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                                    Executive Summary      
 
Methodological Summary 
 
The Professionalism Survey is a biannual satisfaction survey of clients who have had a recent 
interaction with the ATO. The key objective of the survey is to measure ATO employees' level of 
'overall professionalism' as perceived by clients. 
 
The survey primarily uses a self-completion mail methodology and involves contacting a random 
sample of clients who have had an interaction with the ATO in the past six months. The sample is 
randomly selected and provided by the ATO.  
 
In November 2012 the individual business areas were consolidated into four capability areas to 
more closely align with ATO capabilities, provide more strategic outcomes and drive initiatives 
across the ATO. This resulted in a redesign of the survey questionnaires, though the core 
questions remained the same for historical purposes.  
 
The four capability areas are: 

• Active Compliance;  
• Assistance, Support and Advice;  
• Complaints and Dispute Resolution; and  
• Debt Management. 

 
In order to maximise comparability, the May 2013 wave was run in the same way as the 
November 2012 wave. The May 2013 questionnaire comprises a set of core questions covering 
an overall assessment of ATO professionalism and questions to address specific concerns of 
each capability area. In the May 2013 wave, fieldwork was conducted between 12 March and 17 
April 2013. The average questionnaire completion time was 10 minutes. 
 
Professionalism Performance 
 
Satisfaction among Assistance, Support and Advice (Advice) clients in May 2013 was stable from 
the previous wave for ‘overall professionalism’ (3.97 from 4.00 and 78% from 79%), as well as for 
the two underlying components: ‘staff professionalism’ (4.06 from 4.09 and 81% from 82%), and 
‘client understanding’ (3.87 from 3.90 and 75%, unchanged). There were no statistically 
significant changes to these overall scores from November 2012.  
 
Underlying this, ‘overall professionalism’ scores also remained relatively stable for tax 
professionals (3.92 from 3.88) and declined slightly for taxpayers (4.09 from 4.19). The greatest 
change in mean scores amongst these groups was for ‘client understanding’ from taxpayers, 
which fell from 4.09 to 3.94. However, none of these changes were statistically significant. 
Taxpayers gave a significantly higher score for ‘staff professionalism’ than the average for All 
Advice clients (4.24 for taxpayers, compared to 3.97 for All Advice).  
 
The rating components for these professionalism measures were also similar to the November 
2012 results. For ‘client understanding’, there was a significant increase in ‘very dissatisfied’ 
ratings (7% from 4%). This was reflected in the ‘overall professionalism’ ratings, with a significant 
increase in ‘very dissatisfied’ ratings for this measure (6% from 4%).  
 
Characteristics of Professionalism 
 
In May 2013, satisfaction with all nine Characteristics of Professionalism was also stable, with no 
significant changes from the previous wave for mean scores or nett satisfaction ratings at either 
the 95 or 90 per cent confidence levels. These results are encouraging, as it indicates that the 
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significant improvements experienced last wave for all nine characteristics were sustained, and 
satisfaction scores all remained above the benchmark.  
 
Satisfaction among Advice clients with the Characteristics of Professionalism was on par with the 
average for All Areas combined. The largest positive gap was for ‘understood needs’, and the 
largest negative gap was for ‘communicated clearly’. However, the extent of difference for these 
measures from the total average was marginal.  
 

There were no statistically significant differences in scores for these characteristics from 
taxpayers and tax professionals, when compared to the total for All Advice clients. However, as in 
November 2012, taxpayers consistently provided slightly higher scores than tax professionals.  
 
Satisfaction with the ATO Officer 
 

Satisfaction with the interaction with the ATO Officer remained generally high overall, with ratings 
above the benchmark on all six attributes. There were no statistically significant changes to these 
scores from the previous wave.  
 
As in November 2012, the highest mean score regarding interactions was for ‘I understood what 
information the ATO required from me’ (4.15), while the lowest score was for ‘the visit/phone call 
from the ATO Officer has improved my understanding and ability to accurately meet my tax 
obligations’ (3.73). Taxpayers gave a significantly higher score for this measure than the All 
Advice total (3.88 for taxpayers compared to 3.73 for the total).  
 
Satisfaction with the ATO Officer was also generally high, with ten of the twelve attributes 
remaining above the benchmark.  'Had a good understanding of your previous interactions with 
the ATO' (3.53) and ‘had a sufficient understanding of your business’ (3.59) performed below the 
benchmark level. There was a slight increase in the score for ‘requested only relevant information 
from you (3.96 from 3.87), significant at the 90 per cent confidence level, but there were no other 
statistically significant changes.  
 
ATO Officer satisfaction scores from taxpayers were consistently higher than those provided by 
tax professionals. Furthermore, taxpayers were significantly more satisfied than the total for All 
Advice clients for three of the twelve ATO Officer satisfaction scores: ‘worked through any 
concerns the officer or you had’ (79% compared to 71%), ‘delivered consistent and accurate 
information’ (4.02 and 82% compared to 3.84 and 74%), and ‘clearly explained the process 
(including timeframes) to you’ (4.17 and 87% compared to 3.97 and 79%).  
 
Request for Advice or Assistance 
 

The majority of Advice clients (82%) stated that they had requested advice or assistance between 
July and December 2012. Of clients who received advice or assistance, around two thirds (67%) 
received the advice or assistance verbally only and a further one in four (27%) received the 
advice or assistance both verbally and in writing.  
 
There were no statistically significant changes to scores surrounding client satisfaction with the 
provision of advice or assistance. However, marginal increases meant that this wave all eight of 
these attributes were equal to or above the benchmark, compared to four of the eight attributes 
being above the benchmark in November 2012.  

 
Lodgment of GST Information 
 

In May 2013, the proportion of clients who lodged their GST information monthly declined 
significantly from the previous wave (10% from 46%). Conversely, the proportion of clients lodging 
their GST information quarterly increased significantly, from 43 per cent to 80 per cent.  
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Client Profile 
 

The majority of Advice clients this wave were tax agents (53%, a significant increase from 46% in 
November 2012). There was a significant decline in the proportion of taxpayers (26% from 37%), 
though this remained the second most common category. There was also a significant increase in 
the proportion of BAS agents in May 2013 (11% from 1%). 
 
Advice taxpayers were most likely to have had an accountant or tax agent prepare their tax 
returns (61%). However, the majority were likely to have dealt with the ATO directly regarding 
receiving assistance or advice (83%). 
 

Business Opportunity Analysis 
 

Based on the May 2013 survey results, the primary opportunity to improve perceptions of the 
ATO’s ‘overall professionalism’ for Advice clients is ‘understood needs’ (100% opportunity score). 
There are also two secondary priorities for improvement: ‘sufficient understanding of issue’ (89%), 
and ‘matter was followed through to conclusion’ (79%). These priorities are moderate to high 
impact characteristics, with comparatively poor to very poor service performance and high levels 
of variability. 
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                                           Background       
 
The Australian Taxation Office (ATO) currently conducts a biannual Professionalism Survey to 
evaluate ATO employees' level of 'overall professionalism' as perceived by clients who have had 
an interaction with the ATO in the previous six months.  
 
Since December 2001, the Professionalism Survey has been conducted across different areas 
within the organisation, encompassing a broad range of client groups. The aim of the survey is to 
monitor taxpayers' and tax professionals' perceptions of the level of professionalism of ATO staff 
in administering the taxation system and identify improvements to inform employee training and 
development needs.  
 
The approach to measuring the professionalism of ATO staff was adopted in 2001, based on the 
principle that professionalism is a generic standard that transcends client types and business 
areas. The Model of Professionalism was reviewed by an ATO working party in 2003 and has 
been used since November 2003. The model is shown in the figure below. 
 
 

 Figure 1: ATO Model of Professionalism 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The Professionalism model specifies six key elements of professionalism; empathy, fair and just 
outcomes, accountability, communication, behaviour and ability. These six elements are 
measured by nine predefined characteristics. The table overleaf shows how these nine 
Characteristics of Professionalism are measured in this and previous waves of the survey. 
 
 

 
 
 
 
 
 

 

Taxpayer 

interaction 
commences

EMPATHY FAIR AND JUST OUTCOMES
(both procedural & distributive justice)

COMMUNICATION
(includes explaining rights)

ACCOUNTABILITY

BEHAVIOUR
(respect, courtesy)

ABILITY
(knowledge)

Taxpayer 

interaction 
commences

EMPATHY FAIR AND JUST OUTCOMES
(both procedural & distributive justice)

COMMUNICATION
(includes explaining rights)

ACCOUNTABILITY

BEHAVIOUR
(respect, courtesy)

ABILITY
(knowledge)
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Table 1: The Characteristics of Professionalism 

 
 

Element of 
Professionalism 
Model 

Characteristic of 
Professionalism 

Label Used in 
Charts 

Question from 
Survey 

Respect for our clients Respectful and courteous  
Staff were respectful and 
courteous towards you  

Empathy 
Explain and respect 
client’s rights 

Willingness to explain rights 
Staff were willing to explain 
your rights, obligations and 
entitlements 

Procedural justice 
Assisted to best of ability and 
within law 

Staff assisted you to the best 
of their ability and within the 
law as you understand it Fair and Just Outcomes 

Distributive justice Result fair and reasonable 
The result was fair and 
reasonable 

Communication Our communication Communicated clearly 
Staff communicated clearly in 
ways you could understand 

Accountable for our 
actions 

Willingness to follow matter 
through to conclusion 

Staff were willing to ensure 
that the matter was followed 
through to a conclusion 

Accountability 

Understand our client’s 
needs 

Understood needs 
Staff understood your needs 
and assisted you in meeting 
them 

Behaviour Our behaviours 
Staff fair, reasonable and 
unbiased 

Staff were fair, reasonable 
and unbiased 

Ability Our ability 
Sufficient understanding of 
issue 

Staff had sufficient 
understanding of the issue 
being discussed to be able to 
help you 

 
 
This report details the main survey objectives, methodology and key findings for the Assistance, 
Support and Advice capability area as undertaken by DBM Consultants in May 2013. 
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                                     Research Objectives      
 
 
The main objective of the Professionalism Survey is to measure clients’ (both taxpayers and tax 
professionals) perceptions of the level of professionalism of ATO staff. This was completed 
through the evaluation of client satisfaction in two general areas:  

• The professionalism displayed by ATO staff, specifically: 

� “How satisfied are you with the professionalism of ATO staff you recently had 
contact with?” 

• Client understanding of the issue recently discussed with ATO staff, specifically: 

� “How satisfied are you that you now have a better understanding of the issue 
you recently discussed with the ATO?” 

The level of professionalism (known as the ‘overall professionalism’ score) was derived from the 
average (mean) of the two questions listed above. 
 
The evaluation of ATO staff professionalism was further detailed by an assessment of the 
behaviour and ability of ATO staff across the nine ‘Characteristics of Professionalism’. The survey 
was conducted across a range of ATO areas, providing an overall assessment of organisational 
professionalism and an assessment of ‘overall professionalism’ for each area. 
 
Results from the Professionalism Survey are used to report to internal and external stakeholders 
as follows:  

• To report ATO performance in the Annual Report as reported under ‘ATO 
Professionalism’; 

• As one of the Enterprise Agreement corporate outcome measures the survey 
contributes to the determination of whether or not a productivity pay rise for ATO 
staff should be approved. That is, maintain overall performance to current 
Professionalism Survey benchmark of 3.7 on a 5 point satisfaction scale; 

• To collect data that is used to evaluate compliance with the requirements of the 
Taxpayers’ Charter; and 

• To identify areas within the ATO for improvement – including training and support 
required for ATO staff overall and for specific business areas, as well as systems 
and process improvements. 
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                                 Research Methodology      
 
Methodological Overview 
 

In May 2013, the survey was run in an identical fashion to November 2012, when there were 
several methodological changes. These changes included the consolidation of the individual 
business areas to align with the ATO’s capability areas. This alignment allows the research to 
better reflect the ATO’s organisational structure and more easily drive strategic outcomes and 
initiatives across the ATO. 
 
In May 2013, four capability areas participated in the ATO Professionalism survey. These were: 

• Active Compliance (AC);  
• Assistance, Support and Advice (ASA); 
• Complaints and Dispute Resolution; and 
• Debt Management. 

 
By keeping this wave of the research consistent with the previous wave, comparability of this 
wave’s data to November 2012 has been maximised. To enable comparisons to prior waves of 
the Professionalism survey (before November 2012) the historical business area data was 
consolidated across one or more of the four capability areas. This consolidation was as follows: 
 

Table 2: Composition of Capability Areas 

 
This November 2012 consolidation impacted upon a number of other variables, including: 

• Sampling – The sample composition is now more focused on capability area, in 
line with the consolidation of the reports; 

• Questionnaire design – Historically, questionnaires were tailored to the needs of 
each business area, with the core questions supplemented by additional questions 
designed for each area. In November 2012 these were consolidated into four 
questionnaires based on the capability areas; and 

• Reporting structure – Reporting used to include individual business area reports. 
However, with the consolidation of the business areas, reporting is now based on 
capability areas. 

Business Area

 ATO Complaints

 BAS Agents

 Cash Economy 

 Employer Obligations (EO) 

 Excise Collections

 Fuel Tax Credits

 GST Field

 GST Refund Integrity 

 Individuals

 Large Market

 Lodgment Compliance

 Micro Active Compliance (MAC) 

 Ops Debt Business

 Ops Debt Individuals

 Regional Tax Assistance Program (RTAP)

 Small & Medium Enterprises (SME) 

 Superannuation

 Tax Agents

ASA

ASA

ASAAC

Active Compliance 

Active Compliance 

AC

Assistance, Support and Advice

ASAAC

Active Compliance 

Active Compliance 

Active Compliance 

Debt Management

AC

Debt Management

AC

Capability Area

ASA

Assistance, Support and Advice

Complaints and Dispute Resolution

AC ASA

Assistance, Support and Advice

Active Compliance 
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The survey continued to primarily utilise a self-administered, structured questionnaire, dispatched 
and returned by mail. This approach replicated that used for previous waves of the survey and 
thereby provides a consistent approach, allowing cross-survey comparability.  
 
