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1. Executive summary 
 

The eleventh Micro Perceptions Survey (MPS) is based on a national online survey of 499 Australian 

micro businesses, conducted in March 2013. 

Perceptions of how the ATO administers the tax system 

Micro businesses have a positive perception of the ATO, with moderately high levels of agreement that 

the ATO is doing a good job overall and of confidence in the ATO’s administration of the tax system.  

The ATO is seen to be accountable, fair and professional by the vast majority of micro businesses.  

This view has changed little since September 2010, when first measured by the MPS. 

Perceptions of how the ATO works with the community 

Among micro businesses, there are some concerns about how the ATO administers the law and works 

with the community.  Half believe the ATO is not concerned about service and that the ATO has too 

much power and three quarters feel that the ATO spends too much time “clamping down on ordinary 

people”.  Around seven in ten are satisfied with the extent to which the ATO appears to be listening 

and responding to the community, but substantial minorities are not.   

Perceptions of how the ATO manages compliance 

There is almost universal support among micro businesses for dealing strongly with people and 

businesses who deliberately avoid paying tax; about four in ten believe there should be more 

deterrents in place to stop people and businesses cheating the system.  Perceived effectiveness of 

the ATO in dealing with non-compliance varies widely depending on the nature of tax avoidance.  Only 

around four in ten micro businesses believe the ATO is effective in dealing with tax avoidance by large 

companies (and agreement with this has decreased since first measured in September 2010). 

Perceptions of how the ATO provides service 

Apart from lodging a business tax return or BAS and receiving a tax assessment, about one third had 

dealings with the ATO in the 12 months to March 2013.  Among those who had a service episode, 

there has been little discernible change, over time, in service satisfaction.  Where there is perceived 

change, however, this tends to be in a positive direction.   Lodging business tax returns, even where 

the business does this without the help of a tax professional, is generally non-problematic; satisfaction 

is very high, for example, with e-tax.  When there is a service episode, staff are generally seen as being 

courteous and professional.  Those dealing with the ATO over the telephone are most positive about 

the staff member’s courteousness, and least positive about their understanding of personal 

circumstances and ability to answer queries. 

Service Commitments 

Half or more of micro businesses with an opinion agree with all 10 Service Commitment indicators 

and up to one in four disagree.  There is little differentiation in overall performance between the 

Service Commitment summary indices, with average score on a 1-5 scale being in the range of 3.2 to 

3.6.  Service Commitment 5 (Professional) is the strongest performing, and Service Commitment 3 

(Timely) is the weakest performing. 
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Micro business confidence  

Micro businesses have generally positive and accepting attitudes towards the tax system; most feel 

engaged, comfortable and confident.  Moreover, there is moderately strong agreement that it is easier 

now than in the past to deal with the tax system.  Despite these generally high levels of engagement, a 

substantial minority of about two in five micro businesses are confused and lack confidence, and this 

level has changed little since 2010 when first measured quarterly. 

Perceptions of equity in the tax system 

There is close to universal agreement among micro businesses that it is important that everyone pays 

their fair share of tax, that they are paying their own fair share, and that this is their duty.  Almost nine 

in ten also believe it is unfair to use cash to avoid paying tax.  However, over two in five micro 

businesses believe that most [other] businesses try to avoid paying their fair share. 

Compliance behaviour 

Despite the value placed on equity and fairness by micro businesses, almost half feel it is acceptable 

to pay cash if it makes products or services cheaper.  One in ten believes that it is acceptable to 

overstate deductions in a tax return or BAS, and a similar proportion acknowledges overstating 

deductions on their business tax return.  These data suggest that there continues to be a ‘social norm’ 

of tax avoidance for a minority of micro businesses.  There has been little change in reported 

compliance behaviour across the ten quarters of the MPS. 

Cost of compliance 

Micro businesses estimated that activities directly related to tax compliance make up just over one 

fifth of their time spent on all administrative and record-keeping tasks.  Asked about the most time 

consuming administrative tasks they or their employees have to complete, just over one in ten 

described a task directly related to taxation as the most time consuming; this was primarily the 

Business Activity Statement.   There has been no consistent long term shift in this over time.  The 

majority of micro businesses feel meeting their business tax obligations is not “easy”, but almost four 

in five say they are coping well.  The majority of micro businesses feel meeting their business tax 

obligations is not “easy”, but 78% said they are coping well.  Among those with personal responsibility 

for managing HR or payroll, confidence in administering taxation obligations ranges from 89% 

confident for PAYGW to 58% confident for Parental Leave Pay. 

Building and construction industry reporting requirements 

Almost two thirds of micro businesses in the building and construction industry are aware of new 

reporting requirements; this is significantly higher than in the first half of 2012, although there has 

been little change in awareness between December 2012 and March 2013.   

The majority of those who are aware of the new requirements are confident that they understand what 

they need to do, and “high” confidence levels have increased significantly since 2012.  In March 

2013, almost three-quarters of those who are aware of the new requirements said they had reviewed 

their record-keeping practices to ensure they are collecting the necessary information; this is not 

significantly different to 2012 but is the highest recorded level of this behaviour. 
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2. Key findings 
 

2.1. Introduction 

The overall aim of the Micro Business Perceptions Survey (MPS) is to monitor micro enterprises’ 

perceptions of the Australian Taxation Office (ATO) and its administration of the tax system. The 

eleventh MPS is based on an online survey conducted nationally in March 2013 among a sample of 

499 Australian micro businesses. 

2.2. Findings 

2.2.1. ATO reputation 

Micro businesses want to see the ATO being a strong presence in the tax system – probably for 

reasons of equity - and they have a moderately strong positive perception of the ATO.  Seventy nine 

percent of micro businesses who have an opinion agree that overall the ATO is doing a good job, and 

82% agree that they are confident in the ATO’s administration of the Australian tax system.  Similarly 

moderately high scores are given to all “brand attributes” measured, including integrity, accountability, 

fairness and professionalism.   

There has been little change on these indicators since they were first measured in September 2010. 

 

Figure 1. Overall performance  

 



 

MPS March 2013 Report Page  |  7 

 

 

Table 1:  ATO reputation 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q36. The ATO acts with integrity 86% 86% 86% 86% 85% 

Q121. I am confident with the ATO's administration of 

the Australian tax system for businesses 
83% 85% 82% 84% 82% 

Q27. Overall, I think the ATO is doing a good job 82% 79% 83% 81% 79% 

Q39. The ATO is fair and professional in how it 

administers the tax system 
76% 81% 81% 78% 79% 

Q37. The ATO is accountable for what it does 76% 76% 77% 74% 75% 

Q38. The ATO applies the tax law with certainty and 

consistency 
75% 77% 76% 71% 75% 

Sample sizes (n=) 409-425 473-514 490-583 202-441 203-438 

Q27: You are now going to see a series of statements about the ATO. Please think about the ATO as an organisation overall. For each 

statement, please select the degree to which you agree or disagree - ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q36-39: For each statement, please indicate the degree to which you agree or disagree - ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly 

disagree’. 

Q121: For the following statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (March 2013):  Depending on question, all respondents or Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Please note: A high proportion of respondents said “don’t know” to these questions in March 2013: 18% to “The ATO is 

accountable”,  20% to “The ATO acts with integrity”, 20% to “The ATO applies tax law with consistency”, 15% to “The ATO is 

fair”, 13% to “I am confident with the ATO’s administration of the Australian tax system for businesses, and 14% to “Overall 

the ATO is doing a good job”.  “Don’t know” is excluded from the base when calculating the estimates shown in this report. 
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Despite these positive overall perceptions, there are some concerns about how the ATO administers 

the law and works with the community.  Three quarters of micro businesses who have an opinion feel 

that the ATO spends too much time “clamping down on ordinary people and lets the real tax cheats 

get away”; and half feel that that ATO has too much power over taxpayers.    Seven in ten of those with 

an opinion are satisfied with the extent to which the ATO appears to be listening and responding to the 

micro businesses, but substantial minorities are not.  Further, 51% agree that “the ATO is not 

concerned about service, only about collecting taxes”, and 48% agree that they would feel 

uncomfortable asking the ATO for help with business tax problems.   

 

Table 2:  Administering the law and working with the community 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q40. The ATO supports businesses who want to do the 

right thing 
84% 84% 88% 87% 80% 

Q26. The ATO spends too much time clamping down on 

ordinary people and lets the real tax cheats get away 
75% 73% 75% 74% 73% 

Q32. The ATO looks for new ways of doing things to help 

businesses 
72% 71% 72% 66% 71% 

Q33. I believe the ATO acts on businesses’ suggestions 

to improve the way the system is run 
68% 63% 63% 60% 63% 

Q24. The ATO has too much power over taxpayers 62% 57% 54% 51% 53% 

Q20. The ATO is not concerned about service, only about 

collecting taxes 
49% 46% 48% 43% 51% 

Q18. I don’t feel comfortable asking the ATO when I 

need help with my business tax problems 
44% 49% 44% 39% 48% 

Sample sizes (n=) 332-465 390-525 391-534 166-467 157-464 

Q18, 20: You will now see a series of statements that people have made about the service provided by the ATO. For each statement, please 

select the degree to which you agree or disagree. 

Q24, 26: You are now going to see a series of statements about the ATO. Please think about the ATO as an organisation overall. For each 

statement, please select the degree to which you agree or disagree - ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q32, 33, 40: For each statement, please indicate if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’.  

Base (Q18,20,24,26):  All respondents excluding “prefer not to say” and “don’t know”. 

Base (Q32,33,40):  Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Please note: A high proportion of respondents said “don’t know” to some of these questions in March 2013:  37% to “I 

believe the ATO acts on businesses’ suggestions to improve the way the system is run”, 28% to “The ATO looks for new ways 

of doing things to help businesses”, 12% to “The ATO has too much power over taxpayers”, 16% to “The ATO supports 

businesses who want to do the right thing”, 12% to “The ATO spends too much time clamping down on ordinary people and 

lets the real tax cheats get away”, and 10% to “The ATO is not concerned about service, only about collecting taxes”.     

“Don’t know” is excluded from the base when calculating the estimates shown in this report. 
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2.2.2. Managing tax avoidance 

In terms of managing non-compliance, the vast majority of micro businesses who have an opinion 

think the ATO does and should deal strongly with “tax cheats”.  However, perceived effectiveness 

varies widely depending on the nature of tax avoidance.  One half think the ATO is effective in dealing 

with fraudulent large refunds, tax avoidance and non-declaration of cash earnings, but fewer than half 

believe the ATO is effective in dealing with tax avoidance by large companies. 

 

Figure 2. ATO effectiveness in making sure large companies pay fair share of tax  
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Table 3:  Managing tax avoidance 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q81. It is important that the ATO deals strongly with 

people and businesses deliberately avoiding paying 

tax, in order for the system to be fair 

98% 96% 94% 98% 96% 

Q28. The ATO clamps down hard on those who try to 

avoid paying the correct amount of tax 
80% 82% 82% 79% 78% 

Q78. The ATO is effective in dealing with people and 

businesses that have deliberately avoided paying 

large amounts of tax 

62% 72% 67% 61% 61% 

Q102.  There are enough deterrents in place to stop 

people ‘cheating the tax system’ 
56% 56% 59% 57% 60% 

Q76.  The ATO is effective in dealing with people who do 

not declare all their cash earnings 
56% 69% 65% 53% 63% 

Q82. The ATO is effective in stopping people and 

businesses using international tax havens to avoid 

paying tax 

55% 57% 52% 45% 48% 

Q83d.  The ATO is effective in making sure large 

companies pay their share of tax 
48% 53% 43% 41% 43% 

Sample sizes (n=) 159-427 179-511 168-504 146-236 148-230 

Q28: For each statement, please indicate if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q78, 81, 82: The next few statements are about a range of issues the ATO has to manage.   For each statement, please select if you 

‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’.  

Q76, 102:  You are now going to see a series of statements that people have made about complying with tax obligations. Some statements 

are about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, please select 

if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q83d: You are now going to see a series of statements that people have made about the administration of the tax system for large 

companies. For each statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q28):  Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Base (Q78,81,82,76,102,83d):  Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Please note: A high proportion of respondents said “don’t know” to some of these questions in March 2013: 41% to “The 

ATO is effective in dealing with people who do not declare all their cash earnings”, 37% to “The ATO is effective in stopping 

people and businesses using international tax havens to avoid paying tax”, 26% to “The ATO is effective in making sure large 

companies pay their fair share”,  33% to “The ATO is effective in dealing with people and businesses that have deliberately 

avoided paying large amounts of tax”, 22% to “There are enough deterrents in place to stop people ‘cheating the tax 

system’”, and 17% to “The ATO clamps down hard on those who try to avoid paying the correct amount of tax”. “Don’t know” 

is excluded from the base when calculating the estimates shown in this report. 
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2.2.3. Micro business engagement with the tax 

system 

Micro businesses have generally positive and accepting attitudes towards the tax system; most feel 

engaged, comfortable and confident.  Most micro businesses feel they know what information and 

records they need to keep and are aware of the existence of timeframes for changes to their tax 

assessment.  Almost all say they would contact the ATO if they could not pay their tax.  Moreover, there 

is moderately strong agreement that it is easier now than in the past to deal with the tax system. 

Despite these generally high levels of engagement, comfort and confidence, a minority of just over  

one third are confused and lack confidence, and this level has changed little since 2010 when first 

measured quarterly. 

