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Elcaywyn

210 Keipeva Tov akolovBovv, cuvoyilovtol To oNUavVTIKOTEP BEHTA TOV ATOTEAOVV
aVTIKEILEVO TOPOVGIOGNG KOl GLLNTNONG TOV EMUOPPOTIKOD TPOYPEUUATOS [LE TITAO

«Moopaotion s Axeporotntas tov Popoloyikod koi tov Tedwveriokod EAEyovy,
Koo Kot Tov gpyactnpiov (workshop) pe titho

«Ewonynon uétpwv yia tm 01009000 THS OKEPOIOTNTAS THS EAEYKTIKNG OLAOIKOCIOS -
Lpoxtixy doxnony.

Edwotepa, vdpyovv Tpelg dlokpitéc EVOTNTEG:

2NV TPOTN EVOTNTA GTAYLOAOYOVVTOL OPICUEVA CTUELD OO TIG SLOUPAVELEG TOL GLVETAEAY
ot k.x. Alejandro Luelmo xot Julio Garcia, Ecwtepikoi Eleyktéc tng lomoviknig
doporoyikng kot Tehwveloknc Atoiknong (Agencia Tributaria - AEAT), yia Tovg 6komo0g
tov mpoypappatoct. To Oépata mov mapovstdloviol mepthapBévovy ™ Soun kot T
oteAéyoon ™¢ AEAT, ™ otoyofecio kot to amoteAéGHATO TNG, TIG MAEKTPOVIKEG
VINPEGIEC TOL TOPEYOVTIOL GTOVG TOAITEG, TNV TUTOAOYIDL T®V (QOPOAOYIK®V KOl
TEAMMVEIOK®V  EAEYYOV, TOUG  UNYOVICHOVG  €AEyyov  Tov  dc@aiilovv v
OTOTEAECUOTIKOTNTO Kot TNV oakepatdtnto ¢ Opdong t™g AEAT koi, téhog, Vv
nmopovcioon ¢ Aettovpyiog tov Ecwtepikod EAEyyov. H evotmro «xheivewy pe v
EMIGNLOVOT] OPIGUEVOV KAADV TPOKTIKOV TG AEAT.

Y1 devtepn evotnta Tapovstdloviotl ot PacIKES EVVOLES, Ol apyEG Kol TO TPOTLTO TNG
dwyeiprong kwvdvvov — piag Aettovpyiog 1 omoia dadpapotilel onuavtikd poro ot
SpOAEN TG AKEPOOTNTAS EVTOG TV opyavicpmv. [Tapovoidletal, exiong, T0 HOVIELO
TOV «TPIOV YPUUUDV GUOVAG» Y10 TV TPOCTAGIO TV OPYOVIGUOV Omd eEOTEPIKOVS Kol
€0MTEPKOVS KwOUvovg. Téhog, Kataypdeovior oavoivtikd OAo to otoyyeio evog
OAOKANPOUEVOL GUGTHLATOG SOGPAAIGNG TG OKEPAUOTNTAS EVOG ONUOGLOL 0PYOVIGLOV.

Tnv 1pitn evéomro amotedel 0 0dNYOG OVTOAEIOAOYNONG TNG EKTANPOONG TOV Op®V
npootaciog e akepotdmTag. O 0dNyog avtdc Kataptiotnke amd 10 Ald-OUEPIKOVIKO
Kévtpo ®oporoyikdv Alotknoemv Kal, xGpn oTo EPOTNLATOAOYIN TOV TEPIEXEL, ATOTEAEL
TpokTikd Pondnua t6c0 Yoo v aloAdynon G VELOTAUEVNC KOTAGTOONG GE Lo
doporoyikn Aroiknon, 660 kot yio ) xdpacn oTpatnykng yo ™ Pertioon mg.

1 To 6hvoro T@wV S10QVELDY OV GYESIAGTNKOY Y10 TOVG GKOTOUG TOV TPOYPAUUATOG UOTEAEL TO
Hoapdptnpo Tov TapodvVTog EKTAdEVTIKOD VALKOD.
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1. ZVvtoun Napovoiaon ¢ Iomavikng PopoAroyiknc &
TeAwvelakng Atoiknong

EONIKO

KENTPO

AHMOTIAZ -

AIOIKHIHI &

AYTOAIOIKHIHE !



«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

1.A'I8pvon - AmooToAr)

H Ionavikn ®oporoyikn kot Tehwvelakn Atoiknon (IOTA) pvbnke v 1/1/1992, wg
dMUOG10¢ 0pyavicpog dnpociov dikaiov, wov vdyeton 6to Yrovpyeio OKOVOUKOV Kot
Anuodcuog Atoiknong pécsm g Ievikng I'pappateiog Owovopukav (Onoavpopuiokiov).
Atémeton and €dkn vopobesio, mov TG moPEYEL £VOL OPIGUEVO EMIMEDO ALTOVOUING GE
Oépota mpoimoAoyiopov Kot dtayeiptong avlpdmivov dvvopkoo.

Agrrovpyet pe Baomn otdyovs, ot PacikdTepPOl amd ToVg 0moiovg apopohv otV gicmpaln
onuociov e50dmV.

Agv  €xel VOUOTOPOCKEVOOTIKEG OPHOSIOTNTES OVTE OPUOOOTNTEG KOTOVOUNG TV
dnuociov e50dmV.

H Baowkn amostodr] g gival va Tpodyet TNV 01kelo0eA pOPOLOYIKT) GUUUOPPMOOT) KOl VO
OTOTPETEL KO VO KOTOTOAELE T (OPOOLOPLYT]. XTO TAAIGIO OVTO:

» Tlapéyer vanpecieg evnuépwong kKot Pondela €161 GOTE T0 EPUEGO KOGTOG TNG
CUUHOPPMOONS TOV POPOAOYOVUEVMV TTPOGS TIG POPOAOYIKESG VITOYPEDGELS TOVS VOl
LELOVETOL KoLl

»  Alegpeuva kot EAEYYEL TN U1 CLUUOPP®GCT TPOG TIC POPOAOYIKES OTTOLTNOELS.

1.B Inpavrtikol apOpot (2014)

Anpocia écoda: €221.707 ex
KoBapd onpocia £coda € 174.987 ek
Eyyeypappévol oto ®oporoyikd Mntpoo  53.533.687
Emyepfoeic, emayyeiportieg 7.791.925
Meydheg emyelpnoelg 33. 146
Ymoxeipevol oe EOK 88.129
Anlocelg dpov etcodnpatog d.I1. 19.203.136
Anhaocelg popov glcoonpatog N.IT. 1.434.775
Anidoeg OITA 3.398.473
Anhooceig EOK 8.131.397

1. Opyavoypappa

Ta 6pyava droiknong g IPTA eivar o [1pdedpog, To Atowkntikd ZvpuBovito Kot o I'evikdg
AtevBovtng.

H IDTA £€yer 15 opyovikég povadeg oe kevipikd emimedo, 18 povadeg oe mepipepelakod

emimedo kot 224 povadeg oe TomkO MIMESO, OTMG POIVETAL KO OO TO OPYOUVOYPOLLLLLOL TTOV
aKolovBet:
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/“ Agencia Tributaria Organ isation Chart i v.agencialib utana eB :
Presidency
—E Tax Management Depariment ]| ,
—l Financial and Tax Audit Department Il :
Director General's Office JI_ I Jon fuincton Sepeime l| i
Comim | ! o2 !
L | intemalAuditServices  [l— l Taxation IT Depariment l| ' |
: _j Human Resources Department Il 'Eﬁ-mﬁh uelnr | i
I - Human Resou i
Support Urilﬂ!: the Public ,|”'_| e ]J I rees | !
I | - ) |  Standing Technical
— Financial Management Semvice | &
Anmwsmml Cantrol ||> -' - Il J ﬁx&fgﬁmﬁﬂﬂ" J
i Taxation and Stalistical Surveys Senvice| | =m0
Co-urd:mhm Caommities I - 17 Regional Counils
—l _ Planning and I for Managing and [
Co-ordinating

e '“’_’rm“*f"' II [ 17 Regional Offices ‘ "M"
[ & 1 183 Local Offices |

;I il L IH ] 31 Local Customs II

1.A AvOpwTivor Topot

H I®TA anacyoiet 25.742 vroariniovg (31.12.2014).

Amo avtotg, mocootd 12,99% vrnpetel oty Kevrpikr| Yanpeoio ko mocooto 87,01%
OTLG TEPUPEPELAKES KO TOTIKEG VTN PECTLES.

Q¢ mPOg TOVS TOUEIG ATOGYOANONG, TO TPOCOMTIKO KATAVEUETOL MG EENG:

Awolknon eopwv 7.195

"Eleyyog 4.957
Elompaén 4.318
Telwvela 3.775
[TAnpogopin 1.959
Aoroi topeic 3.538

H péon niia tov tpocomikod eivar 50,45 £t (amd 35 £ mov ftav to 1991).

Empopewon (2014)

Ap1OLOG eKTAOEVCEWMV (GUUUETOYDV) 81.439
AvBpomodpeg empdpemong 1.088.229
Kootog empoppmong 2.594.060 €
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1.E Xtoyo0soia

H emoa otoyoBecio mepthapfaverl 600 Pacikd yypaopa:
- To emyepnolokod oyEd10

- To 1010 GY£S10 POPOAOYIKDV KO TEAMVELOKDV EAEYYOV.

1.XT AtoteAéopata 2014

Elonpatn

2Hvoro kaBapdv el6TPUYOEVIOV EGOIMV: € 174.987 ¢xk.
[TocooTtiaia katavoun 666mV avd 100G POPOL

DOPog E1G0MUOTOS PLGIKADV TPOCHOTMV: 41,52%
DOpog E1GOONUATOG VOLIKOV TPOCHTMV: 10,69%
®.ILA.: 32,11%
E.®.K.: 10,92%
Aocpol KA. 1,22%
DOpog £1600MUATOG OALOSUTTADV: 0,81%
Aowroi popot: 2,73%
PvOpioceig operthmv

ApOudc autnoewv yroo puOPiceL; 0PEILDV: 1.703.523
2Hvoro mocav yia ta omoia CntOnke puouion: €11.764 ex

1.Z HAekTpoVvikEG YT pEDiEG

Anlocelg ercodonpatog O.I1. mov vrofANOnkav nhekTpovikd: 13.976.316
Ap1Ouog emokéyewv o6TIG 16T00eAI0eG TG IDTA: 817.634.030
[Tocooto Evaimv Atowntikav Eyypdoov kat

EYYPAP®V SOUETAKOMONG TOV LITOPAN O KE NAEKTPOVIKA 100%

1.H HAektpoviko 'pageio

Oeg o1 dradwkasieg g Poporoyikig Aloiknong oAOKANpOVOVTOL NAEKTPOVIKAL.
To koo pmopet va:

- MaPer mAnpogopieg

- vnoPdAiel MNAocE

- vmofdAel cutrpoto

- OMOKTNGEL APEGO POPOLOYIKA TLGTOTOTIKA

- OnAmoel ) cvyKatdBeoT Tov

- KOVEL TANPOUEG

- KOVEL GUVOAAOYEC

- VoPAALEL TPOGPVYEC EVAVTIOV ATOPACEMY TNG POPOAOYIKNG O10ikNnoNg
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aoknon», Eninedo 3
- opilogl N va avoKaAEGEL POPOLOYIKO EKTPOCHOTO.

1.0 ®oporoyikog kot TeAwverakdg 'EAsyyoc
Eion eréyyov

» Emkexticol €leyyot kat SpactnploTnTeG £pEVVOG
»  Apaoctnplomteg emaAnfevong

» Apdoelc avayKaoTikng siompaéng

»  OloxkAnpopéveg dpdoelg

Emiextikoi £heyyol Ko dpaoTnploTNTES EPELVUS

Eivou mAnpetg éleyyot, mov ektedovvron and £101kd copo eheyktaov (Financial and Tax
Inspection) kot amod Tig TEAMVELNKEG EAEYKTIKEG aPYEC, KATOTLY OVAALGNG KIVODVOUL.

Ap1Buog poporoyovpévev mov eAEyyOnkoav 29.561
Ap1Ou6g amopdoemy Tov eKk66ONKAY 66.988
BeBaiwbeioeg opetdés (ek. vpd) 4.987
Emiokéyelg oe emyelpncelc 11.223
Apdoelg oyetikég pe pun onilmbévta evoikia 7.410
Apdoelg eAEyyov xpnong LETPNTAV K. 4. 1.174
Emoxéyelg o emtyelpnoelg yio Tov EAEYY0 TANPOPOPLOKDV 1.223
GLUGTNUATOV

Eneéepyocio akélmv mapakoroddnong Kot ELEYYov and To 12.738
Mntpdo Evdo-kowvotikdv Epumopmv kot to Mntpmo Mnviaiov

Emiotpopmv

2HVoL0 OpAcEMV (EAEYKTIKMV EVEPYELDV) 870.781

Kotavopn EAeYKTIKAOV EVEPYELOV TANPOV ELEYYMV:
Eyxoplot popot: 563.602

Dopot oTIC EI0aYMYES Kot EoymYEC: 67.835
Topéag Terwveiwv kot Ewdikdv @opwv: 239.344
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ApaotnprotnTeg emai0gvong

Eivon pepucol édeyyot ko S106TOVPOGCELS, TOV TPOLYLOTOTOLOVVTOL GTO YPOAPELO.
ApBudg ereyktikav emainBevcemv: 9.936.898

Koatavoun eheyktikmv emoinfedoemv:

Eyyoprot popot kot e1660mpa £101K00 kabeoTdTOg LIKp®OV emyelpnocwv:  6.581.808

Meydileg emyeipnosic: 260.902

Tehwvela kot EOK: 3.094.188
Apaceig avaykaosTIKNG siopadng

ApBudg dpacemv: 3.624

"Ecoda and pétpa avayKaoTikng elompaing: €13.331 ex
Oloxinpopéves dpacelg

[Tpdkettar yio dpdoelg ot SlEVEPYELD TOV OTOIMV EUTAEKOVTOL TEPIGGATEPOL OO EVOV
EMLYELPTOLOKOL TOUETC.

A&loonpueiota Tapadeiyporo:
- Apdaoelg Teploptolov Tov Kivdhvou gioTtpalng otn edom g erainevong Kot g

EMOTPOPTG
- Kowég dpdoeig Doporoyiag ko Tehwveinv

ApOuog dpdoswv:  16.565

1.I Awaxeipion Kivdvvwv oty IGTA

H dwayeipion kivovvov emredeiton oty IOTA omd:
- mv levicn Emitpom Acedietog kot EAéyyov (1997)
- 11c Topeakég Emrponég Acpdretog kar EAéyyov (1998).

Ot Topeaxég Emtponéc kaAvmtouy toug Topels:
- g Awyeipiong tov Popwv
- g Elonpadng
- tov Tehoveiov kot EOK
- 10V ®oporoyikov EAEyyov
- g levikng Acedierog kot g Otkovoukng Awayeipiong
- 1oV [IAnpogoplok®v Zuotnuatmy.
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‘Epyo tov Emtponav eivat:

v voADOLY Kol v aELoA0YODV TOVG KIVOUVOLS TOL OVTIETOMILEL O OPYAVIGHOG
KOl V0L 0VOTTTOGGOVVY TOL OVTIOTOUY0 TPOANTTTIKA LETPOL

Vo SWHOPPOVOLY Kol Vo OlTnpodv  KPUTNplo.  OCQAAEING KOl  OYETIKEG
KatevBuvInpleg odnyieg

Vo VTOBAAAOVY TPOTAGELS Y10 T PEATIMON Ko EVIGYLOTN TV CLGTNUATOV EAEYYOL
KoL 0GQAAELNG

va kataptilovy TG0 GYEG10 dPAGTNPLOTHTMV KOl AITOAOYIGLO

VoL ovyveHoLV Kot VoL SIEPELVOVV TTEPLOYESG KIVODVOV

Vo ovaADOVY KoL VoL aELOA0YOUV TIG adVVOLIES Kot TIG EAAEDYELG TOL EAEYYOV

vo Aappdvouv dopfmTikd 1 eAeYKTIKG PETPO, 1010C HECH OVTOHOTOTOMUEVOV
OKAEIO®V TOV TANPOPOPLOKADOV GUGTNUATOV KO

va emeepyalovtol Kot vo 161 yo0VTol KovOveg Kot 00Mnyieg ac@aieiog.

H mpocéyyion g IOTA yur t dwyeipon tov Kvddvev mov cLVOEOVTOL HE TNV
akepotoOTNTa, TNV NOIKN Ko T1g aiec, PacileTon o€ TPEG AEOVES: TPOANYN, AVAKAALYN KoL
avtidpaon.

H zpoinyn vimperteiton amod:

Tov «tdvon mov divel n nyecia oe BEpato axkepadOTNTOG

To «mep1Bailov eEAEyyov», ONAAOT TNV KOLATOVPA TOV EMIKPATEL GTOV OPYUVIGUO
o€ Oépata melBapyiog TPOG TOVG KAVOVEG KOl THPNONG TOV OpYDV TG SEOVTOAOYING.
Tov kddka deovioroyiag

Tnv evnuépwon ko ENPOPP®OT TV VITUAAA®Y 6€ BEpata akepaldTNTOGS.

["a tovg oKOmOVG TG avardAvynS TOPARATIKOV GUUTEPLPOPDV VIAPYOLV:

AlowAOL ETKOVOVIRG Y10 TV AGPOAT OVOPOPE VTTOTTWV GUUTEPLPOPDV
[Tpoypappata ecOTEPIKOD EAEYYOV
Ac@an kot aldmoTo GLGTUATE VIAVOTG TANPOPOPLDY

H avtidpoon omv avaxdivyn mopafatikdv COUTEPLPOPDV TEPIAAUPAVEL:

Tn depevvnon Tov VIoBécemv amd EOIKEVUEVES UOVAOES KOl GUUPOVO HE
Oeomiopuéveg dladkaoieg
Tnv emPorn} AMOTEAECUATIK®V KO TAPUOELYLATIKOV O10pH®TIKGOV HETPMV.

1.IA Tvothpa Mnxaviocpwv EA¢yyov (Internal Control System)

Q¢ ovomua pnyaviopmv gléyyov (internal control system) evvoeitor 1o cOvolo TtV
ACQOUAMOTIKOV OKAEId®V Tov  eykafdpvoviol amd 1Tn JikNon TOL OPYAVICUOD,
dTpéyovy 0 GHVOAO NG OOUNG TOV, KABMG Kot OAEG TIG dPAGTNPLOTNTES KOl SLOOIKAGTIES
aVTOV, Kot Tpoopilovtal vo mopéyovv pia Aoyikn S10c@AAIoT OGOV apopd TNV emitevén
Tov otoywv Tov. Kiplog okomdg 1oL GLOTNUATOS €VOOYEVODS €Aéyyov elvar va
BEATIOTOTOIEL TNV TOLOTNTO TV VINPESLOV TOV TOPEYEL O OPYOVIGLOS KO VO, EAALYIOTOTOLEL
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3
TOVG GUVOQELS LLE TIG OPAGTNPLOTNTES TOV KIVOVVOUG
Avo a&loonueimto TopadElYHOTA UNYOVIGUOV EVOOYEVODS EAEYYXOV OITOTEAOVV:

A. To ZvpPovio Ipoctaciog Doporoyovuévav
To £pyo tov ZvpPoviiov Ilpoctaciog Poporoyovpévev ival 1 S10GOAAIGT TV
SIKAIOUATOV TWV POPOLOYOVUEVDV, HECM:
- NG HEAETNG ElOTYNOE®V
- ™G VoPoAng mpotdcewv PeAtimong
- NG TOPOYNG GLUPOVAEVTIKMY VINPECLOV
- NG VTOPOANG EICNYHGE®V Y10, TV TPOTOTOINGT VOUWOV, S1UOTKOGUDY KAT.
- TOV XEPICUOV TOPATOVEOV KOl OLTNUATOV oL oxeTilovTtat, Yo mopadetya, 1e
kabvotepnoelg, eAm | AavBaouévn TAnpoedpnon, Aabn, copmeppopd
VLOAMA®V K.4.

H obvBeon tov Zvppoviriov meptrappdver pédn g IOTA ot ico apBud pedov and tov
101OTIKO TOUEN KOL TV OVAOTOTH EKTAIOELOT).

B. To cvotpa avtdpatov EAEYYOL TG TPOGPAONC GE POPOAOYIKA dedOUEVAL

1.IB Emidoyn E@oplakwv kot TeEAwvelakwv EAeykTwv

Ot dnuodotor vmdAiniol oty lomavia eivor pévipol, €161 dote vo dtnc@arileTon
ave&aptnoio Toug.
Amolvomn dnpociov vTaAANAoL propel va yivel yio A0yous yaunAng omddoongs, tapapfoacng
KaOMKOVTOG 1 EMTELECT|C TOWVIKOD 00K LOITOC.
H emoyn tov onpociov vroAAAov yivetor pe Bdon Tig apyéc g 100TTOC, NG
a&loKpatiog, Tng IKovOTNTG Kot TS SNUOctOTNTAG. TO TAAIGLO QVTO:

- yiveton dnpooctog dayoviopdg

- vrdpyet dSopdvelo

- VRAPYEL EMTPOTN Yo KAOE KaTNYOoplo ECOTEPIKNG TPOUYWYNS 1| EEMTEPIKNG

EMAOYNG
- VIAPYOLV INUOGLOTOUUEVO KPLTHPLOL TTPOYDYNC.

[TpotmoBéoers:
- mAia 16-65
- gbvikomTo: wmavikng
- Kotoym mruyiov
- AETOVPYIKN IKAVOTNTO TPOG EPYOTIOL.

Ot Egopaxoi kot Tedwvelarkol EAeyktéc emiéyovion péom piag dadtkaciog 600
oTadiwV:
To mpmto otddo mepthapPdvel mévte e€etdoes:

1. 14 gpomoelg mov mpénet va amovinBovv oe 4 dpeg
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3
2. Emihvon mpoPfAnudaromv Aoyiotikng kot Mabnuatikov g Owovopiog (4 dpeg)

3. a. EniAvon tpofinudtov emayyeAlotikng TpokTikng (4 dpeg)
B. Zévn yAoooa (Ayylud 1 Fodlwkd 1 Teppovicd)

4. Tlpogopwn e&étaon 1 dpag oe Bépata Arotkntikod Atkaiov, Anpociwv
OKOVOUK®Y KOl 1GTTOVIKOD dNHOGTIOVOMKOD GUGTLLOTOG

5. Ilpogopikn e&étaomn 45 Aentmv og Oépata Poporoyiag kot Termveiwv.

To devtepo oThd0 amartel TV TOPAKOAOVONGON TPOYPAULATOS KATAPTIoNG dtapkeiag 1
étovg oto Ivotitovto Anpociovopk®v Zmovddv. Metd v emtuyn OAOKANP®GON NG
KOTAPTIONG, Ot (OOKIOL) VITAAANAOL EVTIAGGOVTOL GTO GO0 TV EAEYKTAOV.

1.IT ZUYKpovGT) GURPEPOVT®V

To wonavikd Zovtaypo amaltel amd Toug SNUOGIOVE VITOAANAOVS KOt AELTOVPYOVS Vo Elval
apepoinmrot. IIpoPfAéyelg yio ) cOYKPOUOT] GUUPEPOVIMV OIPETMOV KOl UETOKANTOV
VTOAAMA®V vrdpyovv oe €W0KO vopo. O IMUOGLODTOAANAIKOS KMOWOS TPOPAETEL
acvpuPifacta kot eEoupéoelg and KabnKova, OTav VIAPYEL GVYKPOLST GLUEEPOVTOVY. H
tehovelokn vopobeoio mpoPArénet, emiong, acvuPifoacta kot eEapéoels.
[Ma v TpoANyYM TG GVYKPOLGNG CLUPEPOVIMOV VITAPYOVY TPOANTTIKESG O1OIKAGIES:

» Adelo AoKNoNG I1OTIKOD £PYOV

» Adela Aoknong 0e0TEPOL dMNUAGIOV £PYOV

» E&aipeon and doknon Kabnkoéviov

Eva, og nepintoon dlomictmong 6OyKpovong CUUPEPOVTIWV, VITAPYEL TEWAPYIKT Kot
TOWVIKY| 010 01KAGT0L.

Apactnpromreg mov Bempovviat cLUPATEG [ TNV 1010TNTA TOV VTHAANAoL TG IO TA givan
exetvec mov oyetiCovron pe owaockario oe AEI 1 6e dnuodGIoug popeilg empuopemong, 1e
Tapoy] CLUPOVAELTIKMOV VANPECIOV KOl [LE TPOYUATOYVOUOGVVEG, VIO TOV OpO TNG U
Omapéng cHyKkpovong GLUEEPOVTOC.