Confidentialised sample selection continued to be undertaken by the ATO and supplied directly to 
DBM Consultants. A random sample of clients who had an interaction with the ATO between July 
and December 2012 was selected, on the basis of which business area they had interacted with. 
These were then grouped into the capability areas. As in November 2012, the initial population of 
client records was extracted centrally by a data analysis team, unlike in prior waves where 
population data was extracted separately by each business area and then collated centrally. 
 
Each capability area had a questionnaire addressed specifically to their clients. The 
questionnaires comprised a set of core questions covering an overall assessment of ATO 
professionalism and questions to address specific concerns of each area. Questionnaire packs 
contained one copy of the questionnaire, a reply-paid envelope and covering letter. In order to 
maximise response, reminder letters were sent to selected recipients who had not yet returned 
their questionnaires. 
 
As in November 2012, two capability areas were selected to participate in an ongoing trial 
involving the provision of the alternate survey methodologies of online and Computer Assisted 
Telephone Interviewing (CATI), in addition to the usual mail methodology. These alternate 
methodologies were first piloted in November 2011 and have continued in subsequent survey 
waves. 
 
Active Compliance clients were included in the online trial. This involved sending a cover letter 
and a reminder letter including details of how to access an online portal with a unique password 
to all clients in this capability area. Active Compliance clients also received a telephone call 
offering to send them a link to the online survey via email (referred to as 'recruit to online'). 
Overall, a smaller number of clients chose to complete the survey online compared to the mailed 
out survey. However, the 'recruit to online' was considered successful as the trial boosted both 
online responses (for those who chose to have a link emailed) and mail out responses (among 
those who were contacted but who didn't want a link emailed).  
 
Assistance, Support and Advice and clients who were sent a reminder letter, were included in the 
CATI trial. This involved a telephone call offering these clients the opportunity to complete the 
survey over the telephone. A low number of clients contacted by telephone completed the survey 
using a CATI methodology due to a large number of clients not reachable at the number provided 
as well as refusals to participate. 
 
The intention of these trials was to understand the impact of different data collection 
methodologies on response rates, particularly given that response to the mail out questionnaires 
has been gradually decreasing over time.  
 
Key methodological details and response rates per area are outlined below: 
 

• First dispatch: 12 Mar 2013 • Mail out returns cut-off date: 17 Apr 2013 
• Online completion: 12 Mar-17 Apr 2013 • Questionnaires sent: 16,008 
• Recruit to online completion: 19-22 Mar 2013 • Completed questionnaires returned: 2,063 
• Reminder letter dispatch: 02 Apr 2013 
• CATI pilot: 09 Apr-12 Apr 2013 

• Average survey completion time:  
10 minutes 
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Table 3: Response Rates per Area  

 
Throughout this report 'All Areas combined' results are derived from the aggregation of responses 
of clients in all participating capability areas, including the general population of tax agents who 
participated in that survey wave. Given this definition, it should be noted that while each capability 
area is represented in the results each wave, the composition of each area is different based on 
which business areas have participated for that wave. This will have an effect on time series 
results.  
 
The results for All Areas Combined does not include those respondents who either raised a case 
or received a field visit within the Tax and BAS Agents sample, whenever this business area has 
participated in the Professionalism Survey.  
 
The results for both Active Compliance as well as the Assistance, Support and Advice capability 
areas include data collected via the trial methodologies. The sample sizes achieved through the 
two trial methodologies are outlined below: 
 

Table 4: Response Rates Trial Methodology 

 

Overall, the outcome of the trial was positive, resulting in an increase of one per cent to the 
response rate (a total of n=356 extra surveys more than would normally be achieved; with a 
positive impact on mail out return rates as well as online completions). However, there were 
implications arising from the trial across both methodological approaches. These are outlined 
below: 

• While online completion most closely mirrors the current methodology (self-
complete), it may not be appropriate for all capability areas to undertake, 
depending on the composition of clients appearing in each area; and 

• The CATI trial was impacted upon strongly by the lack of accuracy and/or currency 
of ATO records, with many client details not up-to-date. This hindered response 
rates, and as a result, unfavourably impacted on the cost associated with this 
methodology. It is important that client data is as current as possible; therefore this 
methodology may not be appropriate for all capability areas. 

 Capability Area

Sample 

received by 

DBM 

(n)

Out of scope

(n)

No response 

(n)

Completed 

surveys 

(n)

Response 

current wave

(%)

Response 

previous 

wave

(%)

 Active Compliance 8,290 325 7,081 884 11 9

 Assistance, Support and Advice 3,968 113 3,067 788 20 18

 Complaints and Dispute Resolution 1,250 56 1,025 169 14 13

 Debt Management 2,500 88 2,190 222 9 8

 Total 16,008 582 13,363 2,063 13 11

 Trial Methodology

Sample 

(n)

Completed 

surveys 

(n)

Response 

current wave

(%)

 Computer Assisted Telephone Interviewing (CATI) 

 Assistance, Support and Advice 3,968 168 4

 Online

 Active Compliance 8,290 188 2
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The table below illustrates the historical participation for each business area in the 
Professionalism Survey. A grey highlighted box indicates active participation by that area for that 
wave, while a white (unshaded) box indicates that the area didn't participate in that wave. 

Table 5: Participation in Professionalism Survey per Area 

 
 
  

Business Area May 10 Nov 10 May 11 Nov 11 May 12 Nov 12 May 13

 ATO Complaints

 BAS Agents

 Cash Economy 

 Employer Obligations (EO) 

 Excise Collections

 Fuel Tax Credits

 GST Field

 GST Refund Integrity 

 Individuals

 Large Market

 Lodgment Compliance

 Micro Active Compliance (MAC) 

 Ops Debt Business

 Ops Debt Individuals

 Regional Tax Assistance Program (RTAP)

 Small & Medium Enterprises (SME) 

 Superannuation

 Tax Agents

Not included prior to November 2011

Included with GST Field 

Included with GST Field 
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Notes to this Report 
 
There are various symbols used on the charts and tables throughout this report. A description of 
these is as follows:  

• An arrow ‘↑’ indicates a statistically significant difference in the results between the 
May 2013 wave and the previous wave. The direction of the arrow indicates 
whether the May 2013 result was significantly higher or lower than the previous 
wave.  

• A hash ‘#’ next to the result indicates that it was significantly greater than the result 
derived for all areas combined, the capability area as a whole or a defined 
subgroup. This statistical test was conducted for the May 2013 wave only.  

• An asterisk ‘*’ next to the result indicates that it was significantly lower than the 
result derived for all areas combined, the capability area as a whole or a defined 
subgroup. This statistical test was conducted for the May 2013 wave only. 

• An exclamation mark ‘!’ next to a result indicates that it was derived from a sample 
size of less than 30 clients and should therefore be interpreted with caution. The 
indicator may be used for charts wherever the sample size for a result is not 
explicitly specified.    

All statistical significance testing noted in the charts was conducted at a 95 per cent confidence 
level. A notation of a statistically ‘significant’ difference, such as those denoted by the symbols 
above, suggests the difference is probably true and not due to chance or sample error (i.e. it will 
be true in 95 out of 100 cases). Additional statistically significant differences at a 90 per cent 
confidence level are included in the commentary regarding nett satisfaction (nett ‘very satisfied’ or 
‘satisfied’) and mean scores. Further points to note regarding statistical significance testing are 
outlined below. 

• Smaller samples sizes (and thus the statistics calculated for them) will potentially 
be less representative of the survey population, and therefore require larger 
differences to be classified as statistically significant. Conversely, statistics based 
on large sample sizes are more sensitive to differences (e.g. smaller differences 
will be detected as statistically significant).  

• Differences that are closer to the extreme (e.g. percentages above 95% or below 
5%) require smaller differences to be classified as statistically significant. 
Conversely, larger differences are required for figures closer to 50 per cent to be 
classified as statistically significant. 

The results for all rating scale type questions, such as those with responses ranging from ‘very 
dissatisfied’ to ‘very satisfied’, are exclusive of respondents who have provided ‘don’t know’ 
responses or no response at all. This creates fluctuations in the base sizes from question to 
question. 
 
For comparisons that are made between taxpayers and tax professionals, the derivation of each 
category is as follows:  
 

• The group labelled ‘taxpayers’ are all clients who have self-identified themselves 
on the questionnaire as being a ‘taxpayer’.  
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• The group labelled ‘tax professionals’ includes all clients who have self-identified 
themselves on the questionnaire as being a ‘tax agent’, ‘BAS agent’ or ‘other tax 
professional’. 

 

Results are shown either as a mean score or as a satisfaction proportion (‘nett satisfied’): 
 

• The mean score is the average of all five-point scale response categories, from 
‘very satisfied’ through to ‘very dissatisfied’ (excluding ‘don’t know’ responses).  

 
• The proportion of clients who are ‘nett satisfied’ are those clients who provided a 

rating of ‘satisfied’ or ‘very satisfied’ only, that is, excludes respondents who gave 
ratings of ‘neither satisfied or dissatisfied’, ‘dissatisfied’ or ‘very dissatisfied’. 

 
Please note that nett proportions may not equal the sum of the component proportions. This is 
because the nett proportion was calculated using the sum of the component frequencies not the 
sum of the component proportions. Please see the example below:  

 
N = The total number of clients who provided a valid response = 307 

nsat = The number of clients who provided a response of ‘satisfied’ = 167 

nvsat = The number of clients who provided a response of ‘ very satisfied’ = 68 

 
The proportion of clients who provided a response of ‘satisfied’ = ( nsat / N )*100 = (167/307)*100 = 54% 

The proportion of clients who provided a response of ‘very satisfied’ = ( nvsat / N )*100 = (68/307)*100 = 22% 

The proportion of clients who are either ‘satisfied’ or ‘very satisfied’ = ( nsat + nvsat  ) / N) *100 = (167 + 68)/307)*100 = 77% 
 
 

Interpretation of Charts 
 
The first historical line chart - see "Figure 2: Professionalism Summary–Assistance, Support and 
Advice (Mean Scores)" - displays the mean score satisfaction with 'overall professionalism' and its 
two components over time, ‘staff professionalism' and 'client understanding'. 
 
The nine Characteristics of Professionalism mean scores and nett satisfaction are presented in 
combined horizontal bar charts - see "Figure 9: Characteristics of Professionalism–Assistance, 
Support and Advice". The numbers outside the end of the bars are the proportion of respondents 
who were either 'very satisfied' or 'satisfied'. The numbers within the bars to two decimal places 
are the mean scores for each characteristic. 
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          Professionalism Performance – Assistance, Support and 
Advice  

 
 

Introduction 
 
The following two sections present results for ‘overall professionalism’ and its two component 
questions:  

• Professionalism displayed by ATO staff; specifically: 

� “How satisfied are you with the professionalism of ATO staff you recently 
had contact with?” 

• Understanding of the issue recently discussed with ATO staff, specifically: 

� “How satisfied are you that you now have a better understanding of the 
issue you recently discussed with the ATO?” 

For the two questions above, clients were asked to indicate their level of satisfaction using a scale 
from one to five, where one represents ‘very dissatisfied’ and five represents ‘very satisfied’. The 
‘overall professionalism’ score was derived as the mean of the responses to the two questions 
above. The incidence of each level of satisfaction is also presented in the following sections 
where ‘nett satisfaction’ is the incidence of clients indicating their level of satisfaction as ‘satisfied’ 
or ‘very satisfied’. 
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Figure 2: Professionalism Summary – Assistance, Support and Advice (Mean Scores) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 
Among Assistance, Support and Advice (Advice) clients, satisfaction with ‘overall professionalism’ 
(3.97 from 4.00) and its two components ‘staff professionalism’ (4.06 from 4.09) and ‘client 
understanding’ (3.87 from 3.90) remained relatively consistent with November 2012. 

 
Figure 3: Overall Professionalism Performance – Assistance, Support and Advice (Nett 

Satisfaction) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

Nearly eight in ten Advice clients (78%) were satisfied with the ATO’s ‘overall professionalism’ in 
May 2013, with nett satisfaction relatively consistent with the previous wave (78% from 79%). The 
proportion of ‘very dissatisfied’ ratings was significantly higher this wave (6% from 4%), while the 
proportion of ‘neutral’ ratings was significantly lower at the 90 per cent confidence level (10% from 
12%). 
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Figure 4: Overall Professionalism Performance – Assistance, Support and Advice 

(Taxpayers / Tax Professionals Comparison) 

 
Mean score satisfaction with ‘overall professionalism’ remained higher for taxpayers (4.09) than 
tax professionals (3.92) in May 2013. There were no statistically significant changes this wave to 
these scores from November 2012 and they remained above the benchmark level.  
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Figure 5: Satisfaction with Staff Professionalism – Assistance, Support and Advice (Nett 
Satisfaction) 

Overall, how satisfied are you with the professionalism of the ATO staff you had contact with? 

 

Nett satisfaction with ‘staff professionalism’ in May 2013 remained on par with the previous wave 
(81% from 82%). ‘Very dissatisfied’ ratings increased from November 2012 (5% from 3%), which 
was significant at a 90 per cent confidence level. There were no other statistically significant 
movements among the satisfaction rating components for this measure. 