 

Figure 3. I feel comfortable and confident dealing with the tax system  
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Table 4:  Engagement with the tax system 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q9. When my business tax is lodged, I am confident that 

it has been filled out correctly 
91% 93% 95% 92% 91% 

Q4. I am engaged in my business tax affairs 92% 88% 91% 91% 90% 

Q1. I have a good understanding of my business tax 

obligations 
83% 83% 89% 89% 87% 

Q2. I feel comfortable and confident in dealing with the 

tax system 
69% 69% 75% 73% 73% 

Q10. I sometimes worry that the ATO will audit me 46% 46% 44% 43% 47% 

Q3. My business tax affairs are complex 50% 53% 45% 42% 47% 

Q5. I feel very confused about business taxation matters 34% 40% 32% 30% 38% 

Sample sizes (n=) 480-487 553-564 565-577 484-501 482-493 

Q1, 2, 3, 4: You are now going to see a series of statements that people have made about tax and the tax system. For each statement, 

please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q5, 9, 10: For each statement, please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

 

Engagement in the tax system is dependent on the extent to which the tax system is seen to be fair, 

based on rules that are reasonable, and made up of taxpayers who are willing to participate by those 

rules.  Almost all micro businesses believe it is important everyone pays their fair share of tax, that 

they are paying their own fair share, and that this is their duty.  However, 43% of micro businesses in 

March 2013 believe that most [other] businesses try to avoid paying their fair share. 

 

Table 5:  Beliefs about tax compliance 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q15. I am confident that my business is paying the 

correct share of tax 
97% 98% 97% 99% 97% 

Q14. I think it is important that businesses pay their fair 

share of tax 
98% 98% 97% 98% 95% 

Q103.  It is my duty to the wider community to meet my 

business tax obligations 
96% 96% 98% 96% 96% 

Q13. Most businesses try to avoid paying their fair share 

of tax 
47% 46% 47% 35% 43% 

Sample sizes (n=) 216-490 254-564 280-578 245-502 239-492 

Q13, 14, 15: The following statements are about taxes that are paid. For each statement, please select the degree to which you agree or 

disagree…. ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

Q103:  You are now going to see a series of statements that people have made about paying their taxes. For each statement, please select if 

you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q13, 14, 15):  All respondents excluding “prefer not to say” and “don’t know”. 

Base (Q103):  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Please note: A high proportion of respondents said “don’t know” to one of these questions in March 2013: 12% said “don’t 

know” to “Most businesses try to avoid paying their fair share of tax”. “Don’t know” is excluded from the base when 

calculating the estimates shown in this report. 
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2.2.4. Compliance 

Micro businesses have been strongly and consistently opposed to a cash economy since this was first 

measured in December 2010.  Almost nine in ten believe the cash economy is “unfair”.  Despite this, 

almost half of micro businesses agreed that “it’s ok to pay cash for goods and services without being 

issued a receipt if it makes it cheaper”.   And although almost all micro businesses claimed that they 

“always honestly declare all income”, only 43% “strongly” agreed with this statement.  Further, 10% of 

micro businesses said they overstate deductions on their business tax return and 11% said that this is 

acceptable.          

Despite these apparently contradictory views and behaviours, there is strong (almost universal) 

support among micro businesses for strong ATO action on tax avoidance, and about four in ten think 

there are not enough deterrents in place at the moment.   

There has been little change over the ten quarters of the MPS on these measures. 

 

Table 6:  The cash economy and tax compliance behaviour 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q106.  I always honestly declare all my income 99% 97% 98% 95% 96% 

Q73.  It is unfair to use cash to avoid paying tax 80% 87% 87% 85% 85% 

Q101.  It’s ok to pay cash for goods/services without 

being issued a receipt if it makes it cheaper 
51% 53% 55% 48% 46% 

Q100.   It’s acceptable to overstate deductions on a tax 

return or a Business Activity Statement 
15% 15% 12% 9% 11% 

Q107.  I sometimes claim deductions for costs I have 

not incurred 
11% 11% 9% 5% 10% 

Sample sizes (n=) 220-247 261-291 253-286 224-249 225-241 

Q73,100,101: You are now going to see a series of statements that people have made about complying with tax obligations. Some 

statements are about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, 

please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q106, 107: You are now going to see a series of statements that people have made about paying their taxes. For each statement, please 

select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 
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2.2.5. ATO service provision 

There has been little discernible change, over time, in service satisfaction, and most micro businesses 

feel the quality of service is much the same as always.   

Where there is perceived change, however, this tends to be in a positive direction.  When asked 

directly about change, the majority of respondents (58%) in March 2013 said the quality of ATO’s 

service had “stayed the same” over the last 12 months.  Among those who felt there had been a 

change in service quality, most (32%) felt it had got better.  One in ten felt it had got worse.  In March 

2013, 78% agreed that “it is easier now than in the past to deal with the tax system”.  This is trending 

upwards from a low of 63% in September 2011. 

 

Figure 4. Dealing with the tax system over time 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q21. I feel that it is easier now than in the past to deal 

with the tax system 
70% 73% 75% 77% 78% 

Sample sizes (n=) 420 463 486 419 410 

Q21: You will now see a series of statements that people have made about the service provided by the ATO. For each statement, please 

select the degree to which you agree or disagree: ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

Please note:  A high proportion of respondents (18%) said “don’t know” to this question in March 2013.  “Don’t know” is 

excluded from the base when calculating the estimates shown in this report. 
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Lodging business tax returns, even where the business does this without the help of a tax 

professional, is generally non-problematic; satisfaction is very high, for example, with e-tax. 

Apart from lodging a business income tax return or BAS and receiving a tax assessment, about one 

third had any dealings with the ATO in the 12 months to the March 2013 quarter.    

When there is a service episode, staff are generally seen as being courteous and professional and 

written communications as being clear.  Those dealing with the ATO over the telephone are most 

positive about the staff member’s courteousness, and least positive about their understanding of 

personal circumstances and ability to answer queries. 

Table 7:  Assessments of telephone contact 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q71a. The ATO representative was polite and courteous 87% 89% 88% 84% 83% 

Q71d. The ATO representative spent enough time with me 82% 83% 81% 79% 75% 

Q71f. The ATO representative was easy to understand 78% 76% 74% 79% 70% 

Q71g. The ATO representative was knowledgeable 67% 67% 69% 64% 70% 

Q71c. The ATO representative was understanding towards my 

personal circumstances 
72% 76% 62% 53% 68% 

Q71h. The ATO representative was able to answer my query without 

having to transfer me to someone else 
66% 63% 58% 56% 59% 

Sample sizes (n=) 63-66 63-64 60-63 54-57 243-246 

Q71a, c, d, f, g, and h:  You will now see some statements other people have made about the telephone contact that they had with the ATO. 

Could you please select whether you ‘strongly agree’, ‘agree’, ‘neither agree nor disagree’, ‘disagree’ or ‘strongly disagree’ with the following 

statements. 

Base Q71a,c, d, f, g, and h:  Respondents, including service boost, who contacted or were contacted by the ATO in the last 12 months via 

telephone, apart from lodging their BAS and/or business income tax return or receiving a notice of assessment, excluding “prefer not to say” 

and “don’t know”. 

 

2.2.6. Service Commitments 

Agreement with Service Commitment indicators range from 47% agree (23% disagree) with ‘The ATO 

lets me know of status or delays’ to 68% agree (10% disagree) with ‘The ATO treats me respectfully 

and courteously’ (among those with an opinion). 

There is little differentiation in overall performance between the Service Commitment summary 

indices, with average score on a 1-5 scale being in the range of 3.2 to 3.6.  Service Commitment 5 

(Professional) is the strongest performing, and Service Commitment 3 (Timely) is the weakest 

performing. 

There is also little differentiation between the Service Commitments in explaining overall reputation 

and confidence in the ATO.  All Service Commitments are moderately to moderately strongly correlated 

with reputation and confidence; that is, all can be considered important drivers. 

There are few demographic differences in Service Commitment scores.   
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2.2.7. Cost of compliance 

In terms of all administrative and record-keeping tasks, micro businesses estimated that activities 

directly related to tax compliance make up just over one fifth of their time.  Seasonal patterns are 

evident, but there has been no consistent long term shift in this over time. 

Asked about the most time consuming administrative tasks they or their employees have to complete, 

22% of those with an opinion in March 2013 described a task directly related to taxation as the most 

time consuming; this was primarily the Business Activity Statement (15%).  The vast majority 

mentioned a task unrelated or indirectly related to tax or super.  There has been little change over 

time in the proportion describing tasks directly related to taxation as being the most time-consuming. 

Table 8:  Compliance cost 

Most time consuming weekly record keeping tasks Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Tax-related 22% 21% 14% 14% 22% 

Super-related 2% 0% 0% 0% 1% 

Other administrative 67% 67% 77% 72% 68% 

Other 9% 12% 10% 14% 9% 

Sample sizes (n=) 208 225 257 221 219 

Q125. Thinking about your weekly record keeping tasks in more detail (such as invoicing, purchasing, staff payment records etc), what do 

you or your employees find to be the most time consuming part of this activity? 

Base:  All Rotation 2 respondents excluding “don’t know”.   

Please note:  12% of respondents said “don’t know” to this question in March 2013.  “Don’t know” is excluded from the base 

when calculating the estimates shown in this report. 

 

The majority of micro businesses feel meeting their business tax obligations is not “easy”, but 78% say 

they are coping well.  Most of those with responsibility for payroll or HR are at least somewhat 

confident administering various taxation obligations, but confidence levels vary significantly depending 

on the particular obligation.  For example, while 89% are confident administering Pay as You Go 

Withholding (including 46% “very” confident), only 58% are confident administering Parental Leave 

Pay (including only 12% who are “very” confident). 

 

 

2.2.8. Building and construction industry reporting 

requirements 

In 2012, there was a change in reporting requirements for all businesses in the building and 

construction industry.  As of 1 July, these businesses are required to report to the ATO each year the 

total payments they make to each contractor for building and construction services.  This is done 

through a Taxable payments annual report. 

In March 2013, about two thirds (64%) of micro businesses surveyed from the building and 

construction industry are aware of new reporting requirements for businesses in the building and 

construction industry; this is significantly higher than in June and September 2012, but about the 

same as in December.  This increase in awareness could possibly and in part be attributed to a letter 

sent by the ATO to 495,000 building and construction contractors in November 2012. 
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In March 2013, the most common source of information about the new requirements is a tax agent 

(mentioned by 28% of those aware of the new requirements).   Thirteen percent said they learned 

about them from the ATO’s website, and 8% from an ATO webinar.     

The majority of those who are aware of the new reporting requirements are either “fairly” (42%) or 

“highly” (35%) confident that they understand what they need to do.  Between June 2012, when first 

asked, and March 2013, the proportion who are “highly” confident has increased significantly. 

In March 2013, 73% of those aware of the new requirements said they had reviewed their record-

keeping practices to ensure they are collecting the information needed.  This is not significantly 

different to 2012, but is the highest level since first measured in June 2012. 

Figure 5. New reporting requirements1 

 

Table 9:  New reporting requirements 

% Jun 12 Sep 12 Dec 12 Mar 13 

Aware (unprompted) of new reporting requirements 41% 38% 59% 57% 

Fairly or highly confident understand new requirements 65% 74% 71% 35% 

Have reviewed record-keeping practices to ensure can 

complete new taxable payments annual report 
69% 64% 57% 

73% 

Sample sizes (n=) 31-76 34-77 46-76 70-110 

 

Q162. Are you aware of any new reporting requirements for businesses in the building and construction industry? 

Q163a. How confident are you that you understand the new requirements and what needs to be done? 

Q163b. How did you see or hear about the new reporting requirements? 

Q163c. Have you reviewed your record-keeping practices to ensure you are collecting the information about payments you make to 

contractors so that you are able to complete the new taxable payments annual report? 

Base (Q162):  All respondents answering “yes” to Q160 (Do you work in the Building and Construction industry?) 

Base (Q163a,163b,163c):  All respondents answering “yes” to Q160 who were aware of the new reporting requirements in Q162 or Q163 

and excluding “don’t know”. 

 

 

                                                      

1 These estimates are based on a small sample.  Results should be used with caution. 
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2.2.9. Superannuation 

Micro businesses have a moderately strong level of confidence in the ATO’s administration of the 

superannuation (super) system; 77% of micro businesses who have an opinion agree that they have 

confidence.  Among those with an opinion, confidence in the ATO’s administration of the super system 

has been consistently lower than confidence in the ATO’s administration of the tax system (82%).  

Seven in ten micro businesses agree that they have a good understanding of the super system that is 

relevant to their business or to them personally.  Although three in five micro businesses were able to 

specify the minimum employer super contribution of nine percent substantial minorities were unsure 

or wrong. 

Table 10:  Superannuation 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q112. I have confidence in the ATO’s administration of 

the super system 
80% 73% 71% n/a 77% 

Q84b2. I have a good understanding of those parts of 

the superannuation system that are relevant to my 

business and to me personally 

71% n/a 68% n/a 70% 

Sample sizes (n=) 182-208 188-188 236-271  190-232 

Q112: The ATO administers the taxation of super, enforces the super guarantee system and is the regulator of self-managed super funds.      

For the following statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q 84b2: For the following statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’  

Base:  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Please note: A high proportion of respondents said “don’t know” to one of these questions in March 2013: 25% said “don’t 

know” to “I have confidence in the ATO’s administration of the super system”. 

Micro businesses tend to rely on their financial advisors and tax agents for information about super 

(54% cite their advisors as a source of information about super).   The ATO (including its website) is a 

source of information on super for 13% of respondents.   
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3. Introduction 
 

 

3.1. The MPS 

The overall aim of the Community and Micro Business Perceptions Surveys is to monitor individual 

taxpayers’ and micro enterprises’ perceptions of the Australian Taxation Office (ATO) and its 

administration of the tax system.  Both surveys are conducted in parallel four times a year. 

