 69% 
15%  

Tax=20% 

BAS=9% 

C101_8 Responsive 19% 62% 58% 68% 

17%  
Tax=22% 

BAS=11% 

C101_7 Open 19% 60% 58% 63% 
13%  

Tax=17% 

BAS=8% 

C101_5 Consultative 18% 59% 54% 64% 
15%  

Tax=20% 

BAS=10% 

C101_4 Appropriately firm 17% 58% 57% 59% 
10% 

Tax=12% 

BAS=8% 

C101_6 Collaborative 17% 57% 55% 60% 
13%  

Tax=16% 

BAS=8% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

Regression (Driver) Analysis 

Of these values identified in the strategic statement, only Professional (30%) and Supportive (5%) had 

any real predictive power to “Overall the ATO is doing a good job” C1, and even that was only 35%.  

Combined with five further values that correlate with ‘overall doing a good job’, this increases to 38% - 

but clearly measuring the presences of these values does not strongly predict perceptions that the 

ATO is doing a good job overall.   
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Service Delivery Core Module 

C5-C12: Please provide a score from 1 to 5 to indicate your level of agreement or disagreement with 

the following statements … 

  
Strongly 

agree 

Total agree  
Strongly agree + 

Agree 
Tax agents BAS agents 

Total disagree 
Strongly disagree 

+ Disagree 

C11B 
The ATO treats me 
courteously   

32% 82% 81% 82% 5% 

C11A 
The ATO treats me 
respectfully  

31% 79% 78% 79% 6% 

C5B 
The ATO helps me by giving 
me information that I can 
understand 

18% 68% 66% 70% 11% 

C9 
The ATO informs me of what I 
need to do 

19% 66% 61% 71% 12% 

C5A 
The ATO helps me by giving 
me information that I can rely 
on  

19% 64% 59% 71% 13% 

C6 
Information provided by the 
ATO is sufficient to meet my 
needs 

17% 63% 60% 68% 14% 

C7A 
The ATO makes it easy for me 
to access the services I need 

17% 60% 61% 59% 19% 

C7B 
The ATO makes it easy for me 
to access the information I 
need 

16% 60% 61% 58% 19% 

C12 
The ATO is knowledgeable in 
its dealings with me 

15% 58% 53% 65% 16% 

C8 
The time taken in my dealings 
with the ATO is acceptable to 
me 

14% 49% 46% 53% 30% 

C10 
The ATO keeps me informed 
regarding progress of my 
issue or delays 

14% 49% 46% 52% 24% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

Regression (Driver) Analysis 

Of the 11 Service delivery questions, three of them cumulatively explained about 57% of the total 

variation in overall satisfaction with service C17.  These were: 

 The time taken in my dealings with the ATO is acceptable to me C8  ............ 42% 

 The ATO makes it easy for me to access the services I need C7A .................. 10% 

 The ATO is knowledgeable in its dealings with me C12  .................................... 5% 

Five others were also correlated with overall satisfaction with service – but collectively only add 

another 3% to the ability to predict overall satisfaction.   
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Attitudes and values Core Module 

C13-C16: Please provide a score from 1 to 5 to indicate your level of agreement or disagreement with 

the following statements … 

  
Strongly 

agree 

Total agree  
Strongly agree + 

Agree 
Tax agents BAS agents 

Total disagree 
Strongly disagree 

+ Disagree 

C13 
The ATO does a good job of 
engaging with tax 
practitioners 

15% 52% 48% 57% 
18% 

Tax = 24% 
BAS = 11% 

C14 
The ATO has a good 
understanding of the issues 
confronting tax practitioners 

10% 39% 35% 44% 
32% 

Tax = 40% 
BAS = 21% 

C15 

The ATO’s compliance 
activities work towards 
ensuring a level playing field 
for tax practitioners 

17% 56% 53% 59% 15% 

C16 

The ATO’s compliance 
activities work towards 
ensuring a level playing field 
for taxpayers 

16% 57% 56% 58% 13% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

 

Satisfaction with Service Core Module 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

C17. 

Overall, thinking about all 
your contacts with the ATO 
over the past 12 months 
(e.g. telephone, portal, 
website, written 
correspondence, etc.), how 
satisfied or dissatisfied are 
you with the overall 
service you have received 
from the ATO?   

22% 77% 74% 80% 15% 

 2012 comparison 15% 76% 72% 81% 15% 

C18. 

Overall, how satisfied or 
dissatisfied are you with 
the ATO’s online services 
(‘Online services’ includes 
the portal, the ATO 
website, ATO legal 
database, email, electronic 
newsletters, etc.)?   

23% 74% 76% 72% 19% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 
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Usefulness of Portal Core Module 

  Very Useful 
9-10/10 

Total Useful  
6-10/10 

Tax agents BAS agents 
Total Not 

useful 
0-4/10 

C19. 
Overall, how useful is the 
[Tax/BAS] Agent Portal to 
you and your [practice]?   

61% 86% 95% 76% 3% 

 2012 comparison 59% 88% 97% 79% 7% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

 

Tax Practitioner Action Plan Core Module 

C20. : Are you aware of the ATO’s Tax Practitioner Action Plan?   

  Aware Not Aware 

C20 All 26% 74% 

 Tax 32% 68% 

 BAS 18% 82% 

 

 

Correlations with awareness of the Tax Practitioner Action Plan  

  % Aware of Action Plan  

who Agree 

% NOT Aware of Action Plan  

who Agree 

C1 Overall, the ATO is doing a good job 72% 64% 

C2 
It’s important that myself and my 
clients pay our fair share of tax 

95% 91% 

C3 

The ATO is effective in ensuring that 
people and businesses meet their 
taxation obligations 

70% 62% 

C13 
The ATO does a good job of engaging 
with tax practitioners 

62% 48% 

C14 
The ATO has a good understanding of 
the issues confronting tax practitioners 

48% 35% 

Important Note:  correlations do not indicate causation – meaning it is not possible to know whether 

awareness of the Tax Practitioner Action Plan causes more positive perceptions, or 

whether those with more positive perceptions are more likely to become aware of the 

Tax Practitioner Action Plan. 

 

 

  



2013 TPR ATO Report Page  |  43 

 

Module 2: Perceptions  

 Total Tax agents BAS agents 

Full Module Sample Size 713 - 1,012 420 - 543 293 - 469 

Estimated margin of error +3-4% +4-5% +5-6% 

 Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

 

Awareness of consultative forums Perceptions Module 

P2. The ATO has a range of consultative forums that it uses to regularly consult with the Tax 

profession.  Which of the following are you aware of?   