 
Figure 6: Satisfaction with Staff Professionalism – Assistance, Support and Advice 

(Taxpayers / Tax Professionals Comparison) 

 
Mean score satisfaction with ‘staff professionalism’ was relatively stable this wave for tax 
professionals (4.00 from 3.97) and taxpayers (4.24 from 4.28). Taxpayers continued to rate this 
measure more highly than tax professionals, while both groups remained above the benchmark 
this wave.  
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Figure 7: Satisfaction with Client Understanding – Assistance, Support and Advice (Nett 
Satisfaction) 

 Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO? 

 

Among Advice clients, nett satisfaction with ‘client understanding’ was unchanged from November 
2012 at 75 per cent. As per ‘staff professionalism’, there was a significant increase in ‘very 
dissatisfied’ ratings for ‘client understanding’ (7% from 4%), but there were no other statistically 
significant movements for any of the other rating components. 
 

Figure 8: Satisfaction with Client Understanding – Assistance, Support and Advice 
(Taxpayers / Tax Professionals Comparison) 

 
Satisfaction with ‘client understanding’ remains above the benchmark for both taxpayers and tax 
professionals. In May 2013, taxpayers’ mean score satisfaction with ‘client understanding’ fell 
slightly from 4.09 to 3.94, while tax professionals’ satisfaction rose from 3.78 to 3.82. However, 
neither of these changes was statistically significant.  
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Characteristics of Professionalism – Assistance, Support and 
Advice 

 
Introduction 
 
This section of the report details satisfaction with each of the nine Characteristics of 
Professionalism. The characteristics encompass the following aspects of service: 

• ‘Respectful and courteous’; 
• ‘Communicated clearly’; 
• ‘Staff fair, reasonable and unbiased’; 
• ‘Assisted to best of ability and within law’; 
• ‘Willingness to follow matter through to conclusion’; 
• ‘Willingness to explain rights’; 
• ‘Result fair and reasonable’; 
• ‘Sufficient understanding of issues’; and 
• ‘Understood needs’. 

 
Figure 9: Characteristics of Professionalism – Assistance, Support and Advice 

 
Satisfaction this wave was on par with November 2012 across all nine Characteristics of 
Professionalism for Advice clients.  
 
The characteristic with the highest level of satisfaction remains ‘respectful and courteous’, with 
nearly nine in ten (89%) providing a ‘satisfied’ or ‘very satisfied’ rating for this attribute, resulting in 
a mean score of 4.27.  
 
Although still performing well above the benchmark score, the characteristics with the lowest 
satisfaction scores were: 

• ‘Understood needs’ (3.86); and 
• ‘Sufficient understanding of issues’ (3.87). 
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Figure 10: Characteristics of Professionalism – Assistance, Support and Advice 
(Comparison with All Areas Combined) 

 

Satisfaction among Advice clients with the Characteristics of Professionalism was on par with the 
average for All Areas combined. The largest positive gap was for ‘communicated clearly’, while 
the largest negative gap was for ‘understood needs’. However, the extent of these differences 
from the total average was marginal. 

 
Table 6: Characteristics of Professionalism – Assistance, Support and Advice (Historical 

Mean Scores) 

 

There were no significant changes to mean score satisfaction for any of the Characteristics of 
Professionalism this wave. Scores were consistent with levels observed in November 2012 and 
May 2011. Over time, the characteristics with the lowest levels of mean score satisfaction have 
consistently been ‘sufficient understanding of issue’ and ‘understood needs’.  
 
 
 
 
 
 

Result fair and reasonable

Assisted to best of ability and within
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Respectful and courteous

Communicated clearlyStaff fair, reasonable and unbiased

Understood needs

Sufficient understanding of issues

Willingness to explain rights

ASA - Mean
Score

All Areas
Combined

Benchmark

Base: All, May 13 (n=788). Don’t know responses excluded. 

Characteristics May 10 Nov 10 May 11 Nov 11 May 12 Nov 12 May 13

Base (Don't know responses excluded) 1,098 1,080 736 1,108 729 687 788

Overall Professionalism Performance 4.16 3.96 3.99 3.88 3.73 4.00 3.97

Satisfaction with Staff Professionalism 4.24 4.08 4.09 3.99 3.84 4.09 4.06

Satisfaction with Client Understanding 4.07 3.84 3.88 3.79 3.63 3.90 3.87

Willingness to explain rights 4.11 4.00 4.00 3.92 3.82 4.04 4.01

Sufficient understanding of issue 4.06 3.78 3.83 3.73 3.55 3.87 3.87

Understood needs 4.10 3.84 3.88 3.75 3.58 3.88 3.86

Staff fair, reasonable and unbiased 4.23 4.07 4.05 3.93 3.81 4.04 4.04

Communicated clearly 4.15 3.98 4.05 3.95 3.87 4.04 4.09

Respectful and courteous 4.41 4.30 4.24 4.20 4.12 4.25 4.27

Willingness to follow matter through to conclusion 4.11 3.84 3.91 3.84 3.58 3.94 3.94

Assisted to best of ability and within law 4.18 3.97 4.00 3.90 3.71 4.02 4.04

Result fair and reasonable 4.18 3.91 3.95 3.81 3.61 3.91 3.94
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Table 7: Characteristics of Professionalism – Assistance, Support and Advice 
(Taxpayers / Tax Professionals Comparison) 1 

 

Characteristics Total Taxpayers
Tax 

Professionals

Base (Don't know  responses excluded) 788 207 520

Overall Profess ionalism  Perform ance 3.97 4.09 3.92

Satis faction with Staff Profess ionalism 4.06 4.24 # 4.00

Satis faction with Client Unders tanding 3.87 3.94 3.82

Willingness to explain rights 4.01 4.12 3.96

Sufficient unders tanding of issue 3.87 4.02 3.80

Unders tood needs 3.86 4.00 3.80

Staff fair, reasonable and unbiased 4.04 4.11 4.02

Com m unicated clearly 4.09 4.20 4.05

Respectful and courteous 4.27 4.32 4.25

Willingness to follow m atter through to conclus ion 3.94 4.00 3.90

Ass is ted to best of ability and within law 4.04 4.06 4.03

Result fair and reasonable 3.94 3.96 3.93
 

 
In May 2013, tax professionals were consistently less satisfied than taxpayers across all of the 
Characteristics of Professionalism.  
 
However, the only statistically significant difference between these subgroups and the Total for 
Advice was for ‘staff professionalism’, where taxpayers were significantly more satisfied than the 
average (4.24 for taxpayers compared to 4.06 for the Total for Advice).  
 

                                                
1
 Note: Throughout this report, the combined total of Taxpayers and Tax Professionals will not sum to the total of all clients, as some 

clients are categorised as ‘Other’ and some do not provide a response to the question.   
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                           Satisfaction with the ATO Officer    
 

Figure 11: Interacting with the ATO Officer 

 
In May 2013, Advice clients were generally satisfied with their interaction with the ATO Officer, 
with all six attributes performing above benchmark. When compared to November 2012, there 
were no statistically significant differences in these attributes this wave.  
 
As in November 2012, the highest satisfaction rating amongst these attributes was ‘I understood 
what information the ATO required from me’ (mean score 4.15 and nett satisfaction 88%), while 
the lowest score was for ‘the visit/phone call from the ATO Officer has improved my 
understanding and ability to accurately meet my tax obligations’ (mean score 3.73 and nett 
satisfaction 67%). 
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Figure 12: Interacting with the ATO Officer 
(Taxpayers / Tax Professionals Comparison) 

Overall, satisfaction scores for the interaction with the ATO Officer were comparable with the 
Advice total for both taxpayers and tax professionals. The exception was for ‘the visit/phone call 
from the ATO Officer has improved my understanding and ability to accurately meet my tax 
obligations’, where taxpayers provided a significantly higher nett satisfaction score than the 
average (78% compared to 67%). Conversely, tax professionals provided a lower nett satisfaction 
score for this measure (at 62%, which was significantly different from the Advice total at the 90% 
confidence level).  
 
Taxpayers generally provided higher satisfaction scores than tax professionals for most of these 
measures. The exception was ‘I understood what information the ATO required from me’, where 
scores were relatively consistent between the two groups (4.12 and 88% for taxpayers compared 
to 4.18 and 89% for tax professionals). 
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Figure 13: Satisfaction with the ATO Officer 
 

In May 2013, ratings of satisfaction with the ATO Officer remained above the benchmark for all 
but two of the twelve attributes. As in November 2012, 'had a good understanding of your 
previous interactions with the ATO' (3.53) and ‘had sufficient understanding of your business’ 
(3.59) were below the benchmark level. 
 
Satisfaction ratings for these measures were generally stable from November 2012. The only 
change that was statistically significant from the previous wave in May 2013 was for ‘requested 
only relevant information for you’, which moved from 3.87 to 3.96 (significant at the 90% 
confidence level).  
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Figure 14: Satisfaction with the ATO Officer 
(Taxpayers / Tax Professionals Comparison) 

 
In May 2013, taxpayers were consistently more satisfied than tax professionals with their contact 
with an ATO Officer. Taxpayers also rated the following attributes significantly higher than the 
total for all Advice clients at the 95 per cent confidence level: 

• ‘Worked through any concerns the officer or you had’ (79% compared to 71%);  
• ‘Delivered consistent and accurate information’ (4.02 compared to 3.84 and 82% 

compared to 74%); and 
• ‘Clearly explained the process (including timeframes) to you’ (4.17 compared to 

3.97 and 87% compared to 79%).  
 
Furthermore, at the 90 per cent confidence level, taxpayers had significantly higher satisfaction 
than the Advice total for an additional five of the twelve attributes: 

• ‘The experience has helped you to feel more confident to approach the ATO if you 
have issues in the future (3.95 compared to 3.79 and 79% compared to 73%); 

• ‘Handled your case efficiently’ (80% compared to 73%); 
• ‘Understood tax law as it applied to your circumstances’ (4.00 compared to 3.85); 
• ‘Handled your issue in a timely fashion’ (81% compared to 74%); and 
• ‘Had sufficient understanding of your business’ (3.77 compared to 3.59). 

 
There were no statistically significant differences between the Advice total and tax professionals 
for these measures.  
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                           Request for Advice or Assistance    
 

Figure 15: Requested Advice or Assistance 
 

 
Most Advice clients (82%) stated that they had asked for advice or assistance between July and 
December 2012.  
 
 
   

Figure 16: Receiving Advice or Assistance – Method of Contact 

 
Approximately two thirds of Advice clients received their advice or assistance verbally only (67%), 
while a further one in four (27%) received the advice or assistance both verbally and in writing. 
Only five per cent of Advice clients had their assistance or advice provided in writing only. 
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Figure 17: Satisfaction with ATO Staff Regarding Assistance or Advice 
 

 
There were no statistically significant changes to satisfaction with ATO staff regarding assistance 
or advice this wave. However, slight increases meant that this wave all of these attributes were 
either equal to or higher than the benchmark, an improvement from November 2012 when four of 
the eight attributes fell below the benchmark level.  
 
This wave, Advice clients were least satisfied with ‘fairly applied the law to my specific 
circumstances’ (3.70) and most satisfied with ‘addressed the issues I raised in the advice or 
assistance that I received’ (3.85). 
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                          Lodgment of GST Information    
 

 

Table 8: Frequency of Lodging GST Information2 

 
In May 2013, there were significant changes to the frequency with which clients lodged GST 
information. There was a significant increase in the proportion of clients lodging their GST 
information quarterly (80% from 43%), while the proportion of clients that lodged their GST 
information monthly declined significantly (10% from 46%). This change reflects the Large Market 
business area, which is more likely to lodge monthly, not being included in the May 2013 wave.  

 
Table 9: Characteristics of Professionalism – Assistance, Support and Advice 

(Mean Scores - Frequency of Lodgment) 

 

Taxpayers who lodge their GST information monthly or quarterly did not return significantly 
different satisfaction mean scores to the Advice total for the Characteristics of Professionalism 
this wave. The exception was for ‘sufficient understanding of issue’, which received a significantly 
higher satisfaction score from taxpayers lodging their GST information quarterly (4.07 for 
taxpayers compared to 3.87 for the Advice total).  

 

                                                
2
 Question asked only of RTAP and GST Field Advice clients prior to November 2012. Suitable historical comparison is unavailable 

Frequency Nov 12 May 13

% %

Bas e 267 188

Monthly 46 10 �

Quarterly 43 80 �

Annually 4 3

No answer 6 7

Characteristics Total Monthly Quarterly Annually

Base (Don't know  responses excluded) 788 18 ! 151 6 !

Overall Profess ionalism  Perform ance 3.97 4.39 ! 4.11 -

Satis faction with Staff Profess ionalism 4.06 4.39 ! 4.22 -

Satis faction with Client Unders tanding 3.87 4.41 ! 4.02 -

Willingness  to explain rights 4.01 4.28 ! 4.14 -

Sufficient unders tanding of issue 3.87 4.22 ! 4.07 # -

Unders tood needs 3.86 4.22 ! 4.03 -

Staff fair, reasonable and unbiased 4.04 4.22 ! 4.12 -

Com m unicated clearly 4.09 4.17 ! 4.18 -

Respectful and courteous 4.27 4.28 ! 4.28 -

Willingness  to follow m atter through to conclus ion 3.94 4.31 ! 4.06 -

Ass is ted to bes t of ability and within law 4.04 4.28 ! 4.08 -

Result fair and reasonable 3.94 4.35 ! 4.02 -
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                Assistance, Support and Advice Client Profile   

 
 

Table 10: Respondent Type3 
 

 
Tax agents comprised more than half (53%) of Advice clients participating in ATO Professionalism this 
wave, a significant increase from 46 per cent in November 2012. The next most common component of 
Advice clients was taxpayers (26% from 37%, a significant decrease from November 2012), followed by 
BAS agents, which increased significantly from one per cent to eleven per cent of clients, as a result of 
their re-inclusion in the May 2013 wave.  
 