This document contains data from the eleventh Micro Business Perceptions Survey (MPS) conducted 

in March 2013.  The Community Perceptions Survey (CPS) is reported separately. 

The scope of the MPS is all micro businesses in Australia, with micro business being defined as those 

with an annual turnover of less than $2 million.  The survey was conducted on-line using four on-line 

panels.   In total, 681 questionnaires were completed in March 2013.  Please contact the Corporate 

Research Centre for more methodological information. 

 

3.2. Survey context 

The ATO is the principal revenue collection agency of the Australian Government.  Its vision is that 

Australians value their tax and superannuation systems as community assets, where willing 

participation is recognised as good citizenship.  The ATO’s desired outcome is confidence in the 

administration of aspects of Australia’s tax and superannuation systems through helping people 

understand their rights and obligations, improving ease of compliance and access to benefits, and 

managing non-compliance with the law. 

 Five strategic themes support this vision: 

1. Encourage: People support and understand the benefits of participation – they are engaged 

and willingly participate.  

2. Support: Help and assist people to understand their rights and responsibilities so they are able 

to fulfil their obligations easily at minimum cost.  

3. Protect:  Protect people and the community by deterring, detecting and dealing with those who 

have not complied.  

4. Enhance: Be passionate about improving capabilities to be more innovative, agile and 

responsive to challenges and opportunities.  

5. Champion: Champion the interests of both individual taxpayers and the community, advising 

government on ways to improve the operation of Australia’s tax and superannuation systems. 

The MPS provides information about satisfaction with ATO performance (both overall and in terms of 

specific service provision), as well as perceptions of the ATO’s performance in encouraging, 

supporting, and protecting taxpayers and enhancing the tax system in Australia.      
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3.3. Interpretive notes 

The data collection method for the Micro Perceptions Survey (MPS) was online self-completion. The 

fieldwork period for the March 2013 quarter was 12 March to 2 April.  A total of 681 questionnaires 

were completed, which was composed of 499 ‘national sample’ questionnaires and a ‘service 

oversample’ of 182 micro businesses who had contact with the ATO in the 12 months to March 2013.   

Average completion length for the main survey was 17 minutes. 

Data was weighted to reflect the population profile of Australian micro businesses from the 2011 

Australian Business Register.  When weighted, the sample represents 2,006,000 micro businesses.  

In March 2013, two separate weights were calculated: a national weight used for most national 

estimates, and a service weight for use with all ‘service’ questions asked only of those micro 

businesses who had contact with the ATO in the 12 months to March 2013. 

The overall response rate for the March MPS was 12%. 

The survey was conducted among a sample of online panellists.  Although every effort has been made 

to ensure the sample resembles the population of interest (in this case, Australian micro businesses) 

on key characteristics, an online survey cannot guarantee that panellists in general are perfectly 

representative of the wider population.    

Differences between groups noted in this report have been tested for statistical significance and are 

“statistically significant” at the 95% confidence level unless otherwise indicated.  However, concepts 

such as margins of error and confidence intervals are not strictly applicable given the non-probability 

method of sampling.  They are used in relation to the MPS for illustrative purposes only. 

Sample sizes are shown at the bottom of each table / chart and are for the unweighted sample. 

In order to accommodate a large number of different questions, the MPS employs “rotation” of certain 

questions in each wave.  A random sample comprised of one half of respondents is asked “Rotation 

1” questions, and the balance of the sample is asked “Rotation 2” questions.  All base descriptions in 

this report involving rotated questions refer to the March 2013 questionnaire instructions.  For 

rotation instructions in previous quarters (which may or may not be the same as March 2013), please 

apply to the Corporate Research Centre. 

Most of the questions in the MPS survey are agree/disagree format questions with no middle 

category.  As a general guideline when analysing these questions in this report: 

 “strong agreement” equates to 85% or higher nett agreement (strongly agree + agree) 

 “moderately strong agreement” equates to 75% to 84% nett agreement 

 “moderate agreement” equates to 55% to 74% nett agreement 

 “divided” refers to 45% to 54% nett agreement 

 “moderate disagreement” equates to 25% to 44% nett agreement (or 66% to 75%  nett 

disagreement) 

 “moderately strong disagreement” equates to 15% to 24% nett agreement (or 76% to 85% 

nett disagreement) 

 “strong disagreement” equates to less than 15% nett agreement (or more than 85% nett 

disagreement) 
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“Don’t know” responses are excluded from the base for all agree/disagree questions.  The percentage 

of respondents saying “don’t know” to a particular question is reported below the relevant table/figure 

where it is greater than 10%. 

A number of questions were asked of a sub-base of the total respondents, either because the 

question was rotated or because the question was only relevant to respondents who had had a 

particular experience.  Results are not shown where the sample size was less than 30. 

This report does not show the results for all questions asked in the March 2013 wave of the MPS.  For 

the full range of questions, please refer to the March 2013 Questionnaire, which is available from the 

Corporate Research Centre upon request.  Additional data can be obtained from the Corporate 

Research Centre upon request. 

Responses to open-ended questions were not content analysed or coded by Newspoll.  Verbatim 

responses to open-ended questions are available from the Corporate Research Centre upon request. 

Percentages are generally rounded to whole numbers.  Some percentages may not add to 100 

percent due to rounding.  Where nett results (e.g. nett agreement) are reported, the percentages in 

the text may differ by 1% from the simple added-up percentages in the chart.  This is due to rounding. 

Unit record data is also available in SPSS format.  Please contact the Corporate Research Centre for 

more information. 
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4. ATO working with taxpayers 
 

 
  

Summary 

Micro businesses want to see the ATO being a strong presence in the tax system – probably for 

reasons of equity - and they have a moderately strong positive perception of the ATO.  Seventy nine 

percent of micro businesses who have an opinion agree that “overall the ATO is doing a good job” 

and 82% agree that they are “confident in the ATO’s administration of the Australian tax system”.  

Similarly high scores are given to all “brand attributes” measured, including accountability, 

integrity, fairness and professionalism.   

Despite these positive overall perceptions, there are concerns about how the ATO administers the 

law and works with the community.  Three quarters of micro businesses feel that the ATO spends 

too much time “clamping down on ordinary people and lets the real tax cheats get away”; and over 

half feel that that ATO has too much power over taxpayers.     

Nearly three quarters are satisfied with the extent to which the ATO appears to be listening and 

responding to the community, but substantial minorities are not.  Further, 51% agree that “the ATO 

is not concerned about service, only about collecting taxes”, and 48% agree that they would feel 

uncomfortable asking the ATO for help with business tax problems.   

In terms of managing non-compliance, the vast majority of micro businesses think the ATO does 

and should deal strongly with “tax cheats”.  However, perceived effectiveness varies widely 

depending on the nature of tax avoidance.  Sixty percent or more think the ATO is effective in 

dealing with fraudulent large refunds and tax avoidance, about two thirds think the ATO is effective 

in dealing with people who do not declare cash earnings, and half believe the ATO is effective in 

dealing with international tax havens and tax avoidance schemes.  Micro businesses are most 

critical of the ATO’s effectiveness in dealing with tax avoidance by large companies (only about two 

fifths consider the ATO effective).   
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4.1. ATO reputation 

This section examines micro businesses’ perceptions of the ATO’s overall performance, including its 

reputation across a number of brand attributes. 

Overall, micro businesses have a moderately strong positive perception of the ATO.  In March 2013, 

around eight in ten micro businesses with an opinion agreed that “overall the ATO is doing a good job” 

(79%) and said they are “confident in the ATO’s administration of the Australian tax system for 

businesses” (82%).  There has been little change on these measures across the eleven quarters of the 

MPS. 

Figure 6. Overall performance  

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q27. Overall, I think the ATO is doing a good job 82% 79% 83% 81% 79% 

Q121. I am confident with the ATO's administration of the 

Australian tax system for businesses 
83% 85% 82% 84% 82% 

Sample sizes (n=) 421-425 500-514 520-583 426-441 430-438 

Q27: You are now going to see a series of statements about the ATO. Please think about the ATO as an organisation overall. For each 

statement, please select the degree to which you agree or disagree - ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q121: For the following statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to “I am confident with the ATO’s administration of the tax system” (13%) and 

“Overall, the ATO is doing a good job” (14%).  “Don’t know” is excluded from the base when calculating the estimates shown in this report. 

Similar proportions agreed with positive statements about the ATO’s integrity, accountability, 

consistency, professionalism, fairness and respect for business taxpayer privacy.  Among those with 

an opinion, almost nine in ten agreed that the ATO acts with integrity (85%) and respects privacy 

(88%); respondents were somewhat less likely to agree that the ATO applies the law with certainty and 

consistency and is accountable, although three quarters also agreed with this.  There has been little 

change on these measures since first measured in September 2010. 
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Figure 7. Brand attributes 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q34. The ATO respects business taxpayers’ privacy 84% 84% 84% 86% 88% 

Q36. The ATO acts with integrity 86% 86% 86% 86% 85% 

Q39. The ATO is fair and professional in how it administers the tax 

system 
76% 81% 81% 78% 79% 

Q37. The ATO is accountable for what it does 76% 76% 77% 74% 75% 

Q38. The ATO applies the tax law with certainty and consistency 75% 77% 76% 71% 75% 

Sample sizes (n=) 408-419 473-492 476-506 202-214 198-215 

Q34, 36-39: For each statement, please indicate the degree to which you agree or disagree - ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly 

disagree’. 

Base:  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to these questions in March 2013:  20% “The ATO acts with integrity”, 18% “The 

ATO is accountable”, 20% “The ATO applies tax law with consistency”, 15% “The ATO is fair”, and 21% “The ATO respects privacy”.  “Don’t 

know” is excluded from the base when calculating the estimates shown in this report. 
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4.2. Administering the law 

This section explores whether micro businesses believe the ATO exercises its power reasonably.  

Over half of micro businesses (53%) agreed that “the ATO has too much power over taxpayers” and 

73% believe that the ATO “spends too much time clamping down on ordinary people and lets the real 

tax cheats get away”.  This potential concern is offset by 84% who were aware that they “have certain 

rights if they have a problem with the ATO”, and 90% who expect “the ATO will keep the information 

they have on business taxpayers confidential”. 

Views have remained fairly steady since September 2010. 

 

Figure 8. Exercising power 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q35. The ATO will keep the information they have on business 

taxpayers confidential 
86% 92% 91% 92% 90% 

Q25. I am aware that I have certain rights if I have a problem with 

the ATO 
82% 88% 88% 86% 84% 

Q26. The ATO spends too much time clamping down on ordinary 

people and lets the real tax cheats get away 
75% 73% 75% 74% 73% 

Q24. The ATO has too much power over taxpayers 62% 57% 54% 51% 53% 

Sample sizes (n=) 419-439 475-515 478-523 203-463 215-451 

Q24, 25, 26: You are now going to see a series of statements about the ATO. Please think about the ATO as an organisation overall. For each 

statement, please select the degree to which you agree or disagree - ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q35: For each statement, please indicate if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q24, Q25, Q26):  All respondents excluding “prefer not to say” and “don’t know”. 

Base (Q35):  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to some of these questions in March 2013 2012:  15% “The ATO will keep 

information confidential”, 10% I am aware that I have certain rights if I have a problem with the ATO; ‘12% “The ATO has too much power” 

and 12% “The ATO spends too much time clamping down”.     “Don’t know” is excluded from the base when calculating the estimates shown 

in this report. 
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4.3. Listening and communicating 

This section explores micro businesses’ beliefs about how well the ATO listens and communicates to 

micro businesses. 

Just over seven in ten micro businesses believe that the “ATO listens to and responds to complaints” 

(72%) and that “the ATO looks for new ways of doing things to help businesses” (71%).  Sixty four 

percent agreed that “the ATO takes into account my business circumstances when making decisions”.  

A similar proportion (63%) felt that “the ATO acts on businesses’ suggestions to improve the way the 

system is run”.    There has been little change on these measures since September 2010. 

 

Figure 9. Listening and communicating 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q40. The ATO supports businesses who want to do the right thing 84% 84% 88% 87% 80% 

Q30. The ATO listens to and responds to complaints 74% 77% 78% 73% 72% 

Q32. The ATO looks for new ways of doing things to help businesses 72% 71% 72% 66% 71% 

Q31. The ATO takes into account my business circumstances when 

making  decisions 
64% 69% 69% 64% 64% 

Q33. I believe the ATO acts on businesses’ suggestions to improve 

the way the system is run 
68% 63% 63% 60% 63% 

Sample sizes (n=) 332-431 390-494 391-506 166-214 157-211 

Q30-33,40: For each statement, please indicate if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’.  

Base:  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”.  

Note:  A high proportion of respondents said “don’t know” to these questions in March 2013:  37% “ATO acts on suggestions”, 33% “ATO 

responds to complaints”, 28% “ATO looks for new ways”, 30% “ATO takes into account my circumstances”, and 16% “ATO supports 

taxpayers”.     “Don’t know” is excluded from the base when calculating the estimates shown in this report. 
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4.4. Providing services 

This section explores the extent to which micro businesses believe the ATO is concerned with 

providing good service to taxpayers. 

The vast majority of micro businesses (83% in March 2013) believe that the ATO offers service and 

assistance to help businesses understand and meet their tax obligations.  However, half (51%) agreed 

that “the ATO is not concerned about service, only about collecting taxes”.  A similar proportion (48%) 

agreed that they would feel uncomfortable asking the ATO for help with business tax problems.   There 

have been no significant changes on these measures over time. 