 Which of the following are you aware of: Tax agents BAS agents 

1 National Tax Liaison Group (NTLG) 60% 6% 

2 ATO Tax Practitioner Forum (ATPF) 59% 20% 

3 BAS Agents Advisory Group 27% 69% 

4 Regional tax practitioner working groups 31% 10% 

5 Lodgment Working Group  32% 4% 

6 Other (please specify) 2% 1% 

7 None 17% 26% 

 

 

 

Proportion of Clients that Practice Provides Service For Perceptions Module 

P3. Thinking about your [Practice], for what proportion of your clients does your practice … 

   Average 0% 10-50% 60-90% 100% 

P3_1 Manage their registration obligations Tax 67% 2% 28% 54% 16% 

  BAS 44% 25% 37% 23% 15% 

P3_2 Manage their lodgment obligations Tax 83% 1% 10% 59% 30% 

  BAS 82% 2% 13% 43% 42% 

P3_3 
Manage their ongoing participation with 
the tax system 

Tax 79% 1% 14% 58% 27% 

  BAS 62% 12% 28% 36% 24% 

P3_4 
Manage their debt management 
interactions 

Tax 50% 11% 41% 42% 6% 

  BAS 43% 25% 37% 24% 14% 
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Perceptions of Keeping the Community Informed Perceptions Module 

P4. Do you agree or disagree that the ATO is keeping the community informed about their tax 

compliance efforts… 

  
Strongly 

Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total 

Disagree 
0-4/10 

P4_1 
In dealing with tax crimes 
such as evasion and fraud 

27% 63% 66% 59% 17% 

 2012 comparison 16% 61% 62% 60% 17% 

P4_2 
To stop undeclared cash 
income 

24% 60% 61% 59% 21% 

 
2012 comparison* “to stop 

undeclared  cash in hand payments” 
12% 48% 50% 45% 23% 

P4_6 
To stop tax avoidance 
schemes  

27% 65% 69% 61% 15% 

 2012 comparison* 15% 55% 60% 51% 19% 

P4_9 
Regarding their compliance 
activities 

25% 64% 62% 66% 15% 

* NOTE: In 2012 a five-point response scale was used, but this was changed to 11-point in 2013.   

Closest equivalent categories are compared. 

 

Perceptions of Effectiveness of Compliance Perceptions Module 

P5. Still thinking about tax compliance, to what extent do you agree or disagree that ... 

  
Strongly 

Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total 

Disagree 
0-4/10 

The ATO is effective in finding and dealing with people and businesses who:   

P5_1 Do not declare cash income 18% 55% 55% 54% 25% 

 
2012 comparison “do not declare all 

their cash earnings” 10% 46% 43% 50% 29% 

P5_2 Have deliberately avoided 
paying tax 

20% 59% 60% 57% 21% 

 2012 comparison 13% 50% 46% 54% 29% 

P5_3 Have sought to obtain 
refunds to which they were 
not entitled 

26% 63% 65% 60% 11% 

 2012 comparison 15% 55% 54% 57% 17% 

P5_9 Commit tax crimes such as 
evasion and fraud 

22% 61% 62% 60% 18% 

The ATO is effective in stopping people and businesses using: 

P5_4 Tax avoidance schemes 25% 63% 66% 57% 12% 

 2012 comparison 13% 59% 60% 59% 16% 

P5_5 International tax havens to 
avoid paying tax 

23% 56% 61% 50% 14% 

 2012 comparison  11% 52% 54% 51% 19% 

The ATO is effective in making sure that people and businesses: 

P5_6 Pay the right amount of tax 32% 76% 75% 77% 9% 

 2012 comparison 16% 68% 63% 73% 14% 

P5_7 Lodge their Business 
Activity Statements 40% 83% 82% 84% 9% 

 2012 comparison  26% 78% 72% 83% 12% 

P5_8 Lodge their income tax 
returns 36% 79% 80% 78% 10% 

 2012 comparison 21% 74% 71% 77% 14% 
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Reduction in cost of Compliance Perceptions Module 

P5A. Thinking about the information that the ATO makes available, the services the ATO provides to 

assist agents and clients, and the introduction of easier electronic methods of lodging and interacting 

with them, do you agree or disagree …  

  
Strongly 

agree 

Total agree  
Strongly agree + 

Agree 
Tax agents BAS agents 

Total disagree 
Strongly disagree 

+ Disagree 

P5A 

That there has been a 
reduction in the cost of 
complying with tax 
obligations for business in the 
last 12 months? 

9% 34% 32% 35% 40% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

Taxpayer compliance Perceptions Module 

P6 / P7. Thinking about the last 12 months, 

 P6_1 P6_2 P6_3 P6_4 

P6. …what % of all taxpayers 

nationally do you believe 

Are correctly 

registered to meet 

their tax and 

superannuation 

obligations 

Lodge tax forms 

on time 

Report complete 

and accurate 

information 

Pay tax 

obligations on 

time 

ALL 78% 75% 75% 71% 

Tax 80% 77% 77% 74% 

BAS 77% 72% 73% 66% 

Figures shown are average ratings out of 100% 

 P7_1 P7_2 P7_3 P7_4 

P7. … what proportion of 

your personal clients do you 

believe: 

Are correctly 

registered to meet 

their tax and 

superannuation 

obligations 

Lodge tax forms 

on time 

Report complete 

and accurate 

information 

Pay tax 

obligations on 

time 

ALL 97% 92% 95% 87% 

Tax 96% 90% 94% 87% 

BAS 97% 94% 97% 87% 

Figures shown are average ratings out of 100% 

 

Tax practitioners who have a lower level of agreement with the importance of paying a fair share of tax 

(ie: have a non-compliant posture) have slightly lower perceptions of the proportion of all taxpayers 

who are compliant (but only by up to 10%).   

However, there is a less consistent pattern with respect to their own personal clients.  Those who 

actively disagree it is important for them and their clients to pay their fair share of tax do estimate a 

slightly lower proportion of their clients who report complete and accurate information (92%) and pay 

their obligations on time (83%) – but only to a very small extent.   
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Influencing Client Compliance Perceptions Module 

P8. All [Tax/BAS] agents have some clients who are at risk of not fully complying with their obligations 

in any given reporting period… 

 P8_1 P8_2 P8_3 P8_4 

…Thinking about the clients you 

personally work with, what 

proportion of those who are at 

risk of not complying do you find 

you can influence to fully meet 

their obligations to: 

Be correctly 

registered to meet 

their tax and 

superannuation 

obligations 

Lodge tax forms 

on time 

Report complete 

and accurate 

information 

Pay tax 

obligations on 

time 

ALL 84% 81% 85% 74% 

Tax 83% 77% 83% 73% 

BAS 85% 84% 87% 75% 

 

The small proportion of tax practitioners who actively disagreed that it was “important for them and 

their clients to pay their fair share of tax” felt they were slightly less able to influence their clients – 

but only by up to around 10%.   