Table 11: Preparer of Income Tax Return3 
 

 
There were no statistically significant changes to the preparer of income tax returns this wave. The 
majority of Advice taxpayers (61%) used an accountant to prepare their tax return. Around one in four 
(24%) completed the return themselves, while seven per cent used a specialist tax return company.  
 

Table 12: Recent Contact with the ATO3 

 
The majority of Advice taxpayers (83%) dealt directly with the ATO regarding the assistance or advice 
query. Fifteen per cent used a tax agent, but still had some contact with ATO staff on this matter. 

                                                
3
 Question asked only of RTAP and GST Field Advice clients historically. Suitable historical comparison is unavailable. 

 

Preparer of Tax Return Nov 12 May 13

% %

Bas e: Taxpayers 234 182

My/our accountant/tax agent 53 61

I do it m ys elf 29 24

A s pecialis t tax return com pany 9 7

A friend or colleague 2 2

Other 4 1

My spouse 1 1

No answer 2 4

Respondent Type Nov 12 May 13

% %
Base: All 687 788

Tax Agent 46 53 �

Taxpayer 37 26 �

BAS Agent 1 11 �

Other (eg family member, helper) 11 6 �

Other tax professional 4 1  �
No answer 2 2

Contact with ATO Nov 12 May 13

% %
Base: Taxpayers 329 254

I dealt directly with the ATO on this matter 80 83

Whilst I used a tax agent in this matter, I did have some 

contact with ATO staff
19 15

No answer 2 1
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                   Opportunities for Service Improvement    
 

Overview of the Process for Business Opportunity Analysis 
 

The Business Opportunity Analysis (BOA) conducted by DBM Consultants ties the results 
provided by ATO clients together to provide a single currency for strategic direction in the 
identification of service attributes to focus upon. This is important because, for example, the 
action required addressing an issue that is highly important and where the ATO is performing 
inconsistently is very different to the action required to address an important issue where 
performance is consistently poor. 
 
The results presented in the BOA focus on the nine Characteristics of Professionalism. These 
characteristics are taken from the core questions outlined in table 1 of this report.  
 
Issues are identified as priorities through calculation of Opportunity Scores, which are 
constructed using four pieces of information: 
 

• The relative importance, expressed as an Impact Score, of each issue in 
determining Overall Service Performance; 

• The current level of performance, expressed as a Service Score, that the ATO is 
achieving on each issue; 

• The consistency, expressed as a Variability Score, with which the issue is 
delivered by the ATO; and 

• The percentage of people affected by the issue, expressed as a Coverage Score. 
 
An Opportunity Score is the product of these four scores (Impact * Service * Variability * 
Coverage). 
 
Opportunity Scores have been rescaled to range from 0 through 100 per cent for ease of 
interpretation (the highest ranked Opportunity Score will always be 100 per cent). The higher the 
Opportunity score, the greater the influence the individual characteristic of professionalism is 
likely to have on clients’ perceptions of the ATO’s level of ‘overall professionalism’.  
 
The greater the Impact Score the greater the level of impact. The level of impact is indicated by 
the ‘+’ and ‘-’ symbols where ‘---’ represents the lowest level of impact through to the ‘=’ symbol, 
which represents a medium level of impact, through to the ‘+++’ symbol, which represents the 
highest level of impact. 
 
Service Scores are better where the number is lower. This indicates a lower proportion of 
‘dissatisfied’ or ‘very dissatisfied’ ratings have been given. The level of service performance is 
indicated by the ‘+’ and ‘-’ symbols where ‘---’ represents the lowest level of service performance 
through to the ‘=’ symbol, which represents a medium level of service performance, through to the 
‘+++’ symbol, which represents the highest level of service performance. 
 
Variability Scores are also better where the number is lower because less variability in service 
delivery is preferable to high variability. The level of variability is also indicated by the ‘+’ and ‘-’ 
symbols where ‘---’ represents the lowest level of variability through to the ‘=’ symbol, which 
represents a medium level of variability, through to the ‘+++’ symbol, which represents the highest 
level of variability. 
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Table 13: Opportunity Score Ranking – Assistance, Support and Advice 

 
There is one primary opportunity and two secondary opportunities to improve ‘overall 
professionalism’ across Assistance, Support and Advice this wave. ‘Understood needs’ is the 
highest priority, with an opportunity score of 100 per cent. This measure showed a high impact on 
overall professionalism, a very low service score and high variability in performance ratings. 
‘Sufficient understanding of issue’ (89%) and ‘matter was followed through to conclusion’ (79%) 
are secondary areas for improvement. 
 
 

Figure 18: Characteristics of Professionalism: Impact and Performance – Assistance, 
Support and Advice 

 
 

Rank Service Attribute Op Score Coverage

1 Understood needs 100% + 0.125 -- 0.157 + 0.307 99%

2 Suffic ient understanding of issue 89% = 0.118 -- 0.149 + 0.301 99%

3 Matter was followed through to conclusion 79% = 0.114 - 0.140 + 0.302 97%

4 Result was fair and reasonable 67% = 0.114 = 0.125 = 0.289 96%

5 Assisted to the best of ability and within the law 59% = 0.117 = 0.112 = 0.267 99%

6 Staff fair, reasonable and unbiased 56% = 0.118 = 0.106 = 0.267 99%

7 Willingness to explain rights 44% = 0.102 = 0.105 = 0.263 93%

8 Communicated clearly 32% - 0.098 ++ 0.080 - 0.245 100%

9 Respectful and courteous 21% - 0.093 ++ 0.060 - 0.218 100%

Impact Service Variability
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                              Professionalism Outcomes    

 
Figure 19: Image and Reputation4 

Now thinking about the overall image and reputation of the ATO, how would you rate its image and reputation? 

Client perceptions of the ATO’s image and reputation significantly increased in May 2013 for the 
total of All Areas combined, at 54 per cent from 49 per cent in November 2012. Tax professionals 
mainly drove the increase at the overall level, experiencing an increase of five percentage points 
(55% from 50%), significant at a 90 per cent confidence level. 
 

Figure 20: Confidence in System Administration 
Now thinking more broadly about all aspects of how the ATO manages the taxation system, how confident are you about the 

administration of the taxation system? 

The nett level of confidence in the administration of the tax system across All Areas combined 
was unchanged this wave, at 63 per cent. Similarly, no changes were noted between waves 
among taxpayers (61%) or tax professionals (65%). 
 

                                                
4
 The group labelled ‘Tax Professionals’ in the above chart are clients who self-identified themselves on the questionnaire as being a 

‘tax agent’, ‘BAS agent’ or ‘other tax professional’. 
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                                               Appendix A: May 2013 Questionnaire      
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                                                      Appendix B: Verbatim Comments       
 
Q18. “Do you have any comments that you would like to make about the level of professionalism displayed by the ATO Officer during your recent 
contact with the ATO?” 
 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

1.  5.0 
It's been very good. They were quite succinct in their answers and fixed the problems up 
quickly. Sometimes they are a bit tardy on returning their calls. 

Tax Professional The ATO 

2.  5.0 
The length of time that it takes to get a hold of someone, is the only downfall. It's far too 
long, especially for agents. 

Tax Professional Myself 

3.  5.0 
The wait on the phone is a while. The longest has been forty-seven minutes. I imagine that 
they get thousands of calls a day. Maybe if they took a number and would call us back or if 
it was a recorded message, it would improve their process. 

- Myself 

4.  5.0 
It's a mixed bag. Sometimes we can get some very good officers but sometimes they 
come across as arrogant. They are very critical. A more consistent and humble approach 
would be advisable. 

Tax Professional Myself 

5.  5.0 
Whilst the last person who I spoke to was great, a lot of the time when I call, I am passed 
onto several different lines and people, who give different answers to each other. 

Tax Professional Myself 

6.  5.0 

She was very co-operative. It was fantastic to have a woman, as I was busy. She let me 
get back to her in my own time. She was able to work with me to come to conclusions. I 
would regard her in the second tier. She called me, so I would think that I would be a bit 
more experienced, but she knew what she was doing. 

Tax Professional The ATO 

7.  5.0 
With extensions for clients, it would be great to just press a button to send it off, rather 
than attaching files. It's a dream that Charles Dickens would love. The offices are great 
though. 

Tax Professional Myself 

8.  5.0 
I just don't feel like they understand. Some business clients who deal with the ATO have 
trouble paying back their debts. A lot of the ATO officers haven't worked in the real world, 
so to speak, so they don't know what it's like. Some are understanding and some are not. 

Tax Professional The ATO 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

9.  5.0 
Generally speaking from my contact with them, when they deal with tax professionals, they 
are very good. If there is something that they cannot answer, they will put me through to 
someone else. 

Tax Professional Myself 

10.  5.0 He was fantastic, helpful and patient. Tax Professional Myself 

11.  5.0 The people who I spoke to, knew what they were doing. I am happy with that. Tax Professional Myself 

12.  5.0 They were better than my experience in the past. Tax Professional The ATO 

13.  5.0 She was very pleasant and nice. Tax Professional Myself 

14.  5.0 I highly regard the officers contact; a couple of them actually. Tax Professional Myself 

15.  5.0 I thought that it was fairly exceptional, compared to the normal contact that I have had. Tax Professional Myself 

16.  5.0 

There is some inconsistency with some of the high level stuff, for example when I'm 
dealing with arrangements for payments for amounts over $25,000, some of the officers 
are not consistent. I can ring them but they require more information and make it more 
difficult. Then I could call back the next week and they would be fine about it. At the lower 
end it is fine but the higher level issues tend to have more discrepancies. 

Tax Professional Myself 

17.  5.0 
He was very helpful. He put me on hold but kept coming back and letting me know what 
was happening. It was also very nice that he spoke English. 

Tax Professional Myself 

18.  5.0 I was happy. Tax Professional Myself 

19.  5.0 
It's been a long time since I've had any ugly calls. They've been good for a long time now. 
Even the debt collection department is easy to deal with now. 

Tax Professional Myself 

20.  5.0 He was just very good. Even though I chewed him out, he didn't lose his cool. Tax Professional The ATO 

21.  5.0 
The level of professionalism is great. They always ask security questions and ask for 
relevant information. 

Tax Professional Myself 

22.  5.0 
The ATO officer was calm and listened to my queries and situation before recommending 
solutions. Very impressive. 

Taxpayer The ATO 

23.  5.0 The response was faster and more detailed than I was expecting. Taxpayer Myself 

24.  5.0 They were very professional and knowledgeable on the topic. Tax Professional - 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

25.  5.0 
In all my years in business as a tax agent I have only ever had one bad experience dealing 
with ATO staff. This contact was as good as it gets. 

Tax Professional The ATO 

26.  5.0 Very satisfactory. Tax Professional Myself 

27.  5.0 
I was very satisfied with the phone advice and the follow-up written confirmation with the 
ATO officer [Name]. Please pass on my thanks and comment. 

Taxpayer Myself 

28.  5.0 They provided excellent service and showed a high ownership of response delivery. Taxpayer Myself 

29.  5.0 
There has been a big improvement in the last ten years. They are now more professional 
and courteous. 

Tax Professional Myself 

30.  5.0 
The ATO officer was very professional and very helpful. He was great to talk with and very 
polite. All in all he was a great and pleasant person to talk to and deal with, a great asset 
to the ATO. 

Tax Professional Myself 

31.  5.0 
My contact with the ATO was in regards to payment of sub-consultants and the reporting 
of same. 

- The ATO 

32.  5.0 They were very professional. Taxpayer Myself 

33.  5.0 They just need to fix the long waits on the phone. Tax Professional Myself 

34.  5.0 
I received timely and professional service from the ATO case officer, well done! The use of 
email was very important in facilitating communication between myself and the ATO case 
officer. 

Taxpayer Myself 

35.  5.0 

The contact was the result of an objection that I lodged. However, my feeling was that I 
should not have been resigned to lodge it in the first place. I got the impression this is a 
previous request for the exercise of a discretion was denied because the officer concerned 
was not prepared to wait four weeks for my return from the UK. 

Taxpayer Myself 

36.  5.0 They were extremely helpful. Tax Professional Myself 

37.  5.0 
The ATO has always dealt with me in a professional way. Any problems arising from 
contact with the ATO have been as a result of non-compliance issues with clients who 
either don't meet their obligations or ignore advice. 

Tax Professional Myself 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

38.  5.0 
The portal should be a separate website, it's very slow and often collapses on me. I should 
be able to lodge annual PAYG withholding summaries and statements on the portal. 

Tax Professional Myself 

39.  5.0 

My responses, above all, say that the ATO Officers were highly professional and 
courteous, but the whole questionnaire misses my main concern that the tax law, or the 
ATO's interpretation of it, is unfair and unreasonable. Specifically, I am concerned with the 
extra tax penalty that is effectively applied if I accidentally go over the concessional 
contributions tax. 

Taxpayer Myself 

40.  5.0 
The initial contact was made by letter from the ATO. The letter was impersonal and lacking 
information. When I contacted them I had to wait one hour on the phone, but once I spoke 
to a real person I was very happy. The service was courteous and helpful. 

Taxpayer The ATO 

41.  5.0 
The officer was the first ever to call me regularly on the progress of my appeal against 
advice of non-payment of a liability from the ATO. The issue was resolved by approval of 
my appeal and the payment of a refund. 

- Myself 

42.  5.0 
All the officers were courteous. Different officers gave me different answers on the action I 
should take when I requested answers. I finally received the okay to a proposed action, 
which I subsequently took. I have not yet received a response to the action taken. 