 

Figure 10. Service culture 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q22. The ATO offers service and assistance to help businesses 

understand and meet their tax obligations 
86% 85% 87% 85% 83% 

Q20. The ATO is not concerned about service, only about collecting 

taxes 
49% 46% 48% 43% 51% 

Q18. I don’t feel comfortable asking the ATO when I need help with 

my business tax problems 
44% 49% 44% 39% 48% 

Sample sizes (n=) 440-465 498-525 504-534 429-467 423-464 

Q18, 20, 22: You will now see a series of statements that people have made about the service provided by the ATO. For each statement, 

please select the degree to which you agree or disagree. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to some of these questions in March 2013: 15% “ATO offers service and 

assistance” and 10% “ATO is not concerned about service”.     “Don’t know” is excluded from the base when calculating the estimates shown 

in this report. 
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4.5. Managing non-compliance 

This section explores how well the ATO is managing non-compliance, from a micro business 

perspective.  This includes a focus on perceptions of the ATO’s effectiveness in dealing with the cash 

economy and large company tax avoidance. 

4.5.1. Managing tax avoidance 

Micro businesses very strongly believe that “it is important that the ATO deals strongly with people and 

businesses deliberately avoiding paying tax, in order for the system to be fair”; 96% agreed with this 

statement in March 2013.  There was also a moderately strong sense that this is acted upon; 78% 

agreed that “the ATO clamps down hard on those who try to avoid paying the correct amount of tax”.  

However, fewer than half (43%) agreed that the ATO was “keeping the community informed about 

their efforts to stop tax avoidance schemes”, and agreement on this aspect has continued to decline 

since June 2012. 
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Figure 11. Managing tax avoidance 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q81. It is important that the ATO deals strongly with people and 

businesses deliberately avoiding paying tax, in order for the 

system to be fair 

98% 96% 94% 98% 96% 

Q28. The ATO clamps down hard on those who try to avoid paying the 

correct amount of tax 
80% 82% 82% 79% 78% 

Q154. The ATO is keeping the community informed about their 

efforts to stop tax avoidance schemes 
51% 58% 53% 47% 43% 

Sample sizes (n=) 184-427 202-511 229-504 194-236 192-230 

Q81: The next few statements are about a range of issues the ATO has to manage. For each statement, please select if you ‘strongly agree’, 

‘agree’, ‘disagree’, or ‘strongly disagree’ 

Q28: For each statement, please indicate if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’.  

Q154: You are now going to see a series of statements that people have made about tax avoidance schemes. For each statement, please 

select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q28):  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Base (Q81, Q154):  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to some of these questions in March 2013:  22% “ATO is keeping the community 

informed” and 17% “ATO clamps down hard”.     “Don’t know” is excluded from the base when calculating the estimates shown in this report. 
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Micro businesses see the ATO as being moderately effective in managing non-compliance.  The 

majority believe the ATO is effective in dealing with people and businesses who have sought to obtain 

large refunds they are not entitled to (69%) and almost two thirds agreed the ATO is effective in 

dealing with those who do not declare all their cash earnings (63%). A similar proportion (61%) agreed 

the ATO is effective in dealing with those who have deliberately avoided paying large amounts of tax 

(61%).  These are the three areas where the ATO is seen as most effective. 

Just under half agreed the ATO is effective in stopping the use of international tax havens (48% 

agreed) and tax avoidance schemes (48%). 

Most of these measures have fluctuated over the history of the survey, with no clear trend or pattern. 

 

Figure 12. Effectiveness of the ATO in managing non-compliance 
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The ATO is effective in…(% nett agree (strongly agree + agree)) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q79. … dealing with people and businesses who have sought to 

obtain large refunds to which they were not entitled 
71% 85% 80% 70% 69% 

Q78. ... dealing with people and businesses that have deliberately 

avoided paying large amounts of tax 
62% 72% 67% 61% 61% 

Q76.  … dealing with people who do not declare all their cash 

earnings 
56% 69% 65% 53% 63% 

Q155. … stopping people and businesses using tax avoidance 

schemes 
55% 58% 53% 46% 48% 

Q82. … stopping people and businesses using international tax 

havens to avoid paying tax 
55% 57% 52% 45% 48% 

Sample sizes (n=) 153-179 182-214 165-204 142-171 139-165 

Q78, 79, 82: The next few statements are about a range of issues the ATO has to manage.  For each statement, please select if you ‘strongly 

agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’.  

Q155: You are now going to see a series of statements that people have made about tax avoidance schemes. For each statement, please 

select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q76: You are now going to see a series of statements that people have made about complying with tax obligations. Some statements are 

about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, please select if 

you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A very high proportion of respondents (between 33% and 43%) said “don’t know” to these questions in March 2013.   “Don’t know” is 

excluded from the base when calculating the estimates shown in this report. 
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4.5.2. Managing large company compliance 

In March 2013, just over two in five (43%) micro businesses agreed that “the ATO is effective in 

making sure large companies pay their share of tax”.  Agreement has gradually but significantly 

decreased since first measured in September 2010 (57%). 

Similar proportions of micro businesses agreed the ATO is effective in preventing tax avoidance by 

large companies (38%) and that they have heard about what the ATO is doing in making sure large 

companies pay their share of taxes (39%).  Agreement levels for both measures have remained fairly 

constant across the quarters. 

 

Figure 13. Large companies 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q83D.   The ATO is effective in making sure large companies pay 

their share of tax 
48% 53% 43% 41% 43% 

Q83A.   I have heard about what the ATO is doing in making sure 

large companies pay their share of taxes 
42% 46% 40% 39% 39% 

Q83E.   The ATO is effective in preventing tax avoidance by large 

companies 
41% 48% 40% 38% 38% 

Sample sizes (n=) 160-163 179-190 208-218 163-180 173-182 

Q83a, 83d, 83e: You are now going to see a series of statements that people have made about the administration of the tax system for large 

companies. For each statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to these questions in March 2013:  30% “ATO is effective – preventing tax 

avoidance”, 26% “ATO is effective – large companies pay their share”, and 27% “Heard about what the ATO is doing”.     “Don’t know” is 

excluded from the base when calculating the estimates shown in this report.  Q83A and Q83E were not asked in September 2010 or in 

March through September 2011; December 2010 results are therefore shown using a marker only. 
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4.5.3. Dealing with the cash economy 

Over time, there has been some, mainly non-significant, volatility in agreement that the ATO is 

effective in combating the cash economy.   Three in five (60%) believe there are enough deterrents in 

place to deal with people who attempt to cheat the tax system, and 48% believe the ATO is keeping 

the community informed about their efforts to stop cash in hand payments. 

 

Figure 14. ATO action on the cash economy 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q102.  There are enough deterrents in place to stop people 

‘cheating the tax system’ 
56% 56% 59% 57% 60% 

Q76.  The ATO is effective in dealing with people who do not declare 

all their cash earnings 
56% 69% 65% 53% 63% 

Q74.  Through various communications, the ATO is keeping the 

community informed about their efforts to stop 'cash in hand 

payments' 

61% 61% 64% 52% 48% 

Sample sizes (n=) 159-216 192-251 168-224 146-190 148-193 

Q74:  The next few statements are about a range of issues the ATO has to manage.  For each statement, please select if you ‘strongly agree’, 

‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q76, 102:  You are now going to see a series of statements that people have made about complying with tax obligations. Some statements 

are about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, please select 

if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A very high proportion of respondents said “don’t know” to these questions in March 2013:  41% “The ATO is effective in dealing with 

those who don’t declare”, 31% “The ATO is keeping the community informed”, and 22% “There are enough deterrents in place”.     “Don’t 

know” is excluded from the base when calculating the estimates shown in this report. 
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5. Micro business engagement with 

the tax system 
 

 

 

  

Summary 

Micro businesses have generally positive and accepting attitudes towards the tax system; most feel 

engaged, comfortable and confident.  Most micro businesses feel they know what information and 

records they need to keep and are aware of the existence of timeframes for changes to their tax 

assessment.  Almost all say they would contact the ATO if they could not pay their tax.  Moreover, 

there is moderately strong agreement that it is easier now than in the past to deal with the tax 

system. 

Despite these generally high levels of engagement, comfort and confidence, a minority of just over 

one third are confused and lack confidence, and this has changed little since 2010 when first 

measured. 

Engagement in the tax system is dependent on the extent to which the tax system is seen to be 

fair, based on rules that are reasonable, and made up of taxpayers who are willing to participate by 

those rules. 

Almost all micro businesses believe it is important everyone pays their fair share of tax, that they 

are paying their own fair share, and that this is their duty.  However, about one in ten micro 

businesses say they overstate deductions on their business tax return and a similar proportion 

think that this is acceptable.  Just over two in five believe that most businesses try to avoid paying 

their fair share of taxes.      

Micro businesses have been strongly and consistently opposed to a cash economy since this was 

first measured in December 2010.  About nine in ten believe the cash economy is “unfair”.  

Despite this, nearly half of micro businesses agree that “it’s ok to pay cash for goods and services 

without being issued a receipt if it makes it cheaper”.   And although almost all micro businesses 

claim that they “always honestly declare all income”, only 43% “strongly” agree with this statement. 

Despite these apparently contradictory views and behaviours, there is strong (almost universal) 

support among micro businesses for strong ATO action on tax avoidance, and about four in ten 

think there are not enough deterrents in place at the moment. 
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5.1. Knowledge and comfort 

This section covers micro businesses’ self-assessed knowledge levels about tax compliance, as well 

as their level of comfort, confidence and engagement. 

Overall, micro businesses were positive about performing their role as a taxpayer.  In March 2013, 

87% agreed they “have a good understanding of their business tax obligations”, 90% felt “engaged in 

their business tax affairs” and 73% agreed that they “feel comfortable and confident in dealing with 

the tax system”.  The vast majority (91%) were confident their business income tax return was filled 

out correctly when lodged. However, substantial minorities said that they “are very confused about 

business tax matters” (38%), that they “sometimes worry that the ATO will audit them” (47%) and that 

their “business tax affairs are complex” (47%).  There has been little change on these indicators since 

first measured in September 2010. 

 

Figure 15. How it feels to be a taxpayer 
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% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q9. When my business tax is lodged, I am confident that it has been 

filled out correctly 
91% 93% 95% 92% 91% 

Q4. I am engaged in my business tax affairs 92% 88% 91% 91% 90% 

Q1. I have a good understanding of my business tax obligations 83% 83% 89% 89% 87% 

Q2. I feel comfortable and confident in dealing with the tax system 69% 69% 75% 73% 73% 

Q10. I sometimes worry that the ATO will audit me 46% 46% 44% 43% 47% 

Q3. My business tax affairs are complex 50% 53% 45% 42% 47% 

Q5. I feel very confused about business taxation matters 34% 40% 32% 30% 38% 

Sample sizes (n=) 480-487 553-564 565-577 484-501 482-493 

Q1, 2, 3, 4: You are now going to see a series of statements that people have made about tax and the tax system. For each statement, 

please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q5, 9, 10: For each statement, please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

 

In keeping with a high level of comfort and confidence in working with the tax system, most micro 

businesses agreed that they “know what information and records they need to keep to complete their 

business tax affairs” (92%) and that they know there “are timeframes in which they can make changes 

to their business tax assessment” (78%).   

Almost all (96%) would “contact the ATO if their business did not have the money to pay tax”.   

Perceptions of working with the tax system are, if anything, improving, with 78% agreeing that “it is 

easier now than in the past to deal with the tax system”.  This is trending upwards from a low of 63% 

in September 2011. 

Figure 16. Working with the tax system 
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% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q17. I would contact the ATO if my business did not have the money 

to pay tax 
94% 96% 95% 95% 96% 

Q7. I know what information and records I need to keep to complete 

my business tax affairs 
92% 91% 95% 95% 92% 

Q11. I know that there are timeframes in which I can make changes 

to my business tax assessment 
84% 79% 82% 82% 78% 

Q21. I feel that it is easier now than in the past to deal with the tax 

system 
70% 73% 75% 77% 78% 

Sample sizes (n=) 420-489 463-565 486-575 419-499 410-495 

Q7, 11: For each statement, please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q17: The following statements are about all business taxes that are paid. For each statement, please select the degree to which you agree 

or disagree…. ‘Strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q21: You will now see a series of statements that people have made about the service provided by the ATO. For each statement, please 

select the degree to which you agree or disagree: ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q7,11,17,21):  All respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to some of these questions in March 2013: 18% “I feel that it is easier now”, and 

12% “I know there are timeframes”.     “Don’t know” is excluded from the base when calculating the estimates shown in this report. 
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5.2. Perceptions of equity  

This section covers micro businesses’ views about the fairness of the Australian tax system, in theory 

and in practice. 

The degree of taxpayer engagement in the tax system will depend upon the extent to which the tax 

system is seen to be fair.   

There is a widespread belief in the importance of equity in the business tax system, but less equivocal 

results for how well this actually works. 

The great majority of micro businesses believe “it is important that businesses pay their fair share of 

tax” (95%) and 97% were confident their business is “paying their fair share”.  However, 43% agreed 

that “most businesses try to avoid paying their fair share.”   

 

Figure 17. Equity in the tax system 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q15. I am confident that my business is paying the correct 

share of tax 
97% 98% 97% 99% 97% 

Q14. I think it is important that businesses pay their fair 

share of tax 
98% 98% 97% 98% 95% 

Q13. Most businesses try to avoid paying their fair share 

of tax 
47% 46% 47% 35% 43% 

Sample sizes (n=) 426-490 493-564 503-578 429-502 434-492 

Q13, 14, 15: The following statements are about all business taxes that are paid. For each statement, please select the degree to which you 

agree or disagree…. ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q13, 14, 15):  All respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents (12%) said “don’t know” to “most try to avoid paying fair share of tax”.  “Don’t know” is excluded 

from the base when calculating the estimates shown in this report. 
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5.3. Compliance 

This section covers micro businesses’ beliefs about tax compliance, their compliance behaviour, and 

business support for deterrents to tax avoidance.  It also covers perceptions of the size of the cash 

economy, their views on whether the cash economy is fair, and their own behaviour in relation to the 

cash economy. 