1.IA Eowtepikog 'EAeyxog (Internal Audit)

H Ymnpeoio Ecotepucod EAéyyov g IOTA Sievepyel ecmtepikong eEAEYYOVG LLE GKOTO VOl
egetdoel Katd moGo:
V' O1 610301 TOV 6Yedinv Kot Tpoypoppdtov g IPTA enttvyydvovton pe

OmOO0TIKOTNTO KOl LLE TNV THPNOT TS 1oxvovcag vopodesiog

v O1 dudikacicg Tov epappolovial ival amoTELECUUTIKES, TOLOTIKEG Kot
TOPAYDYIKES

V" O1 popoLoYODUEVOL SIEVKOADVOVTOL GTNV EKTATPOOT TV DVIOYPEDGEMY TOVG KO
T0 SIKALONOTA TOVG YivovTon ePacTtd
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«AlacdAALon TNG AKEPALOTNTAC TOU GpopoAoyLKoU Kol TOU TEAWVELAKOU eAEyxou», Etimedo 2
«Elonynon HETPpWV yLa TN SLooPAaAion TG AKEPALOTNTOG TNC EAEYKTIKN G Stadikaoiag - MPaKTikn
aoknon», Eninedo 3
O1 Yanpeoieg e IOTA cuppop@®mvovtot Tpog Toug KAVOVES, TIG OLoOIKAGTIES Kot
TOL YPOVOSIAYPALLATO TTOL TOVG EXOVV TEDEL
Ot amopdoels, ot Aettovpyieg Kot ot Topot yopaktnpilovior amd axpifeia kot
amod0TIKOTNTA
OrvAAANAOL EVEPYOVV KO PEPOVTOL GUVVOLLOL
O TAnpogopiec, TG0 aVTEC TOL PpicKoviol G PLGIKA apyeiot OGO KoL G
NAEKTPOVIKE, Kot 101m¢ o1 evaicOntec, dtacariloviot Kot
I'evikd, o1 Aettovpyieg tv YINpeoidv gival ot KATGAANAES Yo TV EMiTELEN TG
OTOGTOANG TOVG.
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

1.IE EowTtepikol €éAeyxol oxetikol pe ta [IAnpogoplaka Tvotnuata

"EAgyyol ac@dierag TANPOPOPLAOV

Me tovg eEAEYXOVG ACPALELOG TANPOPOPLOV ETAANDEVETAL:

- 1 6OOTN OlaYEiPIoN TOV KOJK®OV TPOSPaong,

- 0 éAeyy0G TG TPpOcPacng oe dedopéva,

- 1 0paon Tov Ynehluvov Acedielag, Tov eAeYKTOV TpOGRacng Kot TV aprdolmv Yo
™V Tapoyr| £0V61000TNoNG

- 1 GOVVOUTN YOPNYNON KO YPTOT TANPOPOPIDV KOl GTOYEI®V G AAALOVG ONUOGIOVG
QOpeilg

- 1 AVAALON TOV TEPUTAOGEDV U1 EE0VGLOOOTNUEVNS TPOGPOONG Kot 01 GLVAKOAOVOES
nelfapyikég O10d1Kacieg

- 1 TAPNS Kot akPPnG KaTaypaen TOV yveav TpocPacng o€ 0E00UEVO GTO VITOGVGTIILA
CONTROLA.

"Eleyyor [Iinpo@oprokov Zvotnpuatmv

Ot éleyyol TANPOPOPLIKADOV CLGTNUATOV OPOPOVV, 101MC:
-V avATTVEN TOV EQAPLOYDV
- 1 Aetrovpyia tov OIIZ
- TNV EKTOUOEVOT| TOV TPOCMTIKOV
- TNV NAEKTPOVIKN dtokLBEPVNoN
- v adlomotio ToV oTolElV
- 7O OVTIYPOPO OCQOAELNG KOl TV OVAKTNGT OE00UEVMV
- 10 oy€d10 cuvérelng epyactav (business continuity plan)
- 11 dlayeiplon Kol GLVTHPNOT TOV EEOTAIGHOV
- 1 0éon o¢ TapaymyiKn Aettovpyio VEOV EQUPUOYDV
- NV VTOoTNPIEN TOV YPNOTAOV
- 1 OloyEiplon EKTAKTOV YEYOVOT®V
- 1 OloyEiplon Tov SIKTVOV
- TN QLGIKN OCPAAEL
- 1oV éAeYY0 TV LEGMV amobdnKeELONG OEOOUEVOV
- TNV EIG0Y®OYN GTOXEI®V
- Vv oot T TV ded0UEVOV
- TNV ao@AAELD TOV MNTPOOL KOl TOV NAEKTPOVIKDV QPOKEAMYV.
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

1.IET KaAég Ipaktikég TG Iomavikic ®opoAroyikn¢ Kot TEAWVELXKNC
Awoiknonc (AEAT)

a. Xtnv AEAT emitedeiton and 10 £tog 1997 dwnyeipion Kivobvmy 6€ KEVIPIKO ENINEDO, ATO:

o Vv ['evikn Emitponn Acpdietog koar EAEyyov kan

o 11¢ Topeaxéc Emitponég Acpdrelng kor EAéyyov (mov koADTTOLV TOLG TOMEIS NG

Eionpaéng, tov EAEyyov, tov Telwveiov & EOK, tov OI1X k.4.).

H obvbeon tov Emupondv cvvdvaler avotato oteAéyn g Kevipikng Ymmpesiog, tov
[eprpeperokdv Ymnpeoiwdv kot tov Ecwtepucod EAéyyov. To amotélecpa g a&ordynong
KWwouvev 1 omoia emttedeiton and T Emitponéc Kataypdeetol oe pnTpda Kot YapTeg KIvouvay,
OV 0N YOV GTNV AVATTLEN GYESI®V AVTHETMMIONG TOV KIVOOVOV.

B. Mg okomd ) S106(QAAICT TOV SIKAU®OUATOV TOV POPOAOYOVUEVDY, Asttovpyel otnv AEAT to
Yvppovrto IIpootaciag Poporoyovpévov, Epyo Tov 0omoiov €ivar M mopoyr] CLUPOVAELTIKOV
VANPECIDV, 1 VTOPOAN TPOoTdoe®V PEATIOONG KAl O YEPIOCUOG TOPATOVOV KOl OLTUATOV TOV
oyetiCovton, m.y., pe Kabvotepnoelg, eAdmn 1 AavBaouévn TAnpoeopnon, Aadn k.. H cuvbeon
oV Zuppoviiov meptapPaver pédn g AEAT xot ico apBud peddv amd tov 1010Tikd Topéa Kot
TNV OVOTATY EKTOIOELOT).

v. AkohovBmvtog Tig oyetikég ovotdoelg tov OOXA, N1 AEAT npoéfn ot cvotacn tov Forum
Meydarhov Emyeipricewv (2009). O cikomdg tov gival ) avartuén oyxéoemv cuvepyaciog petald g
AEAT xot tov entyepnoemv, pe Baon tig opyés g Stopdvelag Kot g apooiog eUmoTocivng
KOl LEGM TNG OVTOAAXYNG TANPOPOPLDY KOl ATOYEDV YOP® OO TO, TPOPANLLOTO TTOV VITAPYOLV.
Yo forum cvppetéyovv gikoot entd (27) emyelpnoelg and d14popovs Topeic. Zvvedpldlet ToKTikd
dV0 QOPEC TO YPOVO KOl 6TO TAOIGLO TOVL AEITOVPYOVV OUAOES EPYAGIag Yo €101KOTEPQ BEpaTa. Xe
TOPOUO10 TVEDUA, KO PE avTioTotyo £pyo, cvathnke to Forum Erayyelpotikav @opéwv (2011),
010 omoio cvppeTéyovv déka (10) GOAAOYOL POPOTEYVIK®V, AOYIOTMV KAT.

0. H emloyn tv poporoyiK®V Kol TEADVEINKOV ELEYKTAOV, Ol OTOI01 GLUVIGTOVV 310ITEPO GO,
yiveton o dVo pacels. H mpmtn pdomn tepthapPavel mévte eEeTAcELS, YPOTTEG (GUVOAKNG O1BPKELOG
16 opdv) kot Tpoeopikég (cuvolikng ddpketog 1,7 wpmv). Katd tn dedtepn gpdon o vroynelog
TPEMEL VO TOPOKOAOVONCEL EMTVYDOG EVOL EKTOOEVTIKO TPOYpappo dapkeiog 12 unvav, Katd
duapKeln Tov omoiov Bempeiton MG SOKILOC VTAAANAOC.

€. Baowob otoyeio g otpatnyikng g AEAT eivar n dievkdivvon ko ) Ttapoyn Bondetag mpog
TOVG TOMTEG YLOL TNV EKTANPWOOT TOV POPOAOYIKMY TOLG VIOYPEMGEMY. LTO TANIGIO OVTO, EYEL
avantuyfel T0 «MAEKTpOVIKO Ypopeion, dniadn €xel 600el m duvatdTNTO GTOVG TOAITEG VO
TPOYUOTOTOOVUV OAEG TIG GLUVOAAAYEC TOVG (CUUTEPIAAUPOVOUEVOV TOV TANPOUDV) OTd
amootaorn. EmmAéov, OAeg ol vanpeoieg mapéyovv mAnpoedpnon kot Pondeia, 1diog puéow
TNAEPDOVOV.

ot. H AEAT «dvel evpeia ypnomn STV, 101mg GYECIOKDV, Y10, TNV TOPUKoAODON 6N TG arddoong
TOV VINPECIOV Kot T®V VIOAAMA®Y. Ot deikteg vrodoyilovtot avtdpata, pe fdon Ta otoryeia TV
TANPOPOPLOKDY GLOTNUAT®V, Kol TPo@odotovy edikd wivako (“table board”), otov omoio £xet
TPOGPaCT 1 ovATATH S10IKNOT Kot 0 €0MTEPIKOG EAEYY0C. Ot 15101 deikTES XPNOUOTOLOVVTOL V1o
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«AlaodaALon TNG AKEPALOTNTAG TOU GOPOAOYLKOU Kal TOU TEAWVELAKOU eAEyxou», Emimedo 2
Kal «Elorynon HETpWV yLa tn StachAALon NG akePaLOTNTAG TNG EAEYKTIKAG Stadikactiag - MpaKTikn
doknon», Entinedo 3
TNV avayvaplon Kivouvev, kabdc kol ¢ eVOEIEEIS CUUTEPLPOPAOV TTOL TPEMEL VO, dlEPELVIBOHY
TEPAUTEP®.
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«AlacdAALon TNG AKEPALOTNTAC TOU GpopoAoyLKoU Kol TOU TEAWVELAKOU eAEyxou», Etimedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

2. Araxxeipion Kivéivwv & Ao @aAior) TG AKEPALOTI TG
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«AloopaALon TG akepaLOTNTAS ToU GOoPOoAOYLKOU KAl TOU TEAWVELOKOU gAEyxou», Emtinedo 2
Kal «Eloiynon HETPpWV yLa TN SLoopAALon TG KEPALOTNTOG TNC EAEYKTIKNC Sladikaoiag - MPaKTikn
aoknon», Eninedo 3

2.A TkoToG kL Inuacia ¢ Atayxeipiong Kivévvwv

Q¢ Owaycipion KIvOUv@y €VVOEITOL TO GUVOAO TMV KAVOVOV KOl OLUOIKOGLOV 7OV
epappuiolovtor o€ évav opyaviopd £Tol @6TE v KatevdHvouy TN dpdcn Tov og oyéon
ILE TOVS KIvoUVoUS ov avTipeTomilel. Eivol n depyosio péow g omoiag o opyaviouog
npooeyyilel pefodikd Tovg KvdHvVoug Tov GLVOLOVTOL LE TIG OPACSTNPLOTNTEG TOV, TOVG
a&oroyel kot epapuolel TNV KATAAANAT TOAMTIKY] Y10 TV AVIILETOTICT] TOVG.

e &vav opyavioud Tov ONUOGLOL TOUEN, 1 dlayElplon KIvOUVOV amocKoTEl 6TV avEnon
TG OTOTEAECUATIKOTNTOS KOl ATOOOTIKOTNTAS TOV, LE TALTOYPOVN OLUGPIALGY] TOV
CUUQPEPOVTOV TOV KPATOVS Kol TNG Kowoviag. Amookomel, emiong, oty
0p00LOYIKOTEPT KATAVOUY] KO 0TTOO0TIKOTEPT YPNON TOV SLHOESIUOV TOPOV, LECH
™G 1EPAPYMNONG TPOTEPAUOTHTOV KOl TNG E0TIOONG GE TOUEIS KOl GUVOAAAYEG VYNANG
EMKIVOLVOTNTAG.

H dwyeipion kvdivov amotehel ovcuDOEG OTOLYEID TNS GTPATNYIKNG LOG ONUOCLOG
vanpeciog. Evioydel v katavonon tov mopaydvtwv mov unopel va ennpedoovv, Oetikd
N apvnNTIKd, T0 €pyo NG Kol PBEATIOVEL TNV TOLOTNTO TG 6TOY00EGiag. AvEdvel TV
mlavotTa emttvyiog Kot Bondd ) doiknon ot AMyn TOV KATIAANA®V arto@ace®V, £T61
MGTE OYL LOVO VO EMTLYYAVOVTAL 01 GTOYOL, OALA KOt VO, aTo@eVyovTaL mOavES Kpicelc.

‘Eva amd ta onuavtikdtepa 0QEAT NG doyElpLong KIvouvev €ivol ovTtd TOv apopd 61N
Aoyodocio: 1 amoTEAEGLATIKY Sty Eiplon Tov Kivduvoy avé@vel T Aoyodocio 6t Ay
ATOQACEMV Kol TopEYEL pio eukpv dtadpoun er&yyov. Emmiéov, dedopévou Ot glvan
EVOOUATOUEVT GE OAEG TIG Agsttovpyieg piag vanpesiog, n dayeipion Kvobvev evieyvel
TNV VAELOVVOTNTO KOl TOV ETOYYEARLUTIGNO TOV GUVOAOL TOV AVOPAOTIVOV HVVOUIKOD
™mg.

INo ™ @oporoykn Aroiknon n dwayeipion KivoOvemv cuviotd Pripo EKoVYYPOVIGHOD,
TOGO G TPOG TOV TPOTO WE TOV 0moio avTtiauPdvetal To poOAO TG, 0G0 Kol MG TPOG TOV
TPOTO e TOV 0M010 gvepyel. ZuvioTd, dONAAON, OPEVOS LLEV OAAOYT TNG «KOVATOVPAG) TNG
doporoykng Atoiknomg, aQeTEPoL de aAlay TG TPOKTIKNG/dpdong g Poporoyikng
Awolknong, n omoio amopakpHVETOL AO TAPUIOCIOKEG, LEIWUEVNG OTOTEAEGIATIKOTNTOG
Kot amodoTikOTTag HeBOdoVs kot viobetel véeg MPUKTIKEG/dpAoelg, aALd Kot VEOLG
TPOTOVG AVTILETMOTIONG TOV TPOPANUAT®V.
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«AloopaALon TG akepaLOTNTAS ToU GOoPOoAOYLKOU KAl TOU TEAWVELOKOU gAEyxou», Emtinedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

2.B'Opot kat Optopol

O1 évvoteg mov ypMopomotoHvTol Katd T dtayeipton Kivdvvav opilovtal ota TpdTLTOL:
- 1SO 31000/2009, Risk Management — Principles and guidelines kot
- EAOT EN ISO 9000/2001, Xvotiuata Aayeipiong g Iototntog - OepeMdoelg
Apyég kar Ae&ihoyio.

Q¢ cuvnBéoTepa YPNGYLOTOIOVIEVOL KOl CTLLAVTIKOTEPOL OPOL GTIUEIDVOVTAL Ol EENG:

Awdwkacio (procedure)

Avompd mpokaBopiopuévn aAiniovyio EVEPYELDV, LE CLYKEKPIUEVO onueia apetnpiog,
EKTEAEONG KOl OAOKANpOOTG, 1 omoia mpémet va, akolovBeital dote vo emitelectel opOHd
pia epyocio.

Awepyacia (Process)

Zepd aAANAOEEAPTAOUEVOV KOl GUVOEOEUEVOV JLAOKAGLOV 1] OPACTNPLOTITOV Ol OTOLEC,
o€ KaOe 01Ad10, YPNOYWOTOOVY TTOPOLS (XPOVO TOL AVOPAOTIVOL SLVOLIKOV, EVEPYELQ,
LNYOVEG, XPNLLOL) Y10l VO LETATPEYOVV EIGPOES (TANPOPOPIES, VAIKE KAT.) GE EKPOLS.

Kivéuvog (risk)
H mbavomta 1 amelhr va enéhbet {nuia, andAelo, GOUTEPIAAUPOVOUEVIC TNG OTOAELNG
gvkapiag, 1, YEVIKA, KATO10 0pVNTIKO Y10 TOVG GTOYOVS TOV OPYOUVIGHOU EVOEXOUEVO.

AwaBgon Avainyng Kwovvaev (risk appetite)
Ta enineda Ktvdvvov Ta omoia £vag opyaviopds sivor dratebelévog va amodeyTe.

Yoomnuo Mnyaviepav ELéyyov (internal control system)

To obvoro TtV apydv, d1001KACIOV, KAONKOVTIOV, KAVOVOV GUUTEPLPOPAS KOl GAA®V
otolyelov mov Tifevtol Ge €QUPUOYN EVIOS TOL OPYOVIGHOD HE GKOTO TNV €OAOYM
G PAALON TNG ATOTEAEGUATIKOTNTOG KOl OTOOOTIKOTITOG TV AEITOVPYUDY TOV, £TGL DCTE
VO OVTOTOKPIVETOL KATOAANAG GTNV EMTELEN TOV OVTIKEYEVIKOV GKOTMV TOV.

Awyeipion Kivdovov (risk management)

Awyeipion kwvodvov eivar pio dadikacio avayvopiong, aloAdynong, olayeipiong kot
EAEYYOL EVOEYOUEVMV OVTIEO®MV YEYOVOTMOV 1| KATAGTAGE®MV, 1) OTOL0L TPOYLOTOTOIEITOL LUE
oKOmO TNV mopoyn emopkovg oafefaimong (eVA0YNG OCEAAIONG) OYETIKA HE TNV
EMITEVEN TOV AVTIKEWUEVIKDOV GKOTTAV TOL OPYOVIGLOV.

IMhaicwo dwaysipiong kivdvvov (risk management framework)
To 6vvoro TV oToryeiwV oV TapPEyoLY To BEPENIO KOt TIG OpYOvVmTIKES pLOUIcELS Y10 TO

oXEOLOG LY, TNV EPAPLOYT, TNV TOPAKOA0VONGN, TNV avabedpnon kot T cuveyn Pertioon
G dwyeiplong Kivddvev e OAOV TOV OPYOUVIGUO.
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3
I3kt TG TOV KIvdvvou (risk owner)
To puowd M| vopkd Tpdommo mov £xel TV vBVLVT Ko TV eEovaia va dtayelpileTon Tov

Kivouvo.

Evtomopog tov kivdvvoo (risk identification)
H dwodikacio yio v e€gvpeon, TV avayvmdpion KoL TV TEPLYPOPY| TOL KIVOUVOV.

IInyn xwvdovoo (risk source)
Ytoyeio To omoio, HOVO TOV 1| GLVOLOGTIK(, £YEL TNV EYYEVY] OLVATOTNTO VO dNULOVPYEL
kivouvo. Mia Tnyn Kivohvou pmopet vo tvat VAIKN 1 GuAn.

Yuvémewn (consequence)
To amotédespa evdg yeyovoOTog TOV £TNPEALEL TOVS GTOYOVG KOt £XEL EMMTMOGELS, OETIKEG 1|
OPVNTIKESG, TOGOTIKEG 1] TOLOTIKES, Y10L TOVG GTOYOVG TOV OPYUVIGHOV.

Avalven kwvdovoo (risk analysis)
H dwdkacio yio va katovondei 1 goon tov kivddvov kot va kaBopiotel 1o eninedd Tov.

A&roloynen Tov Kivdvvov (risk assessment)

H a&oroynon tov kivdbvev ekepdlel To cuvovacoud g ThavOTTOS 1 TNG CLYVOTNTAG
eneaviong piog kabopiopévng emkivouvng KaTtdotoons Kot Tov HeYEHoug TV GUVETELDY
avtoh TOV GLUPAVTOG.

"EAeyyog (control)
Eivor ta pétpa mov Aapfdavovior dote va meploptotel 0 Kivouvog Kot meptAapPavet
OTOL0ONTOTE OLAOIKAGIN, TOALTIKY], GYEOUGO, TPUKTIKN 1 AAAES TOPOLOLEG EVEPYELES.

Eyyeviig kivduvog (inherent risk)
Eivar o xivouvog mov evomdpyel oe pia dpacstnplotnto Aoy® g eHoNG TS Kol TPV TN
MM HETPOV EAEYYOV.

Yrolewppatikég kivovvog (residual risk)

Eivor exeivog o omolog mapapéver petd ™ Aqym pétpov amd M  Atoiknon,
cvopumepappavopévon Tov Xvotiprotoc Mnyaviopudv EAEyyov.
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«AloopaALon TG akepaLOTNTAS ToU GOoPOoAOYLKOU KAl TOU TEAWVELOKOU gAEyxou», Emtinedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

2.I' Apx€c AstToupylag

[Ma va gtvon amotedlespatikn, 1 dwayeipion Kivovvov Ba mpénetl va emtedeiton pe Pdon tic
KatwO apyés:

Na givan evappoviepuévn e TN YEVIKOTEPT GTPATIYIKY, ONAAdN, 0 GKOTOS Kol Ol GTOYOL
NG VO VANPETOVV TOVG YEVIKOTEPOLG OTOYOLG TNG Aloiknomg Kol 1 GTPATNYIK) NG
OVTILETMOMIGNS TOV KIVOOVOV VO SIOLOPOOVETL LE BACT TN YEVIKOTEPT] CTPATIYIKN.

Na givor evoopatopévn 6Tig diepyacisg Kol owedkacics. H dwayeipion kivovvov dev
OLVIOTA OVTOTEAN dPACTNPLOTNTA, OLOKPITH OO TIG AELITOLPYIEC TOV OPYOAVICUOD, OAAA
avtifeta amotedel pépog kdbe Oiepyaciog mov emiteleiton Kot KAOe dadKaciog mTOV
epapuoleTon o€ ALTOV.

Na amoterel avandonacto péPog TG MYNG amToPAce®V. AveCapTNTOS TOL EMTEIOV
™G (OTPOTNYIKN, TOKTIKN N EMYEPNOLOKY), KOOe amdpaot edpdletal o EnAPKESTEPT
Baon 6tav yio ) SLHOPPMOGT] TNG CLVEKTILMVTOL 01 THovol KIvOLVOL KOl Ol EMNTMOGELS
TOVG, MG Kol O EVOESELYUEVESG 0001 Y TN dlayeiplon Tovg.

Na givan cvotnpotiki), pedodukn ko éykopn. H dwyeipion kivovveov dev mpénet va
TPOYUOTOTOEITOL  KOTA  €UKOPLOKO  TPOTO, OVTE VO  OMOTEAEL TOPEUTIMTOLGO
dpacTnproTNTa TOL eKTEAEITON dlaioOnTIKd. Avtifeta, Tpémetl va eivan diepyacio dtapkng,
N omoia Paciletar 6e Kavoveg, KAveL evpeia xp1iomn SeS0UEVOV KOl GTATICTIKOV GTOLYEIDV
Kol £EL TPOANTTIKO TPOCAVATOMGUO, TOPEXOVTAG EYKOIPWOG TIG KOTEVOVVGELS Kot AVGELS
nov giva avaykaieg otn dtoiknon.

Eivor ovvopikny ko goéktn, 7mpocoppolopevr) oto  SopK®OG  UETUPAAAOUEVO
TEPIPAALOV, E6OTEPIKO Kal EEMTEPIKO, £TGL MOTE VO, EMLTLYYAVEL TO GKOTO NG,
Yoppairer ot OSwpkn] Pertioon, O10TL TPOPOSOTEL JOPKMOSG TOVE VTEVLOVVOLG
oXeOOGHOD KOl EKTEAECNG TMV  AETOVPYUDV HE TANPOPOPIEG OYETIKA HE TNV
OTOTEAECUATIKOTNTO KOl TNV amodoTikdtnTtd Tovg. EmmAéov, n dwyeipion kivovvev
axolovBOet kKot 1 101 TV apyn g dapkovg PeAtioong, e€eTtdlovTog TOKTIKE TIG EMOOCELS
G, AVAGKOTMVTOGS TIS LeBAS0VE TNG KOt OVOOEMPADOVTOG TNV TOALTIKT KOt TIG O1001KOGIEG

mge.

2.A IIpotuma Arayeipiong Kivévvwv

Ta vrodelypata dtayeipiong KvdOHvmv Tov ypnoomolovvtal cuvnBéctepa giva:
» 1o mpotumo 1SO 31000/2009 Risk Management — Principles and guidelines ko

» 1o povtédo COSO - Enterprise Risk Management (ERM).