Taxpayer Myself 

43.  5.0 
The ATO Officer was very professional and put me at ease. I had a home visit and the tax 
matters were covered with clear and concise information, without any legal double speak. 
He was a very nice man. 

Taxpayer Myself 

44.  5.0 I received a call to explain the process, this was unexpected and welcome. Taxpayer Myself 

45.  5.0 
I found the ATO officer very professional. The only comment I would make is perhaps a 
greater understanding, appreciation of the administrative issues faced by small businesses 
would be helpful. 

- The ATO 

46.  5.0 They're always courteous and professional. Tax Professional Myself 

47.  5.0 They are very good. Taxpayer Myself 

48.  5.0 I felt very satisfied as they were especially personable. Taxpayer Myself 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

49.  5.0 
The ATO Officer was fine, it's the amount of wait time it takes to get through that is 
annoying. 

- Myself 

50.  5.0 They were very good. Tax Professional Myself 

51.  5.0 

I wrote to the ATO to request advice regarding an action I wished to take as trustee of my 
SMSF. [Name] called, explained the applicable law and what I needed to do to comply. He 
gave me his direct phone number and invited me to call him if I had further concerns, 
which I did. On both occasions he was friendly, courteous, very helpful and professional. 

Taxpayer Myself 

52.  5.0 It was quite good and helpful. Tax Professional Myself 

53.  5.0 Overall I had a good engagement with the ATO. Taxpayer Myself 

54.  5.0 

It was a trivial matter, I bought the wrong accounting software and I couldn't work it. I rang 
for the ATO officer to come help, which she agreed to. However I discovered I had the 
wrong software and corrected the problem before she needed to see me. So we had very 
little contact. 

Taxpayer Myself 

55.  5.0 
Tax officers generally are perceived by most of my clients to know all facts of all situations 
of taxation, this obviously is a myth as we know ATO officers are limited to specifics only. 

Tax Professional Myself 

56.  5.0 Tax personnel are usually, polite and helpful. Tax Professional Myself 

57.  5.0 
They were very professional and responded within the agreed timeframe. The outcome 
was very fair and the contact was good. 

Taxpayer Myself 

58.  5.0 
The officer was very willing to assist me and courteous in their approach. I trust this will 
continue in the future. 

Taxpayer The ATO 

59.  5.0 
Refer to section five. However, no individual is perfect, including me. Sometimes there are 
difficulties with communications on specific complex taxpayer problems. 

Tax Professional Myself 

60.  5.0 They were satisfactory. Tax Professional Myself 

61.  5.0 
As a taxpayer and now a BAS agent I have always found the ATO easy to deal with. They 
run rings around some of the big corporations like insurance companies and banks when it 
comes to dealing with questions. Keep up the good work. 

Tax Professional Myself 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

62.  5.0 
This questionnaire is only relevant to my last encounter with the ATO. Previous encounters 
have left a lot to be desired. 

Taxpayer Myself 

63.  5.0 
The ATO staff are very knowledgeable about issues when dealing on the phone and they 
are able to provide instructions and steps on how to obtain information on the website. 

Tax Professional Myself 

64.  5.0 They were very courteous, polite and helpful. Tax Professional Myself 

65.  5.0 
I have no problems with the ATO and my personal experience was handled very well by 
the officer. 

Taxpayer Myself 

66.  5.0 
The ATO staff always act in a professional manner and are very understanding of the 
pressures faced by taxpayers in the current economic climate. 

Tax Professional Myself 

67.  5.0 
They are always polite and knowledgeable. They're not afraid to ask a superior should it 
be necessary. They have called back when they promised. They make legal situations 
clear and precise. Currently, I'm happy with them. 

Tax Professional Myself 

68.  5.0 I have always found the ATO officers to be professional and helpful. Tax Professional Myself 

69.  5.0 
They took a long time to respond to my letter; five weeks. However it was a good eventual 
telephone response. 

Taxpayer Myself 

70.  5.0 Overall I was very satisfied with the assistance offered. Tax Professional Myself 

71.  5.0 All officers were helpful, courteous and knowledgeable. I could not have asked for more. Taxpayer The ATO 

72.  5.0 
Pre-GST, thirteen years ago, many ATO staff were very unhelpful. Since the first of July 
2000, us agents and the ATO have been busier and the ATO staff have been friendlier and 
more cooperative, with the extra problems. 

Tax Professional Myself 

73.  5.0 
The lady who I spoke to was very pleasant and approachable. She explained why the 
documentation was required. I did not feel intimidated or that I had made an error at all. 

Tax Professional - 

74.  5.0 
I was disappointed that the ATO no longer has the Agent Liaison Officer. We need a point 
of contact to raise concerns with. 

Tax Professional The ATO 

75.  5.0 
Speaking to a number of officers over a period of months, I was impressed with their 
approach and assistance, whilst maintaining professionalism. They always adhered to 
compliance, with notices required to be given under taxation law. 

Taxpayer The ATO 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

76.  5.0 It was very good. Tax Professional Myself 

77.  5.0 

The professionalism of the officer who I spoke to was excellent. The decision, however, 
was based on an interpretation of the circumstances that I consider unfair. The timing of 
correspondence from the ATO made it impossible for me to avoid the error that I made. 
However, this was not considered as a valid reason for the error being made. 

- Myself 

78.  5.0 
The ATO officers are always great to deal with. My only issue would be the waiting; up to 
forty minutes sometimes, for someone to answer the call. 

Taxpayer Myself 

79.  5.0 
As a taxpayer and BAS agent, I never hesitate to pick up the phone and call with any 
queries. I have always found the ATO very easy to deal with. The only problem is the time 
spent on hold. There is wait time and no automatic call return option. 

Taxpayer Myself 

80.  5.0 

I was very impressed with the latest meeting with the ATO. The officer helped me 
understand what was required, in easy terms. The previous visit was not long after we 
opened the business and the officer taught me how to do my BAS statements. This saved 
me $120.00 per quarter and he made it very easy, clear and I'd like to say thank you for 
providing such a good service. 

Taxpayer Myself 

81.  5.0 

The advice given to me was not to contact the ATO, as they would confuse the issue that I 
had and it would only cause problems. Thankfully I ignored the advice. The ATO are there 
to help and if I hadn't have contacted them for clarification, a CPA and GST specialist 
lawyer would have told me to do the entirely wrong thing. 

Taxpayer Myself 

82.  5.0 
The officer made me feel at ease and I felt that I could ask anything and receive a 
professional answer. 

- The ATO 

83.  5.0 
What was lucky about this "most recent interaction" was because the previous one, which 
was a follow up, was woeful. The person gave me inaccurate information that lead to a two 
months long wild goose chase. It was very unimpressive. 

Taxpayer Myself 

84.  5.0 My enquiry was handled in a professional way. The response to my enquiry was detailed. Tax Professional Myself 

85.  5.0 
Most times that I have contacted to the ATO the person I've spoken to has been pleasant 
and helpful. 

Taxpayer Myself 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

86.  5.0 
The ATO officer was very helpful and pointed me in the appropriate direction to help me 
understand what needed to be done to comply to the new rules that were about to apply. 

Tax Professional The ATO 

87.  5.0 

The ATO officer worked very hard on our case and we were very appreciative. Our case 
kept being deferred by the ATO and we had to pay out $83,700.00 as a decision had not 
been reached on time. Our ATO officer won our case and then we had to chase our refund 
of around $70,000.00 After many phone calls to ATO we were paid some months later. 

- The ATO 

88.  5.0 She was awesome, very clear and loved her work. Taxpayer Myself 

89.  5.0 We were very impressed with the service we received. Taxpayer Myself 

90.  5.0 
When I tell people that I had a home visit to help me correct errors preparing a BAS, 
people are amazed. Great service. 

- Myself 

91.  5.0 
There is no business counter in Brisbane. It is impossible to find a face to face contact with 
the ATO in the initial phases. I had to lodge a disputed claim to get any action at all. This is 
terrible for small business. I felt disempowered. 

Taxpayer Myself 

92.  5.0 
I am a registered tax agent and have dealings with the ATO on a regular basis. I have 
always found the staff courteous, able to answer questions and resolve issues on a timely 
basis. 

Tax Professional Myself 

93.  5.0 The level of professionalism has lifted noticeably over the last decade. Taxpayer Myself 

94.  5.0 
A great improvement from a few years ago when ATO staff could not speak very good 
English. 

Tax Professional Myself 

95.  5.0 

[Name] from ATO Melbourne contacted me, she was so helpful, efficient, and professional. 
We were so stressed up until talking to her. The ATO need to make sure that contact is 
with the same ATO officer. It doesn't work if one has to speak to different officers. 
Absolutely no positive communication between June and November. 

- - 

96.  5.0 They were very helpful and polite. Taxpayer The ATO 

97.  5.0 The face-to-face meeting with the tax officer was excellent. Taxpayer Myself 

98.  5.0 
Compared to twelve months ago, the service, help, advice and knowledge that is 
conveyed is one hundred per cent better. 

Tax Professional Myself 
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Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

99.  5.0 
The ATO officer was friendly, understanding, informative and very helpful. I found the 
available help from the ATO to be useful, worthwhile and helpful for people starting small 
businesses. 

Taxpayer Myself 

100.  5.0 
I am not sure if this helps as I was contacted by the tax office due to changes from July 
last year. 

Taxpayer The ATO 

101.  5.0 I was very happy. Tax Professional Myself 

102.  5.0 
I have been a tax agent for over thirty years. During that period, with only a few 
exceptions, I have found the ATO staff helpful and professional. I treat them as one 
professional dealing with another professional and virtually always get good service. 

Tax Professional Myself 

103.  4.5 
The wait time is an issue; the worst is about thirty minutes, however it is generally ten to 
fifteen minutes. 

Tax Professional Myself 

104.  4.5 I was very impressed. Tax Professional Myself 

105.  4.5 
I'd like the service too be available, without having to wait for so long. They should employ 
more people. 

Taxpayer Myself 

106.  4.5 It was a very pleasant experience. He got to the point and dealt with it very quickly. Tax Professional The ATO 

107.  4.5 
Sometimes it is as if they don't give enough equality over the phone. They can be selective 
over the phone and can take a long time. 

Tax Professional Myself 

108.  4.5 I have found the ATO to be able to answer clearly and concisely. Tax Professional Myself 

109.  4.5 

When I ring them I get a different person each time. In every case, I have been very 
satisfied with them. In the last three or four years, I have noticed tremendous improvement 
in the people who answer the phones. They have obviously lifted their game, regarding 
how to communicate over the phone. 

Tax Professional Myself 

110.  4.5 
Since the BAS agents phone line has been introduced, it has been an excellent tool. As an 
agent, I have confidence in the ATO but my clients are still reluctant to approach them. 

Tax Professional Myself 
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111.  4.5 

Some officers are easier than others. For example, if I talk to a [nationality] person, I know 
that I will have difficulty in communicating with them, as they seem to be more strict. I am 
not sure if it is due to training or cultural issue. If I talk to an [2nd nationality], I am a happy 
man. 

Tax Professional Myself 

112.  4.5 Reasonably knowledgeable and always courteous. Tax Professional The ATO 

113.  4.5 They're professional, have a good knowledge base, are friendly and overall helpful. - Myself 

114.  4.5 They were very professional. Tax Professional Myself 

115.  4.5 The officers I spoke with were very helpful. Taxpayer The ATO 

116.  4.5 I dealt with [Name] who was very helpful, as also was [Name1]. Taxpayer The ATO 

117.  4.5 Full praise for the person in the Brisbane Super Tax department over my lengthy case. Taxpayer The ATO 

118.  4.5 
As a busy tax agent, is it possible to reduce the time taken by ATO staff? It is normally 
three to four minutes on queries because of delays on checking. 

Tax Professional Myself 

119.  4.5 
Unfortunately I could not get the contact work underway because of the family not being 
able to get funding so nothing was started for anything to be resolved, his professionalism 
was good though. 

Taxpayer Myself 

120.  4.5 

The ATO Officer I eventually contacted was quite good. However, the process required to 
actually get to speak to an appropriate officer was extremely time consuming and 
frustrating. A telephone number that provided a service where a brief message could be 
quickly left for an appropriate Officer to then call back would save everybody time and 
improve the efficiency and image. Such a number should be prominently promoted online. 

- Myself 

121.  4.5 
While the ATO Officer was most helpful and prompt, it took many weeks to get a revised 
assessment in the mail. 

Taxpayer Myself 

122.  4.5 
I felt very comfortable in the meeting. [Name] was very professional while making us feel 
comfortable and relaxed during the whole process. 

- The ATO 
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123.  4.5 

The officer was extremely courteous, took time to understand our business and put the 
ATO case clearly. We arrived at a very good and achievable outcome for our business to 
meet ATO obligations. The officer is to be commended for the manner in which he 
managed our case. He had a polite and helpful nature. 

Taxpayer The ATO 

124.  4.5 They were very professional and helpful. Taxpayer Myself 

125.  4.5 
They should please limit persons on phones to those who both understand Australian 
ways and manner of communication. They should please enforce the fact they are in 
Australia and not in their home country as this is a result of previous communications. 

Tax Professional - 

126.  4.5 

The ATO Officer that eventually got back to me was excellent but what was far from okay 
was that I placed a technician support call, as an SMSF auditor, in November 2012 and 
then received a return call, to this initial and basic enquiry, in March 2013. I should be able 
to discuss this when I call but I waited five months. 

Tax Professional Myself 

127.  4.5 
They were a very well presented person. I was confused by the variety of people who 
responded or requested things from different states. 

Taxpayer Myself 

128.  4.5 
All of the officers I have dealt with were very professional and showed compassion which I 
appreciated greatly. 