5.3.1. Views on compliance 

Engagement in the tax system also reflects the degree to which taxpayers are willing to follow the 

rules and see these rules as reasonable. 

Almost all micro businesses (96% in March 2013) believe it is their duty to meet their business tax 

obligations, but one in ten also said it is acceptable to overstate deductions on a tax return or BAS 

(11%).  These views have been fairly consistently held since first measured in December 2010. 

Figure 18. Moral stance on tax compliance 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q103.  It is my duty to the wider community to meet my business tax 

obligations 
96% 96% 98% 96% 96% 

Q100.   It’s acceptable to overstate deductions on a tax return or a 

Business Activity Statement 
15% 15% 12% 9% 11% 

Sample sizes (n=) 216-247 254-291 265-280 238-245 228-239 

Q100: You are now going to see a series of statements that people have made about complying with tax obligations. Some statements are 

about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, please select if 

you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q103:  You are now going to see a series of statements that businesses have made about paying their taxes. For each statement, please 

select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 
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Virtually all respondents (96% in March 2013) claimed that they “always honestly declare” all their 

income, and this has changed little in the ten quarters of the MPS.  Ten percent reported claiming 

deductions for costs that they had not incurred. 

Almost two thirds (62%) said they would report a tax evader to the ATO; a higher proportion would 

report someone who was engaged in a tax avoidance scheme (74%).  Willingness to report tax 

avoidance and tax evasion has been consistent across the quarters. 

 

Figure 19. Tax compliance behaviour 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q106.  I always honestly declare all my income 99% 97% 98% 95% 96% 

Q156. If I knew someone was involved in a tax avoidance 

scheme, I would report it to the ATO 
69% 70% 65% 71% 74% 

Q16. If I knew someone was evading paying tax, I would report 

it to the ATO 
63% 64% 63% 61% 62% 

Q107.  I sometimes claim deductions for costs I have not 

incurred 
11% 11% 9% 5% 10% 

Sample sizes (n=) 149-353 188-424 206-437 175-372 176-365 

Q106, 107: You are now going to see a series of statements that businesses have made about paying their taxes. For each statement, 

please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q16:  The following statements are about all business taxes that are paid. For each statement, please select the degree to which you agree 

or disagree. 

Q156: You are now going to see a series of statements that people have made about tax avoidance schemes. For each statement, please 

select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base (Q16):  All respondents excluding “prefer not to say” and “don’t know”. 

Base (Q106, 107, 156):  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to some of these questions in March 2013:  29% “I would report tax avoidance 

scheme to ATO”, and 26% “I would report tax evader to the ATO”.     “Don’t know” is excluded from the base when calculating the estimates 

shown in this report. 
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There was strong support amongst micro businesses for deterrents to tax avoidance.  Almost all 

believe “it is important that the ATO deals strongly with people and businesses deliberately avoiding 

paying tax” (96% in March 2013), and this view has been held consistently since September 2010.   

Only three in five (60% in March 2013), however, believe there are enough deterrents in place to stop 

people from avoiding tax. 

 

Figure 20. Support for deterrents 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q81.  It is important that the ATO deals strongly with people and 

businesses deliberately avoiding paying tax, in order for the 

system to be fair 

98% 96% 94% 98% 96% 

Q102.   There are enough deterrents in place to stop people 

‘cheating the tax system’ 
56% 56% 59% 57% 60% 

Sample sizes (n=) 216-250 251-286 224-267 190-236 193-230 

Q102: You are now going to see a series of statements that people have made about complying with tax obligations. Some statements are 

about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, please select if 

you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q81:  The next few statements are about a range of issues the ATO has to manage.  For each statement, please select if you ‘strongly agree’, 

‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents (22%) said “don’t know” to “There are enough deterrents in place”.     “Don’t know” is excluded from 

the base when calculating the estimates shown in this report. 
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5.3.2. Views on the cash economy 

The cash economy is where income is received in cash and not declared for tax purposes.  Micro 

businesses have been strongly and consistently opposed to a cash economy since this was first 

measured in December 2010.  In March 2013, around nine in ten agreed that “it is my duty to the 

wider community to meet my business tax obligations” (96%), that “it is not fair for people to 

consistently work for ‘cash in hand payments’ without paying tax” (89%), and that “it is unfair to use 

cash to avoid paying tax” (85%).   

Despite this, nearly half (46%) agreed that “it’s ok to pay cash for good/services without being issued 

a receipt if it makes it cheaper”; 54% of micro businesses disagreed with this.  There has been little 

change since December 2010 on these measures. 

 

Figure 21. Moral stance on the cash economy 
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% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q103.  It is my duty to the wider community to meet my business 

tax obligations  
96% 96% 98% 96% 96% 

Q77.  I do not think it is fair for people to consistently work for ‘cash 

in hand payments’ without paying tax 
83% 88% 89% 89% 89% 

Q73.  It is unfair to use cash to avoid paying tax 80% 87% 87% 85% 85% 

Q101.  It’s ok to pay cash for goods/services without being issued a 

receipt if it makes it cheaper 
51% 53% 55% 48% 46% 

Sample sizes (n=) 216-252 254-289 253-280 224-245 225-239 

Q103: You are now going to see a series of statements that businesses have made about paying their taxes. For each statement, please 

select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q73, 77, 101:  You are now going to see a series of statements that people have made about complying with tax obligations. Some 

statements are about the cash economy, that is, where income is received in cash and not declared for tax purposes. For each statement, 

please select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base: All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

 

Virtually all micro businesses agreed that they “always honestly declare all income” (96% in March 

2013), although only 43% “strongly” agreed with this.  Overall agreement has changed little since 

December 2010, when first measured.   

 

Figure 22. Always honestly declare all income 

 

Sample size (March 2013 n=241) 

Q106: You are now going to see a series of statements that businesses have made about paying their taxes. For each statement, please 

select if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

 

  

3% 3% 3% 5% 4%

56% 61% 58%
51% 58% 54% 58% 54% 53%

42% 36% 39%
47% 42% 43% 41% 41% 43%

0%

20%

40%

60%

80%

100%

Sep 10 Dec 10 Mar 11 Jun 11 Sep 11 Dec 11 Mar 12 Jun 12 Sep 12 Dec 12 Mar-13

Disagree strongly Disagree Agree Agree strongly



 

MPS  March 2013 Report Page  |  44 

 

Perceptions of the actual size of the cash economy in Australia have been measured by the MPS since 

December 2010 (excepting September 2011).  In March 2013, 44% believed the cash economy had 

remained the same size compared to the previous 12 months, 25% believed it had grown, and 31% 

believed it had shrunk.   

 

Figure 23. Perceived size of the cash economy 

 

Sample size (March 2013 n=174) 

Q109: In the last 12 months, I believe the cash economy has… [The cash economy is where income is received in cash and not declared for 

tax purposes.] 

Base:  All Rotation 2 respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents (30%) said “don’t know” to this question in March 2013:  “Don’t know” is excluded from the base 

when calculating the estimates shown in this report. 
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6. Service 
 

 
  

Summary 

Apart from lodging a business income tax return or BAS and receiving a tax assessment, only about 

one third had any dealings with the ATO in the March quarter.   

 When there is a service episode, staff are generally seen as being courteous and professional and 

written communications as being clear.   

Where the system works relatively less well, in the eyes of micro businesses, is in terms of getting 

answers that are specifically tailored to their business, and speaking with staff who can answer 

their questions without having to transfer them to someone else. 

Most micro businesses who have had contact with the ATO in the last 12 months feel the quality of 

service is much the same as always.  Where there is perceived change, however, this tends to be in 

a positive direction. 

Lodging income tax returns, even where the business does this without the help of a tax 

professional, is generally non-problematic; satisfaction is very high, for example, with e-tax. 

Agreement with Service Commitment indicators range from 47% agree (23% disagree) with ‘The 

ATO lets me know of status or delays’ to 68% agree (10% disagree) with ‘The ATO treats me 

respectfully and courteously’ (among those with an opinion). 

There is little differentiation in overall performance between the Service Commitment summary 

indices, with average score on a 1-5 scale being in the range of 3.2 to 3.6.  Service Commitment 5 

(Professional) is the strongest performing, and Service Commitment 3 (Timely) is the weakest 

performing. 

There is also little differentiation between the Service Commitments in explaining overall reputation 

and confidence in the ATO.  All Service Commitments are moderately to moderately strongly 

correlated with reputation and confidence; that is, all can be considered important drivers. 

There are few demographic differences in Service Commitment scores.   
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6.1. Service contact and evaluation 

This section describes the type of contact micro businesses have with the ATO, how they evaluate that 

contact in terms of service quality, and whether micro businesses believe ATO service is improving or 

deteriorating. 

6.1.1. Type of contact 

Twenty five percent of micro businesses initiated some contact with the ATO in the 12 months to 

March 2013, apart from lodging their business income tax return or BAS.2  Incidence of contact has 

declined gradually since September 2010, when it was 34%.   The average (mean) number of contacts 

(among those who had contact) was two in September and December 2012 and was 3.5 in March 

2013.3      

The most common method of contact was by telephone (21% of all micro businesses), followed by the 

website (3%) and sending an e-mail to the ATO (3%).  Two percent said they had sent a letter.  Two 

percent said they contacted the ATO through the Business Portal. 

 

Figure 24. Contact type 

 

Sample size (March 2013 n=499) 

Q59. How did you contact the ATO? Was it by? 

Base:  All respondents. 

Note:  Responses do not add to 25% because of multiple mentions. 
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In the 12 months to March 2013, 17% of micro businesses were contacted by the ATO, apart from 

receiving a notice of assessment.4  Among those who were contacted by the ATO, the most common 

method of contact was by letter (68%), followed by telephone (40%), and e-mail (10%).5   

 

6.1.2. Written and verbal communication 

Thirty percent of micro businesses either initiated or received contact from the ATO in the 12 months 

to March 2013, apart from lodging business income tax returns or BAS’s, or receiving a notice of 

assessment.  Of these, 75% said they had received verbal or written communication as a result of 

their contact with the ATO.6 

Four fifths (79%) of those receiving verbal or written communication said this communication related 

to their circumstances.  Almost three quarters also agreed that the communications were clear and 

easy to understand (74%), were accurate (72%) and provided enough guidance to answer their 

question sufficiently (70%).  Around two thirds agreed the communications were consistent with 

previous advice (65%), and just over half (58%) that it was tailored to meet their needs. 

It is difficult to discern any particular pattern in the data over time given the movement in estimates 

associated with small samples. 

 
Figure 25. Assessment of written / verbal communication7 

 

                                                      

4 Q60 
5 Q61.  Multiple methods possible. 
6 Q62 
7 Some of these estimates are based on a small sample.  Results should be used with caution. 
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% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 12 

Q65 The communication related to my circumstances 89% 81% 77% 82% 79% 

Q63 The communication was clear and easy to understand 79% 74% 70% 76% 74% 

Q66 The communication was accurate 84% 76% 66% 66% 72% 

Q64 The communication provided enough guidance to answer my 

question sufficiently 
80% 77% 69% 72% 70% 

Q68 The communication was consistent with advice I have 

previously received 
74% 67% 64% 61% 65% 

Q67 The communication was tailored to meet my needs 70% 65% 56% 61% 58% 

Sample sizes (n=) 67-69 63-65 56-60 54-58 235-242 

Q63, 64, 65, 66, 67, 68:  You will now see some statements other people have made about the verbal or written communication they have 

received. Could you please select whether you ‘strongly agree’, ‘agree’, ‘neither agree nor disagree’, ‘disagree’ or ‘strongly disagree’ with the 

following statements. 

Base:  Respondents, including service boost,  who contacted or were contacted by the ATO in the last 12 months, apart from lodging their 

BAS and/or business income tax return or receiving a notice of assessment, and who received written or verbal communication as a result of 

that contact, excluding “prefer not to say” and “don’t know”.   These questions were not asked in December 2010 or in March 2011; 

September 2010 results are therefore shown using a marker only. 
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6.1.3. Telephone contact 

Almost two thirds (63%) of those who had contact with the ATO by telephone in the 12 months to 

March 2013 agreed that the overall experience was positive.  Seventeen percent disagreed, including 

6% “strongly”.  The balance neither agreed nor disagreed (20%). 

There appears to be quarter on quarter variation on this question; however, differences between 

waves are not significant. 8   

 

Figure 26. The overall telephone contact experience was positive 

 

Sample size (March 2013 n=246)9 

Q71e:  You will now see some statements other people have made about the telephone contact that they had with the ATO. Could you please 

select whether you ‘strongly agree’, ‘agree’, ‘neither agree nor disagree’, ‘disagree’ or ‘strongly disagree’ with the following statements:  The 

overall experience was positive. 

Base:  Respondents, including service boost, who contacted or were contacted by the ATO in the last 12 months via telephone, apart from 

lodging their BAS and/or business income tax return or receiving a notice of assessment, excluding “prefer not to say” and “don’t know”.  

 

 

Across a range of attributes associated with telephone contact, assessments were strongest for the 

the courteousness of ATO staff (83% agreed in March 2013) and weakest for being able to resolve the 

query without transferring to another staff member (59% agreed).  This data suggest that while most 

of those having telephone contact with the ATO are moderately or highly positive about the manner in 

which they were dealt with, there is a belief among a significant minority that ATO staff lack expertise.   