Ta 0o povtéha givor HAAAOV GUUTANPOUOTIKG TOPE OVIOYOVIOTIKA, KOOMG TO HEV
npotvmo 1SO 31000/2009 wpoteiver T pebodoroyia mov Ba tpémet vo akolovOnbel, to o€
COSO-ERM vmodeikviel to emimeda tng dtoyeiptons kot Toug Topeic 6tovg omoiovg Ha
TPEMEL VAL EGTIAGEL O OPYAVIGUOG.
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«AloopaALon TG akepaLOTNTAS ToU GOoPOoAOYLKOU KAl TOU TEAWVELOKOU gAEyxou», Emtinedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

1SO 31000/2009

Sopemva pe 1o d1ebvég mpdtumo 1ISO 31000/2009, 1 dwayeipion Kivdbvev mepthappdvet:
V" Kabopiopd 1ov ecmteptkon Kot eEmTeptkol TAaisiov, SnAadn Tov EcOTEPIKOD KoL

e€mtepcol mep1faiiovtog mov kabopilovv Tic cuVONKES VIO TG OToieg Asttovpyel
évag opyavioprog

v A&oAdynon Tev Kivdivmyv, 1) 0moic GLVIGTUTOL GE:
$  avoyvoplon TOV KIVOUVeOV
@ extiunon g mbavotntag vo vAoTobovv
@ eKTiuMon ™G coPapOTNTOS TOV GLVETEIDV
Kot 0dNyel otV KaTdpTion Tov Mypaov kot tov Xapty Kivodvav
V' Kofopiopd g oTpoTnyIKAg Yio TV GVIIHETOTION TOV KIVdOvaV, 1 oroio propel
va GuVOLALEL:
O 0modOoYN TOL KIVOUVOL
O OamoPLYN TOL KWWAVVOV, ONA. ooy Ao TIS SPACTNPLOTNTEG EKEIVEG TOV
ONUIOVPYOLV TOV Kivouvo,
O OMOMAKPLVGN TNG TTNYNG KIVOLVOU,
peiwon g mbavotntog va em€ABEL To apvnTIKO EVOEYXOUEVO,
O TEPLOPIGUO TOV GLVENELDV, GE TEPIMTMOOTN EULPAVIONS TOV KIVOHVOL GTNV
mpagn,
O JpOPAGHO TOL KWOHVOL (DGTE VO LOIPOGTOVV KOl Ol EMATMOOELS GE

@]

nepintwon EAeVoNS TOL).
COSO-ERM

To povtého COSO? — Enterprise Risk Management gwtilet tpeig mievpéc e Sorxeipiong
KWoOvaVv:

A. Tovg otdyovg ¢ dwyelpong KvoLVEOV, TOL aPOPOVV OTN JSCEAMON: NG
OTPATNYIKNG, TV AELTOVPYLOV, TV OVOPOPOV KOl TG CLUUOPPMOOTG (TPOG TO KAVOVIGTIKO
TA0iG10).

B. Ta enineda ta onoio mpémel va KaAdmTEL 1] dtayeipion KvdHvmv: opyavicpol, Topéa,
LOVAOMG KOl OTOKEVTPOUEVIC OUASAGS.

I'. T dwdwaoieg/evépyeteg mov mepthapPdvel n dayeipion KvOOV@V: TO E0MTEPIKO
nmepIfailov, ™ otoyobecia, TNV avayvadplon OpacTNPOTHTOV LYNAOD Kvohvov, TNV
a&loAdynomn Kvduvov, TNV AVIETMMIGT TOL KvOOVOoV, TIS dpacTnplodtneg AEYYOVL, TV
TANPOPOPTN oY & EMKOVOVIN KO TN O10pKT TopoKoAovON oM.

2 Committee of Sponsoring Organizations of the Treadway Commission.
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«AlacdAALon TNG AKEPALOTNTAC TOU GpopoAoyLKoU Kol TOU TEAWVELAKOU eAEyxou», Etimedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

Event Identification

Risk Assessment
Risk Response
Control Activities
Information & Communication

Monitoring

2.E Zvotnpa Miyxavicpwv EA£yyov

H avryetonion tov kvdovov tpoimobétel T Asttovpyio Tov Zvotijuoatos Myyaviouwy
Eiéyyov (Internal Control System), omAoadn Tov GLVOAOL TOV UNYOVICUOV Kot
JPACTNPLOTATOV HECH TWV OTOIMV 1) S10{KNGN EXTVYYAVEL T SLAYVOGCT TV KIVOOVAOV, TNV
OMOTPOTN] TOLG KOl TOV TEPLOPIGUO TV OPVNTIKOV ETMTOGEDV TOVG, £TGL OCTE VO
dtc@alrilel o eVAoyo Pabud v enitevén TOV GTOYWV TNG.

To Zuomuoa Mnyovicpuaov EAEyyov €xetl t€ooepig dopkég Oyels:

A. To mepipdArov ehéyyov

B. Ot dpaoctprotreg eAéyyov

I'. H mAnpopopnon kot entkovevia

A. Ot dpaotnproTreg d1opKovS Tapokorovdnone.

AT avTég, T0 TEPIPALAOV ELEYYOL KOl 01 dPUGTNPLOTNTES EAEYXOV Elvan WOtaitepa KPioLES
Kol 0moteAOVV T Bdon ¢ Asttovpyiog KEOE VY100G OpYAVIGHOV.

To neprfdriov erEyyov

To mepipdirov eréyyov (control environment) ivat To GUVOAO TV OPYDV, TPOTHTTMV KO
JdKacIOV oV eKPPAlovv TN Lodinon g Alolknong avo@opikd pHe tov EAEYYO.
Awpopeaveral amo:
TIG nOikég alies TOV EMKPATOVLV GTOV OPYAVIGUO Kot EKPPAlovTal HEGO amo:

" TOV KOOKO GUUTEPLPOPEG

= TOV «TOVO GTNV KOPLON»
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

= v nelopyikn Swdikacio

= 11 JdIKOGio YEPIGHOD GUYKPOVGNG GLUUPEPOVIMOV
OAAG KO 0 TV 0pydvwoy, Tov TEPIAAUPAVEL:
" GOQN OPYOVAOTIKY OOUN - UNYAVIGHOVG GLUVEPYOGING KOl GLUVTOVIGLOD
= coen doun AMyYNG amopacemv
" GoP®OS KOOOPIOUEVES YPUUUES AvapOpPag
= mepypoen| Tov 0écemv epyaciog
" TOMTIKN Kot O10d1KaGiEg S1aXEIPIoNG TPOSHOTIKOD
= gnontein

= «koBaprdtnTon Kot Tdén oe kdbe enimedo PEGH GTOV OPYAVIGUO.

O dpaocTnproTnTeg EAEYYOV

Ov dpaotypiotyres eAéyyov meplhapPdvovy éva gupy QEACUO EVEPYELDV, Ol OTOIEG
EKTEAOVVTOL GE O14POPa EMTEDQ KOl GE SLAPOPA GTAOLN TV EPYASIDV KOl £XOVV OG GKOTO
TOV TEPLOPIGHUO TV KIvOUVmV. Mmopel va elval mpoinntikéc 1 kotactahtikés. Mmoped,
emiong, va eivol 0VTOUOTOTOMUEVES (EVOOUATMUEVES GTO TATPOPOPLUKE GLGTHILOTA) 1) VO
amottovv avOpamivn TapéuPaon.

Ot dpactnproTeg EAEYXOL TPETEL VL KOADTTOVV, 1010G:
Ty oouudpewan e t0 KOVOVIGTIKO TAALGLO

Tnv aliomiotio TV 0IKOVOUIK®DV KO AOITMV OVOPOPDV KOl GTOLYEIWV
= T 010000A101 TV TEPLOVTLOKDV TTOLYELDY TOD OPYAVIGUOD
= Ty oraopdlion twv TAnpopopiarv kot twv IIAnpopopioxmy Zoothudtwy
= Tyv amotpony, aviyvevon kot 010pOwan opaiudtwy, axatng Kol Topofacemv
v Ti¢ mpounbBeieg kot Tic OOTAVES €V YEVEL
= Ty dwayeipion T00 TPOGOTIKOD
= Ty owayeipion e amoo0ong
= Ty loyoooaia.
= Tnv eowtepixn koi ECWOTEPIKN ETIKOIVMVIQL.
2uviOn mopadelyloTo EAEYKTIKMOV EVEPYELOV OMOTEAOVV Ol £YKPIGELS, Ol Bempnoelc, ot

EMOANOEVGELS, 01 GUUPOVIEC AOYAPLOCUDV, Ol SIUCTOVPDOGELS, O JLYWPIoUOS KAONKOVI®MV
(.. neta&d éykpiong damdvng Kot TANP®UNG) KAT..
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

2.XT OL TPELG YPUAUUES APVVAC

[Ma va etvar oAOKANP®UEVT KOl OMOTEAECUATIKY 1 OVIUETOTION TOV KIWWOLVAOV €VOG
OPYOVIGLOD, TPETEL VL 0KOAOVOEITOL TO GYILLOL TOV KTPIOV YPOLUAV GHOVACHS,

Tnv TpdOTN ypoppn Gpoveg amoTeEAOVV: o) O SLOIKNTIKOG EAEYXOG, ONAAON O EAEYYOG -
enonteio mov ackovv ot [lpoictapevor twv Emyeipnoiokdv Movadwv ko B) Ta pétpa mov
Aoppdvovtal yio. Tov TEPLOPICUO TOV KIVOUVAOV GE EMYEPNGLOKS eminedo (m.y. dkAeldeg
acQoAeiag mov  €yovv  evoopatmbel oTIg  emyEPNOoOKES  dlodkaciec, oyEd
OVTILETOMIONG KPioEwV KAT.).

Tn dogdtepn ypapp) apoveg cvvictovv: o) n Béomon Kavovev, n Kobodnynon, o
OUVTOVIGUOG, 1 EMOTTEID KO, YEVIKA, Ol OPAGTNPLOTNTES OV EMITEAOVVIOL GE EMIMEDO
Kevtpumg Yanpeoiog, kabohg kot og eninedo Ilepipépetag, kot £xovv oG okond, petalhd
GAA®V, TOV TEPLOPICUO TOV KIVOLVAOV Kot B) OPIGUEVES dpACTNPLOTNTEG EAEYYOV, OTMG
elvat 0 01KovopIKOG AEYYOGC, 0 EAEYYXO0G AmOO0GNG Kol O EAEYYOG CUUUOPPOGNC, TOV £XOVV
®G OKOMO TN OWCEAAIST] TNG 0modoTIKOTNTOG Kot NG opfdtmrog ektéleong
CLYKEKPLUEVMV AELTOVPYLDV.

Tnv tpitn ypappn dpvveg amoterei o Ecwtepucog Ereyyog, o onoiog mapéyet oty
avotatn Atoiknon ) owPePaiwon (e0A0YN S1ACPAAIGT) Y10 TNV OTOTEAECUOTIKOTITO TG
dwxelpong  KwdLvVeV, LANPETOVIOS £vo uph  QAGHO OKOM®V, OTMG &ival 1
OTOTEAECUOTIKOTNTO, KOL OTOJOTIKOTNTO TOV EMLYEPTCLOKDOV AEITOLPYLDV, 1 SLOPOAAEN
NG TEPLOVGING KoL TG PNUNG TOL OPYOUVIGHOV, 1] OEIOMIGTIO TV OIKOVOUIK®VY oVOPOPDV
KAT..

Oroyéoeig petalh tv evvoldv «Atayeipion Kivohvovy, «Zootnua Mnyovicpomv EAéyyou»
kol «Ecwtepucoc ‘Eleyyoo» ameikovifovior oynuotik@ o6tov Tivako 7Tov okoAovOEl.
Emumiéov, tovietor m dudkpion petald «Xvotijuoatog Mnyovioudv EA&yyov» kot
«Eowtepikov EAEyyovy.

3 The Three Lines of Defense in Effective Risk Management and Control, The Institute of Internal Auditors,
Florida, USA, 2013.
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«AlacdAALon TNG AKEPALOTNTAC TOU GpopoAoyLKoU Kol TOU TEAWVELAKOU eAEyxou», Etimedo 2

Kol «Etoriynon HETpwWV yLa TN StaopAaALon tng ake
aoknon»,

PALOTNTOG TNC EAEYKTIKNC Sladikaoiag - MPaKkTikn
Emninedo 3

ATAXEIPIXH KINAYNOY
AZEIOAOI'HEH
KINAYNON ANTIMETQIIIXH KINAYNQN
KAOOPIEMOX | Avayvapion kKivdovov LYEXTHMA MHXANIZMOQN EAEIXOY
IMAAIZIOY

Extipnon mOavétntog

APAXEIX ANTIMETQIIIXHY KINAYNQN

Extipnon cofapotrog

EXQTEPIKOX EAEI'XOX

AIAKPIXH

ENNOIQN

XYXTHMA MHXANIZEMOQN EAEI'XOY
(INTERNAL CONTROL SYSTEM)

EXQTEPIKOX EAEI'XOX
(INTERNAL AUDIT)

2Hvolo apy®mV, SlodIKacL®Y, KaOnKovVTy,
KOVOVOV GUUTEPLPOPAS KAT. TOV

H Aerrovpyia mov amockonei oty
a&10A0YNoN TNG EMAPKELNG TOV ZVGTHLOTOG

epappoloviol oe Evav OpyavIGUO e CKOTO Mnyaviopmv EAEyyov.
TNV €0A0YN d0GPAAICT TNG ERITEVENG TOV
GKOT(MV TOV.
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«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

2.Z ZTVoTNUA SLaG@AALOTNG TG AKEPALOTITAG

‘Eva. oloxAnpouévo cuotnua Soc@iAtong g akepaldmrag meptroufavel tAnbog kavovev,
SLSTKOCIMV KOl UNYOVIGHMV, TOL UTOPOLV VO, OLad0TomBovv KAt amd TPELG EVOTNTES:

» TIpocovatoMopdg
»  Mnyoviopoi eréyyov
» Tloltikn dloiknong/otayeipiong

Ipocavatoiopog

Me tov 0po «mpocavatodiouosy evvoouvtal ol PacIKEG apyés kol aliec mov SECUEVOVY EVOV
OPYOVIGHO ATEVOVTL GTNV OKEPULOTNTA, KABMS KO OL KAVOVeES, 01 aDVONKES KOl Ol Ag1Tovpyies PECW
TV onoimv ot apyég avtég exepdlovtal oty TPdén. Xt0 TAAICIO AVTO, 0 TPOGAVOTOMGHOG
epapPavetL:

Tnv éurpaxtn 0éousvon THG O10IKNGNS OTEVOVTL OTHY 0KEPAIOTHTA, 1| OTOl0 Bt Tpémet:

- Noa gumepiéyetal ot ONAMOT TG UTOGTOANG TOV OPYOVIGLOV, GTOVS GTPUTYIKOVG
oTOYOVG KOl 68 GALD BepeM O Keipeva.

- No emavapepfaidverol cuyva 6TV ETIKOWV®VIO TS S101KNONG HE TOVG VITAAANAOVG, 1|
omoia, 10iw¢ o€ BEpaTa axepatdOTNTOC, Bo TPEMEL VoL gtvar appidpoun Kot ympig ePmodia.

- No odnyel oty mapaxivinon (EUmVELGT)) TOV TPOCOTKOV TPOG TNV KATeLOVVOT TG
oKepaldTNTOC.

- No ovvendyetat TV V100£TNGT KOADY TPOKTIKOV OV TPOAYOLV TNV OKEPALOTNTA.
- No Beopel dedopévn v aloddynon Kot T Aoyodooio o€ kdbe eminedo .
Ty Aertovpyio ue faon 1o Katdlinio vouiko wiaiclo:

- Nopkod mhaiolo mov dtuc@arilel Ty avtovouio g opoAroYIKig d1oiknong ot
dlaeipion TV mOP®V NG Kot TNV ove&apTnoia Tng oTo YEPIOUO TOV VTOOBECEDY TNG.

- ®oporoykn vopobesio mov gival caeng, kKOdKomomuévr, E0KOAN TpocPiciun, atabepn
KOl EQAPULOCIU).

- Yroapén kavoévov Yl TIG VTOYPEMCELS Kol TA SIKALD AT TV VTUAANA®V, KaOdG Kot
KOOIKO dE0VTOAOYIOG.

- Yrmop&n kot avotnpn Tpnomn melopyikng dadtkaciog.

- Yrapén pvBuicewv yio tov KoTapeptopnd tov kankoviov (Opyaviopos, Ecwtepucog
kavovioudg Aettovpyiag, Kabnkovtordyo, [eprypaen 0écemv epyaciag).
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Ty Aertovpyio ue faon tig opyés e eCorpPETNONS TOL TOAITY:

- Evmuépwon - d1evkdAvvon Tov popolOYOULEVMV Y10 TNV EKTANPMGCT] TWV VITOYPEDCEDY
TOVC.

- Evnuépmon t@v poporoyouévay Yo To SIKoOUATA Toug (.Y, ouvtaén xaptn
SIKALOUATOV).

- Yrapén unyavicpuov yio T Jlekdiknon TV SIKAIOUATOV TMV OPOLOYOVUEV®V.

- I[Ipo®bnon g o1ke1006A0VC GLUUOPPOOTG.

Mnyaviepoi gréyyov

Kabe opyoaviopdc opeihet vo dtabétel punyovicpovg eréyyov, oyt povo yua Tr dac@Aiion g
OKEPOIOTNTOG, OAAG KOl YlO. TNV EVIOYLOTN TNG OMOTEAECUATIKOTNTAS TOv. To cvoTnuUa TV
UNYOVICUAOV EAEYYOV TPEMEL VO, GLVOVALEL TPOANTTIKEG KOl KATAGTUATIKES OkAEldeG acpaleiag,
IMAadn, TpEmeL va eivol oYeSIOGUEVO £TGL DOTE APEVOS VO ATOTPETEL TNV EUOAVICT] TOPAPUTIKNG
CUUTEPLPOPAG KA, APETEPOV, VA Eival o€ BECT Vo TNV avakaADTTEL oV oVTH] EKONAOEL.

Ot unyavicpol ELEYYoV TPEMEL VO, KAADTTOUV TO GUVOAO TV AEITOVPYIDV TOV OPYOVICUOV, 10iMg
OU®G TNV OKOVOULKT dtaxeipion, T dayeiplon TOV TEPOLGIOK®Y GTotKEl®Y, TN dlayeipton g
mAnpogopiog kot T dwyeipion g andd0omC.

O oyed1oHOG TV PNYovicUdV ELEYYXOL Ba Tpémel va eival EKAOYIKELIEVOS, dNAAST, TO TANB0G Kot
70 €id0g TV eAEyYV B0 TPEMEL VA OVTIGTOLODY GTOVG VOIGTAUEVOLS KIVOUVOLG KOL VO, LNV
amofaivovv cg BApog TG amod0TIKOTNTOG TOL OPYAVIGHOV.

Q¢ oNUAVTIKOTEPOL UNYOVIGUOL EAEYYOV KATAYPAPTKAV:

H Joyodocia, n onoia mopéyetar kopime mPog ToVS TPOIGTOUEVOVS KOl THY NYECLA TOD OPYAVIGUOD,
TPOG EMOTTIKES KO EAEYKTIKES HOVAOES KOL OPYES KOL TPOS TOVG WOMTES, KAl 1] OTOI0, TePIAaufaver:

- 1 otoyobeoia kal T HETPTON TOV OTOTEAECUATOV

- Tig puBuioelg kot Ta epyareia enifAeyng Kot ETonTElNG,

- TIC TPOPAETOUEVEG TOKTIKEG KO EKTUKTEG EKOEGELS KO AVAPOPEC,
- T ypovodiaypappata Kot Tic Tpobeouieg,

- 11¢ puBuioelg Kot to epyadeio TapokoAovOnong (Mmonitoring — .y, To GLGTHHTO
TANPoPOPNONG TG Stoiknang),

- TOV €0MTEPIKO EAEYYO KOl TOV EAEYYO amdTnC Kal dtapOopdc Kot

- 10V e€mTEPIKO EAEYYO.
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O TePLoPIGUOS TWYV OVVATOTHTWY KAl TV EVKAIPIOV TOPOPATIKNG GCOUTEPIPOPTS KOTC THV

EKTELEON TV EPYOTLAOV, TOV ETITVYYOVETOL 101G UE!

TNV TUTOTTOINGT|, KATAYPAPT KOl EXIKOIPOTOINGT TOV d1001KACIOV,
TNV €upein YvooTomoinon TV d10d1KaclhV,

TNV OVTOHOTOTTOINGT KoL TV NAEKTPOVIKOTOINGT TV SL0d1KOGIDV,
TNV O10PKT OVTOLOTOTOUEVT] TOPAKOAOVONGN TV EPYACIDV,

TOV JYOPIoUO KaONKOVI®V, £T01 MGTE Vo Unv givat dSuvarti 1 oAokAnpmaon piog
GUVOAAQYNC 0o Evov LOVO VTTAAATAO,

™V evaAloyn VITOAAMA®V 6TIG evaictnteg BEoelg epyaciog kat

™V TPpodONom NG dapavelog.

To ovetijuate acpalieiog, mTOv AmOTPETOLY THYV TOPOLOTIKY COUTEPLPOPC Kol [onBodv atnv
omoxalvyn e, av emovufel. Térowo eivou, ko’ eCoynv:

N dwxeipion KvdHvev — kat 131mg Tov Kivdhvov NG amdtng Kol tng dtapBopdc,

TO GLGTILOTA SLOGPAALOTG TNG TOLOTNTOG KOl TG AELOTIOTIOG TV TANPOPOPLOY (KOVOVES
KOl Ol0OIKOGIES Y10, TNV EIGOYDYN TOV TANPOPOPIDYV GTOV OPYOVIGUO, TOV EAEYYO TNG
TOLOTNTAG TOVG, TN S10VOLY TOVG, TN Stafdbuion, v apyelobénon KAm.),

TO. OULOTNUOTO OCEAAONG TNG OKEPALOTNTOG KOl TNG EUMIOTELTIKOTNTOG TOV
TANPOPOPLDV (EAEYYOG TPOGPAONG G TANPOPOPLOKE GUGTILLATA, OPYELN KAT., TPOGTAGIO
a6 KaKOPBOVAES EMOECELS, PLOIKEG KUTOGTPOPES, AAOT YEPIOUOV KAT.),

T0, avtiypaga acoieiog apyeiov, facewv dedouévav KAT.,
TO, GLGTHLATO KOTAYPOPNG KLYVADVY GTA TANPOPOPLOK( CLCTHLLATO,

TO. GUOTHUOTO TPOCTOCING TV TEPLOVCLOKAV OTOrKElOV (KTNHOTOAOYO, Oladikacieg
TopAd0oNG-TaparafG, KAUEPES 0oQUAEinG KAT.),

TO, GUOGTHLLOTA, AGPAAODS OLKOVOULKNG Olayeiptong (SmAoypaeikd cOoTNua, Bewpnoels,
SLl0GTAVPDOCELG, CLUPMVIEC AOYUPLUCUADV KAT.) KoL

TO CLGTNHOTO SLOYEIPIOTG KATAYYEAMDY TOATOV Kot VITOAANAW®V (Kotaypaor], aloAdynon,
a&lomoinon-diepevvnon, GTATIOTIKY| ENeEepyaoia, amoTipnon KAT.).

otk droiknong/drayeiprong
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[Mopdro mov M moAitiky] dloiknong/olayeipiong Oa umopovoe va Bewpnbei g otoyeio TOL

«mPooaVaTOALoHOD), IMANOT TV Pacik®dv apydv kol afldv evoc opyaviopov, e&etaletal
Eexmp1oTd, AOY® TNG W10iTEPTG EMPPONG TNG OTI SOUOPPMOT| TG Kabnuepivig Aettovpyiog Tov.
Awkpivovtar 600 SCTACELS TNG TOALTIKTG d10ikN oG — 1 8101KN o1 LOVASAC/EPYOL Kot 1) dlayeipion

TOV avOPAOTIVOL SLVOUIKOD — KoL KOTOYPAPOVTOL Ol AELTOVPYIEG TOVG KOl TO YUPAUKTPICTIKA TOL

0o Tpémel va EYOVV ALTEC MOTE VO, GUUPBAALOVY GT S10GPAAICT] TNG OKEPALOTNTOG:

Arotknon povdoag/épyov

H dwoiknon povadac/épyov mepilappdvel kot’ eEAdyIoTO:

TOV GYESUGO, ONAAdN TOV KaBOPIGUO TV GTOYMV,

TNV 0pYGv®OoT|, 1 0Toi0. GLVIGTATAL GTOV KUTOUEPICUO TOL £PYOV Kol TOV TOP®V, KAODS
Kot otov Kabopiopd Tmv pefddmv kot epyoireinv epyaciog, Kot 1 onoio Tpénel va Aapupdvet
vdym Tic e€eAielg otV EMOTNUN KAl OTNV TEYVOAOYIO, MOTE VO EVOMUATMOVEL GTIC
pebodovg epyaciog Tig katdAinAes dikieideg acpareiog,

TNV KaBodNynon Kotd TV EKTEAESN TNG EPYACING, 1] OOl EVIGYVEL TO aicONUa AGPAAELNG
GTOVG VITOUAAAOVG,

TO GLVTOVIGUO KOl TH HEPILLVOL Y10 TNV ATOTEAEGLOTIKT ETKOVMVIO KOl GUVEPYACIO EVTOG
™m¢ Hovaoag,

TN WEPLUVA Y10 T OLOPKT EMOYYEAUATIKY AVATTUEN TOV VTOAANA®V,

TNV TapaKoAovOn o Kat Tov EAeyy0, ToL SoPoAi{ovy Oyl LOVO TNV ENITEVLEN TOV GTOXMV
OAAG KO TN CUUUOPO®GT] TPOG TIG APYES KO TOVES KAVOVEG TOL OPYOVIGHOD,

™ ANy d10pBOTIKGOV HETP@V, OTAV TO SESOUEVE KOt 01 GUVONKES LTOOEIKVOOVY TN GYETIKY|
avaykm,

mv a&loAdynon g omddoons TG HOVASNS Kol TMV VTUAANA®Y, 1 omoio TPEMEL Vo
Swokpiveral and evbukpioio Kot apepoAnyia Kot

TOV OTOAOYIGHO TOV EPYOV TG LOVADAG, OV amoterel facikn néBodo Aoyodoaciag.