Taxpayer The ATO 

129.  4.5 

I contacted the ATO regarding GST. I had never even seen a BAS statement before this. 
In the first phone call I received no help and no information. In the second phone call I 
received excellent help and was offered home visit help; this too was very helpful and 
professional. 

Taxpayer Myself 

130.  4.5 I found him to be very professional. Taxpayer Myself 

131.  4.5 I have no complaints; they were on time, well presented and very approachable. Taxpayer The ATO 

132.  4.5 I always find the staff to be helpful and courteous. Tax Professional Myself 

133.  4.5 
They were not able to use any judgement or flexibility in solving the problems associated 
with benchmarking, particularly as they related to a rural area. 

Tax Professional Myself 

134.  4.5 They were very professional. - Myself 

135.  4.0 I was happy with the way that the ATO handled things. Taxpayer The ATO 



DBM Consultants Pty Ltd Assistance, Support and Advice Page 45 of 66 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

136.  4.0 

In general, they are courteous and helpful when making requests by phone. Regarding 
requests for large sums of penalties to be reversed, the attitude turned into quite an 
aggressive manner, which seemed quite unprofessional. The tact that they took seemed to 
be on a personal level, asking rhetorical questions which took me by surprise. 

Tax Professional Myself 

137.  4.0 Their training does not reach the same standard expected of tax agents. Tax Professional Myself 

138.  4.0 The ATO has been doing their job and overall they do it well. Tax Professional Myself 

139.  4.0 They were courteous and able to deal with the basic issues. Tax Professional Myself 

140.  4.0 It's generally pretty good. Tax Professional Myself 

141.  4.0 They were everything I had hoped for; excellent. Tax Professional Myself 

142.  4.0 I am generally able to get the information that I require. Tax Professional Myself 

143.  4.0 
I am strongly dissatisfied with the operation of the tax portal since July 2012. I am strongly 
dissatisfied with the inability of the ATO to communicate by email. I am generally very 
satisfied with the operation of the portal, prior to upgrades in 2012. 

Tax Professional Myself 

144.  4.0 The department is not helpful. Tax Professional Myself 

145.  4.0 
The regular ATO agent line takes more time than before. It takes ten minutes in waiting 
time. 

Tax Professional Myself 

146.  4.0 
They were quite good and are slowly getting better. It's more personable and has a more 
human face. 

Tax Professional Myself 

147.  4.0 

The tax office is professional but not understanding and the process is disjointed. The 
issue was in relation to an audit. We supplied the information four times to four different 
people and they didn't have the knowledge about the other contacts. The end result was 
not accepted and we will fight it. The client's perception is that the ATO will do anything to 
avoid paying if it's in relation to RTD. We have made the matter political. 

Tax Professional Myself 

148.  4.0 
They were courteous and treated me with respect. Everyone who I spoke to tried to 
answer my questions. 

Taxpayer Myself 
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149.  4.0 

I was impressed with their professionalism but I wasn't impressed with the answer that 
they gave me. It's a big world and sometimes I won't agree with them. Sometimes they 
won't agree with me. The lady who I dealt with was a special lady. She tried to help and 
listen but it just didn't work. 

Tax Professional Myself 

150.  4.0 

They are fine, although sometimes I get some who aren't customer friendly or have much 
knowledge of information. When we lodged a complaint, we were told that we would get a 
response in forty-eight hours but that didn't happen. It usually takes three or four days 
before I get a call, instead of the twenty-four hours. 

Tax Professional Myself 

151.  4.0 
He was very professional and willing to assist, without fobbing us off, sometimes they do. It 
was lucky, because I had a good experience this particular time and it was pleasant and 
polite. Half the time they just want to get us off the phone. This last experience was good. 

Tax Professional Myself 

152.  4.0 
They are very helpful, well mannered and were able to answer all of the questions that I 
had. 

Tax Professional Myself 

153.  4.0 
My last experience was yesterday afternoon. It depends on the individual really but she 
was very charming and efficient. 

Tax Professional Myself 

154.  4.0 
He was very competent and capable but unfortunately those experiences are few and far 
between. 

Tax Professional Myself 

155.  4.0 They were efficient, which is the way that they should be. They're pleasant. Tax Professional The ATO 

156.  4.0 
It's always done professionally. In this case, we wrote and received verbal communication 
back.  

Tax Professional Myself 

157.  4.0 

I think the questionnaire in the form is flawed. I talk to the tax department quite frequently 
and on average, all of the ratings are between four and five. On occasions there are some 
disappointments but it is rare. I think that the survey would be better if it was about a 
general communication with the ATO, as opposed to an individual instance. It is difficult to 
remember them specifically. 

Tax Professional Myself 

158.  4.0 It was a female. She was co-operative and I came out happy. She was efficient. Tax Professional Myself 

159.  4.0 
This one wasn't up to the normally high standard. I have a generally high regard toward 
them and I still think that they are improving. The standard is generally high. 

Tax Professional Myself 



DBM Consultants Pty Ltd Assistance, Support and Advice Page 47 of 66 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

160.  4.0 I don't have a problem with them at all. Tax Professional Myself 

161.  4.0 
Most of them are courteous and nice. The odd person who I have spoken to hasn't been 
but I do get that. They treat me efficiently, which isn't that good but recently they have 
been really good. 

Tax Professional Myself 

162.  4.0 

They were very professional. I just felt that for this particular issue, I was only given forty-
eight hours to respond and as my client lives hundreds of kilometres away, this was an 
unreasonable time frame. They didn't appear to want to give me an extension, so I just 
sent them an email saying that I would post it on Monday and that was the best that I could 
do. 

Tax Professional The ATO 

163.  4.0 They acted professionally and reasonably. Tax Professional The ATO 

164.  4.0 
It doesn't matter what I say, because they will not listen. They will just continue on 
regardless. My issue was outside the square and they had no idea how to handle it. 
Nothing has changed. 

Taxpayer Myself 

165.  4.0 
I wish that they would all interpret the law in the same way. Sometimes they have different 
interpretations. They should be trained a bit more and be more knowledgeable. 
Sometimes they refer the simplest things, straight away. 

Tax Professional Myself 

166.  4.0 He was professional. Tax Professional The ATO 

167.  4.0 

The officer was okay but not the decision maker apparently. The decision had no 
appreciation of the average person, no compassion and couldn't be bothered. Could not 
understand that I had made a mistake. We are only the general public, we're not lawyers. 
There was no compassion. 

Taxpayer The ATO 

168.  4.0 
This survey refers to a contact with the ATO between July and December 2012. My most 
recent contact in February 2013 would rate dissatisfied. 

Taxpayer Myself 

169.  4.0 Overall, satisfaction. Tax Professional Myself 

170.  4.0 ATO officer came to explain increased taxation laws. Taxpayer The ATO 

171.  4.0 They acted professionally. Tax Professional Myself 
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172.  4.0 

As a paper, not email or portal agent, I have been trying for nine months to get an "Activity 
Statement" client list. This is despite two complaints and a relationship in phone calls from 
the ATO WA or Queensland offices. Call centre staff are poorly trained, and also actions 
are always outside of the standard time frame. 

Tax Professional Myself 

173.  4.0 
Most ATO officers I have had contact with have been efficient and know about problems 
discussed. 

Tax Professional Myself 

174.  4.0 
Their professionalism is excellent considering the antiquated systems they deal with and 
the breadth of knowledge they are expected to have. 

Tax Professional Myself 

175.  4.0 The service was professional but it was a bit slow. Taxpayer Myself 

176.  4.0 The lack of knowledge of taxation law. Tax Professional Myself 

177.  4.0 
It's not the professionalism, it's the procedures to achieve an outcome. Most of my client's 
super fund co-contribution notices are posted to my business, not to the client care of my 
address. 

Tax Professional Myself 

178.  4.0 
Every time I call with a query the ATO officers are always willing to help. If they can't, they 
put me through to someone who can. 

Tax Professional Myself 

179.  4.0 
I have contacted the ATO on several occasions regarding information that I needed. Some 
officers, the majority, were very helpful. I’ve had the occasional that either didn't know or 
did not answer my query satisfactorily. 

Tax Professional Myself 

180.  4.0 
The ATO officer was professional, courteous and friendly, however this is not always the 
case. 

Tax Professional Myself 

181.  4.0 

We are generally satisfied with the ATO's professionalism, however we are not satisfied 
with the liaison between ATO departments. We called the ATO because a client's refund 
was incorrectly debited due to the payment plan changing in late 2011. We were told that 
they would send an email to the accounts department to process the refund. It normally 
takes fourteen business days but we had to follow up a couple of times. It was finally 
processed six weeks later. 

Tax Professional Myself 
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182.  4.0 
There is a long waiting time to call ATO directly on 132 865 or 137 286. I got transferred to 
someone and they could not help. They delayed refund assessment, there was no reply 
message. I hope the ATO communications systems will improve. 

Tax Professional The ATO 

183.  4.0 
I spoke with three people and they helped me with what they could and connected me to 
the next person efficiently. They made sure I was being looked after by the person they 
transferred me to, before hanging up. It went quite smoothly. 

Tax Professional Myself 

184.  4.0 
The ATO have certainly improved in this area but it would be nice to have friendly 
personnel instead of robots. 

Tax Professional Myself 

185.  4.0 

I have no comment about the professionalism but I contact the ATO quite often and I am 
always happy with the information and service. However, requests to have access to an 
ATO hard copy letter, sent to the client, is not realistic in 2013. We rarely see letters sent 
to clients and a phone call is usually the result of a phone call from clients. There is a need 
for security and identification but they haven't changed the procedure, which is out of 
touch; they have a 1950s public service approach. I could think of several ways to resolve 
it. 

Tax Professional Myself 

186.  4.0 

My issue was not complex but the legislation clearly had problems and the ATO brought 
out a ruling I had to apply, except that it was impossible. Therefore, the ATO Officer could 
not help; although they were polite and tried to change my mind, she eventually agreed 
with me. 

Tax Professional Myself 

187.  4.0 
I lodged an amended trust tax return, for a deceased estate, for year ended 30/6/2012 and 
as of the 20/3/2013 no assessment notice has been issued. 

Tax Professional Myself 

188.  4.0 I found the officers at the ATO were courteous and helpful. Tax Professional Myself 

189.  4.0 I felt at ease and the ATO explained everything in a professional manner. Taxpayer The ATO 

190.  4.0 
Whilst we are, for the most part, happy with the advice given by the ATO officers, the 
portal does not address and resolve issues in a timely manner. We are still awaiting 
resolution of a matter from 9/10/2012. 

Tax Professional Myself 



DBM Consultants Pty Ltd Assistance, Support and Advice Page 50 of 66 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

191.  4.0 

In-house ATO errors led to timeliness issue. Separate documents scanned and treated as 
one document led to one document being overlooked by the ATO. There were ongoing 
issues with the length of time to have manual reviews carries out. ATO fifty-six day 
timeframes were almost always exceeded. 

Tax Professional Myself 

192.  4.0 

Junior clerks often need to keep me waiting whilst obtaining advice from more 
knowledgeable department heads, though a short wait is acceptable. This is particularly 
true when dealing with impermanent, annual, super co-contribution payouts to seniors. 
What a frustration. 

Taxpayer Myself 

193.  4.0 
Please improve the time in which some client's refunds are refunded. We have 
experienced the ATO holding funds and not forwarding the refund cheque with the notice 
of assessment. 

Tax Professional Myself 

194.  4.0 

My contact related to the ATO contacting me after lodging my December BAS with a large 
refund amount due to a commercial property purchase. They asked for supporting 
documentation, which I provided. I was contacted approximately five days later informing 
me that all was in order and payment was made soon after. 

Taxpayer The ATO 

195.  4.0 She was friendly. Taxpayer Myself 

196.  4.0 I'm quite happy with the service. Tax Professional Myself 

197.  4.0 Encouraged me to take action and ensure I had a fair outcome. Taxpayer Myself 

198.  4.0 
It would be good to have the option to go straight to an ATO officer if debts are less than 
$25,000 but there are two debts, income tax and ICA. It's frustrating to go to the 
automated voice service. 

Tax Professional Myself 

199.  4.0 They were helpful and I was very satisfied. - Myself 

200.  4.0 
ATO officers are generally courteous and very helpful. I have seen big improvements over 
the last five years. 

Tax Professional Myself 

201.  4.0 
He was professional and gave assistance to the best of his ability considering the long 
term ongoing situation we are undertaking. 

- Myself 
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202.  4.0 
I found the ATO officer most helpful in explaining requirements and obligations of my 
client. 

Tax Professional Myself 

203.  4.0 Overall, the ATO is usually helpful and professional when contacted. Tax Professional Myself 

204.  4.0 
It has happened more than once, when I've been waiting on the line: someone picks up 
and then cuts off my line. 

Tax Professional Myself 

205.  4.0 

The complaint that I raised with the ATO was shown to be a broad mistake by the ATO. It 
was to the financial detriment of myself and others. While the officer who I dealt with was 
helpful and agreed with me that the ATO still does not provide the necessary resources for 
me to prove my case, in the situation. 

Taxpayer Myself 

206.  4.0 I am happy with the service of the ATO. Taxpayer Myself 

207.  4.0 I have a lot of interaction with the ATO, so it's difficult to recall this long ago. Tax Professional The ATO 

208.  4.0 
The tax system is too complex to be administered effectively. The number of words needs 
to be reduced by 50% or more. I am willing to assist the ATO with this project. Please 
phone me [details removed]. 

- The ATO 

209.  4.0 
We contact the ATO for many reasons, overall we are very happy with the support that 
they provide. 