 

                                                      

8 Prior to March 2013, quarterly sample sizes for this question were small, with large margins of sampling error therefore associated with 

each estimate.  Statistical concepts such as margins of error and confidence intervals are not strictly applicable given the non-probability 

method of sampling and are used here for illustrative purposes only. 
9 Some of these estimates are based on a small sample.  Results should be used with caution. 
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Figure 27. Assessment of telephone contact10  

 

% nett agree (strongly agree + agree) 
Mar 

12 

Jun 

12 

Sep 

12 

Dec 

12 

Mar 

13 

Q71a. The ATO representative was polite and courteous 87% 89% 88% 84% 83% 

Q71b. The ATO representative provided a clear explanation as to why 

they were calling 
* * * * 81% 

Q71d. The ATO representative spent enough time with me 82% 83% 81% 79% 75% 

Q71f. The ATO representative was easy to understand 78% 76% 74% 79% 70% 

Q71g. The ATO representative was knowledgeable 67% 67% 69% 64% 70% 

Q71c. The ATO representative was understanding towards my personal 

circumstances 
72% 76% 62% 53% 68% 

Q71h. The ATO representative was able to answer my query without 

having to transfer me to someone else 
66% 63% 58% 56% 59% 

Sample sizes (n=) 63-66 63-64 60-63 54-57 65-246 

Q71a, b, c, d, f, g, and h:  You will now see some statements other people have made about the telephone contact that they had with the 

ATO. Could you please select whether you ‘strongly agree’, ‘agree’, ‘neither agree nor disagree’, ‘disagree’ or ‘strongly disagree’ with the 

following statements:   

Base for Q71a, c, d, f, g, h:   Respondents, including service boost, who contacted or were contacted by the ATO in the last 12 months via 

telephone, apart from lodging their BAS and/or business income tax return or receiving a notice of assessment, excluding “prefer not to say” 

and “don’t know”.  

Base for Q71b:  Respondents, including service boost, who were contacted by the ATO in the last 12 months via telephone, apart from 

receiving their notice of assessment for their business income tax return and/or BAS lodgment forms, excluding “prefer not to say” and 

“don’t know”.  

* Sample size too small to report. 

 

                                                      

10 Some of these estimates are based on a small sample.  Results should be used with caution. 
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6.1.4. Online contact 

In March 2013, 35% of micro businesses surveyed used some of the ATO's online products, tools, or 

services (excluding e-tax) in preparing and lodging their business income tax return.  This level of 

usage is consistent with previous quarters.11 

 

Figure 28. Use of ATO’s online products, tools or services (excluding e-tax) 

 

Sample size (March 2013  n=89) 

Q49. In preparing and lodging your business income tax return did you use any of the ATO's online products, tools, or services?  Please 

exclude your use of e-tax (if applicable) when answering this question. 

Base (September 2010 to December 2012):  Those who at least shared in preparing their return, or who lodged it themselves – but who did 

NOT use e-tax. 

Base (March 2013):  Rotation 1 respondents who at least shared in preparing their return, or who lodged it themselves. 

 

  

                                                      

11 Please note the change in base between March 2013 and previous quarters. 
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Among the very small sample of micro businesses who accessed online tools, products or resources 

other than e-tax, March 2013 satisfaction with these resources was high at 86% satisfied, including 

34% “very”. 12 

 

Figure 29. Satisfaction with online tools 

 

Sample size (March 2013  n=30)13 

Q50:  And how satisfied were you with the ATO online products, tools or services you accessed?  Again, please exclude e-tax when answering 

this question. 

Base:  Rotation 1 respondents who at least shared in preparing their return, or who lodged it themselves, and who used an online tool, 

product or service (excluding e-tax). 

 

  

                                                      

12 Please note the change in base between March 2013 and previous quarters. 
13 These estimates are based on a small sample.  Results should be used with caution. 
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In the 12 months to March 2013 under half (44%) said they had visited the ATO website at least once.  

This is lower than the December 2012 quarter when reported usage was 60%. 

 

Figure 30. Use of ATO website 

%

 

Sample size (March 2013 n=323) 

Q59. How did you contact the ATO? Was it by visiting the ATO website (www.ato.gov.au )? 

Q69a. Have you visited the ATO website in the last 12 months? 

Base:  All Rotation 1 respondents. 
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The majority of those who had visited the website in the 12 months to March 2013 thought the 

website was “quite”(51%) or “very” (18%) easy to use. 

 

Figure 31. Website ease of use 

 

Sample size (March 2013 n=135) 

Q69. You stated that you have visited the ATO website in the last 12 months. How easy to use did you find it? 

Base:  All Rotation 1 respondents who have used the website. 

 

One quarter (25%) of surveyed micro businesses said they had visited the Business Portal through the 

ATO website in the 12 months to March 2013.14  Of those who had visited the Business Portal, 36% 

described it as “very” easy to use and an additional 54% described it as “quite” easy to use.  One in 

ten found it difficult to use.15   
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6.1.5. Lodging 

Ninety percent of micro businesses lodged a business income tax return in the five years prior to 

March 2013,16 and, of those, 18% lodged it themselves; that is, did not use a tax professional to lodge 

it.17   

The vast majority of those lodging their business income tax themselves used e-tax (76%) to lodge it. 

Although there appears to be a significant amount of change in the results between quarters in use of 

e-tax versus paper when lodging returns themselves, quarter on quarter change in e-tax and paper 

lodgment is generally non-significant given the small sample size.18  A gradual upwards trend in e-tax 

usage, however, is apparent. 

 

Figure 32. Method of lodging tax return19 

 

Q47. Which of the following methods did you use to lodge your last 

business income tax return? 
Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

e-tax 65% 53% 64% 61% 76% 

Paper 25% 43% 32% 39% 22% 

Other 9% 3% 2% 0% 0% 

Sample sizes (n=) 84 76 96 81 43 

Base:  Rotation 1 respondents who lodged their business income tax return themselves. 

 

  

                                                      

16 Q41/Q42 
17 Q45 
18 Statistical concepts such as margins of error and confidence intervals are not strictly applicable given the non-probability method of 

sampling and are used here for illustrative purposes only. 
19 These estimates are based on a small sample.  Results should be used with caution. 
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The majority of those who lodged their business tax returns themselves were satisfied with the 

process.  In March 2013, over eight in ten described themselves as “quite” (39%) or “very” (44%) 

satisfied with their lodgment method.  One fifth (18%) were dissatisfied.  Overall satisfaction levels 

have been fairly steady across the eleven quarters. 

Satisfaction is higher with the e-tax method of lodgment than with paper lodgment.  In March 2013, 

56% of those using e-tax and none of those using paper lodgment were “very” satisfied.  

 

Figure 33. Satisfaction with method of lodging tax return20 

 

Sample size (March 2013 n=42) 

Q48: And how satisfied were you with ('Q47') in terms of ease of lodging your business income tax return? 

Base:  Rotation 1 respondents who lodged their business income tax return themselves and recalled by what method. 

 

  

                                                      

20 These estimates are based on a small sample.  Results should be used with caution. 
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6.1.6. Advice and information  

The majority of respondents in all quarters, including March 2013 (93%), agreed that the ATO provides 

them (or their tax agent) with the information and tools needed to manage their business tax affairs. 

 

Figure 34. ATO provides me or my tax agent with enough information and tools  

 

Sample size (March 2013 n=229) 

Q29: For each statement, please select the degree to which you agree or disagree: The ATO provides me or my tax agent with the information 

and tools needed to manage my business tax affairs. 

Base:  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 
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Among micro business who had had contact with the ATO in the 12 months to March 2013, the vast 

majority considered ATO staff to be helpful (80%) and the advice and information provided to be clear 

(79%).  There has been little change on these measures across the quarters. 

 

Figure 35. Assessment of advice and information 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q56.  I think the ATO staff are really helpful 77% 82% 73% 79% 80% 

Q53.  The advice and information given by the ATO is usually clear 69% 72% 67% 68% 79% 

Sample sizes (n=) 76-82 77-78 66-71 65-70 313-324 

Q53, 56:  The following questions are about your contact with the ATO for your business tax matters.  For each statement, please select the 

degree to which you agree or disagree. 

Base:  All respondents having contact with the ATO, including service boost, but excluding “prefer not to say” and “don’t know”. 

Note:  These questions were not asked in December 2010 or in March 2011; September 2010 results are therefore shown using a marker 

only. 
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When asked about change in the quality of the ATO’s service, the majority of respondents who had 

had contact with the ATO in the 12 months to March 2013 (58%) said the quality of ATO’s service had 

“stayed the same” over the last 12 months.  Among those who felt there had been a change in service 

quality, most (32%) felt it had got better.  Ten percent felt it had got worse. 

Figure 36. Perceptions of change in ATO’s service over the last 12 months  

 

Sample size (March 2013 n=290) 

Q19a. In the past 12 months, would you say that the ATO’s service has…? 

Base:  All respondents having contact with the ATO, including service boost, and excluding “prefer not to say” and “don’t know”. 
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6.2. Complaints 

This section reports on complaints behaviour. 

Seventeen percent of respondents to the MPS said that in the 12 months to March 2013 they had 

wanted to complain to the ATO about a service it provided, whether or not they actually did so.  Of 

those who wanted to make a complaint, about one third went on to do so.21  As a proportion of the 

total sample, 6% made a formal complaint about service from the ATO. 

This is comparable to 2012. 

 

Figure 37. Made a complaint about ATO service22 

 

% yes Jun 12 Sep 12 Dec 12 Mar 13 

Q164a.  Wanted to complain to the ATO about a service they provided 13% 15% 16% 17% 

Q164b.  Actually made a complaint 4% 4% 6% 6% 

Sample sizes (n=) 575 583 508 499 

Q164a.  In the past 12 months, have you wanted to complain to the ATO about a service they provided, whether or not you actually did so? 

Q164b.  And did you actually make a complaint? 

Base:  All respondents. 

 

                                                      

21 Q164b.  These estimates are based on a small sample.  Results should be used with caution. 
22 Question wording was different in June 2012. 
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6.3. Service Commitments 

This section reports the ATO’s performance against its Service Commitments. 

The following scorecard summarises March 2013 performance against each Service Commitment indicator.  More detail is provided in the following 

figures. 

Table 11:  Service Commitments 

 
Service 

Commitment 
Assessment indicator MPS measure Relevant sub-audience Achievement March 2013 

1 
Helpful and 

accurate 

The ATO helps me by giving 

me information that I can 

rely on and understand 

Q174.  The ATO helps me by 

giving me information that I can 

rely on 

All micro businesses with an 

opinion 
55% agree 13% disagree 

   

Q175.  The ATO helps me by 

giving me information that I can 

understand 

All micro businesses with an 

opinion 
48% agree 20% disagree 

  

Information provided by the 

ATO is sufficient to meet my 

needs 

Q176.  Information provided by 

the ATO is sufficient to meet my 

needs 

All micro businesses with an 

opinion 
56% agree 17% disagree 

2 Easy to deal with 

The ATO makes it easy for 

me to access the services 

and information I need 

Q177.  The ATO makes it easy 

for me to access the information 

I need 

All micro businesses with an 

opinion 
53% agree 20% disagree 

   

Q188.  The ATO makes it easy 

for me to access the services I 

need 

Had contact with ATO in past 

12 months, have an opinion 
50% agree 22% disagree 
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Service 

Commitment 
Assessment indicator MPS measure Relevant sub-audience Achievement March 2013 

  
It was easy to do business 

with the ATO 
n/a n/a n/a n/a 

3 Timely 

The time taken in my 

dealings with the ATO was 

acceptable to me 

Q178.  The time taken in my 

dealings with the ATO was 

acceptable to me 

Had contact with ATO in past 

12 months, have an opinion 
58% agree 25% disagree 

  
Resolve my complaint within 

timeframes 
n/a Complainants n/a n/a 

4 Keep me informed 
The ATO informs me of what 

I need to do 

Q179.  The ATO informs me of 

what I need to do 

Had contact with ATO in past 

12 months, have an opinion 
65% agree 11% disagree 

  
The ATO lets me know of 

status or delays 

Q180.  The ATO lets me know of 

status or delays 

Had contact with ATO in past 

12 months, have an opinion 
47% agree 23% disagree 

5 Professional 
The ATO treats me 

respectfully and courteously 

Q181.  The ATO treats me 

respectfully and courteously 

Had contact with ATO in past 

12 months, have an opinion 
68% agree 10% disagree 

  
The ATO is knowledgeable in 

its dealings with me 

Q182.  The ATO is 

knowledgeable in its dealings 

with me 

Had contact with ATO in past 

12 months, have an opinion 
63% agree 14% disagree 

  
The ATO listens to my 

feedback 
n/a Complainants n/a n/a 
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Relative performance on each of the five Service Commitments is shown in the following figure. 

 
Figure 38. Service Commitment summary scores  

 

 
Note:  National weights applied for all indices. 

 

All ten service commitment indicators are moderately to strongly inter-correlated.   

The five summary indices were correlated against overall reputation of the ATO (Q27), confidence in 

the ATO (Q121), and perceptions of a ‘service culture’ at the ATO (Q20).  The five summary indices are 

moderately to moderately strongly correlated with all three measures.  The strongest correlation 

coefficient between the indices and overall reputation (Q27) is ‘professional’ (pearson r=+.64).   The 

strongest correlate of confidence is ‘informed’ (pearson r=+.62), and the strongest correlate of 

perceived service orientation is ‘helpful’ (-.52). 