Arayeipion avlpadmivov dvvouikov

H dwyeipion tov avBpadmvov dvvoptkov mepthapPdvel, Katd kovova, Tig Aettovpyieg:

TPOYPOUUUATIGLOG TPOCANYE®V, OV TPpEmel va Paciletorl og akpiPr| dSidyvoon tov
avayKOV o€ avlpdmTvo Suvopuko, pe PAcn To oVOUEVOUEVO EPYOCLOKA (POPTIN
oA Kot TV eEotkovounom mov propet va emtevyBel LEG® NG AMAOVGTELGNG Kot
NG OVTOUATOTOINGTG TV AEITOVPYLDV,

EMAOYN TMPOCOMKOV, He Pdorn Kpurhiplo kol O0d0KaGiEG TOLV TPOdyovy TNV

EONIKO
KENTP
SheoTAx - 31
AIOIKHIHY &
i AYTOAIOIKHIHE

aKepoOTNTA,



«Alaodaiion TG akepALOTNTOG TOU GOPOAOYLKOU KoL TOU TEAWVELAKOU eAEyxou», Eminedo 2
Kol «Eloriynon HETPWV yLa TN SLaopaALon TG AKEPALOTNTAG TNC EAEYKTIKNC Sladikaoiag - MpakTikn
aoknon», Eninedo 3

- tomoBénomn Tov TPocTKOD pe PAom TIG YVAGELS Kot deE10TNTES TOV,

- apyiKn ekmoidgvon, n omoio mpEmeL va yivetor 1O vopitepo dvvatdv Kot vo
wepAapPavel oyt povo BERATO TOL AVTIKEIEVOL epyaciog aAld Kot OEpata asimv
KO AVOLILEVOLEVIC GLUTTEPLPOPAC,

- TPOOCTOCiN TOL TPOSOTIKOV (VYLEIWVY] KOl ACPAAELDL, VOUIKT] TPOGTOGIOL,
avtiototyio eEovoioc/evBdvng),

- yopnynon apofav mov eEacparilovv aélompenn dtofiwon, amoTpEmovIag TNV
avalTnon TopAvVOU®Y TOP®YV,

- dwpKng avamTuln, £T61 OGTE 01 VTOAANAOL VO, AVTOTOKPIVOVTOL GTIC OOLPKMG
ALEAVOEVES OTTATNGELS TG EPYACING TOVG,

- VRTOGTAPIEN TOV TPOIGTAUEVOV TOV HLOVAS®V Y10 TNV EPAPLOYYT] TNG TOALTIKNG GE
Oépata doiknong mpocomkol (OTmg gival 1 dStopkng avantvén, 1 a&loldynon, 1
neBapyikn odikacio K.4.),

- KkvnTkoTTo (pETABEGELS, AMOOTAGELS, LETATAEELS), 1 OTTOlo GUUPAAAEL 6TV
KAALYN TOV VANPECIOKOV OVAYK®OV, KAO®MS KOl GTNV avavE®GT TOL avOpOTIVOV
duvapKo,

- e&éMén ko Tpoaymyég pe Baon v apyn ™S a&lokpatiog,
- dlayeipiom g VIEAANAIKNG GYEong Kot

- duygipion ¢ amoydPNOoNG TOV VITOAAA®Y, £TGL MOTE VO UV TPOKVYEL O
KivouVOG TNG ATOAELNG XPNOUUNG YVAOONG KO EUTELPTOC.
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3. SELF-ASSESSMENT GUIDE FOR TAX ADMINISTRATIONS

Inter-American Center of Tax Administrations (CIAT)

“FROM DECLARATION TO ACTION”

PART I - INTRODUCTION
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1.1 FOREWORD BY EXECUTIVE SECRETARY

Throughout the world, tax administrations play a key role in the capacity of governments for achieving their
social and economic goals. The lack of integrity in a tax administration may affect equity in the distribution
of the tax burden; distort the conditions for assigning responsibilities and allocating resources, while reducing
the necessary resources for handling public expenditure and undermining society’s trust in the government,
all of which ultimately affects the welfare of citizens. Irregular behaviours have always existed in one way
or another and are not limited to specific countries or social, political or economic spheres; it being therefore,
essential to adopt integrity measures and strategies for combating them.

The importance of counting on a high level of integrity in the tax administrations is recognized by the Inter-
American Center of Tax Administrations (CIAT), and is likewise reflected in the high priority attributed to
this aspect in the CIAT Strategic Plan; the discussions of this issue throughout the years, and the adoption at
the 1996 General Assembly in Santo Domingo, Dominican Republic, of the CIAT Charter Document:
“Minimum requisites for a sound and effective tax administration”.

In line with the orientations of those minimum requisites, the CIAT Secretariat established a Steering
Committee and a Working Group to specifically focus on the issue of ethics, develop strategies and
instruments, as well as provide technical assistance to its member countries in the design and application of
integrity programs. In this regard, the working group undertook the development of a Model CIAT Code of
Conduct, the compilation of an inventory of best practices and the formulation of the “CIAT Declaration on
the Promotion of Ethics in the Tax Administration”.

In this process, the “CIAT Declaration on the Promotion of Ethics in the Tax Administration” was adopted
at the 39™ General Assembly in 2005. The Declaration reiterates and reinforces the principles of the 1996
Charter-Document and recognizes the importance of counting on an adequate organizational structure as
previous condition for the implementation and application of integrity programs. Likewise, the CIAT Model
Code of Conduct was unanimously approved at the 39" CIAT General Assembly in Buenos Aires. The task
currently pending is to determine how to assist the administrations of the member countries in elaborating
and applying their own integrity codes and programs.

This Guide, while based on the general spirit and principles outlined in the “Declaration on the Promotion of
Ethics in the Tax Administration”, goes a step further on proposing guidelines for contributing to the
application of a series of practical strategies specifically designed for use by the tax administrations.

I can assure you that CIAT is fully committed and willing to assist the administrations of its member
countries, by offering a series of tools, seminars and strategy for the struggle against irregular behaviours in
the tax administrations, which practices corrode the credibility and integrity which these organizations should
reflect in society.

I would especially like to thank all the member countries participating in the Working Group, particularly,
the Canada Revenue Agency for its resolute support to this initiative, whose results are an important
contribution to all our tax administrations.

CIAT Executive Secretary
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1.2 PURPOSE
The purpose of this self-assessment guide is to assist member countries to:

Identify the key elements of an effective integrity strategy that focuses on the needs of the
Tax Administration;

Assist tax administrations to assess their current situation and to conduct periodic reviews
of their ethics program.

Provide a practical methodology to assist senior tax officials to assess the usefulness of
their current strategies and to identify areas of future improvement;

Describe practical measures, which can assist in the development of a comprehensive
integrity strategy.

1.3 IS THIS GUIDE RELEVANT TO YOUR TAX ADMINISTRATION?

The following questions are provided to assess the relevance of the guide.

If you answer “no” to any of these questions, this guide may be of some benefit to your
organization.

Does your organization have a comprehensive and integrated policy statement and plan for
the detection and prevention of inappropriate behavior, as well as for the development and
strengthening of integrity?

Does the policy statement and plan clearly define the level at which each staff member
assumes responsibility for its execution?

Is a culture of shared values internalized throughout the organization?

Have proposals and opinions of staff at all levels, regardless of their professional category
and position in the organization, been represented in the development of the plan for the
prevention of inappropriate behavior?

Has a behavior risk map been developed and periodically updated?

Have strategies for detecting, preventing and controlling inappropriate behaviours been
developed and implemented in response to the identified needs?
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1.4 SCOPE OF THIS GUIDE

Improper behavior, in one form or another, has always existed and is not confined to any
particular country or any social, economic or political sphere. It is recognized that
widespread inappropriate behaviours within a particular political, economic, or
administrative system is usually symptomatic of more widespread low levels of integrity
within society at large.

In many cases, the responsibility for these irregular practices can be traced to long-standing
problems, which may be outside the control of the tax administration. These problems
include: poor administrative procedures and systems; inadequate monitoring and oversight
by external agencies; insufficient resources and inadequate remuneration of staff. Tax
administrations will never be able to completely eliminate all forms and instances of
inappropriate behaviours.

However, tax administrations can take effective steps to foster a working environment,
which recognizes and rewards ethical behavior while sanctioning undesirable attitudes and
behaviours and which severely limits the opportunities for staff and taxpayers to engage in
improper activities.

The scope and focus of this self-assessment guide are limited to analyzing the status of
ethics and integrity in a tax administration and detecting strengths and weaknesses that
could lead to the development of strategies that will favour or facilitate improvements.

1.5 HOW TO USE THIS GUIDE

The guide focuses on a number of issues that are central to the effectiveness and efficiency
of the Tax administration. It is a practical tool for tax administrators to examine the current
management and integrity strategies and opportunities for improvement.

The self-assessment should be conducted by a group, drawing on the knowledge and
experiences of a range of people from within the organization who are highly qualified and
objective in their assessments. For best results in conducting the self-assessment, the use
of an internal or external facilitator, who has been trained in the use of the guide, is
recommended.

The self-assessment team must have extensive knowledge of the tax administration. Team
members should have functional responsibility or management experience in the areas
under discussion as well as demonstrated analysis and reasoning skills.

Self-assessment and implementation team members should rotate over time to bring current
points of view and professional skills to the process.

Selection criteria for the self-assessment team might include:

Level of objectivity;
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Management skills;
Technical knowledge;
Knowledge of the sector;
Knowledge of the organization;
Availability and interest;
Human relations and communication skills; and
Ability to analyze and comment constructively and to make recommendations for
improvement.

Application of the Guide will provide the data to assess the current integrity strategies and
for combating irregular behavior. It will also assist in the development or revision of a
comprehensive integrity action plan and improve the organization’s integrity image.

The mandate, data, and recommendations should be documented in the Self-assessment
report in a way that shows the independence and objectivity of the team. The findings
should be presented to the organization’s highest-level management team. Those
recommendations that they approve should lead to an implementation plan. Periodically,
the status of the action plan should be reviewed and reported to senior management.

Use of the self-assessment guide should follow a set of basic principles, including the
following:

All approaches and methods used should undergo periodic review to ensure that they
generate relevant and practical actions for improvement;

All levels of management should serve as role models by their actions by constantly
promoting excellent behavior and ethical conduct practices;

Organizations should be managed using facts rather than opinions; these facts should
always be obtained easily and regularly;

Communications within the organization must function continuously up and down through
the organization;

Key processes should be defined, evaluated and compared. A process is a set of interrelated
activities needed to obtain a result (ethical behaviours and attitudes) and that add value
through certain inputs;

The concept of “internal client”, where persons in the organization are also providers to
others in the organization, should be applied;

Teamwork should become the normal way of achieving improvement;
Efforts at improvement should be recognized;

Continuous improvement should become a permanent process, with everyone participating
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in the management of change.

Application of the self-assessment guide may lead to the identification of a number of areas
for improvement. It could be overwhelming and demoralizing to try to address everything
at once, without prioritization.

When prioritizing areas for improvement, the main focus will be on those areas that are
considered vital for the organization. Attention should be paid to other areas that, although
not of such great importance, can be implemented quickly and with little effort. These
immediate results will demonstrate the value of the self-assessment exercise and senior
management commitment to implement the recommendations. This will motivate people
to support and collaborate in the improvements that will take more time to implement.

The ethics program strategies and plans should become part of the organization’s annual

planning process. The following flowchart illustrates the self-assessment and improvement
planning process.
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(Step 1)

Do self-assessment

(Step 2)

Compile a list of identified strong points
and areas for improvement.

(Step 3)

Define criteria to be used to find areas for
improvement.

(Step 4)

Select critical areas for improvement.

(Step 5)

Agree on the improvement plan(s) and a
schedule for applying them.

(Step 6)

Regularly review progress and confirm the
suitability of the plans adopted.
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To select areas for improvement that are critical and practical, answer the following
questions:

Will the proposed improvement plan benefit all the organization’s clients? Clients can
include public services users as well as the general public, interest groups, and other
social agents who benefit from the organization’s activities.

Does the proposed improvement plan affect the entire organization or only some parts
of it?

Will the proposed improvement plan motivate the organization’s staff and direct them
toward the most desirable behaviours?

Does the organization have the necessary staff to implement the improvement plan?

Does the organization have the necessary means to implement the improvement plan?
This question refers to the existence of administrative processes or procedures, to
ensure that services are provided from inside or outside the organization to support the
prescriptions contained in the Declaration on the Promotion of Ethics in Organizations.

Does the organization have the authority to make and implement the decisions required
to improvement the plan? If not, identify the obstacles and clarify their causes and
potential solutions.

Will the benefits from the improvements clearly exceed the efforts to implement them?
How quickly can the improvements be implemented and results obtained?

Finally, when organizations apply the self-assessment guide, training may be necessary
for the team directing the self-assessment. A separate set of communication and training
activities must be carried out to ensure that all staff understands the goals of the
initiative and how they may actively participate.

The following section provides an explanation of two methods that may be used in the
assessment an organization’s status on the promotion and development of ethics:

SELF-ASSESSMENT METHODS

There are many approaches to conducting a self-assessment. The methods that appear
in this guide are not exclusive. The approach chosen may depend on the capacity and
resources of the administration that will undertaking the self-assessment.

Some tax administrations with significant experience in continuous quality
improvement of taxpayer services probably have the expertise to apply a more
sophisticated methodology of evaluation, including the formal gathering and analysis
of data and information. Other administrations may choose a simpler, but effective self-
assessment method than those contained in this guide.
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In general, two self-assessment procedures may be considered:

a) Self-assessment using a questionnaire

This is the simplest way to gather data during the self-assessment. It requires the
least resources and it can be done very quickly. This method consists of developing
a questionnaire to diagnose the organization and compare the results to the
criteria in the model.

The questions should collect information on the most important aspects of key and
strategic elements. Reliable questions must be developed to obtain valid
information on staff perceptions of the organization.

This method of self-assessment produces an initial, high-level picture of the
organization’s situation, without excessive details.

The main advantage of this method is to quickly familiarize the organization with
the self-assessment processes and to lead to the refinement of their assessment
process to focus on areas for more detailed self-assessment.

The following are advantages and disadvantages of this self-assessment method:

Advantages Disadvantages
Easy to use. Risk of a low response rate.
Rapidly involves many people in the|Risk of not being understood by staff.
organization. May create concerns among staff.
Results are presented in a simple, easy to | The answers indicate what staff thinks,
understand form. but not why they think that way.
Ideal for introducing a culture of self-| Strong points and areas for improvement
assessment. may not emerge spontaneously.
Facilitates group  discussion  on|Results are not easily compared with
opportunities for improvement. other, more advanced organizations.
The information can be collected and
analyzed by areas and functions.

An inherent risk in applying questionnaires is not appreciating, in advance, the full
significance of some questions and, consequently, not being able to realistically
evaluate the answers. For example, the assessment team could interpret some answers
in terms of “what they want the organization to be and what it should be like” when
the respondents were responding from their perception of, “how it really is”.
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Important considerations in applying this procedure:

Determine the organizational or functional area to which the self-assessment will apply.
Establish a team of assessors based on the training, qualifications and objectivity
requirements.

The people targeted by the questionnaire must have sufficient knowledge of the
organization (its mission and vision) and of the various control processes, mechanisms
and systems in place.

In evaluating questionnaire results, assessors should first individually complete their
evaluation of the results and then ratified the final results through by reconciling the
findings of all the assessors.

Each questionnaire answer can be scored on a scale of 1 to 100, divided into 5-point
sections, where each question has 5 possible answers. For example, the scoring of
responses on the key element “leadership” may be calculated as follows:

Overall score is calculated by totaling the number of responses and dividing the result
by the number of questions answered within each criterion; and

The scores for each criterion are weighted using the specific weight the organization
assigns to them.

b) Self-assessment using a data-gathering form

The purpose of this assessment method is not only to survey views on ethics in the
organization but also to assess strengths and weaknesses, which will allow
improvement plans to be developed more precisely.

With this method, for each of the key parameters, strong points and areas for
improvement will be identified and the evidence of the strong points must be confirmed.
Quantitative evaluation has the advantages of comparison with others, using their
respective scores.

1.6 STEPS TO DEVELOP AND CARRYOUT YOUR PLAN

The practical application of this guide envisions an approach that includes the following
steps:

Establish a Steering Committee, at the highest level of the organization, responsible for
decision making

Establish a working group to undertake the self-assessment;

Review the CIAT Declaration on the promotion of ethics in tax administration and the
CIAT Model Code of Conduct;

Consider the convenience of using technical support of the CIAT Executive Secretariat
to facilitate the process of the self-assessment session; (optional);

Conduct the session, record findings, and make recommendations;

Develop an action plan to implement approved recommendations to promote ethics;
Establish an implementation working group;

Define a process for review, feedback, and follow-up in the implementation plan. As
well as, where desired, arrange the necessary support and technical assistance of CIAT
Secretariat for execution of the plan;
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Maintain communications with other administrations that have launched their ethics
programs to exchange knowledge and to learn from their experiences.

1.7 DEFINITIONS
1.7.1 INAPPROPRIATE BEHAVIOURS

There is no universally agreed definition of inappropriate behaviours, in particular, of
corruption and none that specifically deals with the tax administration. Most common
definitions focus on the following themes:

The departure from, or contravention of public duty;

Any procedure that disagrees with the legal and ethical standards;

The provision or receipt of some form of improper incentive or inducement;

An element of secrecy;

The use of public properties or information for private purposes or personal benefit;
Conflict of interest;

Lack of loyalty and lack of transparency; and

Corruption.

1.7.2 OTHER CONCEPTS

Other concepts commonly used in self-assessments are:

Self-assessment: means a comprehensive, systematic, and regular internal examination
of an organization’s activities and results in relation to ethical behavior. Self-

assessment allows the tax administration to evaluate itself, identifying its strengths and
areas for improvement.

Client: Client should be considered in its broad sense since we are talking about public
organizations. We should consider not only citizens using public services but also other
social groups and agents, and society as a whole as clients. There are both external and
internal clients.

External clients are end users of the products or services provided by an administration.
They would include: taxpayers; society in general, as the end recipients of goods and
services benefiting from funds obtained through taxation; politicians; and interest
groups (legal and accounting tax professionals and other public agencies).

Internal clients are persons or administrative units within the tax administration that
receive products or services from other areas within the tax administration (such as:
communications, training, policy direction)

Knowledge: Knowledge consists of information together with the directives needed to
take action.

Culture: A set of behaviours, ethical principles and values that the members of the
organization transmit, practice and reinforce.
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Approach: Ideas and actions of an organization to deal with a situation, problem, or an
objective and the reasons for doing it. The approach must also be integrated, in the sense
of supporting a specific strategy. As well, the approach should be well defined, with a
clear logic, and include well-developed processes.

Implementation: Actions by the organization to put the approach into effect and achieve
concrete measures. The approach should be implemented in the pertinent areas of the
organization in a systematic and structured manner.

Stakeholder groups: Those groups with an interest in an organization’s performance
that can exert influence. These may include the organization’s direct clients, its staff,
its associates, civic associations, legislators and political and administrative authorities.

Leaders: Those who coordinate and balance the interests of all the groups that, in one
way or another, have an interest in the organization. This includes the senior
management team and other managers who lead teams or perform leadership duties
throughout the organization.

People. Employees who provide services within an organization.

Procedure: A sequence of steps to complete activities. Frequently, this is a formal
document that describes the object and field of application of an activity; what should
be done and who should do it; when, where and how to perform it; what materials,
equipment and documents should be used; and how it should be documented and
reported.

Process: is a set of interrelated activities necessary to provide a service and that adds
value using specific inputs. A key process is one that is directly related to the basic
services provided by the organization, or to the policies and strategies it is trying to
implement.

PART 2 - AN INTEGRITY MODEL FOR TAX ADMINISTRATION
2.1 ASSUMPTIONS

The information to promote integrity and to reduce inappropriate behaviours in this
Guide is based on the assumptions that there is greater probability of inappropriate
behavior when tax officials:

Enjoy monopoly power over taxpayers. When there is a legal framework, lacking
sufficient regulation, that leads to officials making arbitrary decisions that affect the
taxpayer. This can affect all areas of tax administration activity, especially those
responsible for determining tax debts through assessment and subsequent collection;

Have broad discretionary power over the provision of goods and services that exceeds
the norm in applying tax rules or other rules governing administrative processes
together with the lack of effective mechanisms for reviewing decisions; and

Have a low level of control and responsibility. The lack of effective internal
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management controls and lack of secure channels for citizens to make the
administrative authorities aware of service problems or reprehensible conduct by tax
officials.

Other contributing factors to the probability of administrative inappropriate behaviours
include:

Low levels of remuneration available to tax officials relative to the level of training and
responsibility associated with the various work positions. Also, procedures for
capturing staff and professional and administrative career planning, are determining
elements favouring or discouraging improper action.

The degree to which the organizational culture and behavioural norms foster or actively
encourage inappropriate behavior; and

The deterrence value of the administrative controls in place

In addition, it doesn’t matters what strategies are employed to reduce inappropriate
behaviours if the real risk of detection is low or if the applicable sanctions are
inefficient. For deterrence to be effective it must present a real risk to violators. If it
doesn’t, then even the most severe penalties will not deter inappropriate behaviours.

2.2 KEY ISSUES

In developing a comprehensive integrity model for tax administrations, several factors
should be considered. The model should:

Be compatible with the spirit and intention of the CIAT Declaration on the Promotion
of Ethics in Tax Administration. At the same time, it must be aligned with the mission,
vision and strategic policy of the organization.

Address the key factors described above under the “assumptions” heading;

Be universal in its relevance and flexible in its implementation to account for variations
in social, economic and political circumstances; and

Be practical in focus and application during implementation.

It is important that the model will encompass strategies that can be applied in a feasible
and realistic way by the tax administration and its main clients.

2.3 STRATEGIES FOR CONTROLLING INAPPROPRIATE BEHAVIOUR IN
TAX ADMINISTRATIONS

Much of the research and literature on inappropriate behavior in tax administration
focuses on describing the problem rather than identifying practical solutions.

The eight (8) key elements outlined in the CIAT Declaration on the Promotion of Ethics
in Tax Administration are based on the assumptions and key issues described in 2.2
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above. The elements provide a practical basis for the development and implementation
of a range of strategies of integrity or against inappropriate behaviours.

The CIAT Declaration’s eight (8) distinct but interrelated key elements are:

Leadership and Commitment

Legal Framework

Fairness

Automation

Management Autonomy

Efficient Accountability Mechanisms
Codes of Conduct

Human Resource Management Practices

All the key elements are closely linked to each other and do not operate in isolation or
independently. The 8 criteria could be considered as “agent criteria” that interact
together to produce results in the level of integrity and ethics in organizations.

Results from the periodic evaluation of measures for combating inappropriate
behaviours in the tax administrations could be considered as an additional key element.
The element “results” refers to the successes achieved by the organization in promoting
and developing ethical behaviours.

Within the element “results”, various types might be considered. For example:
Results for taxpayers. To what extent does the implementation of ethics strategies affect

the way in which taxpayers meet their tax obligations? Is taxpayer confidence in the
institutions increased, and does this result in greater taxpayers responsibility?

Results for people in the organization. Do people trust management more? Are there
better opportunities for professional development? Has their level of training increased?
Are they effectively involved in reporting inappropriate behaviours?

Results for society. How does society evaluate the functioning of the tax organization?
This measurement could rely on perception and performance indicators.

Each of the 8 elements is discussed in this Guide and given a practical focus through
the list of questions contained in the checklist at the end of each section. The questions
are not, however, intended to be exhaustive. The attention and weight to be accorded to
these elements will differ from one tax administration to the other.

Likewise, a “yes” or “no” answer is not required. The checklist questions are intended
to stimulate discussion and identify solutions.

While the CIAT Declaration on the Promotion of Ethics in Tax Administration provides

the basic structure for this Guide, details have been included from a wide range of other
practices for combating inappropriate behaviours.
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PART 3 - SELF-ASSESSMENT GUIDE FOR TAX ADMINISTRATIONS

3.1 LEADERSHIP AND COMMITMENT

The CIAT Declaration says:

“The prime responsibility for safeguarding and promoting integrity in the tax
administration rests with the head of the tax administration and the executive management
cadre. They must adopt a strong leadership role and demonstrate a clear and unequivocal
focus on integrity, as well as recognize that the fight against corruption must be maintained
over time. “

COMMENTARY

Leadership is exercised through the organizational governance structure and
should be visible through communications, information and knowledge at all
levels of the organization and to all employees.

The need for well-defined supervision and decision-making structures, with clear
accountabilities and responsibilities, is an important element of an integrity program.

Tax officials, supervisors, managers and the executive must all accept an appropriate
degree of responsibility and accountability for prevention and detection of
inappropriate behavior. It is important for managers to work with employees to assess
the organization’s administrative systems and controls to identify vulnerability to
corruption and other inappropriate behaviours.

Appropriate supervision and decision-making structures will only be effective when
senior tax officials lead by example. The importance of personal example should not
be underestimated. If the behavior of senior tax officials is seen as inconsistent with
the provisions and “spirit” of the Code of Ethics, then measures against inappropriate
behaviours will not succeed. Senior tax officials need to be free of inappropriate
behaviours and they need to be seen by subordinates as rejecting it in all its forms.

All tax administration employees, at all levels of the organization, should be
encouraged to accept their responsibility to identify and report inappropriate
behaviours.

An enhanced focus on integrity and other core values is necessary for sound decision-
making. This leads to good governance as well as to improvement of the accountability
relationships between tax officials.

Successful introduction of values, principles and ethical rules cannot simply be
announced in the organizations without implementation support. Specially trained
officials, with proven honesty, are needed as a guide and behavioral model to be
followed.

Statements of values, codes of ethics should be integrated into training initiatives.
Without the commitment of the whole organization, the "message” is weakened.
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Leaders and their managers must support these measures and encourage dialogue that:
Is open and free from the perception of possible recrimination;
Involves senior management, the organization’s staff, the unions and all interest groups;
Continues over time,
Deals with real issues of concern to managers and employees, and
Helps to resolve ethical dilemmas that occur when we have to choose between two
options that are of equal merit but are each based on fundamentally different values.