Tax Professional Myself 

210.  4.0 
Calling often results in long wait times. Thus they should either extend the hours or add 
more staff. Turn around times for written contact are very slow, between 21 and 28 days, 
which could be a resourcing issue. 

Tax Professional Myself 

211.  4.0 
The officers seem fine on the phone. It's the tone in the ATO letters that I don't like! Note: 
If the ATO can't answer the phone then they should have a call back facility like Mainroads 
WA. 

Taxpayer The ATO 

212.  4.0 
Please use more English speaking officers. Sometimes it's difficult to understand the 
[nationality] background officer. Please don't use any more [nationality] background 
officers. 

Tax Professional Myself 

213.  4.0 The waiting time was too long. It was 30 to 45 minutes. Taxpayer Myself 

214.  4.0 The officer dealt with the matter in a professional and efficient manner. Tax Professional Myself 



DBM Consultants Pty Ltd Assistance, Support and Advice Page 52 of 66 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

215.  4.0 I feel that the officers cannot move outside the square! Tax Professional Myself 

216.  4.0 They were very helpful and professional indeed. - Myself 

217.  3.5 
Escalations need to be processed in a timely manner and within a specified timeframe. 
They need to get back in contact with the agent who lodges the request, before the 
planned due date. 

Tax Professional Myself 

218.  3.5 They were very good. Tax Professional Myself 

219.  3.5 That particular person was good. Tax Professional Myself 

220.  3.5 

Most recently they were good. Before that, I spoke to three or four people about one case 
about GST and penalty. I called and they omitted the interest but not the penalty. I spoke 
to one man and two weeks later was told what to do. One lady who I spoke to really 
helped me and understood. The penalty hasn't been dropped yet. 

Tax Professional Myself 

221.  3.5 
They just don't know the level of the issue and the problem that I have. They said that 
someone would get back to me but my issue still hasn't been resolved. 

Tax Professional Myself 

222.  3.5 
My experience with the ATO has been quite good of late. Sometimes we get someone 
who is not quite sure of the answer but they will get someone to help. 

Tax Professional Myself 

223.  3.5 

They are quite courteous. They receive lots of calls, so they probably don't understand 
every business. Their answers would be very generic. The turn around time is around 
forty-eight days, which isn't great, considering the technology that we have these days. 
Four to six weeks is quite slack. 

Taxpayer Myself 

224.  3.5 
I found that during raising that question; the professionalism was okay and the explanation 
was good. The knowledge was not sufficient. 

Tax Professional Myself 

225.  3.5 Overall I was given a good impression and they were helpful. Tax Professional Myself 

226.  3.5 I don't actually know which particular person we are talking about. Tax Professional The ATO 

227.  3.5 The ATO are much more professional than ASIC. I am happy to deal with the ATO. Tax Professional Myself 

228.  3.5 I have always found them to be professional, polite and understanding. Tax Professional Myself 
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229.  3.5 
Of all the times I have rung them, I have only had one guy who I've had a problem with 
and that was a language barrier. Apart from him, the others have been great. 

Tax Professional Myself 

230.  3.5 I think that they have been quite good. They act very diligently and are very helpful. Tax Professional Myself 

231.  3.5 

The ATO have definitely improved out of sight. The Portal is fantastic and the private 
rulings have improved. However, I don't think that the ATO takes into account the 
timeframes that Tax Agents work under. They might request some documentation in 
fourteen or twenty-eight days, which is not practical. They don't seem to understand our 
work pressures. 

Tax Professional Myself 

232.  3.5 They only worked part time and were never available for me to contact. Tax Professional Myself 

233.  3.5 
Some ATO officers are reluctant to pass calls onto other officers with specialist knowledge. 
I end up wasting hours before getting onto someone who has knowledge of my issue and 
sometimes that person will ring back a week later. 

Tax Professional Myself 

234.  3.5 

I am very unimpressed that the ATO calls my number, which they have had for twenty-five 
years, and then ask me to identify myself when they have no means of identifying 
themselves. The call did not proceed as I refused to confirm they had dialled the right 
number; we do that when we answer the phone. 

Tax Professional The ATO 

235.  3.5 
On many occasions I’ve found a lack of knowledge and approval to solve the issue. The 
officer always tried to push the issues then solve the issue. 

Tax Professional Myself 

236.  3.5 
I deal with the ATO regularly and also clients, it is very hard for me to remember what 
specific incident I am meant to recall back in 2012. I think a more timely survey would be 
better. 

Tax Professional Myself 

237.  3.5 
The officer was doing a summary on employee superannuation. I was satisfied with his 
approach and professionalism. I will ask my accountant for more information. 

- The ATO 

238.  3.5 
The ATO officer was helpful but indicated that they were busy, I could have used some 
additional help. 

Taxpayer Myself 

239.  3.5 
I called to participate in voluntary tax help as a professional but I did not receive any 
response. I am fairly dissatisfied. 

- Myself 
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240.  3.5 
Some officers can be very hard to understand; when you ask them to repeat what was 
said they can get quite stroppy. 

Tax Professional Myself 

241.  3.5 The ATO staff were showing a good standard of professionalism. Tax Professional Myself 

242.  3.0 
On the whole, most are very good. We get the odd one which is awful but overall they're 
good. 

Tax Professional Myself 

243.  3.0 

There was a case where some other tax agent had obtained my client's personal details, 
including tax number. I rang up the department to make them aware because a 2010 tax 
return was lodged without her knowledge. She was shocked, as she had never been with 
another tax agent, other than myself. I called them and they said that they could resolve it, 
by me lodging a new return and her getting a new number. Then they flagged that we 
couldn't lodge the tax return and they've asked us to get a new TFN. That's where I am at 
the moment. 

Tax Professional Myself 

244.  3.0 
She was pretty good. There was something that wasn't working in their system but she 
figured it out.  

Tax Professional Myself 

245.  3.0 

Please give BAS Agents credibility. We liaise for clients. Once a BAS agent is working for 
client, they have the client's interest at heart. We have to ring twice in a row and new 
information is not updated. It's a waste of time. There is approximately a twenty-minute 
wait before we get onto someone and having to ring back another day just adds to the 
queue. 

Tax Professional Myself 

246.  3.0 

Every time that I had a query regarding the tax law that I needed to understand better, I 
found that they were reading off the screen. In regards to things that were overdue, they 
were good but not in regards to the tax law. I didn't feel that they did any better than what I 
read myself. I don't think that they had the knowledge themselves. 

Tax Professional Myself 

247.  3.0 They should have more knowledge in the areas that they are meant to understand.  Tax Professional Myself 
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248.  3.0 

I usually find them quite helpful. They endeavour to help as much as they can. Sometimes 
they are not always able to do that. Sometimes they are a little hamstrung, by the fact that 
they have to pass it on to someone else. That could be because they don't have 
information or they haven't been properly trained. It is frustrating that they can't see that 
part of the system. 

Tax Professional Myself 

249.  3.0 
They should put more staff on. I had to be on hold for so long. They think that my time isn't 
valuable but theirs is. That's my only beef. I wish that I had handed the job on to my tax 
agent. It's all been cleared up and it’s minor. It was just annoying and wasted my time.  

Taxpayer Myself 

250.  3.0 
It takes a long time to contact anyone in the ATO for discussion of AUSkey, we work as 
professionals during the day and there is no night time contact. 

Taxpayer The ATO 

251.  3.0 
They were unable to assist me. They told me to contact the Super Complaints Tribunal, 
APRA or to request a private ruling. Why couldn't I have been passed onto a supervisor or 
directly to someone in the area I needed help in? 

Taxpayer Myself 

252.  3.0 

Tax agents respond to correspondence by calling the number on the correspondence, 
inevitably after making a number of keypad selections I finally spoke to a human but in the 
wrong department. They could provide direct numbers for tax agents to reply to specific 
issues. 

Tax Professional Myself 

253.  3.0 
They did not follow through. They advised us they would escalate the matter and to expect 
the payment within two weeks. I had to recall five weeks later to chase them up. 

Tax Professional Myself 

254.  3.0 
I would recommend that the ATO should run a one day seminar to all business new 
starters to make them aware of their obligations, for example with PAYG and super. 

Taxpayer The ATO 

255.  3.0 

The officer acted professionally and politely. She had to act within the parameters set by 
her bosses, which were unfair and unjust. I wasted my time. The application of this unfair 
law was not applied justly in my circumstance. They should have read the correspondence 
again. 

Taxpayer Myself 

256.  3.0 
They were professional but took too long to respond to my request and disputed the 
advice I had previously been given by another ATO staffer. They repeatedly quoted the 
law, which I had previously been advised was flexible but wasn't. 

Taxpayer Myself 
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257.  3.0 
There was one person I spoke to recently who was very professional and helpful. There 
was another one prior to that who was disinterested, and I felt I was wasting their time on 
the phone. 

Tax Professional Myself 

258.  3.0 
The officers do what they can. The whole system is slow, bureaucratic and bogged down 
in red tape. It needs an overhaul, it doesn't work for the average person. 

Taxpayer Myself 

259.  3.0 The call centre staff need to understand taxpayers' difficulties and cash flow issues. Tax Professional Myself 

260.  3.0 

The issue was raised with the ATO on 29/5/12 and was not resolved until 4/2/13. This was 
highly unsatisfactory, with the fact that information was emailed from one ATO department 
to another when that person was away for a few weeks, which greatly contributed to the 
delay. Why was the supervisor not emailed also, and why was the out of office reply 
ignored? 

Tax Professional Myself 

261.  3.0 

The ATO officer asked if tax payable by SMSF that received a rollover that was included 
on the rollover form employer contributions for the year. I advised SMSF pays tax. It was 
later determined by an independent auditor of the fund that there was no tax to apply with 
reference to an ATO publication. 

Tax Professional Myself 

262.  3.0 

The Officer didn't seem to understand that I was within the time limits to amend my tax 
return. I had made a concessional contribution to my super fund but had inadvertently not 
claimed that as a tax deduction in my return. The officer refused to acknowledge my 
circumstances and I had to request for my accountant to sort it out. 

Taxpayer Myself 

263.  3.0 Did not have broad knowledge of the matters under investigation. Tax Professional The ATO 

264.  3.0 
My comments relate to the ATO and the time it took to action a private ruling. Two years is 
not a timely manner and we lodged numerous complaints and received nothing. 

Tax Professional Myself 

265.  3.0 
The ATO officer was not very helpful or forthcoming with information. It could have been 
handled better. 

- The ATO 

266.  3.0 
Our most recent contact is probably not the best example. It was more of a web based 
issue with the ATO portal. I feel it isn't always running smoothly and I often encounter 
issues on the ATO portal because it has errors. 

Tax Professional Myself 



DBM Consultants Pty Ltd Assistance, Support and Advice Page 57 of 66 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

267.  3.0 
The tax agent call centre does not deal with the issues any longer and every issue is 
escalated, thus delaying things. Often the issue is resolved without the ATO contacting me 
about the issue raised! 

Tax Professional Myself 

268.  3.0 
The professionalism displayed by ATO officers is generally good. The ATO's problems are 
primarily with decision making by senior management, i.e. systemic problems. 

Tax Professional The ATO 

269.  3.0 It's satisfactory. Taxpayer Myself 

270.  3.0 
I appreciate that when an officer doesn't know the answer they ask their manager or 
senior. However, at times I find that no definitive answer is given to the query. Answers are 
often the company line, not a response to the situation. 

- Myself 

271.  2.5 

We come across some excellent people at the ATO and my dealings with them are very 
good. I like to think that it's very co-operative and I have a very good working relationship 
with them. This one person though, doesn't reflect my relationship with the ATO, because 
normally I have a very good relationship with the ATO. I have drafted up a letter to the 
deputy commissioner about this one incident. 

Tax Professional The ATO 

272.  2.5 

I would ask that people on the phones, like yourself, can speak English. Tax Law states 
that all accounts must be in English and I feel that the same should apply to the ATO. I 
myself was not born here but I feel that everyone must have good pronunciation and 
understanding, of the English language. 

Tax Professional The ATO 

273.  2.5 

I want the ATO Officer to understand the circumstances my clients face in dealing with 
their tax difficulties, more than the normal ones that he or she has. Also, in my opinion, the 
ATO has concentrated on charging more tax than expected and this has brought a list of 
trouble that is beyond reality. 

Tax Professional Myself 

274.  2.5 
The level of knowledge displayed by ATO staff is abysmal. Anything but the simplest 
request, which I can get answered by a Google search, requires a transfer to someone 
higher up. 

Tax Professional Myself 

275.  2.5 
I rang the Tax Office eight to ten times over three months. I understood each time that 
matters were being attended to and was given reference numbers, I was finally transferred 
to complaints and matters were handled very promptly. 

Tax Professional Myself 
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276.  2.5 
It was not important. I asked the officer how I should fill out question eight on page 2. I was 
told to put $63,646 in an appropriate column. An assessor rang and said, no leave it 
unanswered. The assessment was correct. 

Tax Professional Myself 

277.  2.5 
I had multiple conversations with multiple people and as always it leads to multiple 
answers, which always vary, I am very disappointed with how this ongoing matter has 
been handled. 

Tax Professional Myself 

278.  2.5 If I call the ATO after 8:00am, I will have no hope of a reply or answer within an hour. Taxpayer Myself 

279.  2.5 
The face-to-face was good. Assessment officers treated me like a criminal. I am happy to 
discuss further as still not resolved. 

Taxpayer Myself 

280.  2.5 
The ATO officer never acknowledged or replied to our emails about the case under review 
or investigation. They just asked us to provide the information they required. 