There were no differences between the segments that had positive, neutral or negative general 

dispositions towards the ATO.   

 

 

 

 

Module 3: Service A 

 Total Tax agents BAS agents 

Full Module Sample Size* 962 - 1,014 515 - 541 447 - 473 

Estimated margin of error +3% +4% +5% 

 * Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

Readiness for Predominantly Electronic Interaction Services A Module 

SA101. The relationship between [Tax/BAS] agents and the ATO is increasingly moving towards an 

electronic platform.  How ready is your practice for a predominately electronic method of 

interacting and communicating with the ATO? 

 
Tax 

agents 
BAS 

agents 

Ready now 59% 49% 

Would be easy to get ready 37% 47% 

Would be hard to get ready 4% 4% 
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SA102. How would you feel about a predominately electronic method of interacting and 

communicating with the ATO? 

  
Very 

positive 

Total Positive 
Very Positive + 

Positive 
Tax agents BAS agents 

Total Negative 
Very negative + 

Negative 

SA102  30% 73% 70% 76% 15% 

 

 

 

 

Predominantly Used Channels for Communication and Interaction Services A Module 

SA1_B. How did you predominantly communicate or interact with the ATO over the past 12 months, to… 
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SA1B_1 Make a debt arrangement  1% 1% 1% 
Tax  9%  

BAS 6% 
1% 

Tax 71%   

BAS 56% 
2% 0% 

Tax 13%     

BAS 34% 

SA1B_2 Clarify tax legislation  1% 1% 
Tax 34% 

BAS 48% 
3% 2% 

Tax 48% 

BAS28% 
1% 0% 

Tax 10% 

BAS 20% 

SA1B_3 Change a client’s details  
Tax 14% 

BAS - 
2% 2% 

Tax 77% 

BAS 51% 
1% 8% 3% 0% 

Tax 1% 

BAS 22% 

SA1B_4 
Resolve an administrative 
matter  

1% <1% 2% 
Tax 17% 

BAS 7% 
4% 

Tax 62% 

BAS 53% 
3% <1% 

Tax 10% 

BAS 30% 

SA1B_5 
Lodge an income tax return 
[BASE = tax agents only] 

95% 0% 0% 2% 0% <1% 3% 0% <1% 

SA1B_6 
Lodge a Business Activity 
Statement  

Tax 68% 

BAS - 
5% 2% 

Tax 25%  

BAS 65% 
1% <1% 

Tax 3% 

BAS 19% 
0% 2% 

SA1B_7 
Participate in a client’s  
audit  [BASE = tax agents only] 

1% <1% <1% 2% 12% 27% 20% 2% 36% 

BAS and Tax references in a cell indicate that BAS and tax agents made significantly different use of that channel. 
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Preferred Channels for Communication and Interaction Services A Module 

SA1_A. What is your preferred way to communicate or interact with the ATO to… 
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SA1A_1 Make a debt arrangement  Tax=9% 2% 2% 35% 5% 43% 2% - 
Tax=4% 

BAS=10% 

SA1A_2 Clarify tax legislation  Tax=4% 1% 
Tax=29% 

BAS=40% 
12% 10% 

Tax=43% 

BAS=27% 
2% <1% 

Tax=1% 

BAS=7% 

SA1A_3 Change a client’s details  Tax=17% 3% 3% 75% 2% 3% 1% <1% 
Tax<1% 

BAS=7% 

SA1A_4 
Resolve an administrative 
matter  

Tax=4% 1% 2% 30% 11% 45% 2% <1% 
Tax=3% 

BAS=9% 

SA1A_5 
Lodge an income tax return 
[BASE = tax agents only] 

Tax=95% Tax<1% - Tax=2% Tax<1% Tax<1% Tax=2% - Tax<1% 

SA1A_6 
Lodge a Business Activity 
Statement  

Tax=70% 
Tax<1% 

BAS=11% 

Tax<1% 

BAS=5% 

Tax=26% 

BAS=74% 
1% <1% 

Tax=3% 

BAS=9% 
<1% 1% 

SA1A_7 
Participate in a client’s  
audit  [BASE = tax agents only] 

Tax=3% Tax=1% Tax=1% Tax=9% Tax=26% Tax=31% Tax=15% Tax=1% Tax=14% 

BAS and Tax references in a cell indicate that agents expressed significantly different preferences for that channel. 

Green shaded cells are the most used channels.  Red outlined cells are channels which have reasonable levels of preference, 

but which are not as widely used.   

 

Reasons for not using preferred electronic channel Services A Module 

SA2. You said there are some interactions that you would prefer to do using an electronic method, but 

that you predominantly did using phone, fax or in paper in the last 12 months.  Why did you not use 

your preferred electronic method(s)? 

 
 Tax agents 

n=254 

BAS agents 
n=216 

1 The option / functionality I need is not available electronically 50% 39% 

5 It is slower to do it using the electronic methods currently available 28% 14% 

11 Client not set up to be able to interact in my preferred way 8% 28% 

10 More confident doing it the way I always have 21% 19% 

9 Time required to learn how to actually do it electronically 10% 19% 

2 It is too hard to use the electronic methods currently available  18% 15% 

12 Something else (please specify) 13% 18% 

6 Doing it electronically is not reliable enough 18% 8% 

7 For record keeping or documentation reasons 16% 8% 

8 It is how my practice does things 4% 2% 

Base = Agents who indicated a preference for using an electronic channel for at least one activity – but who then used 

paper / fax / or phone in the last 12 months.  Columns do not add to 100% as multiple responses are allowed. 
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ATO Website Services A Module 

 

SA3. Have you used the ATO website (www.ato.gov.au) in the last 12 months?  

99% of all tax practitioners in the survey had used the ATO website in the previous 12 months. 

 

 

SA4. Thinking about the last time you used www.ato.gov.au, please give a score out of 10 to illustrate 

how satisfied or dissatisfied you were with the website. 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

SA4.  23% 76% 76% 77% 16% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

Base = Those who have used the website [Total n=1,006; Tax n=536; BAS n=470]. 

 

SA5. Which of the following contributed to the score that you gave the ATO website for satisfaction? 