Establishing a dialogue will provide a better understanding of the complexity of these
situations and assist in finding actions that are fair to our colleagues, our partners and
our clients. The commitment to integrity and the fight against inappropriate behavior
must be extended throughout the organization. A common understanding by all
concerned of values and the code of conduct provides reassurance that management
will support those who make difficult decisions based on those values.

Sustaining the open dialogue on values and ethics is a challenging task. Meaningful
and lasting change will only occur through persistent effort and "walking the talk" on
the part of senior managers and their promotion of continuous renewal of the
commitment of all of the employees to the organizational values and ethical practices.

Communications acts as an element of cohesion and transmits values and good ethical
practices. The subject of values and ethics should be integrated into conferences, web
sites, e-mail announcements, presentations, publications. The ethical dimension should
be integrated into each educational initiative in which the employees participate. These
communications are intended to explain the importance of creating a values-based
public service, and the benefits for clients and employees.

Communication must also be understood as a dialogue up through the organization to
managers and senior tax officials. Good ethical practices that reinforce values must be
strengthened with contributions of all employees. Also, employees should be
recognized as much for the identification and reporting of violations of integrity as for
their own ethical conduct, behaviours and actions.

If supportive elements are not in place, communication between senior management,
managerial staff and subordinates may be weakened or interrupted. Employees, who
act as guides and "coaches" and interact directly with teams of employees, can be a real
bond and transmission channel for the communication and spreading of the values and
ethical practices. Natural leaders that each functional group designates and adopts may
be ideal guides to maintain the values and be examples of integrity.

The main role of the natural leaders should extend beyond providing personal example.
They will be the ones who will:

Engage in an initial dialogue on the ethical dilemmas and carries out the consultations
with the rest of the employees.

Communicate with management levels and share proposals to revise or improve ethical
and value-related practices originating from the dialogue.

Engage other employee-guides through a group represented by different functional
groups from across the organization.
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The work of the employee-guides, plus the leadership direction and managers’ efforts,
as they deal effectively with emerging situations will promote the maintenance of the
commitment. Employees will feel a closer understanding with their supervisors and
managers.

The overall effectiveness of values and ethics initiatives and dialogue must be
periodically assessed through ongoing evaluation. Leaders should ask such questions
as:

Is the dialogue sufficiently widespread throughout the organization?

Has the dialogue facilitated acceptance and commitment from tax officials?

Is the dialogue helping to resolve real workplace issues? Do the communication
systems facilitate the solution of problems and employee concerns?

What actions have been taken as a result of the dialogue?

The results will provide essential feedback to management, and will reinforce
accountability for sustaining the dialogue at all levels of management.
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CHECKLIST

Does senior management show their leadership by example and demonstrate their
commitment to integrity and fairness through their daily actions?

Has management at all levels been trained to establish internal communications that
will generate trust and offer support in addressing and resolving ethical dilemmas?

How does senior management promote the Code of Conduct?

How are those with management responsibility personally involved in defining the
activities that help improve the organization’s levels of integrity and ethics?

How do the senior managers promote the review of their own leadership and assess
future needs and plan their responses?

How do leaders through their daily activities encourage collaboration and the
acceptance of responsibilities as well as creative and innovative solutions?

Has the organization’s structure been adapted to support the implementation of an
integrity policy and strategy?

Have processes related to integrity and the development and promotion of ethical
behavior been put in place?

Are there measures in place to monitor the implementation of integrity policies and
strategies?

Have systems been put in place to measure, review and improve on the results
achieved?

Are employees encouraged to initiate and participate in improvement activities?

Has an Ethics Committee, chaired by the Director General, with members from the
senior management team been considered?

Does the senior management team participate in conferences, congresses, seminars and
professional associations, promoting and supporting integrity and ethical behavior?

Are the mangers, and staff with functional responsibility, accessible and do they
actively listen and respond to staff members of the organization?

Has the integrity strategy been communicated to all staff members?

Are accountabilities and responsibilities for the prevention and detection of
inappropriate behavior clearly identified and understood by all staff?

Have key processes for the development of an integrity strategy been clearly
articulated? Have the people responsible been identified? Is the effectiveness of those

processes reviewed?
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Do all employees understand the importance of ethical behavior, the processes for
applying it and existing supervision and control systems?

Have current and previous ethics initiatives been assessed for their effectiveness?
Does the tax administration connect the idea of public responsibility and tax officials

exhibiting the values and ethical behaviours when carrying out their duties?

3.2 LEGAL FRAMEWORK

The CIAT Declaration says:

“Tax legislation, regulations, procedures and administrative guidelines should be clear,
precise, public, and easily accessible.”

COMMENTARY

An effective legal framework is a set of laws and regulations, which define
standards of behavior for public servants and enforce these laws and regulations
through monitoring, investigation, and sanctions. In reviewing their legal
framework for ethics management, countries first must examine criminal codes
that apply to all citizens, as well as civil service laws and conflict of interest statutes
and regulations that apply to public servants.

The tax laws and rules should be as clear and precise as possible to avoid or reduce
the possibility of arbitrary behavior by tax officials and to not facilitate
inappropriate behavior.

The legal framework must be considered from a broad perspective that includes
substantive or procedural tax rules, and other administrative rules that, although
not aimed at applying tax standards, govern the relationships between public
servants and taxpayers, allowing them to express their complaints and suggestions
regarding the operation of public services.

Some examples of the extension of this legal framework are:

Regulations which makes it possible to obtain information and demand
accountability;

A services charter that specifies the firm commitment to the public as to how
services will be provided;

Oversight bodies with the specific mandate of identifying and correcting possible
risks of improper behavior

The legal framework of the ethical infrastructure, could include:

Regulation of the most serious behaviours in the criminal codes: breach of trust,
bribery, improper use of information, abuse of authority, violation of professional

secrecy, conflicts of interest.
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A disciplinary system for public servants that addresses behaviours that, while not
criminal, are infractions or disciplinary lapses, involving a failure to meet the
pertinent duties and obligations.

Administrative procurement and contracting system.
Administrative accountability procedures.
Procedure for receiving, processing and resolving complaints from the public.

Rules and regulatory procedures for oversight bodies whose mandates are to
prevent and identify improper behaviours.

CHECKLIST

Does the tax administration participate in drafting laws and decrees with tax
implications?

Are tax laws and regulations precisely drafted to avoid interpretation adverse to the
intent of the legislators?

Are ambiguities in laws and regulations aggressively pursued until they are resolved?

Are tax publications easily accessible in public libraries or through the Internet to
explain taxpayer obligations?

Does the regulatory framework adequately define the obligations and duties of public
employees?

Is there a disciplinary system? Is there a procedure to ensure accountability?

Avre there rules governing the incompatibility of public employment with other private
or public employment?

Do the existing laws and regulations adequately define current standards of behavior
for public servants?

Are the criminal codes applicable to tax administration employees?
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3.3 FAIRNESS

The CIAT Declaration says:

“There needs to be a regime of tax law that is fair and equitable. Laws, regulations
and policies should be administered in a transparent way. Taxpayers are entitled to a
high degree of certainty and predictability in their dealings with the tax
administration. They have the right to be presumed honest; the right to impartial
application of the law; the right to appeal and redress, and the right to privacy and
confidentiality. Information provided to taxpayers should be clear, accurate and
easily accessible. «

COMMENTARY

Fairness is vital to ensure the legitimacy of the tax system in the eyes of taxpayers. Tax
laws viewed as arbitrary and unfair will undermine public confidence and trust and lead
to increased non-compliance. As well, the way they are administered must be seen to
be fair. Citizens must be confident that the tax administration will ensure everyone is
treated equitably. Where inequity occurs, the government has to be held accountable to
take corrective measures.

Transparency is also a key issue for tax administrations. Taxpayers should expect a
high degree of certainty in their dealings with the tax administration. This can be
achieved when tax laws, regulations, procedures and administrative guidelines are
published, easily accessible, and applied in a consistent and uniform manner.

Where appropriate, the tax administration should develop a Charter of Taxpayers’
Rights that describes the level of service taxpayers should expect from the tax
administration. In preparing Charters, care should be taken to ensure that the standards
are realistic and can be supported by the organization’s systems and procedures. Service
results should be evaluated on an ongoing basis.

An efficient appeal system open to all taxpayers is also essential to fairness. Appeal
mechanisms should provide an appropriate balance between taxpayers’ rights and
appropriate level of enforcement.

Whenever taxpayer rights and obligations are provided in the tax regulations, the
opportunities for undue use of the public function and corruption practices are reduced.
CHECKLIST

Has the tax administration published a Charter of Taxpayers’ Rights?

Are taxpayers informed about their rights with respect to each of the tax procedures,

both in situations where contact has been initiated by officials and initiated by the
taxpayer?
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Is the Charter of Taxpayers’ Rights reviewed and updated on a regular basis?

Are taxpayers provided with sufficient, accurate, consistent and timely information to
allow them to meet their tax obligations?

Is this information easily accessible through tax service counters; call centers; Internet,
frequently asked questions, consultative committees, and advertising?

Is there a consultative process to determine taxpayers’ information requirements? Is
this done as part of the preparation of information brochures?

Is the basis and criteria for the exercise of discretionary power by tax officials clearly
defined and published, and where appropriate, are the reasons for decisions conveyed
to those affected?

To what extent is the tax administration bound by their responses to taxpayer’s
questions?

Is there a link between responses to similar taxpayer questions?

Are the grounds upon which a decision is made clearly documented and retained for
later monitoring and review?

Do the tax administration forms have a standardized format, structure and content?
Have review and appeals mechanisms been implemented to permit taxpayers to seek
review or to challenge the tax administration’s decisions? If so, are the procedures

published and promoted?

Can taxpayers make complaints and suggestions regarding the operation of
administrative services and the attitude of the staff serving them?

Is there a documented procedure for the receipt, recording, processing, and resolution
of complaints?

Avre there bodies with authority to receive, follow up and resolve services complaints?
Can complaints result in modification of the rules?

Is there an area in the tax administration responsible for coordinating and drafting a list
or summary of all regulations and guides in force?

Has the legal framework been disseminated to tax officials to guide their activities?

Are comprehensive rules in place for secrecy, confidentiality, and conditions of access
to tax information by tax officials?

3.4 AUTOMATION
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The CIAT Declaration says:

“Computerization of tax functions contributes to improved efficiency and
effectiveness of the tax administration, and increases the ability to identify

inappropriate access or use of tax information.

Information systems must include strict security rules to avoid unauthorized

manipulation of the information. «

COMMENTARY

Automation and computerization can improve efficiency and effectiveness of the tax
administrations, and can remove many opportunities for inappropriate behavior.
Automated systems can be designed to detect inappropriate behaviours such as
unauthorized access or use of taxpayer information, to minimize face-to-face contact
between tax officials and taxpayers, and to reduce opportunity for officer discretion.

Because automated systems can be vulnerable to manipulation by skilled systems
professionals, including external consultants, from inside and outside the organization,
it is important to ensure appropriate security checks are completed and appropriate
supervision and accountability systems are established.

Oversight bodies should be established and computer security administration managers
assigned to ensure the effective, efficient and responsible use of information. They
should establish clear computer access profiles and check them regularly.

Security rules on access to tax information must be established and the organization
must ensure that all employees know the limitations of its use at the time they are hired
and be reminded of the rules regularly throughout their careers. Staff awareness of these
rules will significantly limit inappropriate access to and use of information.

Access to the information contained in tax databases and to all applications for tax
administration support functions must be assigned in a way that is consistent with the
level of accountability and role of the tax officials.

An audit trail needs to be established to protect sensitive information stored on
automated systems to identify any tax official who may access information for private
or inappropriate purposes.

Security rules must apply to the people accessing data and strictly control access to the
computer equipment and programs.

The illegal use of the computer science resources in general and the possibility of the
unauthorized release of information by any tax administration employee, including
professional computer staff, must be considered inappropriate behavior. For that reason,
inappropriate access to the information must be detected, investigated and dealt with
through the corresponding sanctions. Like all rules, this will have to be widely
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communicated to, and understood by, all tax administration employees.
Finally, all control mechanisms applied and added to the automated systems of
information should respect a balance between functionality and security, so that
security and the auditing of computer use is assured without unduly impairing
operational performance.
CHECKLIST
Are there computer and security policies in place and do all employees follow them?

Has the increasing computerization of various tax operations been promoted?

Has a comprehensive risk assessment or review been conducted to assess the risk level
posed by the automated systems?

Is the number of staff with access to the system limited and controlled?

Are security measures for staff use of computer equipment in place to prevent extraction
of sensitive information?

Have the needs of each job position to access information or to use the various computer
applications been analyzed?

Are there processes to keep the computer profiles of the organization’s staff current?
Has a control system been set up with filters to detect potentially inappropriate access?
Have computer access control and monitoring responsibilities been clearly defined?
Are processes in place to control access and are they regularly monitored?

Are employees fully aware of the control systems, as well as the policy and procedures
for the access and use of information?

Do the rules allow tax information to be used to identify possible improper access?

Have security standards been adopted that assure uninterrupted availability of
information?

Is physical access to the informatics work areas strictly controlled?
Is there possible access to information through various data storage devices such as

laptop computers and portable USB flash drives?

3.5 MANAGEMENT AUTONOMY
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The CIAT Declaration says:

“Guarantee of the integrity and impartiality of the tax administration requires independence
for determining its policies and strategies for controlling compliance with tax obligations,
through strict application of the law, without concessions of favours or interference of
senior level authorities or other members of the political power.”

COMMENTARY

Sustained and visible leadership by government is essential to creating the climate for
a fair, rules-based tax administration. Governments must commit themselves to
measures that go beyond statements that inappropriate behaviours will not be tolerated.
They must be prepared to impose sanctions on both ministers and tax officials who
betray the public trust.

Also, taxpayers should be free from partisan scrutiny of their tax affairs. It is important
to ensure that there is no political interference or involvement in individual tax cases
by elected officials.

For these reasons, it is essential that the tax administration exhibit a high degree
of independent institutional status within the Government structure. This includes
the guarantee of independence in administration and enforcement of the tax
legislation and resource management decisions.

Organizational and regulatory rules governing tax administration procedures
should reinforce management autonomy in carrying out the tax functions. For
example, a statute that establishes the tax administration‘s own legislation,
funding, and both budgetary and staff policy autonomy, would contribute to this
goal.

CHECKLIST

Are there mechanisms to ensure that there is no interference in individual cases by
members of the government and other tax officials not assigned to the individual’s case?

Does the tax administration have a position in government structure that ensures a high
degree of autonomy?

Do the most senior level authorities of the tax administration have a guarantee of
stability in the face of changes in political members of government?

Do senior level authorities of the tax administration have the authority to set its policies
and strategies for the selection of staff, and financial and expenditure management?

Does the tax administration’s legal framework reinforce its budgeting and staffing
autonomy?

Is additional funding provided for the tax administration when it surpasses established
revenue or effectiveness thresholds in its operations?
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Does the administration’s legal framework allow flexibility in changing or creating jobs
descriptions?

Is the tax administration authorized to define and meet its staffing needs?

Does the tax administration have sufficient autonomy to design administrative and
professional training and development processes for its staff?

Is the organization able to define criteria for competencies, qualifications and skills to
guide the recruitment and staff selection?

What sanctions exist for interference by senior tax officials and political figures?
Are tax officials, who disclose wrongdoings, protected from retaliation by senior tax

officials and political figures?

3.6 EFFICIENT ACCOUNTABILITY AND CONTROL MECHANISMS

The CIAT Declaration says:

“Strong accountability mechanisms, such as offices of internal and external control, are key
elements for good governance that contribute to safeguard the integrity of tax
administrations. “

COMMENTARY

The government and ministers responsible for the tax administration must be, and
appear to be, answerable and accountable for the fair and competent functioning of the
tax system. To ensure public confidence, there must be effective oversight provisions,
responsive redress mechanisms, and effective political accountability. Internal and
external oversight mechanisms are crucial.

The responsibilities of an internal auditing unit should include conducting
investigations of staff violations that are alleged or suspected, such as: fraudulent
activities like theft of assets, revenues or seized goods; conflict of interest; unauthorized
access and disclosure of information; misuse of information technology systems;
improper handling of public complaints.

Effective internal audit must ensure that operational policies are being followed and
that compliance and performance standards are being met. In addition, the tax
administration should provide legal services to support the internal audit unit to perform
its functions.

Internal audit responsibilities include assessment and review of control mechanisms
and measurement of their effectiveness, scope and applicability and the development
of an organization-wide risk map.

Internal audit must also play a proactive role by helping those responsible for
identifying and analyzing risks for each of the tax administration’s pertinent functions.
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This includes evaluating and reviewing the existing control mechanisms and
participating in the development of new ones, and developing strategies to maintain
preventive and dissuasive measures over time.

In addition to the internal auditing unit, it is advisable to establish an internal committee
of the most senior executives to oversee risk assessment across all functions of the tax
administration. ~ The committee’s accountability would include reviewing the
organizational risks map and identifying priority risks to be addressed, as well as
follow-up mechanisms and evolution indicators. It would propose measures for
improving control and the follow-up of risks, as well as the organizational plan for the
assessment of effectiveness and efficiency in the operations of the various functions.

CHECKLIST

Have the integrity risks been identified and analyzed? Have measures been adopted to
mitigate these risks? Are annual internal audit plans in place to monitor the levels of
risk detected?

Has the tax administration defined key processes to ensure that ethical principles and
values are encouraged and developed? Are those processes supported by administrative
procedures that everyone understands?

Have systems been set up to measure the processes and have performance goals been
established?

Has coordination within the organization and with external organizations been
optimized to ensure that processes are managed effectively from beginning to end?

Are taxpayer perceptions and learning gaps used to set improvement priorities and
goals, and to improve operating methods?

Are pilot tests done and are new or modified processes monitored?

Are the changes to processes communicated to interest groups who are affected by the
changes?

Is the public informed of the organization’s level of commitment to integrity?

Is information obtained from regular stakeholder contacts, including complaints and
suggestions?

Are structured data collected by periodic surveys and from regular contacts used to
assess and increase the levels of satisfaction of taxpayers with the tax administration?

Are internal audit units responsible for the prevention, detection and correction of
inappropriate behaviours and criminal tax violations, as well as for financial oversight
of the tax administration?

Are tax officials, taxpayers and the general public aware of these internal and external

accountability mechanisms?
B HAU ®
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Is there a process to monitor consistency across different offices, provinces, and regions
in respect to decisions taken, the application of procedures, and information provided?

Does the tax administration periodically report on actions, initiatives, performance and
expenditures to the high level authorities, legislators and the public?

Are there external control organizations (Executive Branch, Legislature) whose
mandate includes auditing of the tax administration? What are the results of those
audits?

Do citizens have communication channels that ensure that their complaints and
suggestions reach the appropriate authorities?

Are there procedures that ensure the objectivity and quality of responses to these
complaints?

Are supervisors held accountable for inappropriate behaviours of staff under their
supervision?

Are employees held accountable when they are involved in inappropriate behaviours?

Are there internal units or special project teams with a mandate to examine strategies
for combating inappropriate behaviours?

To what extent are employees encouraged to report inappropriate behaviours?

Are there secure mechanisms in place to protect the persons who report inappropriate
behaviours?

Are employee responsibilities clearly identified and do all employees understand them?

Are accountable control bodies defined in the organizational structure?
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3.7 CODES OF CONDUCT

The CIAT Declaration says:

“A key element of any effective integrity program is the development, publication and
acceptance of a comprehensive Code of Conduct setting out in very practical and
unambiguous terms the behavior expected of all tax officials. The Code of Conduct
can be an excellent tool to promote and safeguard integrity in the tax administration.*

COMMENTARY
Code of Conduct is recognized as an excellent tool to:

Promote a sound, effective and transparent tax administration;

Promote the organization’s mission and values;

Define expected standards of conduct;

Complement the quality of services with the ethical component;

Demonstrate to the public the tax administration’s commitment to safeguard integrity;
and

Provide a benchmark for employees to use for self-evaluation.

Disseminating a code of conduct is not sufficient to produce results. The Code must be
part of a more comprehensive strategy for human resources management and for
combating inappropriate behavior.

CHECKLIST
Does the organization have its own official Code of Conduct? Was the CIAT model
taken into consideration in developing the Code of Conduct? Was it based on a

government-wide regulation? Is it applied to all officials of the tax administration?

Was the tax administration’s Code of Conduct developed in consultation with interest
groups and staff at all levels?

Does the Code of Conduct provide a range of practical examples and guidance for
solving ethical issues?

Is senior management of the tax administration required to declare their net worth at
the time of appointment and thereafter on a periodic basis?

Does the Code of Conduct describe management and employee responsibilities in
respect to the collection, storage and dissemination of information obtained in the
course of duty?

Are there rules on participation in other public or private activities that might conflict
with the exercise of the taxation functions entrusted to public officials?
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Does the Code of Conduct describe management and employee responsibilities with
respect to attendance, sexual harassment, gambling, betting, substance abuse, gifts,
gratuities, and conflict of interest?

Does the Code adequately describe and regulate the full range of inappropriate
behaviours?

Are the sanctions defined and applied, and are they a deterrent to inappropriate
behavior? Do the standards take into account the level of compensation of the public
employee?

When fulfilling their legitimate functions and responsibilities, are there processes that
officers may use to defend against unfair accusations or actions of citizens against
them?

Does the code of ethics consider specific behavioral guidelines for the managers?

3.8 HUMAN RESOURCES MANAGEMENT PRACTICES

The CIAT Declaration says:

“The application of sound human resource management policies and procedures
plays a major role in the promotion of ethics in the tax administration. Human
resource management practices, which have proved successful, include among others:

Fair, equitable and transparent personnel selection and promotion processes;
Competitive remuneration package;

Implementation of the career concept;

Rules that guarantee tax officials may exercise their rights;

Timely corrective mechanisms for irregular or inadequate behaviours;
Deployment, rotation and relocation of tax officials when appropriate;

Solid training and professional development programs;

Performance appraisal procedures; and

Work environment free of discrimination and harassment. «

COMMENTARY

The administrative processes for recruitment and career advancement for all tax
administration staff must be transparent, fair, objective, free of bias and interferences
and based on the principle of individual merit.

Conditions of employment and a level of remuneration to sustain a reasonable standard
of living are extremely important in the context of the tax administration.

Having a solid training and development program for all staff is critical. Education and
training, both informal and formal, plays a major role in combating against
inappropriate behavior and in the promotion of ethics and integrity. First, it provides
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employees with professional development to increase their technical competence and
to reduce their reliance on informal on-the-job training. Secondly, it provides regular
opportunities for the organization to reinforce the integrity and ethics messages.

Other ways to build professionalism include such things as:

Strengthening the management cadre;

Segregating and distributing responsibilities among staff;
Rotating staff through different functions; and

Establishing a range of measures to reward ethical behavior.

Even the highly ethical workplaces need fundamental guidance to direct people and
help them in their day-to-day decisions. There must be key policies and regulations to
provide a common and clear understanding of what is and is not appropriate in various
situations.

Human resources management practices, which strengthen the organization’s ethical
infrastructure, depend to a large extent on the institutional autonomy of the tax
administration. A tax administration with budgetary and staffing autonomy can institute
more effective strategies for developing ethical principles and values.

In the event of misconduct, discipline should normally be progressive. The disciplinary
process aims to correct improper behavior through the progressive application of more
severe disciplinary actions for successive acts of misconduct.

The objective of human resources management is to ensure that the public officials fully
perform their functions. To this end, rights and obligations should be determined, such
as the ones shown below.

The rights may include the following:

A system of recruitment, selection and appointment to the enter the public service
Reasonable remuneration and special remuneration as circumstances require
Opportunities for a career with its corresponding system of promotion and remuneration
Access to current knowledge and professional development

Established work hours, days of rest, annual leave and special leave

The right of association, unionization, free expression of the thought, strikes, and

The right to a safe and healthy work place, workers compensation in case of job injury,
and job assignment considerations during maternity.

The obligations may include the following:

To ensure continuous, essential public services, except on national holidays

Report for work each day according to an established schedule

Report irregularities that employees become aware of through the course of their duties,
and

Replace their managers in case of temporary absence or in case of a vacant position.

These obligations and rights should be regulated by a system of human resources
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performance management in the public service.
Care should be taken when designing evaluation criteria for ethical behavior. They
should be considered separately from the evaluation and rewards systems of
organizational strategies and performance goals. It is essentially that the two areas of
evaluation do not overlap to avoid evaluation errors. For example, using an ethical
criterion to evaluate performance results or reducing strictness in the application of a
sanction by an Ethics Committee, in order to comply with performance goals.
CHECKLIST
A - Recruitment and Selection
Are selection criteria and methods published and strictly followed for all vacancies?

Do the selection criteria focus on high ethical standards as well as job specific
knowledge and technical competence?

Is the selection and appointment process based on individual merit? Can this be
influenced by personal relationships between candidates and tax officials?

Does the composition of members of selection committees ensure impartiality?

Do members of selection committees come from different work areas?

What external checks are performed on new recruits (e.g. police checks, previous
employment records)? Are references and qualifications always checked?
CHECKLIST

B- Professional Development

Avre structured training and development plans in place at all levels of the organization
that meet the needs of the each jobs?

Is training evaluated to ensure individual learning, impact on the job and impact on the
organization?

Are people’s skills developed on the job within the organization?
Are teamwork and the development of the necessary personal skills encouraged?

Are individual and team goals aligned with those of the organization?
Are workers’ performance evaluated and are they helped to improve their performance?
Are opportunities provided that encouraging innovative and creative behaviours?