 Q27 Q121 Q20 

Correlation coefficient 
Overall ATO is doing 

a good job 

Have confidence in 

ATO’s 

administration of 

tax system 

ATO is not 

interested in service 

Service Commitment 1:  Helpful +.60 +.61 -.52 

Service Commitment 2:  Easy +.50 +.49 -.44 

Service Commitment 3:  Timely +.58 +.49 -.47 

Service Commitment 4:  Informed +.59 +.62 -.38 

Service Commitment 5:  Professional +.64 +.60 -.44 
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About half of micro businesses agreed that ‘the ATO helps me by giving me information that I can rely 

on’ (55%), ‘the ATO helps me by giving me information that I can understand’ (48%) and ‘information 

provided by the ATO is sufficient to meet my needs’ (56%). 

 

Figure 39. Service Commitment 1: Helpful and accurate  

 

Sample size (March 2013 n=469-476) 

Q174, Q175, Q176: For each statement, please indicate how much you agree or disagree. 

Base:  All respondents excluding “prefer not to say” and “don’t know”. 

 

Subgroup differences in service commitments were examined for: 

 State:  NSW/ACT, Victoria/Tasmania, Queensland, and SA/WA/NT 

 Industry classification:  Services, Other (including manufacturing, primary industry, trade) 

 Turnover:  <$75,000 , $75,000 to $2 million 

 Business structure:  Sole Trader, Other (including partnership, company, trust) 

 Years of operation:  <5 years, 5+ years 

 Contact:  Whether or not had contact with the ATO in the 12 months to March 2013 

There were no statistically significant differences between groups in agreement with the three 

indicators of Service Commitment 1 (helpful and accurate). 
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About half of micro businesses agreed that ‘the ATO makes it easy for me to access the information I 

need’ (53%).  Among micro businesses that had contact with the ATO, 50% agreed ‘the ATO makes it 

easy for me to access the services I need’. 

 

Figure 40. Service Commitment 2: Easy to deal with  

 

Sample size (March 2013 n=323-473) 

Q177: For each statement, please indicate how much you agree or disagree. 

Q188: For each statement about your contact with the ATO for business tax matters, please indicate how much you agree or disagree. 

Base (Q177):  All respondents excluding “prefer not to say” and “don’t know”. 

Base (Q188):  All respondents having contact with the ATO in the previous 12 months, including service boost and excluding “prefer not to 

say” and “don’t know”. 

 

Subgroup differences in service commitments were examined for: 

 State:  NSW/ACT, Victoria/Tasmania, Queensland, and SA/WA/NT 

 Industry classification:  Services, Other (including manufacturing, primary industry, trade) 

 Turnover:  <$75,000 , $75,000 to $2 million 

 Business structure:  Sole Trader, Other (including partnership, company, trust) 

 Years of operation:  <5 years, 5+ years 

 Contact:  Whether or not had contact with the ATO in the 12 months to March 2013 (Q177 

only) 

There were no statistically significant differences between groups in agreement with the two indicators 

of Service Commitment 2 (easy to deal with). 
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Over half (58%) of micro businesses who had contact with the ATO in the 12 months to March 2013 

agreed that ‘the time taken in my dealings with the ATO was acceptable to me’. 

 

Figure 41. Service Commitment 3: Timely  

 

Sample size (March 2013 n=327) 

Q178: For each statement about your contact with the ATO for business tax matters, please indicate how much you agree or disagree. 

Base:  All respondents having contact with the ATO in the previous 12 months, including service boost and excluding “prefer not to say” and 

“don’t know”. 

 

Subgroup differences in service commitments were examined for: 

 State:  NSW/ACT, Victoria/Tasmania, Queensland, and SA/WA/NT 

 Industry classification:  Services, Other (including manufacturing, primary industry, trade) 

 Turnover:  <$75,000 , $75,000 to $2 million 

 Business structure:  Sole Trader, Other (including partnership, company, trust) 

 Years of operation:  <5 years, 5+ years 

There were no statistically significant differences between groups in agreement with the one indicator 

of Service Commitment 3 (timely). 
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Two thirds (65%) of micro businesses who had contact with the ATO agreed that ‘the ATO informs me 

of what I need to do’.  However, fewer than half (47%) agreed that ‘the ATO lets me know of status or 

delays’. 

 

Figure 42. Service Commitment 4: Keep me informed  

 

Sample size (March 2013 n=303-324) 

Q179, Q180: For each statement about your contact with the ATO for business tax matters, please indicate how much you agree or disagree. 

Base:  All respondents having contact with the ATO in the previous 12 months, including service boost and excluding “prefer not to say” and 

“don’t know”. 

 

Subgroup differences in service commitments were examined for: 

 State:  NSW/ACT, Victoria/Tasmania, Queensland, and SA/WA/NT 

 Industry classification:  Services, Other (including manufacturing, primary industry, trade) 

 Turnover:  <$75,000 , $75,000 to $2 million 

 Business structure:  Sole Trader, Other (including partnership, company, trust) 

 Years of operation:  <5 years, 5+ years 

Micro businesses in the services sector were significantly more likely than micro businesses in other 

sectors (manufacturing, primary industry, trade) to agree that ‘the ATO informs me of what I need to 

do’ (70% versus 57%).  Additionally, micro businesses that have been in operation for five years or 

more were more likely to agree with this (68% versus 57% for shorter tenure businesses). 
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Two thirds of micro businesses who had contact with the ATO agreed that ‘the ATO treats me 

respectfully and courteously’ (68%) and that ‘the ATO is knowledgeable in its dealings with me’ (63%).   

 

Figure 43. Service Commitment 5: Professional  

 

Sample size (March 2013 n=321-322) 

Q181, Q182: For each statement about your contact with the ATO for business tax matters, please indicate how much you agree or disagree. 

Base:  All respondents having contact with the ATO in the previous 12 months, including service boost and excluding “prefer not to say” and 

“don’t know”. 

 

Subgroup differences in service commitments were examined for: 

 State:  NSW/ACT, Victoria/Tasmania, Queensland, and SA/WA/NT 

 Industry classification:  Services, Other (including manufacturing, primary industry, trade) 

 Turnover:  <$75,000 , $75,000 to $2 million 

 Business structure:  Sole Trader, Other (including partnership, company, trust) 

 Years of operation:  <5 years, 5+ years 

There were no statistically significant differences between groups in agreement with the two indicators 

of Service Commitment 5 (professional). 
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7. Cost of compliance 
 

 

 

 
 

  

Summary 

In terms of all administrative and record-keeping tasks, micro businesses estimated that activities 

directly related to tax compliance make up one third of their time in March 2013.  Seasonal 

patterns are evident, but there has been no consistent long term shift in this over time. 

Asked about the most time consuming administrative tasks they or their employees have to 

complete, 22% of those with an opinion in March 2013 described a task directly related to taxation 

as the most time consuming; this was primarily the Business Activity Statement (15%).  The vast 

majority mentioned a task unrelated or indirectly related to tax or super. 

The majority of micro businesses feel meeting their business tax obligations is not “easy”, but 78% 

said they are coping well.  Among those with personal responsibility for managing HR or payroll, 

confidence in administering taxation obligations such as PAYGW and the super guarantee is high 

(89% and 87% confident, respectively).  About two thirds are confident administering Employee 

Termination Payments.  However, only just over half for whom these obligations are relevant are 

confident administering Fringe Benefits Tax (60%) and Parental Leave Pay (58%). 
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This section reports the time spent by micro businesses in complying with tax obligations, and the 

components of compliance that impose the greatest time cost. 

Micro businesses were asked how many hours they or their employees spent weekly on each of three 

categories of administrative activities, including tax compliance.  Just over one fifth (22%) felt unable 

to answer this question in March 2013.   

Among those able to respond, total median number of hours spent weekly was reported to be six, with 

two hours spent on tasks related to meeting their business tax obligations (including BAS, GST, PAYG 

and superannuation), two hours  spent on other tasks related to record-keeping apart from taxation 

(such as invoicing, purchasing, staff payment records), and two hours spent on all other tasks needed 

to keep their business running (including meeting government regulations). 

The total number of hours estimated to be spent on all tasks is usually higher in the March and June 

quarters (typically six weekly hours) and lower in the September and December quarters (typically four 

to five hours). 

 
Figure 44. Median weekly hours spent on administration 

 

Median weekly hours spent on… Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Tasks related to meeting your business tax obligations 

(including BAS, GST, PAYG and superannuation) 
2 2 1 2 2 

Other tasks related to record keeping apart from taxation (such 

as invoicing, purchasing, staff payment records etc) 
2 2 2 2 2 

All the other tasks you need to complete to keep your business 

running, including meeting local, state and federal 

government regulations like occupational health & safety, 

licenses & registrations, or any other regulatory issues 

2 2 1 1 2 

Sample sizes (n=) 194 212 221 206 194 

Q124a. How many hours do you or your employees spend on a WEEKLY basis on each of these activities below …? 
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Base:  All Rotation 2 respondents excluding “don’t know”. 

Note:  A high proportion of respondents (22%) said “don’t know” to this question in March 2013:  “Don’t know” is excluded from the base 

when calculating the estimates shown in this report. 
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When asked about the most time consuming administrative tasks they or their employees have to 

complete, 12% said “don’t know” in March 2013.  Among those with an opinion, 22% in March 2013 

(compared with 14% in December 2012) described a task directly related to taxation as the most 

time-consuming; this was primarily the Business Activity Statement (15%).  The vast majority (68%) 

mentioned a task unrelated or indirectly related to tax or super - especially “record-keeping” (27%), 

and “entering data” (15%). 

 

Table 45.  Most time-consuming record-keeping tasks  

 % 

Tax-related 22 

     BAS 15 

     Calculating GST amounts paid out 3 

     Calculating GST amounts received 2 

     Company tax/PAYG Instalments 1 

     Calculating income tax for staff 1 

     Fringe Benefits Tax/FBT calculations <1 

Super-related 1 

     Calculating staff superannuation obligations 1 

Other administrative 68 

     Record keeping 27 

     Entering data 15 

     Loading paper records into a computer 7 

     Issuing invoices 6 

    Paying bills 5 

     Filing 4 

     Processing receipts 3 

    Reconciling cash float 2 

Other mentions 9 

Sample sizes (n=) 219 

Q125. Thinking about your weekly record keeping tasks in more detail (such as invoicing, purchasing, staff payment records etc), what do 

you or your employees find to be the most time consuming part of this activity? 

Base = All Rotation 2 respondents excluding “don’t know”. 

Note:  Twelve percent of respondents said “don’t know” to this question.  “Don’t know” is excluded from the base when calculating the 

estimates shown in this report. 
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There has been little change over time in the proportion describing tasks directly related to taxation as 

being the most time-consuming.  The percentage mentioning this in March 2013 (22%) is higher than 

in September and December 2012 (14% each), but is the same as the comparable quarter of March 

2012 (22%). 

 

Figure 46. Most time-consuming record-keeping tasks  

 

Q125. Thinking about your weekly record keeping tasks 

in more detail … what do you or your employees find to 

be the most time consuming part of this activity? 

Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Tax-related 22% 21% 14% 14% 22% 

Super-related 2% 0% 0% 0% 1% 

Other administrative 67% 67% 77% 72% 68% 

Other 9% 12% 10% 14% 9% 

Sample sizes (n=) 208 225 257 221 219 

Q125. Thinking about your weekly record keeping tasks in more detail (such as invoicing, purchasing, staff payment records etc), what do 

you or your employees find to be the most time consuming part of this activity? 

Base:  All Rotation 2 respondents excluding “don’t know”.   

Note:  These questions were not asked in December 2010 or in March 2011; September 2010 results are therefore shown using a marker 

only.  In March 2013, 12% of respondents said “don’t know” to this question.  “Don’t know” is excluded from the base when calculating the 

estimates shown in this report. 
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Only a minority of micro businesses (33%) described meeting their business tax obligations as “quite” 

or “very” easy in March 2013, which is comparable to March 2012 and not significantly different from 

December 2012.  Just under half (44%) described meeting their obligations as “neither easy nor 

hard”, while 23% felt this was “quite” or “very” hard. 

 

Figure 47. Ease of meeting business tax obligations 

 

Sample size (March 2013 n=237) 

Q126. Thinking about all of your business tax obligations, how would you describe the process of meeting these obligations? 

Base:  All Rotation 2 respondents excluding “don’t know”. 
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The vast majority of micro businesses (78%) felt they are coping “quite” or “very” well with their 

business tax obligations, and this has also changed little since first measured in September 2010.  In 

March 2013, only 3% described themselves as not coping at all well. 

 

Figure 48. Coping with business tax obligations 

 

Sample size (March 2013 n=233) 

Q127. And how well would you say you are coping with meeting all your business tax obligations?   

Base:  All Rotation 2 respondents excluding “don’t know”. 

 

  

3% 4% 4% 1% 1% 4% 3% 4% 3%

15% 14% 18% 21%
15% 13% 13% 12% 20%

66% 67% 60% 64%
69% 66% 70% 67% 59%

16% 16% 18% 14% 14% 17% 14% 17% 19%

0%

20%

40%

60%

80%

100%

Sep 10 Dec 10 Mar 11 Jun 11 Sep 11 Dec 11 Mar 12 Jun 12 Sep 12 Dec 12 Mar-13

Not at all well Not very well Quite well Very well



 

MPS  March 2013 Report Page  |  76 

 

In March 2013, respondents in an organisation with at least two employees and who have personal 

responsibility for managing human resources or payroll were asked how confident they feel 

administering various tax obligations.  About one third (36%) of micro business respondents surveyed 

said they have personal responsibility for HR or payroll.23 

Among these respondents, and excluding those who said the taxation obligation was not applicable to 

their business, confidence levels are highest for Pay as You Go Withholding (PAYGW) (89% confident, 

including 46% “very”) and the superannuation guarantee (87% confident, including 48% “very”).  Over 

half of respondents are also confident administering Employee Termination Payments (68%), Fringe 

Benefits Tax (FBT) (60%) and Parental Leave Pay (58%), but one fifth or fewer are “very” confident, 

and as many as 16% are “not at all” confident. 