 
Satisfied with 

last visit 

6-10/10 

Neither 

satisfied nor 

dissatisfied 

5/10 

Dissatisfied 

with last visit 

0-4/10 

Total 

Ability to find relevant information 71% 75% 85% 74% 

Ease of use 47% 39% 44% 46% 

Completeness of information 41% 31% 30% 39% 

Accuracy of information 45% 16% 13% 38% 

ATO search engine speed 30% 23% 18% 28% 

How specific search outputs are 21% 43% 40% 26% 

Visual appearance 17% 4% 8% 15% 

Something else (please specify) 4% 6% 12% 5% 

Base = Those who have used the website [Total n=1,006; Tax n=536; BAS n=470]. 

 

SA6. Following your last use of the website (www.ato.gov.au), which of the following actions did you take? 

 
Satisfied with 

last visit 

6-10/10 

Neither 

satisfied nor 

dissatisfied 

5/10 

Dissatisfied 

with last visit 

0-4/10 

Total 

No further action taken because I found what I 
required 

69% 23% 14% 59% 

I sought further information elsewhere 12% 46% 48% 21% 

I sought further information via a telephone call to the 
ATO 

12% 19% 21% 15% 

I sought further information via a Portal message or 
letter to the ATO 

2% 0% 1% 2% 

I was unable to proceed because it was unclear how to, 
or too difficult 

3% 5% 10% 4% 

Can’t recall / Don’t know 3% 8% 6% 4% 

Base = Those who have used the website [Total n=1,006; Tax n=536; BAS n=470]. 
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Portal Services A Module 

C19. 93% of all tax practitioners had used the Portal in the last 12 months.  The following questions 

are asked only of these tax practitioners. 

 

 

SA7. Overall, how satisfied or dissatisfied are you with the [Tax/BAS] Agent Portal? 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

SA7.  40% 86% 88% 82% 9% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

Base = Those who have used the Portal [Total n=945; Tax n=536; BAS n=409]. 

 

 

 

SA8. Do you agree or disagree with the following statements relating to the [Tax/BAS] Agent Portal? 

 Table shows % Agree (6-10 out of 10) 

Satisfied with 

Portal 

6-10/10 
    

n=808 

Neither 

satisfied nor 

dissatisfied 

5/10 
    

n=56 

Dissatisfied 

with Portal 

0-4/10 
    

n=81 

Total 

 

n=945 

SA8_10 
The [Tax/BAS] Agent Portal helps me in my 
practice 

98% 65% 61% 93% 

SA8_11 The [Tax/BAS] Agent Portal is easy to use 95% 44% 53% 89% 

SA8_5 
The [Tax/BAS] Agent Portal provides quality 
and reliable information 

93% 47% 56% 87% 

SA8_2 
The [Tax/BAS]  Agent Portal is readily 
available during my working hours 

88% 55% 28% 81% 

2012 = 87% 

SA8_9 
The [Tax/BAS] Agent Portal has all the 
features I need to get the job done 

81% 33% 39% 75% 

SA8_1 
The [Tax/BAS] Agent Portal has good system 
response times 

82% 33% 11% 73% 

2012 = 71% 

Base = Those who have used the Portal [Total n=922-931; Tax n=534-536; BAS n=387-395]. 
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ATO Products and Services Services A Module 

SA9A. Which of these ATO products and services are you aware of? 

SA9B. Which of these have you looked at or used in the last 12 months? 

SA9D. Please indicate your satisfaction or dissatisfaction with each of those you have used over the 

last 12 months by using the scale below [from 0 = very dissatisfied to 10 = very satisfied]: 

  SA9A SA9B SA9D 

  
% Aware of 

% Looked at  

or used it # 

% Users 

Satisfied^  

 

6-10 out of 10 

20 The BAS agent subscription electronic newsletter  
- 

BAS = 91% 

- 

BAS = 80% 
93% 

5 The quarterly TAXAGENT magazine on www.ato.gov.au  
Tax = 92% 

- 

Tax = 73% 

- 
87% 

8 
ATO Broadcasts (urgent and important information 
delivered by email, fax or post)  

Tax = 89% 

BAS = 78% 

Tax = 72% 

BAS = 58% 
92% 

1 Tax Professionals site on www.ato.gov.au  
Tax = 84% 

BAS = 54% 

Tax = 67% 

BAS = 34% 
87% 

32 ATO Webinar Program 
Tax = 90% 

BAS = 66% 

Tax = 62% 

BAS = 43% 

Tax = 90% 

BAS = 84% 

13 Lodgment Program on www.ato.gov.au  
Tax = 81% 

- 

Tax = 62% 

- 
88% 

7 eLink (a weekly email subscription newsletter)  
Tax = 65% 

BAS = 24% 

Tax = 52% 

BAS = 14% 
89% 

33 CGT small business concessions tool 
Tax = 71% 

BAS = 23% 

Tax = 39% 

BAS = 7% 
88% 

31 Tax Time Progress reports on www.ato.gov.au 
Tax = 50% 

- 

Tax = 32% 

- 
91% 

6 Agent services guide on www.ato.gov.au  
Tax = 56% 

BAS = 36% 

Tax = 29% 

BAS = 19% 
90% 

30 Tax Practitioner Action Plan 
Tax = 32% 

BAS = 18% 

Tax = 13% 

BAS = 9% 
82% 

98 None of these 
Tax < 1% 

BAS = 2% 

Tax = 1% 

BAS = 3% 
 

# Table is sorted in order of highest to lowest usage. 

^ Users Satisfied only split out tax and BAS agents where the satisfaction scores are different for the two groups. 

SA9D Base = Those who looked at or used each product or service [Total n=106-657]. 

 

 

 

 

 

  

http://www.ato.gov.au/
http://www.ato.gov.au/
http://www.ato/
http://www.ato.gov.au/
http://www.ato.gov.au/
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Module 4: Service B 

 Total Tax agents BAS agents 

Full Module Sample Size* 929 - 1,012 510 - 543 419 - 469 

Estimated margin of error +3% +4% +5% 

 * Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

 

 

Satisfaction with Advice and information Services B Module 

SB1. Overall, thinking about all the advice and information you have received from the ATO in the last 

12 months, please indicate how satisfied or dissatisfied you are with it. 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

SB1.   22% 76% 77% 75% 10% 

 2012 comparison 15% 79% 75% 83% 9% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

 

 

 

Satisfaction with Written Correspondence Services B Module 

SB1A. Overall, thinking about all the written correspondence you received from the ATO in the last 12 

months, how satisfied or dissatisfied are you with… 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

SB1A_2 
How well your queries 
were answered 

26% 71% 71% 70% 13% 

SB1A_4 
Clarity of explanation 
about the issue being 
addressed 

25% 71% 70% 71% 13% 

SB1A_3 

The relevance of ATO 
initiated correspondence 
to your clients’ 
circumstances 

23% 65% 63% 68% 15% 

SB1A_1 The timeliness of response 21% 62% 59% 65% 22% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

Note: Electronic data tables include “Not Applicable” responses, which have been removed from the results shown here.  
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Premium Agent Phone Line Services B Module 

96% of tax agents and 74% of BAS agents had used the Premium Agent Phone Line in the last 12 

months. 