Is employee involvement promoted and supported through conferences and events
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within the organization?

Does the organization provide formal technical training and structured on-the-job
training for staff?

Does all formal training reinforce the integrity messages and focus on the standards of
behavior expected of all employees?

Is on-the-job training structured and does it reinforce the administration’s policies
against inappropriate behavior?

Does the performance management and appraisal system identify development needs
and reinforce integrity principles?

Do internal management training programs adequately address employee
responsibilities for preventing and detecting inappropriate behavior?

Do tax officials participate in training programs that promote the understanding of
values of the tax administration?

Are tax officials encouraged to act on the strict interpretation of the tax rules?
Are tax officials made aware of the mission and values of the tax administration?

Avre tax officials aware of the existing laws, regulations, administrative procedures and
guidelines that govern the behavior of public employees?

Is information on these laws, regulations, administrative procedures and guidelines
included in training programs?

Are those employees considered for promotion assessed against their personal

performance record and their willingness to accept a higher level of responsibility for
prevention of inappropriate behaviours?

Are the professional knowledge and skills required to perform the various jobs within
the tax administration identified and kept current?

CHECKLIST

C - Adequate Remuneration

Do employees receive sufficient remuneration to maintain a reasonable standard of
living?

Are there major differences in compensation compared to similar jobs in other
organizations in the sector?

Are compensation and professional development in line with the tax administration’s
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policy and strategy?

Is the government aware of the importance of adequate working conditions and
remuneration in maintaining high standards of integrity?

Are there mechanisms to identify signs of serious indebtedness of staff?

Are people recognized to encourage them to continue to meet their ethical commitments
and assume responsibilities?

Are the rules on inappropriate behavior publicized and applied to maintain an adequate
level of protection against areas of risk?

Does the tax administration reward its employees in other ways, such as socially or
culturally?

To what extent are conflicts of interest tolerated? Are employees allowed to engage in
secondary employment, and if so, do they have to obtain approval to do so?
CHECKLIST

D - Controlling Inappropriate Behaviours

Are acts of inappropriate behavior clearly defined and communicated to all senior
management and employees?

Are procedures in place to report, investigate, document, mediate, monitor and correct
inappropriate behaviours?

Are corrective mechanisms in place to provide timely assistance for employees to
correct inappropriate behaviours?

Do the human resources and internal auditing areas exercise internal controls in an
effective and responsible manner?

Which organizations are responsible for external controls?

Is there a policy in place of progressive disciplinary measures or sanctions, which
correspond to the seriousness of the behaviours?

Is discipline, as a human resources management function, delegated as closely as
possible to the point of impact of the decision being made? Are problems corrected at
the lowest level possible?

Do the human resources regulations formally delegate the application of discipline to
various levels of management in the organization according to the seriousness of the
inappropriate behavior and the corresponding severity of the sanction?

Do senior managers enforce the most severe sanctions and first line managers enforce
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the least severe sanctions?

Are procedures in place for senior management to obtain advice from the officials in
charge of finances and human resources?

Is disciplinary action based on “just cause”?

Do managers have specific criteria in order to establish “just cause” and the factors that
affect the application of discipline?

Do staff rules and regulations include effective provisions for sanctioning tax officials
in case of inappropriate behaviours?

CHECKLIST

E - Performance Management — for managers and for employees

Does the policy describe what managers and employees need to do to meet their
responsibilities for performance management?

Does the performance management process involve setting performance expectations
(objectives, goals and measurement criteria) and developing learning plans for
employees? Do these key activities create the basis for open and continuing discussions
between managers and employees?

Does this approach respond to employees’ requests for regular feedback from their
managers as well as for mandatory annual assessments of their performance?

Does this approach deal with low performances? Does it also take into account how
previous performance relates to career development?

Is performance management seen as a fair and transparent process?

CHECKLIST
F - Work environment free of discrimination and harassment

Does the organization promote a zero-tolerance level of harassment in the workplace
and ensure that every employee is treated with respect and dignity?

Does harassment of another employee, or lack of action by a responsible authority in
harassment situations, constitute a disciplinary infraction?

Is this action subject to penalties up to and including termination of employment?

Is there an early dispute resolution process as well as a formal written dispute resolution
process?
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Are supervisors who become aware of a potential harassment situation able to address
the situation promptly and make every reasonable effort to resolve the situation before
an individual files a written complaint with the delegated manager?

Are there alternate dispute resolution options, including mediation of the issue,
available to employees in addition to the formal redress process?

PART 4 — CONCLUSION

The Inter-American Center of Tax Administrations has traditionally recognized how
important it is for tax administrations to count on high levels of integrity in carrying out
their functions.

CIAT has recognized this importance through the high priority that it has attributed to
integrity in its own strategic plan. The most significant milestones in the development
of measures and strategies aimed at consolidating and improving the levels of integrity
in the Tax Administrations of the various member countries are: the approval at the
1996 General Assembly of the “Minimum attributes for a sound and effective tax
administration”; the “Declaration on the Promotion of Ethics in the Tax
Administration” approved at the 2005 General Assembly, as well as the development
of a Model Code of Conduct.

However, Codes of Ethics, to guide or establish behavior standards are not in
themselves sufficient to guarantee that an organization will develop and evolve to the
desired levels of integrity.

It is also necessary to carefully consider and move forward in the development and
promotion of ethics in the tax administrations. For this reason, the Working Group’s
Steering Committee requested the CIAT Executive Council’s authorization to carry out
a second stage of the working group to develop additional instruments.

This involved the design, development and implementation of communication and
training strategies to promote the importance of ethics and to provide assistance in
implementing plans adapted to each country’s needs and circumstances. These
strategies include different tools, such as the Self-Assessment Guide, which is
fundamentally aimed at converting words into actions.

Effectively, it is a matter of applying the main principles provided in the Charter-
Document on “The minimum attributes for a sound and effective tax administration”,
as well as in the “Declaration and Promotion of Ethics in the Tax Administration”.

The Self-Assessment Guide is product of the Model Code of Conduct Working Group,
which endeavors to be the instrument for setting the guidelines for defining, executing
and subsequently reviewing the effectiveness of the specific strategies used by the
various tax administrations in developing and promoting their ethical values.
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«AlaopaAlon TG aKePALOTNTAC TOU POPOAOYLKOU Kal TOU TEAWVELAKOU eAEyxou», Emtimedo 2
Kol «Eloiynon HETPWV yLa T SLaopAaAion TG AKEPALOTNTOC TN EAEYKTIKNG Stadikaaoiag - MPaKTikn
aoknon», Eninedo 3
The Self-Assessment Guide is a fundamental tool with ultimate objectives to:

Identify the critical aspects of the ethical infrastructure of an organization and
leadership requirements for effective corporate governance and the development an
organizational structure based on principles and values shared and known by all its
members.

Promote in the organization the philosophy of continuous improvement and permanent
development of high levels of integrity.

Provide a methodology for the application of this tool.

One must take into account that there may be multiple sources or causes of irregular
behaviors in an organization, such as: the level of social awareness, generally accepted
traditions or customs, or lack of adequate management controls.

Given this variety of external and internal elements affecting the level of integrity, the
Self-Assessment Guide endeavors to analyze the initial situation and detect areas for
improvement so as to arrive at increased levels of ethics, integrity and transparency in
the tax administrations.

The method of application of self-assessment carried out by qualified staff, will allow
for detecting strong points and the areas of the organization that may be improved. It
will be very useful to be able to determine these factors and to define and implement
specific action plans regarding integrity, while substantially improving the external
image.

Self-assessment presupposes compliance with a series of essential and indispensable
elements for achieving the desired results. Some of them are: periodic review and
supervision; the commitment of top-level authorities; comparison with suitable
elements of reference; and the permanent nature of the process.

The process is applied according to the following phases:

Self-assessment based on different existing techniques, with flexibility for each
organization to adjust the techniques to its own demands and circumstances
Identification of strong points and areas for improvement

Application of criteria for determining the areas for improvement that are critical to an
organization

Selection of the most critical areas for improvement

Determination of an execution plan and schedule

Periodic review of the level of progress achieved based on the established plan

There is no single way of undertaking or applying the self-assessment technique to an
organization. The success of the methods or systems provided in this Guide will depend
on a number of different factors. The fundamentally factors include the current capacity
of the tax administration to apply the guide and the resulting plan, the convenience of
doing so, and the timeliness for its application within the organization.

In any case, it must be noted that any organization, regardless of the precision of the
results of its self-assessment may initiate a process of continuous improvement.
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«AlaodAaALon TG akepaldTNTAS TOU POPOAOYLKOU KL TOU TEAWVELAKOU eAEYXOUY, Emtinedo 2
Kol «Eloiynon HETPWV yLa T SLaopAaAion TG AKEPALOTNTOC TN EAEYKTIKNG Stadikaaoiag - MPaKTikn
aoknon», Eninedo 3
The practical application of this Self-Assessment Guide that is undertaken by the tax
administration itself, through staff duly qualified and trained for this purpose, will result
in the design and implementation of an Integrity Plan.

In this case, the logical process consists of a series of successive phases such as:

Obtaining the full support and commitment from highest level authorities of the Tax
Administration

Establishing a duly trained working group to carry out the self-assessment. Optionally,
the CIAT Executive Secretariat’s technical support could be requested for facilitating
the process

Performing the self-assessment and obtaining the necessary evidence, and designing an
action plan for implementing the working group’s recommendations

Appointing a working group to implementing the Plan, as well as determining the
supervision, review and feedback processes. In this case, as well, CIAT’s technical
support could be requested

Exchanging experiences and good practices with other tax administrations that may
have carried out similar processes
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Spain: General Data 2014

0 Spain is a state who's territory is organised in 17 Communities (15 with

a Common Tax System and 2 of them, the Basque Country and Navarre,

with a Local System) and 2 Autonomous Cities; 52 Provinces and 8,114
Municipalities

O Type of State: Parliamentary monarchy

O Area: 504,782 km?

O Population : 46,646,053 habitants (9.76% foreign residents)
O Demographic density: 92 habitants per km?

O Urban population: 79.6% (in towns over 10,000 inhabitants)

* Source: National Statistics Institute (INE)
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Spain: Economic Data 2014 (I)

U Currency: Euro (€)

0 Gross Domestic Product (GDP): € 1,058,469 million
Q Year-on-year GDP growth: 1.4% (estimated values)

O GDP per capita: € 22,780

O Public deficit: 5,8% of GDP (Deficit 6.6% in 2013)

4 Trade balance: - €25.497 million

O CPI (yearly rate): -1%

Source: INE and ICEX
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Spain: Economic Data 2014 (lI)
O Distribution of employment by economic areas
= Services: 74.9%

» Industry (including construction): 20.7%

= Agriculture and livestock farming: 4.4%

0 GDP by most important branches of activity
= Services: 73.6%
» Industry: 15.6%
= Construction: 8.4%

= Farming, livestock and fisheries: 2.5%

*Sources: INE and Tourism Survey Institute

Planning and Institutional Realtionships Service
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Spain: Economic Data 2014 (l11)

U Spain's most important industries

* Food

= Car manufacturing
» Chemicals

» Metal products

O Spain's most representative export sectors

= Cars
» Semi-manufactured goods
= Capital goods

0 Spain is one of the world's main tourist destinations: 65 million
tourists in 2014

*Sources: INE and Tourism Surveys Institute
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Spanish economy worldwide (1)

Country

China
Germany
United Kingdom
France

Italy

Canada
Australia
Netherlands
Austria
South Africa
Greece

(1) billion dollars
Source: The World BanK

GDP 2014 (1)

USA

10,360 17,420
3,853
2,942
2,829

2 144 JAPAN

1,787 4,601
1,041
869
436

349 Spain

2317 1,404
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Spain’s Tax and Customs System ()
Direct Taxes

U Income taxes
» Personal Income Tax
= Non-resident Income Tax
= Corporation Tax
= Economic Activities Tax

» Tax on the Increase in Value of Urban Building Land

Q Capital
» Estate and Donations Duty
» Wealth Tax
= Property Tax

= Road Tax

U New Taxes 2013 and 2014:
= Tax on electricity generation value
» Tax on the production of spent nuclear fuel and radioactive waste from the generation of nuclear power
» Tax on the storage of spent nuclear fuel and radioactive waste in centralised facilities

= Tax on Deposits in Credit Entities

Planning and Institutional Realtionships Service
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Spain’s Tax and Customs System (lI)
Indirect Taxes

Q VAT
U Excise Taxes
= Manufacturing Excise Duties:

» Excise Taxes on Alcohol and Alcoholic Beverages (Beer, Wine and Fermented Drinks; a Interim
Products, on Alcohol and Derived Drinks)

» Hydrocarbon Tax
» Tax on Tobacco Products
» Electricity Tax
» Tax on Certain Modes of Transport.

= Coal Tax

U Income from Customs

UTax on Insurance Premiums

U Tax on Capital Transfers and Documented Legal Acts
U Tax on Gaming Activities

U Games Taxes

U Tax on Fluorinated Greenhouse Gases

U Tax on Buildings Installations and Works

Planning and Institutional Realtionships Service
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Spain’s Tax and Customs System (lll)
State-managed taxes

d Personal Income Tax
U Corporation Tax
U Non-resident Income Tax

4 Value Added Tax
O Excise Taxes:
U Manufacturing Excise Taxes:

U Excise Taxes on Alcohol and Alcoholic Drinks (on Beer, Wine and Fermented Drinks, on Intermediate Products, on Alcohol and
Derived Drinks)

U Hydrocarbon Tax

U Tax on Tobacco Products

U Electricity Tax
U Tax on Certain Modes of Transport (currently not managed by the Autonomous Communities)
U Coal Tax

Q Tax on Insurance Premiums
U Tax on Gaming Activities
U Income from Customs

U Wealth Tax (jointly managed with the Autonomous Communities)

U Tax on the value of electricity generation.

U Tax on the production of spent nuclear fuel and radioactive waste from the generation of nuclear power.
U Tax on the storage of spent nuclear fuel and radioactive waste in centralised facilities.

U Tax on Fluorinated Greenhouse Gases

U Tax on Deposits in Credit Entities

Planning and Institutional Realtionships Service
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Spain’s Tax and Customs System (1V)

Tax collection transferred to the Autonomous Communities
for state-managed taxes:

U Personal Income Tax: 50%

U Value Added Tax: 50%

U Excise Taxes:
= Manufacturing Excise Taxes:

» Excise Taxes on Alcohol and Alcoholic Drinks (on Beer, Wine and Fermented Drinks, on Interim
Products, on Alcohol and Derived Drinks): 58%

» Hydrocarbon Tax: general state rate 58%, special state rate 100%
» Tax on Tobacco Products: 58%
» Electricity Tax: 100%

= Tax on Certain Ways of Transport and autonomous community rate of Hydrocarbon Tax: 100% (distributed to
the Regions individually by the Tax Agency, according to the payments and self-assessment payments made)

U Tax on Gaming Activities: 100% (with some exceptions, such as sports charitable pari-mutuel, state horse-racing
pari-mutuel and non-residents in Spain)

Planning and Institutional Realtionships Service
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Spain’s Tax and Customs System (V)

Taxes managed by the Autonomous Communities:

O Own taxes

O State taxes:
» Tax on Capital Transfers and Documented Legal Acts
= Estate and Donations Duty
= Gaming Taxes

» Wealth Tax (jointly managed)

Planning and Institutional Realtionships Service
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Structure of the Tax and Customs System (VI)
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Taxes managed by Local Authorities:

O Mandatory levied:

= Economic Activities Tax

= Property Tax
= Road Tax

O Voluntary levied:

= Tax on Buildings, Installations and Works

= Tax on the Increase in Value of Urban Building Land

Planning and Institutional Realtionships Service
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Structure of the Tax and Customs System (VII)

Territorial specialties:

O Canary Islands:
= Canarian General Indirect Tax (IGIC)

» Excise on imported and delivered goods in the Canary Islands

O Ceuta and Melilla:
» Tax on production, services and imported goods (IPSI)

= There don’t have transferred taxes

Planning and Institutional Realtionships Service
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What is the Tax Agency? (1)

U A state body governed by public law attached to the Ministry of the
Treasury and Public Administrations through the State Secretariat for
the Treasury

U Creation: On January 15t 1992, as an organization under public law

O It works under its own legal regime which confers it a certain level
of autonomy in budgetary matters and personnel management

U It is an organisation that works under target achievement

O Unlike other countries, Customs is part of the Tax Agency
organisation

O The main sign of its activity is the amount of tax revenues; part of
which are handed to other Common regime Autonomous Communities

Planning and Institutional Realtionships Service
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What is the Tax Agency? (ll)

U The Tax Agency has no authority for drafting or approving tax
regulations, nor for allocating public resources

U Its fundamental aim is to foster voluntary compliance by the
citizens of their tax obligations and to prevent and fight tax fraud. To
achieve this targets the Agency delivers a dual function:

* Providing information services and the assistance required to
minimise the indirect costs associated with tax liabilities
compliance.

» Investigation and checking to correct any failures in
complying tax requirements.

Planning and Institutional Realtionships Service
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Key figures 2014
Revenvecollected: | |

Net tax revenue: €174,987 million
Gross tax revenue: €221,707 million
Revenue directly collected through actions performed €12,318 million
Taxregiser:
General Taxpayer Register 53,533,687
Register of Taxpayers in Special Block Tax System 1,492,224
Tax register of business owners, professionals and withholders 7,791,925
Large Enterprises Tax Register 33,146
Tax Register of Excise Operators 88,129
Tax Register of Customs Operators 1,696
Principal ax retrns managed: |
Personal Income Tax 19,203,136
Corporation Tax 1,434,775
VAT 3,398,473
Excise Duties 8,131,397
Foreign Commerce 12,493,050

Planning and Institutional Realtionships Service
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Pres | d en Cy __________ ‘ - Senior Board for Tax Management I

and Co-ordination

Permanent Steering Committee |
erritorial Director’s Office Il
Co-ordination Committee

Security and control Commission [
—_— Financial and Tax Audit Department

Tax Management Department

— Tax Collection Department

i[ Director General's Office I

4 Customs and Excise Duties —J Assistaqt Director's
“ Comtroller I Department Office for
Customs Surveillance

Taxation IT Department

:l Internal Audit Services l |

Human Resources Department

Office for
Human Resources

Support Unit to the Public S l

‘ Prosecutor (Financial Crimes) Legal Senices

Standing Technical

Agency General Control Secretgnat
Plan | for the Senior Board

Taxation and Statistical Surveys Servicﬂ

I
l J Assistant Director's
|
I

Financial Management Service

‘ Co-ordination Committee

17 Regional Councils

— Planning and I for Managing and
‘ Institutional Relations Service Co-ordinating
| - Taxation Management
‘ ’ E:rgt;a#gxfg;%z l | 17 Regional Offices I Tt '
| i | 193 Local Offices I
H 39 Branches | -

' 31 Local Customs ]I
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Financial and budgetary System (I)

Tax Agency Budget Evolution

1500

1400 1.406 1397
iy m

1300 1,322

1200 /60 1,303

1100 1.08 1,149

1000 /

4 _r
S)()() 963

800
700
600

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014

€ million
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Financial and budgetary System (ll)
Tax Agency Budget 2014: 1,322
Total expenditure: 1,313.7*
Breakdown by expenditure items

4%

23%

m Current costs © Personnel costs Real investments

* € million
Planning and Institutional Realtionships Service
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Financial and budgetary System (lll)

Cost of managing tax income (2011)

Germany 1.40 Management cost for every 100
Australia 0.99 net monetary units collected
Belgium 1.36

Canada 1.31

France 1.20 Spain: 0.86 ﬁ
Italy 1.00

Japan 1.75

United Kingdom 0.83 Average: 1.03
Sweden 0.40

USA 0.62 Source: OECD Comparative Information Series / 2013
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Human Resources (I)
0,28 %

Total employees at 31-12-1991 Total employees at 31-12-2014
25,669 25,742

Distribution of staff in Central Services - Regional Network —

1991 2014*

9% 12.99%

91% 87.01%

CENTRAL SERVICES . REGIONAL SERVICES

* The staff of the Central Office for Large Taxpayers, created in 2006, are included in the Central Services,

Planning and Institutional Realtionships Service
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Human Resources (ll)

Evolution in workforce numbers

29,000
27,951 27,880

28,000 | 27415

— 27,247
27,000 27227

26,000

25,742

25,000

24,000

23,000

22,000

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014
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Human Resources (1)

Distribution by area 1991-2014

8,000 -
7,000 -
6,000 -
4,957

5,000 - py—r 4,50 4318
4,000 1 T 3644
3,000 -
2.000
1,000 -

0,000 ' ' '
Management Audit Revenue Customs IT Other
collection

7,195

6,234

4,272

3,775

2,936

1,959

@31/12/1991 0 31/12/2014
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Human Resources (1V)

Distribution by Groups of Academic Qualifications

1991-2014
12,000 - 10,388
10,000 - 9,311
7,670
8,000 -
6,466
6’000 N 4,994 4,781
4,000 -
2,348 2,120

2 000 - 1,559 . 1,617
0,000 j | ‘ ‘ ‘ ‘ ‘

Manager scale Technician scale Clerk scale Office personnel Contract personnel

scale

B 31/12/1991 0O31/12/2014
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Human Resources (V)

Average age 1991 - 2014

60

50.45
50 '

40 35

30

20

10 ~

1991 2014

Planning and Institutional Realtionships Service



Www.i'a_’g"glnlcjlatributaria.es
Vaad &\ 3

/“ Agencia Tributaria

Human Resources (VI)
Agency staff training 2014

Expenditure on training

(including travel) No. of participants

100,000

4,000,000 81,439
80,000
2,594,060 60,000
2,000,000 hilkie.tal 40,000

20,000 15,442
ool
0 - 1992 2014
1992 2014

No. of training hours

* In 1995, a Continuing Professional 1.200.000 1,088,229
Development Plan was established, implemented
within the framework of the Agreement on
Continuing Professional Development in the LY IE
Public Administrations

400.000

267,610
0

. I . . . 1992 2014
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Human Resources (VII)
Ratio Population / Tax Administration Staff (2011)

Germany 740
Australia 1,245

Belgium 1,040 .

Canada 381 Spain: 1,958
France 942

Italy 1,849

Japan 2,272

United Kingdom 929

Sweden 1,152 . Average: |e24
Switzerland 8.324 e
USA 3,290

Source: OECD Comparative Information Series / 2013
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Planning

O Annual Planning Documents:

= Objectives Plan

= Annual Tax and Customs Control Plan
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Tax collection (I)

Gross revenue

9%

9.7 % 0.4% 1.34% 3.3% 0.9%
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Tax collection (II)

250,000 Net revenue (*)
’ 13.5%
17 %
" LA 4.2% 0.2% 3.6%
200’676 10.7% 20
200,000 $ N P ' o 5
iy 174,987
159,536 161,760 168,567 168,847
100,000
50,000
0,000

2007 2008 2009 2010 2011 2012 2013 2014

Amounts in millions of €

(*) Reflects total revenue discounting the participation of the Regional Offices / Autonomous Communities
and Local Authorities

Planning and Institutional Realtionships Service



/“ Agencia Tributaria .wwwl ‘agenci ii)b’té’ﬁi“a;"es
Tax collection (l11)

Tax revenue by item 2014
Total: €174,987 million

Duty and
_ Other taxes  other revenue
Excise Taxes 2.73% 1.22%

10.92%

VAT
32.11%

Non
Residents Corporation
Income Tax Tax
0.81% 10.69%
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Tax collection (1V)
Results from combating fraud 2005 - 2014
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Application of taxes and similar levies

U Internet portal and Electronic Office

Key figures
Website hits
Online Personal Income Tax Returns
Electronic Office:
» Personalised services: “My files”, “My notifications” and “My tax registration details”
» Income Tax Campaign
» Filing tax returns online: On one's own behalf; Through a representative: social collaborators, large
enterprises
» Computer help programmes

U Information and assistance for the taxpayer

= Communication channels

= Prepopulated return and tax info for Personal Income Tax

= Other services for the public: INFORMA programme, basic tax information, appointments for assistance with taxes
U Payment facilities for tax liabilities

= Tax collection by authorised credit institutions

= Payment by direct debit, card or telephone
= Deferred and staged payments

U Speeding up customs clearance

Planning and Institutional Realtionships Service
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Internet portal and Electronic Office

/“ Agencia Tributaria

Key figures 2014
‘ 13,976,316 Personal Income Tax returns filed by Internet I
| 817,634,030 hits at Tax Agency's websites I
| 100% SAD's and transits filed online I

Planning and Institutional Realtionships Service
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Development of Tax Agency s websites hits
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Internet Portal

Personal Income Tax returns filed by Internet
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Electronic Office (1)

O Law 11/2007, of 22 June, on Citizens' Electronic Access to Public Services sets forth:

= the rights of citizens to carry out their relations with the Public Administrations
electronically

= the latter's obligation to facilitate such electronic access

O Tax Agency procedures have been in compliance with Law 11/2007 since 31 December
2009. After much endeavour, the Electronic Office was created

O Accessible from the Tax Agency portal or directly at

O Citizens interact electronically using an electronic signature, advanced in some cases
and not so in others

O The creation of non-advanced electronic signature systems such as RENY (since 2011)

and PIN24H (since 2013) facilitates certain electronic procedures and has led to their
general use by the public

Planning and Institutional Realtionships Service
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Electronic Office (ll)

Personalised services:

QO The Electronic Office enables all procedures to be performed online:

» “Procedures, services and formalities” broken down by tax

The public is entitled to obtain information, make consultations and statements,
place requests, immediately obtain tax certificates, indicate their consent, make
payments, undertake transactions and appeal against resolutions and
administrative decisions...