 

 
Figure 49. Confidence administering tax obligations 

 

Sample size (March 2013 n=105 to n=153) 

Q183,184,185,186,187.  Please say how confident you feel in administering these tax obligations?   

Base:  Respondents with personal responsibility for administering HR or payroll, excluding “not applicable”. 
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8. Building and construction industry 

reporting requirements 
 

 

 
 

  

Summary 

In 2012, there was a change in reporting requirements for all businesses in the building and 

construction industry.  As of 1 July, these businesses are required to report to the ATO each year 

the total payments they make to each contractor for building and construction services.  This is 

done through a Taxable payments annual report. 

In March 2013, about two thirds (64%) of micro businesses surveyed from the building and 

construction industry are aware of new reporting requirements for businesses in the building and 

construction industry; this is significantly higher than in June and September 2012, but about the 

same as in December.  This increase in awareness could possibly and in part be attributed to a 

letter sent by the ATO to 495,000 building and construction contractors in November 2012. 

In March 2013, the most common source of information about the new requirements is a tax agent 

(mentioned by 28% of those aware of the new requirements).   Thirteen percent said they learned 

about them from the ATO’s website, and 8% from an ATO webinar.     

The majority of those who are aware of the new reporting requirements are either “fairly” (42%) or 

“highly” (35%) confident that they understand what they need to do.  Between June 2012, when 

first asked, and March 2013, the proportion who are “highly” confident has increased significantly. 

In March 2013, 73% of those aware of the new requirements said they had reviewed their record-

keeping practices to ensure they are collecting the information needed.  This is not significantly 

different to 2012, but is the highest level since first measured in June 2012. 

 



 

MPS  March 2013 Report Page  |  78 

 

This section reports on awareness of new reporting requirements for businesses in the building and 

construction industry. 

In 2012, there was a change in reporting requirements for all businesses in the building and 

construction industry.  As of 1 July, these businesses are required to report to the ATO each year the 

total payments they make to each contractor for building and construction services.  This is done 

through a Taxable payments annual report.  In November 2012, a letter about these reporting 

requirements was sent by the ATO to 495,000 contractors who provide building and construction 

services; the intent of the letter was to raise awareness among contractors (payees) of the new 

taxable payments reporting system, notify contractors of the ATO data matching capability that helps 

identify non-compliant taxpayers, and encourage contractors to lodge their returns on time and 

accurately. 

In March 2013, 15% of the micro business sample described themselves as working in the building 

and construction industry.24  Among those who work in the building and construction industry,25  about 

half (46%) said they are an employer and / or owner, 24% an employee, 17% a sub-contractor, 11% a 

contractor, and 3% something else.26  Just over half (59%) said they paid contractors for building and 

construction services.27 

Over half (57%) said they were aware of new reporting requirements for businesses in the building and 

construction industry; this is significantly higher than in June (41%) and September (38%) 2012, and 

is about equivalent to awareness levels in December 2012. 

When prompted with more information about these new reporting requirements (that is, when told 

that from 1 July 2012, businesses in the building and construction industry need to report the total 

payments they make to each contractor for building and construction services each year through a 

taxable payments annual report), total awareness is slightly higher at 64% in March 2013.  This is 

significantly higher than in September 2012. 

 

  

                                                      

24 Q160.  Estimate excludes over-sample.  . 
25 The following analysis is based on the sample of 76 respondents (including the over-sample) who described themselves as working in the 

building and construction industry in December 2012.  Caution is urged when using these results given the small sample size.  For a random 

sample, the approximate margin of error (at the 95% confidence level) associated with a sample of 76 is +/- 11%.  The approximate margin 

of error for differences between September 2012 and December 2012 is +/-16%.  Differences between the September and December 

waves that are less than 16% are not statistically significant at the 95% confidence level.  Statistical concepts such as margins of error and 

confidence intervals are not strictly applicable given the non-probability method of sampling and are used here for illustrative purposes only. 
26 Q160a. 
27 Q161. 
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Figure 50. Awareness of new reporting requirements28 

 

 

 Sample size (March 2013 n=110) 

Q162. Are you aware of any new reporting requirements for businesses in the building and construction industry? 

Q163. Are you aware that from 1 July 2012, businesses in the building and construction industry need to report the total payments they 

make to each contractor for building and construction services each year through a taxable payments annual report? 

Base:  All respondents answering “yes” to Q160 (Do you work in the Building and Construction industry?) 

 

  

                                                      

28 Some of these estimates are based on a small sample.  Results should be used with caution. 
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Those who said they were aware of the new reporting requirements were asked how confident they 

are that they understand the requirements.  The majority said they are either “fairly” (42%) or “highly” 

(35%) confident that they understand the new requirements and what they need to do.  Between June 

2012, when first asked, and March 2013, the proportion who are “highly” confident has increased 

significantly. 

 

Figure 51. Confidence about new reporting requirements29 

 

Sample size (March 2013  n=70) 

Q163a. How confident are you that you understand the new requirements and what needs to be done? 

Base:  All respondents answering “yes” to Q160 who were aware of the new reporting requirements in Q162 or Q163 and excluding “don’t 

know”. 

 

  

                                                      

29 These estimates are based on a small sample.  Results should be used with caution. 
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Among those aware of the new requirements, the most common source of information about them in 

March 2013 was from a tax agent (28%).  

Other common sources were letters (18%) and industry associations (15%).   Thirteen percent said 

they learned about them from the ATO’s website, and 8% from an ATO webinar.  Relatively few said 

they heard about them through mass media channels. 

 

Figure 52. How learned about new requirements30 

 

Sample size (March 2013 n=70) 

Q163b. How did you see or hear about the new reporting requirements? 

Base:  All respondents answering “yes” to Q160 who were aware of the new reporting requirements in Q162 or Q163  

 

  

                                                      

30 These estimates are based on a small sample.  Results should be used with caution. 
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Finally, those aware of the new requirements were asked if they had reviewed their record-keeping 

practices to ensure they were collecting the information needed about payments to contractors to 

complete the new taxable payments annual report.  Although not statistically significant, this was the 

highest level since first measured in June 2012. 

 

Figure 53. Reviewed record-keeping practices31 

 

Sample size (March 2013 n=70) 

Q163c. Have you reviewed your record-keeping practices to ensure you are collecting the information about payments you make to 

contractors so that you are able to complete the new taxable payments annual report? 

Base:  All respondents answering “yes” to Q160 who were aware of the new reporting requirements in Q162 or Q163 

  

                                                      

31 These estimates are based on a small sample.  Results should be used with caution. 
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9. Superannuation 
 

 

 

 
 

  

Summary 

 

Micro businesses have a moderately high level of confidence in the ATO’s administration of the 

superannuation (super) system; 77% agree that they have confidence.  Among those with an 

opinion, confidence in the ATO’s administration of the super system has been consistently lower 

than confidence in the ATO’s administration of the tax system (82%).  However, it is important to 

note that one quarter of micro businesses felt they could not answer this question. 

Nearly nine in ten micro businesses agree that they have a good understanding of their business 

tax obligations.   

Although three in five micro businesses were able to specify the minimum employer super 

contribution of nine percent – and this increased to two thirds among employers who pay super 

contributions – substantial minorities were unsure or wrong. 

Micro businesses rely heavily on their financial advisors and tax agents for information about 

super. 

The most typical profile of a micro business employer who pays super contributions is monthly 

payments by electronic funds transfer, although quarterly payments are also common.  The vast 

majority provide information about super contributions on their employees’ payslips and provide 

tax file numbers to their employees’ super funds. 
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9.1. Confidence and understanding 

This section reports the views among micro businesses about the ATO’s administration of super and 

their own level of understanding about super. 

Micro businesses with an opinion32 had a moderate level of confidence in the ATO’s administration of 

the super system; 77% agreed that they do have confidence. Confidence in the administration of the 

super system has been consistently lower than confidence in administration of the tax system (82%).  

Nearly nine in ten (87%) agreed that “I have a good understanding of my business tax obligations”. 

 

 

Figure 54. Understanding of and confidence in the superannuation system 

 

  

                                                      

32 Twenty five percent said “don’t know” when asked this question. 

0%

20%

40%

60%

80%

100%

Sep-10 Dec-10 Mar-11 Jun-11 Sep-11 Dec-11 Mar-12 Jun-12 Sep-12 Dec-12 Mar-13

%
 n

e
tt

 a
gr

e
e

Q112. Confident in ATO admin of super system

Q121. Confident in ATO admin of TAX system

Q84b. Understand super / knowledgable

Q84b2. Understand super system relevant to me

Q1. Understanding of personal tax obligations



 

MPS  March 2013 Report Page  |  85 

 

% nett agree (strongly agree + agree) Mar 12 Jun 12 Sep 12 Dec 12 Mar 13 

Q112. I have confidence in the ATO’s administration of the 

super system 
80% 73% 71% n/a 77% 

Q121. I am confident with the ATO's administration of the 

Australian tax system for business 
83% 85% 82% n/a 82% 

Q84b2. I have a good understanding of those parts of the 

superannuation system that are relevant to my business 

and to me personally 

71% n/a 68% n/a 70% 

Q1. I have a good understanding of my business tax obligations 83% 83% 89% n/a 87% 

Sample sizes (n=) 182-482 188-564 236-583  190-490 

Q112: The ATO administers the taxation of super, enforces the super guarantee system and is the regulator of self-managed super funds.  

For the following statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’. 

Q121, 84b2: For the following statement, please select whether you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’  

Q1: You are now going to see a series of statements that people have made about tax and the tax system. For each statement, please select 

if you ‘strongly agree’, ‘agree’, ‘disagree’, or ‘strongly disagree’ 

Base Q112, 84B2:  All Rotation 1 respondents excluding “prefer not to say” and “don’t know”. 

Base Q1, 121:  All respondents excluding “prefer not to say” and “don’t know”. 

Note:  A high proportion of respondents said “don’t know” to some of these questions in March 2013: 25% “I have confidence in 

administration of super” and 13% “I am confident with the ATOs administration of the tax system”.  “Don’t know” is excluded from the base 

when calculating the estimates shown in this report. 

These questions were not asked in December 2012; March 2013 results are therefore shown using a marker only. 

 

 

 

Three in five (60%) micro business respondents in March 2013 were able to specify the minimum 

employer super contribution of nine percent.   A further 14% guessed a figure, with some guessing 

above and some below the correct figure. One quarter felt unable to guess. 

 

Figure 55. Understanding of the minimum employer contribution 

 

 

Sample size (March 2013 n=250) 

Q110. To your knowledge, what is the minimum employer super contribution? 

Base = All Rotation 1 respondents 
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Respondents with employees were asked whether they pay super into employees’ super funds; 87% 

did in March 2013.33  Among employers who pay super into employees’ super funds, knowledge of 

the minimum employer super contribution of nine percent stood at 68%.   

All micro businesses seek out information about super from somewhere.  The most commonly named 

source of information about super was not the ATO but was advisors, including accountants, financial 

advisors and tax agents (54%).  The ATO (including its website) was a source for 13% of respondents.  

Other sources included super funds (11%) and the Internet generally (7%).   

 

Table 56.  Sources of information about super 

 % 

Advisor, including an accountant, financial advisor, or tax agent 54% 

ATO (including www.ato.gov.au) 13% 

Super Funds 11%   

Internet search 7% 

Family / Friends 5% 

Industry association / union 4% 

Media (newspapers, magazines, radio, TV) 2% 

Colleagues 1% 

Other 4% 

None 0% 

Sample sizes (n=) 250 

Q85a. Which source do you mainly use to find out about super for your business needs? 

Base = All Rotation 1 respondents. 

 

 

                                                      

33 Q84v. 
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9.2. Super payments 

This section reports micro businesses’ behaviour in paying super to employees. 

Those who pay super into employees’ super funds were asked how and how often they do this.  The 

most common method was by electronic funds transfer (81%), followed by cheque (19%).  Very few 

used a third party (6%). 

Figure 57. Method of paying super34 

 

Sample size (March 2013 n=46) 

Q166. You said that your business pays super into super funds for its employees.   How do you pay super into your employees’ super funds? 

Base = All Rotation 1 respondents with more than two employees and who pay super into a super fund for its employees. 

 

                                                      

34 These estimates are based on a small sample.  Results should be used with caution. 

6%

19%

81%

0% 20% 40% 60% 80% 100%

Don't know

Other 

Clearinghouse or third party

Cheque

Electronic funds transfer (EFT)



 

MPS  March 2013 Report Page  |  88 

 

The most common frequency of payment was monthly (44%), followed by quarterly (37%).  Few made 

payments more frequently than this. 

Eighty seven percent of employers who make super contributions said they provide information about 

super contributions on their employees’ payslips,35 and 92% said they collect employees’ tax file 

numbers and provide these to their employees’ super funds.36 

 

Figure 58. Frequency of paying super37 

 
Sample size (March 2013 n=46) 

Q167. How often do you pay super into your employees’ super funds? 

Base = All Rotation 1 respondents with more than two employees and who pay super into a super fund for its employees. 

 

                                                      

35 Q168. 
36 Q169. 
37 These estimates are based on a small sample.  Results should be used with caution. 
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