 

SB2. How satisfied or dissatisfied are you with the overall telephone service you have received from 

the ATO’s premium agent phone line on 137286 in the last 12 months? 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

SB2.  
 

2012 comparison 

29% 

31% 

76% 

77% 

76% 

78% 

76% 

75% 

13% 

13% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

Base = Those who used the Premium Agent Phone Line [Total n=725; Tax n=468; BAS n=257]. 

Note: Electronic data tables include “Have Not Used It” responses, which have been removed from the results shown here.  

 

 

 

SB3. When you last phoned the ATO using the Premium Agent Phone Line, was your query answered 

by the first person you spoke to or were you transferred to someone else? 

44% of tax agents and 55% of BAS agents reported that the last time they called the Premium Agent 

Phone Line the first person they spoke to answered their query (ie: they were not transferred).  These 

figures are not significantly different from the 42% and 62% reported in 2012.   

Base = Those who used the Premium Agent Phone Line excluding “can’t recall” [Total n=725; Tax n=468; BAS n=257]. 

 

 

SB4. Please indicate your agreement or disagreement with the following statements about your last 

call to the premium agent phone line: 

  
Strongly 

Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total 

Disagree 
0-4/10 

SB4_1. 
I was confident about the 
accuracy of the information 
provided by ATO staff 

32% 75% 74% 76% 13% 

SB4_2 
ATO staff had sufficient 
understanding of issues to 
be able to help me 

30% 74% 71% 78% 15% 

SB4_6 
I was confident that I was 
calling the right Fast Key 
Code (FKC) for my issue 

39% 73% 76% 68% 13% 

SB4_3 

I am likely to receive 
consistent advice from a 
different ATO staff member 
should I call again on the 
same issue 

25% 60% 59% 61% 23% 

Base = Those who used the Premium Agent Phone Line [Total n=787-822; Tax n=493-512; BAS n=294-314]. 
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SB5. Please indicate your agreement or disagreement with the following statements about your 

overall impressions of the premium agent phone line: 

  
Strongly 

Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total 

Disagree 
0-4/10 

SB5_4 ATO staff were courteous 50% 90% 91% 90% 3% 

SB5_7. 
ATO staff are flexible when 
negotiating payment 
arrangements for my clients 

33% 74% 72% 76% 13% 

SB5_5. 

The advice I got from ATO 
staff is likely to be 
consistent with information 
from other sources 

29% 73% 73% 73% 12% 

SB5_8 

If ATO staff need to call 
back with more 
information, they will do it 
in a timely manner 

26% 66% 65% 69% 17% 

Base = Those who used the Premium Agent Phone Line [Total n=747-841; Tax n=481-517; BAS n=284-324]. 

 

 

 

 

 

 

Audits Services B Module 

SB6. Have any of your clients had an audit by the ATO completed (ie: reached a decision) in the last 

12 months?  

45% of tax agents and 21% of BAS agents had had at least one client audited in the last 12 months 

(including 23% of tax agents and 6% of BAS agents who had had more than one audited). 

The equivalent figures from 2012 were 60% (significantly higher) and 20% (no different). 

 

In answering the next set of questions, please think only about the last completed audit of one of your 

clients: 

 

SB7. Overall, how satisfied or dissatisfied were you with the way the audit was conducted 

  
Strongly 
Satisfied 

9-10/10 

Total 
Satisfied  
6-10/10 

Tax agents BAS agents 
Total 

Dissatisfied 
0-4/10 

SB7.   32% 69% 67% 74% 19% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

Base = Those who had had at least one client audit completed [Total n=319; Tax n=231; BAS n=81]. 

 

Audits continued over page. 
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SB8. Thinking now about the various aspects of that completed audit process, please indicate your 

agreement or disagreement with each of the following statements: 

  
Total Agree  

6-10/10 

  
Tax agents 

n=231 
BAS agents 

n=88 

SB8_2 The auditor explained the nature of the audit 84% 71% 

SB8_1 The auditor explained the reason for the audit 80% 72% 

SB8_3 The auditor explained the basis of the decision 76% 61% 

SB8_7 The outcome of the audit confirmed my interpretation of the relevant tax law 75% 68% 

SB8_8 The audit was completed in a timely manner 65% 73% 

SB8_5 The auditor took the client’s circumstances into account when making the decision 59% 63% 

SB8_4 The auditor explained the basis for any penalties 62% 42% 

SB8_6 The auditor took my opinions into consideration when making the decision 61% 53% 

Base = Those who had had at least one client audit completed [Total n=319; Tax n=231; BAS n=81]. 

 

 

 

 

Impact of operational or administrative actions by the ATO in last 12 months Services B Module 

SB9.  Has the ATO done (or not done) anything in an operational or administrative sense in the last 12 

months that positively or negatively impacted your business?  If so, what happened and how was your 

business affected? 

  Tax agents BAS agents 

 Positive Impact 27% 19% 

 Nothing 60% 71% 

 Negative impact 34% 21% 

Columns do not add to 100% due to multiple responses being allowed. 
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Module 5: State of the Industry 

 Total Tax agents BAS agents 

Full Module Sample Size* 963 - 1,015 529 - 546 434 - 469 

Estimated margin of error +3% +4% +5% 

 * Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

 

Tax Agent Working conditions State of the Industry Module 

SI1. Overall, how satisfied or dissatisfied are you with your job as a tax practitioner? 

We realise there are probably some things about your job you are satisfied with, and others you are 

dissatisfied with. On balance, taking all things into account, please use a scale of 0-10, where 10 

means you are strongly satisfied and 0 means you are strongly dissatisfied 

  
Strongly 
satisfied 

9-10/10 

Total 
satisfied  
6-10/10 

Tax agents BAS agents 
Total 

dissatisfied 
0-4/10 

SI1  31% 89% 88% 91% 5% 

 2012 comparison 29% 88% 83% 92% 5% 

Total Satisfied includes Strongly Satisfied.  Rows do not add to 100% as not all response categories shown in summary table. 