= Noteworthy services by campaign: for example sending prepopulated
returns and tax information for filing personal income tax returns...

» Register of powers of attorney to grant, revoke and register powers of
attorney via Internet

Planning and Institutional Realtionships Service



-

/“ Agencia Tributaria /-W’vvwlé‘géﬁcia.tﬂ‘ﬁutariaﬁsg

Electronic Office (llI)
Personalised services:

"My notifications"

Option of receiving notifications entering electronically in the Agency's Own Office and
linking with the Electronic Notifications Service through the General entry point via the
specifically Enabled Electronic Address

In 2014, 11.2 mandatory electronic notifications were issued, of which 11 million come
from obligatory holders of Mandatory Electronic Notiification (NEQO). Since it was
introduced in 2011, this system has saved 64 million euros

Q" My files"
In the procedures in which users are parties, right to know the procedure status and
obtain electronic copies of electronic documents

O "My register details"
Citizens may check and modify their tax address

O “Collation of electronic documents” In order to verify the integrity of the Agency's
electronic documents authenticated using a Secure Verification Code (SVC)

Planning and Institutional Realtionships Service
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Electronic Office (1V)
Personalised services: Income Tax Campaign

U The Tax Agency supplies taxpayers with the tax information they
require to file their Personal Income Tax returns

U Sends, if the taxpayer is included in the target group, has requested it
so and unless he/she has seen it on the internet, the Tax Returns draft to
his home. It’s checked, confirmed and modified by, phone, internet and
SMS ...

U Free mobile Apps enabling certain procedures, such as requesting an
appointment or Cl@ve PIN, to be done via mobile phone

0 RENG : Service for obtaining prepopulated return and tax information
by Internet. 15,155,471 in 2014

0 124,992 Renta 2013 tax returns were filed using PIN24H

Planning and Institutional Realtionships Service
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Electronic Office (V)
Filing tax returns online

O On one's own behalf

Taxpayers file their tax returns through the Agency's electronic office using the
identification and authentication systems (electronic signature) provided for under
Law 11/2007.

O Through a representative: Social collaborators and proxies

Taxpayers may assign a proxy or authorise a collaborating institution that has signed
an agreement with the Tax Agency, to file tax returns for the different taxes on their
behalf.

O Large Enterprises: Mandatory

O Order HAP/2194/2013, 22" that establishes the procedures and general
conditions  under which certain Income Tax Returns Files and informative
declarations should be filed ( by Official State Gazette, november 26 " 2013), is
extended and spread to electronic files.

Planning and Institutional Realtionships Service
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Electronic Office (VI)
Filing of tax returns. Computer help programmes

0 The Tax Agency offers computer help programmes for the main taxes.
Nonadays, chosen help programmes - those that require to be downloaded and
installed in taxpayer's equipment - are being replaced by online services that
are executed from Tax Agency's Electronic Office (i.e. Calculus service of tax
witholdings) or by online quiestionnarie.

Q It directly helps taxpayers to prepare their returns in its offices or through
Collaborating Organisations, prior askance of appointment.

O In 2014, a total of 19,254,119 income tax returns were presented for 2013.
These returns were presented using the help programmes, as income tax
returns for 2013 and later years can no longer be filed manually, in a pre printed
sheet.

Planning and Institutional Realtionships Service
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Information and assistance for the taxpayer

Communication channels

O Telephone information and helpline
O Written or postal information: Letters, leaflets, manuals...

O Publicity campaigns informing taxpayers (especially in the Annual
Income Tax Campaign): Press, radio, television

O "INFORMA" Programme

Q You Tube video channel and chat, Twitter y Skype for computing
inquiries

Planning and Institutional Realtionships Service
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Information and assistance for the taxpayer (ll)

Sending of Personal Income Tax Information and Tax Returns Drafts
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Information and assistance for the taxpayer (lll)

Tax Returns Drafts and Tax Information for Personal Income Tax sent. 2007/2014
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Information and assistance for the taxpayer (1V)
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Information and assistance for the taxpayer (V)
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Other services for the public

Calls answered by the basic tax information call centre service
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Information and assistance for the taxpayer (VI)

Other services for the public

U Appointment service for preparing tax returns:

= Appointments arranged for all the help programmes
and notifications: 3,401,553, of which 2,358,671 correspond
to appointments arranged in the Income Tax Campaign

» E|l programa ATENEO, que permite computar la atencion
presencial, registro en 2014 que 16.853.635 contribuyentes
acudieron a las oficinas de la Agencia Tributaria para realizar
cualquier tramite o gestion.

Planning and Institutional Realtionships Service
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Payment facilities for tax liabilities (1)

U Organisations that collaborate in collection management: 132
0 Revenue collected: €220.717 million

U Types of collaborating Credit Entities:
= Private banks
= Savings Banks

U Payment by direct debit, card or telephone

Planning and Institutional Realtionships Service
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Payment facilities for tax liabilities (ll)

Number of payment deferrals requested
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Speeding up customs clearance
O The number of customs returns filed online with scanned documentation
IS growing: 24 hours a day, 365 days a year

O A validation system has been installed which immediately rejects electronic
returns that do not comply with the acceptance requirements

O The electronic file contains all the documentation to do with the
tax return, included either by the returning party or by the Customs Authority

O E-mail communication extends to the “release of goods” and
other notifications related to the clearance or procedure

O A simplified transit procedure has been introduced for goods traffic
in railway freight containers

Planning and Institutional Realtionships Service
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Tax and Customs Control

» Selective checks and investigation actions
« Extensive checking actions
* Phase collection actions

* Integrated actions

Planning and Institutional Realtionships Service

Vo

W l!aelll

n |atrl|buta

ria. GS'



/“ Agencia Tributaria ’Www| |,|!algelnlcilatrlibutaria.es"

Tax and Customs Control

» Selective checks and investigation actions

« Extensive checking actions
* Phase collection actions

* Integrated actions

Planning and Institutional Realtionships Service
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Selective checking and investigation activities 2014 (1)

O Taxation sphere - Audit Department

0 Customs sphere — Customs and Excise Department
2 To find and detect the most complex unfullfillments
Purpose
- To chase tax fraud most sophisticated forms

- Performed inside and out of Tax Agency

Selective offices

checks - Taxpayers that present high tax risk

Planning and Institutional Realtionships Service
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Selective checks and investigation activities 2014 (ll)

No. of taxpayers

audited 29,961
No. of decisions
ruled 66,988
Settled debt
(€ million) 4,987.31
Amount of reimbursements 291.84

reduction

Complaints of tax offence

N° of files: 391
Evaded fees: 305,04 ( million euros)

Planning and Institutional Realtionships Service
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Selective checks and investigation activities 2014 (lll)

QO Actions against black economy (visits to companies and business establishments):
= 11,223 visits were started/ 478 of which on presumed issuers of fake bills
= 7,410 actions tending to non declared tenancy rents
» 682 survelliances of residents associations
» 1,174 actions to control turnovers, payment means and cash use
= 586 actions of census control
» 1,223 visits to examine companies” computer systems
U Actions over operations with high level bank notes
O Production of 3,032 rebate control files

U Processing of 12,738 control and monitoring files from the Registry of Intra-Community
Operators and the Registry of Monthly Rebates

Planning and Institutional Realtionships Service
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Selective checks and investigation activities 2014 (1V)
Total no. actions performed
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Control selectivo e investigacion 2014 (V)
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Tax and Customs Control

» Selective checks and investigation actions
« Extensive checking actions
* Phase collection actions

* Integrated actions

Planning and Institutional Realtionships Service
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Extensive checking activities 2014 (1)

QO Taxation sphere == Management Department and Great Companies*
Management Units

O Customs sphere =) Customs and Excise Department

imm) Correction of arithmetical mistakes in tax returns

Purpose
P mmm) Correction of disagreements with information
supplied by third parties
mmm) Performed in Tax Agency offices
Mass
checking I==) \erifying - on a general bases — compliance of

all tax liabilities

* Taxpayers whose amount of business in the previous natural year exceeds the figure of 6,01 million euros

Planning and Institutional Realtionships Service
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Extensive checking activities 2014 (II)

N° of settlements

Personal Income Tax 502,674
N° of settlements 49 780
Corporate Tax ’
N° of settlements 122 607
VAT
Settlements and affidavits 40.189
Professional Modules ’
Customs Controls 1,155,369
Excise Tax Survelliances 153,368

Planning and Institutional Realtionships Service
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Extensive checking 2014 (lll)
Total no. actions performed
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Extensive checking 2014 (1V)
Total no. actions
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Tax and Customs Control

» Selective checks and investigation actions
« Extensive checking actions
* Phase collection actions

* Integrated actions

Planning and Institutional Realtionships Service
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Phase collection actions (l)

8,000 Debt collection management 2014

7,000

13,331 € million
6,000 _ 7,153

5,000 | 6.178*
4,000 |

3,000 |
2,000 |

1,000 |

2.000 -

1.000 . .
Actions yielding revenues Management actions

* Revenues attained via enforcement revenues obtained in the voluntary settlement period as the result of a request for
deferral; revenues from cautionary measures, revenues from bankruptcy proceedings and revenues from derived
liabilities
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Phase collection actions (ll)

Actions to ensure debt collection

4,000 1 00 3,624
| 3,173 201'8/

2013 2014

Number of actions

Goal: avoiding assets being siphoned off
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Phase collection actions (lll)

Derived liability (lll)
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Tax and Customs Control

» Selective checks and investigation actions
« Extensive checking actions
* Phase collection actions

* Integrated actions
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Integrated actions (I)

0 Agency actions jointly involving a variety of functional areas

O Noteworthy are:

= collection risk control actions in the verification and return phase

= actions in which the Customs and Excise operations area collaborates with
the tax audit, collection and management bodies

O 2014;
= 16,565 actions

= percentage compliance 117.78%

Planning and Institutional Realtionships Service
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CONTENTS

« Spain: General details and structure of the Tax and
Customs System

* What is the Tax Agency?

* Organisation Chart

* Financial and budgetary System

* Human Resources

* Planning

* Results and actions

» Partnerships

* Public Opinion
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Partnerships

» Information exchange and transfer

« Social co-operation

e International Relations

« Autonomous Communities and Cities

« Large Enterprises Forum
Professional Associations Forum
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Information exchange and transfer (I)

The Tax Agency's partnership policy on the question of information transfer and exchange is implemented
through the following kinds of agreements:

U Agreements to TRANSFER INFORMATION TO OTHER PUBLIC ADMINISTRATIONS:

» For purposes unrelated to taxes:
» Information transfer for activities to control benefits and subsidies
» Information transfer to avoid certificates being issued

» For taxation purposes:
» Spanish Federation of Municipalities and Provinces (FEMP) information exchange agreements
» Information exchange with Autonomous Communities within the Joint Committee

U Agreements for OBTAINING INFORMATION IN THE FIGHT AGAINST FRAUD

= Autonomous Communities and Local Authorities

» Social Security General Fund - Work and Social Security Inspectorate
= National Statistics Institute (INE)

» Police General Directorate

= Money Laundering and Crimes Committee Enforcement Service (SEPBLAC)
= General Directorate for Traffic

= General Directorate for Civil Aviation

» General Directorate for Road Transport

» General Directorate for Merchant Shipping

» Head Office of the Land Registry

» Registrars

= General Council of Notaries

Planning and Institutional Realtionships Service
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Information exchange and transfer (Il)

Information transfer to other Public Administrations

Number of records transferred in 2014 (*)

Autonomous Community 21,541,668

(*) It is necessary to add the 31,408,931 records sent to the Social Security Authority

Planning and Institutional Realtionships Service
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Information exchange and transfer (lll)

Statistics showing the information transfer evolution

160,000,000

140,000,000

120,000,000
100,000,000
80,000,000
60,000,000
40,000,000
20,000,000 J X l X l X X X X X X X

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014

0

. CENTRAL . MINISTRY OF HEALTH . AUTONOMOUS COMMUNITY . LOCAL AUTHORITY

Planning and Institutional Realtionships Service



Agencia Tributaria

Information exchange and transfer (1V)
Percentage of certificates avoiding need to attain them in person

Tax certificates supplied online over the total number of certificates issued by the
Tax Agency
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Partnerships

 Information exchange and transfer

« Social co-operation

e International Relations

e Autonomous Communities and Cities

» Large Enterprises Forum
Professional Associations Forum

Planning and Institutional Realtionships Service
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4,264 Agreements
and Membership
Protocols

AR

Social co-operation

For electronic filing of tax returns, appeals

=»

and other documents on behalf of third parties

- Tax management professionals

- Business Associations and Professional Bodies
- Financial institutions

- Autonomous Communities and Local Authorities
- Companies (for employee tax returns)

- Automobile dealerships (for the IEDMT)

- Transport and agricultural organisations

- Company groups

- Companies (for filing of employee Personal Income Tax returns)

W l!'a’g''e|n|ci|atributaria.es’
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Partnerships

* Information exchange and transfer
» Social Co-operation

‘« International Relations

* Autonomous Communities and Cities

e Large Enterprises Forum
Professional Associations Forum

Planning and Institutional Realtionships Service
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International Relations ()

International organisations in which the Tax Agency participates

NSl

* CIAT: Inter-American Centre of Tax Administrations
* IOTA: Intra-European Organisation of Tax Administrations
« OECD: Organisation for Economic Co-operation and Development

« OMA: World Customs Organisation

Planning and Institutional Realtionships Service
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International Relations (Il)

U FISCALIS 2020 programme

= The Tax Agency, through the International Relations Coordination Unit, manages the
Spanish side of the FISCALIS 2020 programme, and through the Customs and Special
Taxes Department, the Customs 2020 programme. These programmes promote and fund
administrative and tax cooperation among member countries: international seminars,
technical groups, multilateral controls, working visits by civil servants from different countries,
etc.

= Number of Spanish participants, in the last fiscal year, in activities in the FISCALIS
programme organised by other European Administrations: 251

= CUSTOMS 2020: The Customs and Special Taxes Department undertook the following
activities in the context of the Customs 2020 programme during 2014: Workshops, Seminars
and Courses 10, Participating civil servants 18, Working visits (civil servants foreigners to
Spain) 23, Working visits (Spaniards civil servants abroad) 12

U OECD- Committee on Fiscal Affairs (CFA)

» Goal: To develop a set of standards or conventions in various matters relating to
international taxation.

= Activities: Participation in the Action Groups of the BEPS Project; the Common Reporting
Standard (CRS) was approved in the context of automated sharing of information, and

others.
Planning and Institutional Realtionships Service
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International Relations (llI)
U Intra-European Organisation of Tax Administrations (IOTA)

= Mission: to provide a forum for discussing practical questions in tax administration, promote cooperation
between the tax administrations of the European region, and support their development according to the
individual needs of each one.

» |n 2014, Spain joined its Executive Council, participated in 3 General Assemblies, 1 Workgroup and 19
Workshops, and answered 60 queries.

Q CIAT

= Goal: To provide specialist technical assistance for updating and modernising tax administrations. Non-profit.

= |In 2014 the Agency organised the Technical Conference in Santiago de Compostela, focusing on “The
optimisation of resources and processes of tax administrations”

= Activities: Participation in the General Assembly, the Ethics Committee and the Tax Code

U EUROsocial Il

= The European Union's regional programme to strengthen social cohesion in Latin America.
= Work done: AEAT provided assistance to Argentina, Bolivia, Brazil, Costa Rica, Colombia, El Salvador,
Guatemala, Mexico, Peru and Uruguay.

U CUBA - EU Expertise Exchange Programme

» Development Cooperation project funded by the EU
= 2014: 5 attendances and 10 expert attendees

Planning and Institutional Realtionships Service
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International Relations (1V)
UActivities with other international bodies

= Participation in:
v'Skill-building activities in the PIFTE (Ibero-American Specialist Technical Training Programme) organised in
Ibero-America and Spain.
v International training and courses in tax administration for the civil servants of the region's countries.

U Other activities

= Interministerial Workgroup led by the ICEX (Ministry of the Economy and Competition) for analysing and improving
Spain's position in the indicators of the World Bank's annual "Doing Business" report.

O International Relations of the Customs and Special Taxes Department:
= Main sphere of activity: European Union (Council of Europe, European Commission and the anti-fraud office, OLAF).
= Participation in meetings and workgroups of the World Customs Organisation (WCO).

= Activities within the multilateral agreement on cooperation and mutual assistance among the Customs Departments of
Latin America, Portugal and Spain (COMALEP) and in the context of bilateral agreements with third countries, and in
other international forums; CCLEC (Caribbean Customs Law Enforcement Council), and FATF (Financial Action Task
Force).

= Participation in EU forums: Including those of the Council (Customs Union, Customs Cooperation, COSI Security
and Fiscal Matters) and of the Commission.

» Participation in other technical forums: The World Customs Organization held the Global AEO Conference in
Madrid from 28 to 30 April 2014, jointly organised by the WCO, the Korean Customs Department and the Customs and
Special Taxes Department.

Planning and Institutional Realtionships Service
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Partnerships

 Information exchange and transfer
« Social Co-operation

e International Relations

e Large Enterprises Forum
Professional Associations Forum
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Autonomous Communities and Cities
under the common system (I)

Tax Management Co-ordination Bodies (Jurisdiction over
all the Taxes and Levies Transferred)

U Senior Board for Tax Management and Co-ordination

U Regional Councils for Tax Management and Co-ordination (17 in the

country overall)

Planning and Institutional Realtionships Service
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Autonomous Communities and Cities
under the common system (ll)

Senior Board for Tax Management and Co-ordination

O A collegiate body, made up of representatives from the State Tax
Administration and the Tax Administrations of the Autonomous Communities
and Cities with a Statute of Autonomy, charged with co-ordinating

management of the transferred taxes and levies.

O Functions: Article 65.3 of Law 22/2009, of 18 December, regulating the tax
and administrative measures of the new system for financing the Autonomous
Communities under the Common System and Cities with Autonomy Statutes

and modifying certain tax regulations.

Planning and Institutional Realtionships Service
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Autonomous Communities and Cities
under the common system (lll)

Regional Councils for Tax Management and Co-ordination

U Collegiate bodies, made up of representatives from the State Tax Administration and
the Tax Administrations of the Autonomous Communities and Cities with a Statute of
Autonomy, charged with co-ordinating management of the transferred taxes and levies

in their respective regions

U Functions: Article 66.2 of Law 22/2009, of 18 December, regulating the tax and
administrative measures of the new system for financing the Autonomous Communities
under the Common System and Cities with Autonomy Statutes and modifying certain tax

regulations.

Planning and Institutional Realtionships Service
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Special System Treasuries (I)

Distribution of jurisdictions: Financial Covenant
(Navarre), Financial Arrangement (Basque Country)

O Jurisdiction to maintain, establish and regulate their own taxation system within their own
regions, in keeping with the terms and conditions set forth in the respective Financial

Covenant and Arrangement

O Principles of fiscal harmonisation: Compliance with General Tax Legislation in
terminology and concepts; equivalent, effective overall fiscal pressure; guarantee of
freedom of movement and establishment of persons, goods, capital and services in all of

Spain; and respect for the harmonisation principles set forth in EU regulations

U They contribute to the non-transferred state charges through a sum known as quota
(Basque Country) or contribution (Navarre)

Planning and Institutional Realtionships Service
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Special System Treasuries (Il)

Relationship, co-operation and collaboration bodies and bodies for
resolving conflicts

O Financial Arrangement with the Basque Country:

» Joint Committee
» Regulatory Co-ordination and Assessment Committee

> Arbitration Board

O Financial Covenant with Navarre:

> Co-ordination Committee

> Arbitration Board

Planning and Institutional Realtionships Service
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* Information exchange and transfer
» Social Co-operation
* International Relations

* Autonomous Communities and Cities

. Large Enterprises Forum
- Professional Associations Forum
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/ﬁ*

fagenm

atrllbutarla es;



/“ Agencia Tributaria ’WWW“| lage |n ?!cie\trlibutaria.es, _
Partnerships

« Social Co-operation
 International Relations

« Autonomous Communities and Cities

e Large Enterprises Forum
Professional Associations Forum

Planning and Institutional Realtionships Service
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Large Enterprises Forum (I)

0 Goal: Abody enabling a co-operative relationship between the Tax Agency and a
limited number of large enterprises in Spain

. Co-operative relationship: To foster greater collaboration based on the
principles of transparency and mutual trust through a knowledge and
pooling of the problems that may arise when applying the taxation system

O Created: 10 July 2009

. No. of member enterprises: 27 organisations from different sectors
O Make-up:

. Presidency: President of the Tax Agency

. Representing the Tax Agency: Director General (Vice Chairman of the
Forum) and heads of the Management, Audit, Collection and Customs
Departments; heads of the Planning and Institutional Relations Department
and of the Large Taxpayers Central Office.

. Representing the enterprises: Members of their boards of directors

Planning and Institutional Realtionships Service
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O Functioning: Plenary sessions and Working Parties

O Plenary Sessions:

= Ordinary: At least once every six months
= Extraordinary: - Called by the president
- At the request of at least five enterprises

O Agreements: Always by consensus among attendees
O Meetings Calendar: 6-monthly meetings

0 Working Parties formed:

» Analysis and rationalization of indirect fiscal burdens
= Analysis of tax legislation and conflict lessening

» Project for the Immediate Information Supply

= Cooperative relationship

» Excise Taxes

» The Working Party “Code of Tax Best Practice” was formed for the creation of the
aforementioned. The Code was approved by the Plenary Session of the Forum on July,
20t 2010, meanwhile the Monitoring Committee was formed.

Planning and Institutional Realtionships Service
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Large Enterprises Forum (lll) | N
Code of Tax Best Practice
U Approved by the Plenary session of the Forum on 20 July 2010
U Drawn up jointly by the Administration and companies

U Goal: To improve the application of our tax system through:
. Increased legal certainty
. Reciprocal cooperation between companies and AEAT based on the principles of good faith and loyalty
. Application of responsible fiscal policies by companies

U It contains recommended measures and practices of good governance of companies in fiscal matters, which companies
can adapt to their own characteristics.

0 Commitments:
= Transparency, good faith and co-operation with AEAT in company tax practice.
= Transparency and legal certainty in the application and interpretation of tax law by AEAT
. Reduction of lawsuits and conflict avoidance

USubscription process:
= The Code is generally applicable to any company, whether or not it is part of the Forum
= The agreement of the Board of Directors is required
= The list of member companies is published on the website of the Tax Agency
= 82 companies have joined to date

UMonitoring Committee:
= Six members appointed annually by AEAT and companies equally
= Meetings at least every six months. Agreements by consensus
= Functions: Adding new matters to the Code, interpreting the recommendations, and any initiative which helps the
realisation and practical use of the Code.

Planning and Institutional Realtionships Service
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Professional Associations Forum (I)

O Goal: To improve relations between the Tax Agency and tax advisors by seeking
actions to:

. Facilitate taxpayers' voluntary compliance
. Increase transparency in information
. To improve social collaboration

0 Created: 30 March 2011
. No. of member associations: 10
0 Make-up:
. Presidency: Director General of the Tax Agency
. Representing the Tax Agency:. Directors of the Management, Audit,
Collection, Customs, IT departments; and of Legal Services, Planning and

Institutional Relations and the Catalonia Regional Office
. Representing the associations: Presidents and Vice Presidents

Planning and Institutional Realtionships Service
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Professional Associations Forum (Il)

O Functioning: Plenary sessions and Working Parties
0 Plenary Sessions:
= Ordinary: At least once every six months
» Extraordinary: - Called by the president
- At the request of at least four associations
0 Agreements: Always by consensus among attendees
0 Meetings Calendar: 6-monthly meetings

O Working Parties set up:

= Boost of social collaboration
» Fraud prevention measures

» Appoinment Service Working Party. Its creation is agreed in July 2015 Plenary
Meeting. It hasn’t been formed still

Planning and Institutional Realtionships Service
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CONTENTS

« Spain: General details and structure of the Tax and Customs
System

 What is the Tax Agency?

* Organisation Chart

* Financial and budgetary System

* Human Resources

* Planning

* Results and actions

» Partnerships

* Public Opinion

Planning and Institutional Realtionships Service
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Public Opinion (1)

Evolution in the appraisal of Tax Agency services (1995-2013)

4 -
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Source: Institute of Tax Studies (latest survey published 2013)
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Public Opinion (ll)

Evolution in the appraisal of Tax Agency employees (1996-2013)

6,0
3,5
5,0
4,5
4,0 wa
35 >/
3,0
1996|1997 |1998|1999|2000|2001|2002| 2003|2004 |2005|2006|2007 |2008 2009120102011 (2012|2013
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—pé— Empatia 3541|4036 (39| 40|41 |37 |37 |39 |37 |42)|40|38|39|40|]|39]|40

Source: Institute of Tax Studies (latest survey published 2013)
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RISK MANAGEMENT

Athens 13 February 2017
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SECURITY AND CONTROL COMMISSIONS (1)

. Definition: They consist in specialised Commissions, created in
1998 in the AEAT and charged of the preparation and
development of the security and control corporate policies. For
doing so, they review the procedures set out by the
Departments.

. Their composition promote the debates and the participation:
officials of different background and positions, coming from the
headquarters or territorial offices; high directives, tax and
customs qualified technicians, audit and security experts, IT
professionals.
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SECURITY AND CONTROL COMMISSIONS (2)

. The Tax Agency has a Security and General Control
Commission (Order of 07.11.1997) for the whole of the AEAT
and Security and Control Sector Commissions (Resolution,
26.01.1998, of the President of the AEAT,) with expertise in the
different areas:

— Tax Management.