Tax Professional The ATO 

281.  2.0 

I am a trained BAS agent. I've gone through six months of extra training and study, even 
though I am fifty-three years old and have had twenty-five years of experience in tax. I find 
that the people who I deal with in the tax department, on numerous occasions, are just 
reading of a screen displaying the tax obligations, to my clients. In some cases, my clients 
have been owed money from other government bodies, which do not pay their tax on time. 
Hence, they can't pay their accounts on time. With my clients, I encourage them to pay in 
advance instalments of four hundred dollars, to stay in front, rather than putting the money 
in a GST savings account which doesn't work. So therefore they are in front three-quarters 
and maybe a little bit behind by one quarter. They are paying an instalment. 

Tax Professional Myself 

282.  2.0 
I think that it was a bit intrusive. I have about seven staff here and I think that their 
personal space was invaded. 

Tax Professional The ATO 

283.  2.0 

The ATO professionalism is okay. The key thing that we are looking for is consistency. I 
could hang up, ring back in five minutes and get a different answer to my issue. Lack of 
consistency is the key frustration. I can tell in the first thirty seconds, what their attitude is 
like and whether I should hang up and ring back. 

Tax Professional Myself 
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284.  2.0 

Do not treat tax agents like it is the first time that we have ever rung about something. I 
could ring the tax officer five times a day. I do not want to hear the rules and regulations 
again. I want people who speak English very well. English speaking people are very 
important. I suppose that is it, really. It is not their fault that they have five minutes of 
training. 

Tax Professional Myself 

285.  2.0 
Unfortunately with their call centres, the personnel do not understand basic English. They 
may be clever, but I cannot get the message through. 

Tax Professional Myself 

286.  2.0 
I feel the overall competence of ATO officers has fallen. They do not have any 
understanding of how small business operates and are not prepared to help. 

Tax Professional Myself 

287.  2.0 They were too slow to react. Taxpayer Myself 

288.  2.0 

I was asked verbally, by the ATO Officer on several occasions, to withdraw my objection 
without having received any formal correspondence from the ATO so that my case could 
be closed out on their system and not reflect poorly on her KPIs around timeliness of 
response. 

Taxpayer Myself 

289.  2.0 I received conflicting advice on the same issue depending on whom I talked to. Tax Professional Myself 

290.  2.0 

I contacted the ATO on a number of occasions. On one occasion I was on the phone for 
eighty-four minutes and passed from department to department. On another occasion the 
ATO would not discuss on the phone, I had to send the request by portal. This all takes 
time that cannot be billed to the client. A solution by phone takes ten minutes. A message 
via portal takes at least one hour plus two months to get an answer. It's very 
unsatisfactory. 

Tax Professional Myself 

291.  2.0 
The ATO seems incapable of communicating between its various departments and contact 
with the ATO is increasingly frustrating. 

- Myself 

292.  2.0 

The professionalism of ATO Officers has slipped over the past twelve months. They are 
often abrupt and unhelpful; if the issue is not a simple one they are unable to help and just 
seem to quote information that is on the website, which is often not relevant, or I get 
passed around on the phone to various different departments. 

Tax Professional Myself 
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293.  2.0 
I am a tax agent who deals with the ATO several times per week. I do not know which 
particular time or conversation this survey relates to therefore I have given an appraisal of 
my dealings with the ATO generally. 

Tax Professional Myself 

294.  2.0 

My dissatisfaction was on the contact with the ATO regarding SMSF matters only. It was 
not about tax. The ATO staff I talked to did not understand the issues and were not willing 
to find out or pass onto other sections at ATO to provide answers or explain important 
correspondence about due dates that was not sent to the tax agent. 

Tax Professional Myself 

295.  2.0 
Reinstating tax agent liaison contact person would assist tax agents to avoid a still 
unresolved situation where a client's refund approved in December 2012 has still not been 
received despite many emails and phone inquiries. 

Tax Professional Myself 

296.  2.0 

My dissatisfaction reflects the time it takes to resolve issues. After taking in excess of two 
years to deal with an issue the ATO requested archives and potentially non-essential 
documentation within seven days. Clearly the ATO has one rule for itself and one for the 
taxpayer. 

Tax Professional Myself 

297.  2.0 
Before contacting a government department I was recently told by an ATO employee, and 
I quote, "We don't have to answer to you, just the employer". True or untrue, I have no 
faith left in the system. 

Taxpayer Myself 

298.  2.0 
The wait times on hold are too long. BAS extensions for clients are not granted because 
they were submitted by message through portal. They didn't even know that there was a 
specific form. There has been no training concerning the portal. 

Tax Professional Myself 

299.  1.5 
I am totally dissatisfied with ATO. Nothing has changed from the last time I completed this 
survey, probably the level of understanding by the ATO has declined even further. 

Tax Professional Myself 

300.  1.5 
They were bullying, did not know the subject, threatened verbally and asked the same 
question many times. They ring me to identify and did not provide any ID. 

- The ATO 

301.  1.5 

The subject on which I sought advice i.e. the ATO's continued discrimination of the 
taxation regime applied to redundant employees over sixty-five is subject to appeal at the 
administrative appeals tribunal because ATO officers gave three differing replies to my 
original enquiry. 

Taxpayer Myself 
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302.  1.5 People that speak and understand English have no compassion. Taxpayer Myself 

303.  1.5 
Each time any contact is made with the ATO, the answer is always "that's how the system 
works. " Then I say to them, "Let's make it a better system by starting today to change the 
system so that it works for all of us", not us working for the system. 

Tax Professional Myself 

304.  1.0 
They need to be more professional. The level of professionalism is nowhere near what it 
needs to be, to help taxpayers and tax agents. They need more expertise and training. 

Tax Professional Myself 

305.  1.0 
There is a serious deficiency in technical training at the ATO. In addition, the recent BAS 
preparers designation assessment process is deficient.  

Tax Professional The ATO 

306.  1.0 

First of all, they need to identify the difference between a customer calling, as opposed to 
an account/agent. They should acknowledge that and then can ask me anything. They 
should know who they're talking to and help us out, so that we can save our client calling 
them directly. It's tragic and it's the government. They're only there for a pay cheque and 
it's a disgrace. 

Tax Professional Myself 

307.  1.0 

I have had various conversations daily with the ATO and English is clearly their second 
language. When I raise this issue with them, I find my clients being audited. The ATO 
officers don't understand the law. The collections officers following up on debts don't have 
any consideration for people's circumstances. 

Tax Professional The ATO 

308.  1.0 

I think that they have a hierarchy at the moment. They really follow their policy. Their level 
of power has changed the information and help that we receive. When we have an issue 
with a client, I don't think that the ATO really understands how the law applies. That's what 
I've learned over years of dealing with them. They are abusing their power without backing 
themselves up. They need to be more professional, considering the fact that they are 
representing the government and when the law is in place. 

Tax Professional The ATO 
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309.  1.0 

It was the worst the experience that I have had, in probably twenty-five years. The officer 
was argumentative and not interested in finding out the facts. They couldn't answer the 
question and didn't offer to refer it on. I felt like it was a basic technical question. It wasn't 
rocket science. My question was regarding whether a GST registered person has to show 
sale of the residential property at G1 on their BAS form. They couldn't answer. It makes 
me think twice about calling again. I call the city solicitors instead now. I sent an email and 
made an appointment. 

Tax Professional Myself 

310.  1.0 
He was extremely contactable. He returned phone calls and provided information in a 
timely way. He was just very professional and very good. 

Tax Professional Myself 

311.  1.0 

The ATO officer contacted me with misinformation about my account and threatened me 
with legal action over a payment that was less than a month old, with a debt of less than 
$3,000. No payment options or arrangements were discussed. Now, considering [Name] 
owed in excess of $2,000,000, who is the ATO really looking after? 

Taxpayer The ATO 

312.  1.0 
My most recent contact with the ATO was regarding an audit on a BAS. The ATO Officer 
was very unprofessional, not understanding, and very unreasonable, unfair, and extremely 
biased. I had to hang up the phone because of her arrogance. 

Tax Professional The ATO 

313.  1.0 
The ATO is in need of a complete review, they have too much power to apply penalties 
and interest charges to bully people into paying. They're un-Australian. They need to look 
at Article 11 of the Declaration of Human Rights because of their non-negotiable attitude. 

Tax Professional The ATO 

314.  1.0 
It took eight months to establish an authority. Incorrect advice was given twice. It's a huge 
waste of time dealing with the ATO. 

- Myself 

315.  1.0 
The ATO officers are very professional when dealing with them but do not solve the 
problem that I have with them continually sending statements of accounts. 

- Myself 

316.  1.0 

The ATO officer had a poor command of English and gave me the wrong advice. They had 
a preconceived notion that the ATO's false conclusion was in fact correct which has cost 
the taxpayer over $35,000 and has not yet been resolved. The case officers are 
incompetent, they do not have any idea of tax law and they waste too much time. This is 
appalling behaviour and the taxpayer has no recourse. 

Tax Professional Myself 
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317.  1.0 

I had an ongoing issue of my ex-employer not paying my superannuation into my fund. 
This issue went on for two and a half years and came to a stop for the final amount. The 
ATO said the amount owing to me was not worth them chasing. The final correspondence 
is the reason for filling this in. "I'm not important, I'm a no-one''. 

Taxpayer Myself 

318.  1.0 
Their response was untimely and negative and they asked for duplication of information. I 
have referred to the ombudsman. 

Tax Professional Myself 

319.  1.0 
The ATO still have no understanding of running a business. They firmly adhere to an 'us 
against them' mentality. 

Tax Professional The ATO 

320.  1.0 
Since August last year, we have repeatedly asked for three months BAS. They keep giving 
monthly, which is not right for me. I have explained this and they say that I am abusive but 
I am trying to explain. They are not interested and it is bad. 

Taxpayer Myself 

321.  1.0 
The process was clinically methodical. The logic applied was flawed and left me not only 
significantly poorer, but disgusted. 

Taxpayer Myself 

322.  1.0 

The ATO are generally fantastic. I was a little disappointed during the process, which the 
ATO took numerous months to finalise, that when they asked me for information for a 
different client near May lodgments that they expected a speedy turnaround. Over a long 
period the ATO have been great though. 

Tax Professional Myself 

323.  1.0 

I do not appreciate immediately being addressed by my first name and I find it 
disrespectful. Indeed, all letters always address taxpayers as Mr, Mrs and so forth. ATO 
officers have advised us in writing that the taxpayer can be asked how they prefer to be 
addressed. The ATO call centre staff always address the caller by their first name and 
never ask. 

Taxpayer Myself 

324.  1.0 

The advice given was unprofessional and a person like this would be broke if he worked in 
his own business. I found the advice offensive and with no care as to how I felt. I was in 
tears but there was no response; they were very cold, very negative and it was a waste of 
my time. 

Taxpayer Myself 

325.  1.0 
Try ringing them. It's a pain in the [censored], time wasting, absolute joke trying to talk to 
them. Next thing it will be an Asian call centre. 

Taxpayer Myself 



DBM Consultants Pty Ltd Assistance, Support and Advice Page 64 of 66 

Seq. 
Overall 
Prof. 
Score 

Comment 
Taxpayer / Tax 
Professional 

Who Initiated 
Contact? 

326.  1.0 

My complaint is not about the tax officer but about the law regarding excess 
superannuation contributions. I made a simple mistake in contributing excess. There was 
no possibility of cheating because super funds were required to report to the ATO. At any 
other time, if I clearly had made a mistake, the ATO would have refunded my money. This 
time, because [Name] wanted to balance the 2012-13 budget, he and the ATO via him 
resorted to grasping, with 46.5% tax. I've lost some respect for the ATO because of that. 
The ATO's role is essential, but the grasping was not. 

Taxpayer Myself 

327.  - 
Not particularly, except that, as a tax agent and accountant, I continually find that it is 
necessary to apply pressure to the individuals handling cases to get my client's attitude 
across. 

Tax Professional Myself 

328.  - 
Their poor communication skills; I could not make myself understood and could not clearly 
identify what was being asked of me. A better command of the English language would be 
better appreciated. 

Tax Professional Myself 

329.  - 
The contact was good, however the time spent on the phone on hold, twenty-three 
minutes, was unacceptable. 

- Myself 

330.  - 
Generally, ATO staff are courteous and helpful. There is always somebody who is officious 
or rude, however thankfully those persons are in the minority. 

Tax Professional Myself 

331.  - 
I am satisfied that the ATO officer explained to me the solution to the problem, which was 
clearly my error. 

Taxpayer Myself 

332.  - They were very professional. Taxpayer Myself 

333.  - 
The ATO officer was always on the phone and unable to be contacted. They did not leave 
any detailed message about what we could do to progress the client's matter. 

- - 

334.  - I can't remember calling the ATO. - - 
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335.  - 

There is one very serious matter I would like to raise; both letter I received from ATO were 
in window envelopes with a type closure, with glue which needed to be moistened to seal. 
The glue was not moistened, instead the envelopes were sealed with a strip of sticky tape. 
The first letter had been surreptitiously opened, possibly with a box cutter. This letter had 
my name, address and tax file number. Being concerned about identity theft I phoned the 
ATO, requesting that this practice was open to fraud and should stop. The next letter was 
also sealed with sticky tape only. 

- - 

336.  - 
Generally over the years I have always been impressed by the service. Unfortunately, 
face-to-face contact is no longer available and that is bad. 

- - 

337.  - I'm sorry but I don't recall the conversation or the topic. - - 

338.  - 
My office and myself have had numerous contacts with the ATO and without being more 
specific in date and time of contact, I am unable to complete the survey with any relevant 
information. 

- - 

339.  - 
The ATO has harassed me at home on the weekend chasing clients' tax debts. I have lost 
my respect for the ATO. How would you like to be harassed about things not your fault? 

- - 
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