 

 

 

Expectations of staff numbers at your practice in the next 12 months State of the Industry Module 

SI2. In terms of the future plans of your [practice], over the next 12 months do you expect the number 

of staff to increase, remain stable or decrease?   

  Increase Stay same Decrease 

SI2 All 18% 78% 3% 

 2012 comparison 20% 76% 4% 

 Tax 23% 74% 3% 

 BAS 13% 84% 3% 

 

SI3. Which of the following are reasons you expect an increase in staff numbers: 

 Client base is growing ..................................................................................................... 83% 

 Tax related compliance and administrative requirements are increasing .................. 48% 

 Expanding range of services provided ........................................................................... 29% 

 Non-Tax related compliance and administrative requirements are increasing .......... 19% 

 

Base = Those who expect staff numbers to increase [Total n=177; Tax n=121; BAS n=56]. 
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SI4 Which of the following are reasons you expect a decrease in staff numbers?: 

 Client base is decreasing ............................................................................ 15 of 31 agents 

 Our profitability is declining ......................................................................... 13 of 31 agents 

 The owner does not want the practice to expand ........................................ 4 of 31 agents 

 Reducing range of services provided ............................................................ 2 of 31 agents 

 Experiencing difficulty in recruiting / retaining quality staff ........................ 2 of 31 agents 

 Something else ...........................................................................................  11 of 31 agents 

 

CATION – SMALL BASE = Those who expect staff numbers to decrease [Total n=31; Tax n=18; BAS n=13]. 

 

 

Expectations of personal work path in the next 2-3 years State of the Industry Module 

SI15. Which of these statements best describes your personal work plans for the next 2-3 years? 

  Still doing tax Retired Left industry Other 

SI15 All 79% 14% 5% 3% 

 Tax 76% 17% 5% 3% 

 BAS 82% 11% 5% 2% 

 

 

Services Provided State of the Industry Module 

SI5.  Which of the following services does your practice offer for a fee (not fully outsourced services)? 

 TAX BAS TOTAL 

Preparing and/or lodging BAS 98% 97% 98% 

General advice on appropriate record keeping practices 76% 77% 77% 

General bookkeeping services (other than generating & lodging BAS) 56% 95% 74% 

Setting up accounting software 42% 80% 60% 

Assistance in establishing new businesses 78% 38% 60% 

Preparing and/or lodging tax returns 99% 6% 56% 

Payroll services 28% 83% 53% 

Training in the use of accounting software and/or spread sheet packages 35% 65% 49% 

Advice on tax planning 75%  40% 

Superannuation services 45%  24% 

Consulting on specific areas of taxation legislation 44%  24% 

Self-managed superannuation fund audits 31%  17% 

Independent audit services 24%  13% 

Financial advice services 10%  5% 

None of the above 1% 1% 1% 
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Tax practitioner role in Lodgment State of the Industry Module  

SI6_Tax. Thinking about the clients you personally work with, roughly what proportion of your business 

clients who are required to lodge a BAS: 

SI6_BAS. Thinking about the clients you personally work with, roughly what proportion of your 

business clients: 

 TAX 
2012 

Comparison 
BAS 

2012 
Comparison 

Use your practice services to prepare and lodge their BAS 52% 45% 81% 78% 

Engage BAS agents to do their BAS preparation and lodgment 7% 8%   

Prepare their own BAS and your [practice] lodges it 7% 7% 2% 2% 

Lodge their own BAS electronically 12% 
39% 

7% 
20% 

Lodge their own BAS non-electronically 22% 10% 

 

 

 

 

Perceptions of tax practitioners Obligations State of the Industry Module 

SI7. Thinking about your own obligations in regards to managing your clients, do you agree or disagree 

that it is part of your professional responsibility as a [Tax/BAS] agent to…    

 

Thinking about your own 

obligations in regards to 

managing your clients, do you 

agree or disagree that it is 

part of your professional 

responsibility as a [Tax/BAS] 

agent to…    

Strongly 
Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total Disagree 

0-4/10 

S17_3 

Take reasonable steps to 
ensure clients report 
complete and accurate 
information 

80% 98% 97% 99% 1% 

S17_7 

Inform new clients of the 

records they need to 

prepare and retain 

82% 

2012 = 84% 

98% 

95% 

98% 

95% 

97% 

96% 

1% 

2% 

S17_1 

Take reasonable steps to 
ensure clients are correctly 
registered to meet their 
tax and superannuation 
obligations 

79% 97% 99% 96% 1% 

S17_9 

Guide clients’ record 

keeping practices to 

facilitate preparation of 

their returns 

76% 

2012 = 71% 

97% 

96% 

97% 

97% 

97% 

96% 

1% 

2% 
 

Continued over page 
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Continued from previous page 

 

Thinking about your own 

obligations in regards to 

managing your clients, do you 

agree or disagree that it is 

part of your professional 

responsibility as a [Tax/BAS] 

agent to…    

Strongly 
Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total Disagree 

0-4/10 

S17_2 

Take reasonable steps to 
ensure clients lodge 
[Tax/BAS] information on 
time 

77% 96% 94% 98% 2% 

S17_6 

Undertake additional steps 

to satisfy yourself of the 

accuracy of record keeping 

practices of a new 

client compared to an 

existing client 

66% 89% 87% 92% 3% 

S17_4 
Take reasonable steps to 
ensure clients pay tax 
obligations on time 

57% 84% 80% 90% 9% 

SI7_11 
Report tax avoidance 

schemes 
63% 82% 80% 84% 4% 

S17_8 
Issue an engagement letter 

to new clients 
59% 81% 83% 78% 4% 

SI7_10 
Conduct a proof of identity 

process for new clients 
48% 72% 72% 72% 9% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 

 

Tax practitioners with a non-compliant posture (who either did not agree or who actively disagreed that 

it was important for them and their clients to pay their fair share of tax) were up to about 10% less 

likely to agree that each of these was part of their professional responsibility as a tax practitioner. 

 

 

Paper Lodgment State of the Industry Module 

SI8_Tax.  Have you lodged any income tax returns or Business Activity Statements by paper in the last 

12 months? 

SI8_BAS.  Have you lodged any business activity statements by paper in the last 12 months? 

34% of tax agents have lodged by paper in the last 12 months SI8.  This figure is no different to the 

36% in 2012. 

 10% both tax and BAS  

 16% tax only 

 8% BAS only 

 

55% of BAS agents have lodged by paper in the last 12 months, significantly lower than the 63% in 

2012.   



2013 TPR ATO Report Page  |  60 

 

SI9. Why did you lodge by paper? 

 

Lodge  

Tax Return 
Lodge BAS 

 Tax agents Tax agents BAS agents 

 n=138 n=99 n=254 

Client is not set up for electronic dealings 1% 24% 56% 

Your software would not allow the type of lodgment you 
wished to make 

50% 22% 6% 

The client requested that you lodge via paper 4% 20% 41% 

You are not set up for electronic dealings 10% 11% 27% 

You did not want to re-key information into ATO systems 3% 24% 7% 

Something else 41% 16% 16% 

Base = Those who lodged by paper in the last 12 months. 

It isn’t possible to directly compare the reasons for paper lodgment from 2012-2013 (the distinction 

between tax and BAS returns was not used in 2012, and a much shorter and different range of 

reasons were included in the 2013 survey).  The main reasons for lodging by paper in 2012 were: 

 Client request – 55% of BAS agents and 13% of tax agents 

 ELS won’t allow the type of lodgment required – 39% of tax agents 

 Find it easier – 29% of BAS agents and 14% of tax agents  

 Prefer to have a record on paper - 15% of BAS agents and 9% of tax agents 

 Don’t have the time to set up technology – 12% of BAS agents and 4% of tax agents 

 Don’t want to re-key data into ELS – 7% of tax agents 

 

 

 

Knowledge of Tax Legislation State of the Industry Module 

SI10. Please indicate your level of agreement or disagreement with the following statements, using 

the scale below: 

  
Strongly 

Agree 
9-10/10 

Total Agree  
6-10/10 

Tax agents BAS agents 
Total 

Disagree 
0-4/10 

SI10_1 

I feel confident that my 
knowledge of tax 
legislation is up to date in 
my field 

50% 93% 95% 90% 2% 

 

2012 comparison** 

** “I feel confident about the 
currency of my knowledge of 

tax legislation”** 

34% 85% 91% 80% 4% 

SI10_2 
It is difficult to keep up to 
date with change to tax 
legislation 

34% 71% 75% 66% 17% 

Total Agree includes Strongly Agree.  Rows do not add to 100% as not all response categories shown in summary table. 
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Continuing Professional Development State of the Industry Module 

SI11. Thinking specifically about the Continuing Professional Education (CPE) or Continuing 

Professional Development (CPD) you do to retain your agent registration and/or professional 

association membership(s) – approximately how many hours have you done in the last 12 months?   

SI11: Thinking about the CPE or CPD you to retain your agent registration and / or 

professional association membership(s) – approximately how many hours have you 

done nth last 12 months? 
TAX BAS 

None 2% 14% 

1-10 Hours 3% 21% 

11-20 Hours 12% 23% 

21-30 Hours 18% 13% 

31-40 Hours 22% 9% 

41-50 hours 14% 6% 

51-100 Hours 21% 6% 

100+ Hours 7% 8% 

 

Quartiles: TAX BAS 

Bottom 25% did less than: 30 Hours 8 Hours 

Those at the mid-point did: 40 Hours 20 Hours 

Top 25% did more than: 60 Hours 40 Hours 

 

Quartiles: 

Positive 
segment 

n=433 

Moderate but 
accountable 

segment  
n=140 

Moderate, not 
accountable 

segment  
n=269 

Negative 
segment  

n=166 

Bottom 25% did less than: 15 hrs 19 hrs 20 hrs 20 hrs 

Those at the mid-point did: 30 hrs 30 hrs 38 hrs 40 hrs 

Top 25% did more than: 49 hrs 50 hrs 50 hrs 51 hrs 
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Sources of information on Technical Tax Matters State of the Industry Module 

SI12.  Which of the following sources have you used when researching technical tax issues in the last 

12 months? 

 Total Tax Bas 

ATO website www.ato.gov.au 94% 94% 93% 

ATO publications 78% 84% 72% 

ATO online calculators and tools 78% 77% 79% 

Professional associations 71% 79% 62% 

Phone the ATO 63% 71% 55% 

ATO Legal Database 60% 78% 40% 

Third party published reference manuals e.g. commercial tax guides 57% 75% 36% 

Peer networks / Mentor / Discussion groups 48% 49% 48% 

Tax specialists offering technical advice services to agents for a fee 29% 37% 20% 

ATO register of private binding rulings 28% 41% 11% 

Online forums 22% 18% 26% 

ATO Consultative Forums 10% 12% 7% 

Something else 5% 4% 7% 

Social Media (Facebook, Twitter, Linked In, YouTube, etc) 4% 4% 5% 

I have not researched technical tax issues in the last 12 months 1%   3% 

 

 

Roles and Responsibilities State of the Industry Module 

SI14. Who do you believe is responsible for the following activities? 

  ATO TPB AGENTS None 

SI14_6. 
Communicating changes in tax legislation to 
taxpayers 

95% 
14%  

Tax=6% 
BAS=22% 

44%  
Tax=53% 
BAS=34% 

1% 

SI14_3. 
Promoting and encouraging taxpayer compliance with 
the tax system 

94% 
17%  

Tax=11% 
BAS=25% 

56% 0% 

SI14_4. 
Promoting and encouraging proper participation by 
taxpayers in the tax system 

93% 
16%  

Tax=10% 
BAS=23% 

49% 1% 

SI14_5. 
Promoting and encouraging proper participation in 
the superannuation system 

90% 
12%  

Tax=8% 
BAS=16% 

46% 5% 

SI14_1 
Identifying and dealing with unregistered [Tax/BAS] 
agents 

49%  
Tax=56% 
BAS=40% 

88%  
Tax=85% 
BAS=92% 

9% 1% 

SI14_8. Investigating breaches of tax agent services legislation 
42% 

Tax=30% 
BAS=57% 

81% 
Tax=89% 
BAS=71% 

3% 1% 

SI14_7. Regulating registered [Tax/BAS] agents 20% 94% 5% 0% 

SI14_2. Registering [Tax/BAS] agents 14% 94% 8% 0% 

Rows do not add to 100% because multiple responses were allowed. 
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Concerns for the Tax Profession State of the Industry Module 

SI13. We are interested in what you think are some of the major issues that may need to be addressed 

in relation to the future of the tax profession. Please rate your impression of each of the following: 

  

Low 

concern  
has little 

or no 

negative 

impact 

Medium 

concern  
has a  

real or 

potential 

negative 

impact 

High 

concern  
requires 

immediate 

attention 

and 

improvement 

High 

concern 

to Tax 

agents 

High 

concern 

to BAS 

agents 

SI13_3 Complexity of tax legislation 6% 35% 59%   

SI13_4 Continual changes to the tax legislation 9% 36% 56% 59% 51% 

SI13_2 
Expectation for agents to ensure clients’ 
compliance 

13% 46% 41% 47% 35% 

SI13_8 Recruiting quality staff 28% 39% 34%   

SI13_9 Retaining quality staff 28% 38% 34%   

SI13_15 
The relationship between tax practitioners and 
the ATO 

29% 40% 31% 37% 24% 

SI13_14 
The impact of outsourcing on the overall 
quality of tax work 

28% 43% 29% 33% 25% 

SI13_11 Integration of ‘tax’ and ‘welfare’ systems 31% 42% 26% 29% 23% 

SI13_12 
The ageing agent population and the resulting 
effect on available tax services 

32% 42% 26% 29% 21% 

SI13_7 
The need to use outsourcing for a [practice] to 
remain profitable 

47% 33% 20%   

SI13_5 
The tax practitioners Board registration 
requirements (including insurance cover) 

42% 39% 19% 14% 25% 

SI13_13 
Moves to conduct all tax business 
electronically 

44% 37% 19%   

SI13_10 CPE / CPD requirements 33% 49% 18%   
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Module 6: Tax Practitioners Board 

 Total Tax agents BAS agents 

Full Module Sample Size 914 445 469 

Estimated margin of error +3% +5% +5% 

 Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

 

 

Roles and Responsibilities TPB Module 

Q15. If you needed to do the following things – what are ALL the options you would consider to be 

acceptable? 

 

Q15. Options would consider if needed to 

take the following action 
Through 

the ATO 

Through 

the TPB 

Through a 

professional 

association 

you are a 

member of 

Some 

other way 

Even if this 

situation 

occurred, I 

probably 

would not 

do this 

E 
Get information sent to you about changes to 
tax law 

78% 
37% 

Tax=20% 
BAS=53% 

41% 1% 1% 

C Make a complaint about the ATO 60% 30% 
27%  

Tax=32% 
BAS=21% 

2% 12% 

A 
Report a tax practitioner in your area who 
was not correctly registered 

26% 
Tax=31% 
BAS=22% 

73% 14% 0% 13% 

B 

Make a complaint about a tax practitioner in 
your area who was operating improperly in 
some manner 

26% 73% 19% 0% 12% 

F Make a complaint about the TPB 
24%  

Tax=19% 
BAS=29% 

59% 29% 1% 15% 

D 
Get advice about the criteria for registering as 
a Tax/BAS agent 

21% 87% 
23%  

Tax=16% 
BAS=29% 

0% 3% 

Rows do not add to 100% because multiple responses were allowed. 
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Module 7: Demographics 

 Total Tax agents BAS agents 

Full Module Sample Size 4,967 2,618 2,349 

Estimated margin of error +1% +2% +2% 

 Individual question results exclude “Don’t Know” responses. 

 Where base sizes vary from these they are noted in tables.   

 

 

Number of clients Demographics Module 

D1. Approximately how many regular clients (i.e. clients you have seen more than once) do you 

personally provide Tax or BAS services for?  

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

Tax = None BAS = None - 5% 1% 

Tax = Less than 50 BAS = Less than 6 25% 36% 32% 

Tax = 50-99 BAS = 6-10 20% 16% 26% 

Tax = 100+ BAS = 11-20 55% 43% 24% 

 BAS = 21+ - - 17% 

 

 

 

D2. Approximately how many regular clients (i.e. clients seen more than once) does your practice 

provide Tax or BAS services for?  

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

Less than 10 3% 10% 49% 

10-19 5% 11% 27% 

20-49 11% 11% 18% 

50-99 16% 12% 5% 

100-499 40% 31% 1% 

500-999 13% 12% <1% 

1000-1999 8% 9% - 

2000+ 4% 4% - 
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D11.  Do you provide Tax or BAS services to any businesses with an annual turnover greater than 

$2million?   

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

No 46% 51%  

Yes 54% 49%  

If Yes: D11A.  Approximately what percentage of your working time as a tax 

agent in the last 12 months was spent on behalf of clients with a turnover 

between $2million and $250million? 

   

0-25% 82% 74%  

26-50% 13% 17%  

51-75% 4% 7%  

76-100% 1% 2%  

 

 

Ask ONLY tax agents who have less than 50 clients and no clients with over $2million turnover: 

D12.  Do you provide Tax and BAS services to:   

 

ATO tax agent 
sample  
[adds to 

14% of total] 

TPB tax agent 
sample 
[adds to  

25% of total] 

BAS agent sample 

Only family and friends <1% 3%  

Mainly family and friends, but some general clients 2% 8%  

Mostly general clients 9% 10%  

Only general clients 3% 4%  

 

 

D3. How many people, including you, are employed in the practice that you own, operate or are 

contracted / employed by? Please include clerical / administrative workers, but not auxiliary staff such as 

cleaners.  If you are unsure, please enter your best estimate.   

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

1 35% 34% 69% 

2-5 47% 43% 26% 

6-10 11% 12% 3% 

11-20 5% 7% 1% 

21-50 2% 3% 1% 

51-100 <1% 1% <1% 

101-500 <1% <1% <1% 

501+ <1% 1% - 
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D4. How old are you?   

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

18 – 24 years old <1% - <1% 

25 – 34 years old 6% 9% 4% 

35 – 44 years old 18% 18% 23% 

45 – 54 years old 27% 23% 39% 

55 – 64 years old 31% 33% 27% 

65 years or over 18% 18% 7% 

 

 

D5. Tier [recorded from supplied sample lists]   

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

Top shelf <1% - - 

2nd Tier 2% 1% - 

Medium 27% 11% - 

Small 27% 15% - 

PT Focussed 13% 6% - 

High Bulk 13% 5% - 

Micro 18% 30% - 

NA - 32% - 

BAS Agent - - 100% 

 

 

 

D8. Location [recorded from supplied sample lists]   

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

CBD 5% 5% 1% 

Inner Metro 42% 44% 32% 

Outer metro 25% 43% 31% 

Regional 11% 13% 12% 

Rural 16% 15% 24% 
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Nature of Tax Work Demographics Module 

D13. Which of the following best describes your work in the Tax industry? 

 

ATO tax 
agent 

sample 

TPB tax 
agent 

sample 

BAS 
agent 

sample 

General [Tax/BAS] work is my main work 86% 78% 58% 

Specialised / niche [Tax/BAS] work is my main work 5% 7% 6% 

General [Tax/BAS] work is a secondary part of my work 8% 13% 32% 

Specialised / niche [Tax/BAS] work is a secondary part of my work 1% 2% 4% 

 

 

 