— Tax Collection.

— Customs, Excises and Customs Surveillance.
— Tax Control (Tax Inspection).

— General Security and Economic Management.
— Tax Information Technology.

. The quoted Resolution regulates the composition of the
Commissions and their functioning.
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COMPOSITION OF THE COMMISSIONS

v President: the Director of the Tax Agency’s Department of the
involved area.

v Vice-president: an Internal Audit Service Senior Inspector

AN

Secretary: a Department official.

v Members: representatives of the involved Department, one
representative of the IT Department and two representatives
from the territorial services.

The Commission may call for attendance other officials, according
to the items in the agenda.
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FUNCTIONS OF THE COMMISSIONS (1)

1) Analysing and evaluating risks related to the organisation
services to develop the corresponding preventing
measures.

2) Maintaining security criteria and guidelines on the
functional scope of the Commission.

3) Making proposals to improve and strengthen the control
and security systems.

4) Establishing an Annual Plan of Activities. The IAS
elaborates an annual report the Commissions activity.
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FUNCTIONS OF THE COMMISSIONS (2)

5) Detecting e investigating relevant risk areas.

6) Analyzing and evaluating the weaknesses and
deficiencies of control.

7) Make operational corrective or control measures, specially
Implementing automatic alarms in the information system.

8) Elaborating regulations and instructions proposals and
elevating them to the Department Director or the General
Director of the AEAT.
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DEFINITION AND MEASURE OF RISK

 RISK is defined as the possibility of incidence of an event with
adverse effects on the achievement of the objectives of an
organization.

« RISK is measured by the product of the probability of the event
and the impact it causes.

— Frequently, the scales of measure of the risks are
gualitative and represented by different colours (red,
orange, green).
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RISK ANALYSIS

 The risks that can affect relevantly to the organisation objectives
must be managed. The risk before (resp. after) controls is called
Inherent risk (resp. residual risk).

 There exists four standard kinds of treatment of the risks:
— To avoid the activities which generate the risk

— To reduce the risk, lowering the probability of incidence, the
Impact or both.

— To transfer totally or partially the risk to a partner.

— To accept the risk. This is a competence of the Board.
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CRITICAL RISK ELEMENTS (COSO Il
METHODOLOGY)

* Internal environment.

« Definition of objectives.
 Identification of risks.

« Evaluation of risks.

* Response to risk.

« Control activities.

« Information y communication.

e Supervision.
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SPANISH TAX AGENCY RISK MAP (1)

« The Risk Map (RM) is a tool used to identify, evaluate and
prioritize groups of risks.

« The Spanish Tax Agency decided in 2005 to develop a first
corporate Risk Map according with a tailor-made methodology,
mainly based in the COSO Il concepts (ERM).

 The Internal Audit Service design the ad hoc RM methodology,
coordinated the whole process and supervised the improvement
plans.

« Forms and graphic instruments were designed to present the
results.

10
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SPANISH TAX AGENCY RISK MAP (2)

The risk analysis and the proposals for risk management were
discussed and prepared in Working Groups (Risk Groups) of the
Security and Control Sector Commissions of the Tax Agency.

Each Working Group Iidentifies and analyses the relevant
operational risks corresponding to the area (collection, control,
customs and excises,...).

The Internal Audit Service carries out the integration of the sector
risk maps, which includes risks of different scopes and origin.

The Tax Agency Director’'s Board validates the work, in particular
launching the different steps and approving the improvement plan
aiming to reduce the selected risks.

Wwww!agenciatributaria.es?
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SPANISH TAX AGENCY RISK MAP (3)

Up to now, the Spanish Tax Agency has carried out two Risk Maps
and performs the third one, but the corporate approach is to work
continuously in that field.

The results were evaluated measuring the reduction of the risk
before and after the implementation of the control measures.

Taking into account the evaluation of the first Risk Map, the
second and third one were formally stated by Instructions of the
General Director of the Tax Agency. Among other improvements,
the scales of measurement of the risks were more granular than in
the previous Map.

Wwww!agenciatributaria.es?
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LAUNCHING THE THIRD RISK MAP

 The third Risk Map has recently identified 42 operational or
strategic risks in any of the different domains of the Agency
activity.

« The Security and Control Sector Commissions have defined
114 related measures to reduce or even eliminate the impact
or probabllity of these risks.

« The whole work has been approved by the Board and the
execution of the measures has been undertaken (2012-
2014).

13
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PROFILE OF THE RISKS

« External Risks (1)

* Information Quality Risks (1)

* Information System Risks (1)

« Strategic Risks (2)

* Information Security Risks (3)

 Finance and Economic Management Risks (3)
« Compliance Risks (4)

« Organization and Functional Design Risks (8)
« Human Resources Risks (8)

 Business Processes Risks (11)

\e
A
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PROFILE OF THE MEASURES

« Staff’s Control Improvement (13)

« Security Policies and Plans (7)

« Communication or Quality Improvement (11)
 Procedures Standardization (20)

« Operational Activities (24)

 Coordination Activities (5)

« Analysis, Design and Evaluation (21)
 Regqgulation Proposals (5)

 Professional Training (8)

15



‘ Agencia Tributaria
&

S1)

S2)

S3)

S4)
S5)
S6)
S7)

TAX AGENCY RISK MAP STEPS

Fixing, cataloguing and prioritizing the objectives of any
category of the organization.

|dentification of the key processes made by AEAT to meeting
each objective.

|dentification of the risks associated with each of the key
processes and objectives.

Evaluation of inherent risk.
|dentification of the controls established by the organization.
Evaluation of residual risk.

Treatment. Analysis of the impact of residual risk and
Identification and evaluation of treatment alternatives.

Wwww!agenciatributaria.es?
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EXAMPLE OF RISKS EVALUATION

90 28 - 69 %

84 72 -14 %

2 13 + 550 %

17



/“ Agencia Tributaria ’ agenc:atnbutana es

EXAMPLE OF CONTROL EVALUATION

PERSONAL 125 65,79 %

AUTOMATIC 32 16,84 %

BOTH 33 17,37 %

18
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RISKS

RETURNS INCOME TAX REFUNDS

Athens 13 February 2017
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RETURNS INCOME TAX REFUNDS

Irregularities committed with the help of some civil servant of
the tax agency

 Recording false document that causes the refund. Bank
account controlled by civil servant. Change domicile
(address) of the supplanted taxpayer.

 Refunds of deceased people.
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RETURNS INCOME TAX REFUNDS
Irregularities committed with the help of some civil servant of

the tax agency

- False administrative resource by rectification of tax
returns.

- Redctification tax return without revenue.

- Supplanted taxpayer: When they know personal data,
Bank account opened recently.
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RETURNS INCOME TAX REFUNDS

Irregularities committed with the help of some civil servant
of the tax agency.

- False Refunds tax returns personal income to reduce
debts.

- Returns of little money (to avoid controls or filters) to
diferent banking account of the taxpayers that are no
declarants.
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RETURNS INCOME TAX REFUNDS

Irregularities committed with the help of some civil servant
of the tax agency.

- Knowing determinate data of the tax return personal
Income of the previous year. They can present by
Internet, online returns They know for the taxpayer.
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TARGET OF INVESTIGATIONS

The target is to obtain evidences of the intervention of civil
servants allied with the receiver of the refunds.

Always investigate the holder (owner) of the bank
accounts, in which the refunds are paid.
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TARGET OF INVESTIGATIONS

RISK ANALISYS (1)

Duplicate refunds: control more than one refund by tax
and period.

Change IBAN of the refund: May be signal of irregularity.
Same bank account in several refunds tax.

Delays in processing without causes, risk resolution
benefit another person.
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TARGET OF INVESTIGATIONS

RISK ANALISYS (Il)

Resolve records in few days or hours.
Resolve records in holidays periods.

Repetition refunds the same taxpayer by the same civil
servant.

Repeat the same civil servant several steps of same
record (of taxrefund).



» A

/“ Agencia Tributaria 'Www.a‘genmatmbutaria,;s-

_\

TARGET OF INVESTIGATIONS

RISK ANALISYS (lll)

« A partner uses the user code of another civil servant
(no screen lock).

« Change domicile (address) to another unit when a
“friend” resolves the refund, and come back domicile.
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TARGET OF INVESTIGATIONS

SPECIFIC TOOLS OF IAS

« Databases (zujar) only for IAS, to manage all of
refunds of Spanish Tax Agency in a period.

« Assign levels of risk.

« To investigate.

10
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OVERVIEW OF CONTROL MODEL

INTERNAL CONTROL AUDIT SERVICE
ATHENS FEBRUARY 2017
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PRELIMINARIES ISSUES

* BIDIRECTIONAL CONTROL

v
SELECTIVE CIgtlaier >> (INTERNAL TAX AND CUSTOM )
v EXTENSIVE CONROL

* ACTIONS TO PROMOTE TAX COMPLIANCE
v INFORMATION SERVICES

Throught INFORMA program, a databe containing the main criteria to apply for tax
regulations.

Basic tax information hotline
Informative letters
Website information channel

vCOMPUTER HELP PROGRAMS FOR PREPARING STATESMENTS.
v'CONDUCTING PROCEDURES BY PHONE
vAPPOINTMENTS

v IN-PERSON ASSISTANCE AT OFFICIES

vREGISTER OR AUTHOIRISATONS, SUCCESSIONS AND LEGAL REPRESENTATION
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* COLLECTION PHASE
v CONTROL OF OUTSTANDING DEBTS

v DEBTS ARISING FROM THE TAX APPLICATION
v MANGEMENT OF DEBTS OF OTHER ENTITIES
« COLLABORATION OF THE AGENCY WITH JURISDICTIONAL BODIES
Includes several ways as:
- Support unit for the anti-corruption office

- Collaboration in the fiel of offences against the Public Treasury (action before
initiation of criminal proceeding; action during crimienal proceeding, action to
ensure the possible financial liabilities declared in a criminial proceeding; actions in
enforcement of criminal sentences.

- Collaboration in other judicial processes.
- Supply of information
* INTEGRATION AND COORDINATION BETWEEN ACTIVITY AREAS
The coordination between areas is articulated through joint protocols:
- Protocol Tax Audit and Collect.
- Protocol Tax Audit and Tax management

- Protocol Tax Audit and Custom Audit
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* PERFORMANCE SUBNMITTED TO A PROCESS OF CENTRAL PLANING
v TAX CONTROL GUIDELINES

v PARCIAL PLANS OF TAX CONTROL
(Tax Audit, Tax Custom, Tax collection, Tax Management)
v YEARLY OBJECTIVES
* INTERNAL CONTROL AND RISK ANALISYS
v STECIFIC COMPUTER APPLICATIONS
v STANDARDIZED PROCEDURES FOR EACH AREA OF ACTIVITY
v ELECTRONIC REGISTRATION AND MONITORING OF ALL TASKS AND ACTIVITIES
v" SCOREBOARD AND RISKS MAP
*INTERNAL AUDIT SERVICE
v INTERNAL CONTROL.:
- Inspection activities

- Permanent monitoring and evaluation of the internal control system risk and
conducts

v INCOMPATIBILITIES AND INVESTIGATION OF CONDUCTS
v INFORMATION SECURITY. ACCES CONTROL
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OVERVIEW OF ELEMENTS ALIGNED

WITH THE PREVENTION OF IRREGULAR
CONDUCTS IN SPANISH TAX AGENCY

Athens. 13 February 2017
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d THERE IS NOT AN EXPLICIT STATEMENT. ALTHOUGH IMPLICT
REFERENCE IN DIFFERENT STRATEGIC DOCUMENTS.

THERE IS NOT AS SUCH AN ETHIC CODE. HOWEVER THERE ARE MANY
GENERAL AND SPECIFYC LAWS THAT STATES RIGHTS AND DUTIES:

FOR EXAMPLE:

g

g

THE LAW THAT SET UP TAX AGENCY

CONFLICT OF INTEREST IN PUBLIC ADMINISTRATION

BASIC STATUTE OF PUBLIC EMPLOYEES

CODE OF BEST PRACTICES FOR GOVERMENT MEMBERS AND HEAD
OFFICIALS IN PUBLIC ADMINISTRATION.

INTERNAL CONTROL SERVICE:

HIERARCHICAL INDEPENDENT
INTERNAL CONTROL FOCUSED TO RISK MANAGEMENT

PREVENTION, DETECTION AND INVESTIGATION OF IRREGULAR
CONDUCT
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0 TRANSPARENCY:
« SERVICES CHARTER
« COUNCIL FOR THE DEFENSE OF THE TAX PAYER

« INTERACTION WITH THE TAXPAYER BY MEANS THE WEBSITE

0 HUMAN RESOURCES POLICY:
« ACCESS TO PUBLIC SERVICE

« REGULATION OF PROFESIONAL AND ADMINISTRATIVE
CAREER

 DISCIPLINARY REGIMEN
« RESPONSABILITY AND ADQUATE SALARY

« SOCIAL ACTION
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INTERNAL AUDIT PREFORMANCE IN THE
WRONGDOING CONTROL

1. ASSESSMENT OF THE EFFECTIVENESS OF THE INTERNAL CONTROLS STATED TO
ENSURE THE PROPER ACCESS TO TAX INFORMATION

2. CHECKING OF SECURITY INFORMATION AND THE INSTRUCTIONS CONCERNING.

3. CONSULTING AND TECHNICAL ASSISTANCE IN THE DEVELOPMENT OF PROGRAMAS OF
INTETGRITY AND PREVENTION OF IRREGULAR CONDUCTS.

4. HE INTERNAL AUDIT SERVICE TAKES PART AT THE DIFERENTS SECURITY AND
CONTROL COMISSIONS.

5. THE PERFORMANCE OF AUDIT ACTIONS DESIGNED TAKING INTO ACOUNT THE
POSSIBILITY OF RISKS IN THE DEVELOPMENT OF THE PROCEDURES, PROCESSES AND
FUNCTIONS IN THE APPLICATION OF TAXES.

6. ACTIONS RELATED WITH POTENCIAL CASES OF CONFLICT OF INTEREST.

7.  ADMINISTRATIVE SUPPORT TO THE ACTIVITY OF THE COUNCIL FOR THE DEFENSE OF
THE TAXPAYER AS A CHANNEL OF CITIZEN PROCEDURES QUALITY FOR THE
APPLICATION O F TAX SYSTEM.

* (MEMBER OF ETHIC COMMITTEE IN CIAT)
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THE MAIN ASPECTS OF THE
INTERNATIONAL COLLABORATION

neciatributaria.es
R\ 3

£

v. THE IMPORTANCE CONFERRED BY C.LAT. TO THE
PREVENTION OF CORRUPTION.

¢ WHY? HIGH PRIORITY THAT THIS ORGANIZATION ATTRIBUTED TO
THE INTEGRITY, TRANSPARENCY AND ENCOURAGEMENT OF
CORPORATE AND SOCIAL RESPONSIBILITY (AGREEMENT
GENERAL ASSEMBLY 1996 IN DOMINICAN REPUBLIC)

HOW? MAKING WORKING GROUPS WITH SPECIFIC OBJECTIVES
RISING TO A PERMANENT LEVEL THE

COOPERATION.
WHEN? SEVERAL STAGES IN 2003 AND CONTINUING TODAY.
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STAGES AND AIM IN THE COOPERATION WITH C.I.AT.

STAGE 1: DESIGNING A PROGRAM FOR THE INTEGRITY
PROMOTION IN TAX ADMINISTRATION.

STAGE 2: MAKING EASIER THE IMPLEMENTATION
OF AN INTEGRITY PROGRAMME IN TAX
ADMINISTRATION

STAGE 3: ENSURING AND FACILITATE CONTINUITY IN
THE PROGRAMME IMPLEMENTATION
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STAGE 1: CREATING AWARENESS AND DESIGN AN INTEGRITY PROGRAM

U STARTING POINT DOCUMENT APROVED BY THE GENERAL MEETING OF

CIAT 1996: LOWEST REQUIREMENTS FOR A SOUND
AND EFFECTIVE TAX ADMINISTRATION.

U GENERAL OBJETIVE SETTING UP A GLOBAL ACTION PLAN

U INTERMEDIATE OBJETIVES:
» EXPERIENCES EXCHANGE
» DEVELOPMENT OF AN ETHIC CODE MODEL

» |IDENTIFY TOOLS USEFUL FOR THE PROMOTION OF INSTITUTUTIONAL
ETHIC

» PROMOTE A FORMAL INSTITUTIONAL DECLARATION.
U METODOLOGY:
» WORKING GROUPS
U RESULTS:
> INSTITUTIONAL COMMITMENT DECLARATION SIGNED BY
THE UNANIMITY OF ALL COUNTRIES.

» INSTITUTIONAL COMMITMENT ETHIC CODE.
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‘STAGE 2: DEVELOPMENT OF TOOLS AND SUPPORT IN ITS IMPLEMENTATION.

> SELF-ASSESSMENT GUIDE

> TRAINERS WORKSHOP

> ORGANIZATIONAL INFRAESTRUCTURE

> COMMUNICATION AND TRAINING
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SELF ASSESSMENT GUIDE

> IN LINE WITH:
v ETHIC INFRASTRUCTURE DOCUMENT
v" INSTITUTIONAL DECLARATION OF ETHIC PROMOTION

» PURPOSE:
v.  TAKE ACOUNT THE KEY ELEMENTS
v DETECT WEAKNESSES, STRENGTHS, RISKS AND OPORTUNITIES
v"  ENCOURAGE TO DESIGN OR ADAPT A STRATEGY
v SERVE FOR A PERIODIC REVIEW

» KEY ELEMENTS:
v" LEADERSHIP AND COMMITMENT
LEGAL FRAMEWORK
FAIRNESS
AUTOMATION
MANAGEMENT AUTONOMY
EFFICIENT ACCOUNTABILITY MECHANISMS
CODES OF CONDUCT
HUMAN RESOURCE MANAGEMENT PRACTICES

AN N N U N
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STAGE 3 : ENSURE THE CONTINUITY AND SUSTAINABILITY OF AN ETHIC PROGRAM

>

CREATION OF A PERMANENT ETHIC OMMITTE

OBJETIVE:

v

v
v
v
v

PRACTICE APPLICATION OF TOOLS

STRATEGIES IMPLEMENTATION

COMPILATION AND UPDATING OF GOOD PRACTICES
PILOT PROJECTS (URUGUAY AND ECUADOR)
COMPOSICION: ENTRADA DE PAISES NO CIAT

STRUCTURE:

v TAKE PART NOT CIAT COUNTRIES (NEWZELAND, SWEDEN, HOLLAND)

WORKING METHODOLOGY:

v
v

v

FORUMS
PLATFORM CIAT
FACE TO FACE MEETINGS

NEW FOCUSING:
v" CORPORATE SOCIAL RESPONSABILITY AND RISK ANALYSIS OF INTEGRITY

¥
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RISK MANAGEMENT LINKED TO
INTEGRITY, ETHICS AND
VALUES

MANAGEMENT AND POLICY

MONITORING/EVALUATION
AND IMPROVEMENT PLANS

CRITICAL PROCESSES

RESULTS
ORIENTED

ORGANIZATION AND INTERNAL

RISK MANAGEMENT CONTROL SYSTEM
MANAGEMENT AND POLICY: CRITICAL PROCESSES:
+ Strategic Policy and Plans * Examination
* HR Policies * Recovery
* Integrity and Ethical Policies * Customs
» Corporate Social Responsibility * Contracting

« Communication Policies *  Human Resources
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TABLE BOARD

Athens. 13 February 2017

Servicio de Auditoria Interna
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TABLE BOARD

A Table Board is an abstract synthetic activity of an
organization through a set of indicators that present
current situation and its temporal evolution

Servicio de Auditoria Interna
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TABLE BOARD

v It facilitates the monitoring of the activity of the
organization by the Directors and organs of audit
and control.

v It facilitates the comparison between various units.

v'  Contribute detection risks or weaknesses that
threaten the Organization.

Servicio de Auditoria Interna
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TABLE BOARD SPANISH’S TAXAGENCY

- By a set of indicators obtained of Tax Agency databases,
sorting offices on the basis of compliance with the national
average for each indicator.

- The indicators describe quantitatively the activities of the
functional areas (Tax Management, Tax Audit, Customs and
Excise, Tax Collect,Tax information Security, Informatic Tax)
and Units. And alerts of potential risks and problems it is
necessary to investigate.

Servicio de Auditoria Interna
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TABLE BOARD
(Automatic Process every month)

=

Monitoring and Control by Directors of the units

=

Actions to put in place in the case of risks

4

|AS: supervision and control

Servicio de Auditoria Interna
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TABLE BOARD

SPANISH'S TAX AGENCY
TAX MANAGEMENT (1)

INDICATORS

N° Notifications carried out right to the tax payers

GO01 Notification management
All notifications sent to the tax payers

N©° Visits current year

G02 Modules Regime (Plan of visits)
Visits last year

N° Taxpayers with incidents

GO03 General Taxpayers Census
Taxpayers census

N° Refunds tax returns with differences checking
G04 Refunds Tax Returns Personal Income

All refunds tax returns with differences

N° Refunds tax returns with differences checking
GO05 Refunds Tax Returns VAT

All refunds tax returns with differences

Servicio de Auditoria Interna



/“ Agencia Tributaria

www.agenciétni,t%utaria.

TABLE BOARD
SPANISH’S TAX AGENCY

TAX MANAGEMENT (Il)

e S‘:-‘

.

INDICATORS
N° Refunds tax returns with differences checking
G06 Refunds Tax Returns Tax Corporate
All refunds tax returns with differences
Total Refunds Tax Retums: Personal Total refunds Tax Retums: Personal Income, Corporate & VAT checking
co7 Income, Corporate & VAT
’ P Total refunds tax returns with differences
N° Setllements Personal Income tax current year

GO08 Setllements Personal Income Tax

All setllements last year

N° Setllements VAT current year

G09 Setllements VAT

All setllements last year

N° Setllements Corporate Tax current year

G10 Setllements Corporate Tax

All setllements last year

) Total setllements current year
Setllements Tax: Personal Income,
Gl Corporate & VAT
P All setllements last year

Servicio de Auditoria Interna
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TABLE BOARD

SPANISH'S TAX AGENCY
TAX AUDIT

INDICATORS

N° Inquary Records per audit unit withou notification > 6 mouths
101 Audit Plan: notification
N° Inquary records per unit audit
Total setllements (A02) with notification Official Bulletin

102 Notification by Official Bulletin

Total setllements (A02)

. , ; .
03 Inquary Records ended without Inspected reports N° Inquary Records ended without inspection reports
SIS, Total inquary records ended
N° Inspection reports without sanction

104 Inspection reports without sanction

Total Inspection reports

N° Inspected reports replaced

105 Inspected reports replaced

Total Inspected reports

N° Inquary Records ended < 2 months
106 Inquary Records ended < 2 months
Total Inquary Records ended
N° Taxpayers selected subjectively

107 Selection of taxpayers

Total taxpayers ended

Record = Expedient = Tax payer audit

Servicio de Auditoria Interna



/“ Agencia Tributaria

~www.agenciét‘rit\)utaria.

TABLE BOARD

SPANISH'S TAX AGENCY
TAX INFORMATION SECURITY

INDICATORS
R . . |
s01 Selected access (to Databases) to audited pending INRACE == Rl IR Rontis
justification 3 to 6 months .
Total access pending
o . . ]
S02 Selected access (to Databases) to audited pending iNRAcee=sIRending dEiREitlS RS
justification 6 to 12 months .
Total access pending
o .
S03 Selected access (to Databases) to audited pending RatEeE=S pending morciigiEgi Ay
justification more than 12 months .
Total access pending
. . £ [ >
S04 Selected access (to Databases) to audited pending Mg cee<s pernding moreithallEgRIE RIS
justification more than 6 months .
Total access pending
N° Access justify directly by the controler
S05 | Access justify directly by the controller assigned
N° Access compliance
N .
S06 Access declarated non compliance by the controller NG [T Rl NS
SBlgi N° Access compliance

Servicio de Auditoria Interna
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TABLE BOARD

SPANISH'S TAX AGENCY
CUSTOMS AND EXCISE

INDICATORS

N° Current activities

A01 |Monitoring of the activity audit customs
N° Activities of Plan

N° Record selected and no notify

A02 [Records selected without notification >6 months
N° records allocate tax audit

N° Expedients ended without inspected reports

A03 |Expedient ended without inspected reports
Total expedients selected

Expedient ended without inspected report with N° Record ended without inspected report with notification begin

notification

A04
Records notified

N° Records on Inspection Plan >365 days (notify or no the initiation audit)
A05 [Record ended without inspected report >365 days

Inspection Plan actions failure

Records in audit process >6 months
A06 |Records with slowless

N° Records notify

Servicio de Auditoria Interna
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TABLE BOARD
SPANISH'S TAX AGENCY

TAX INFORMATIC

INDICATORS
(e
To1 Tax Return information (information supplied by thir parties): wrong i ¢ (SESIEE
records
Total records
(e
T02 Tax Return information (information supplied by thir parties): N°Worng recsics
Records wrong now (control of purge records) Total records
o . .
T03 Tax Return information (information supplied by third parties): no NRecords nolidsly
identify records Total records
o . .
Tax Return information (information supplied by third parties): & Tiedretomniinonmation no cRCEUEeCiE
TO4
number of Tax Return no ended >30 days
Total Tax return
(o)
T05 Tax Return information (information supplied by third parties): NPT (EEEE S =D ek
wrongs records >30 days
Total records

Servicio de Auditoria Interna
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SPANISH’S TAX AGENCY
TAX COLLECTION (1)

INDICATORS
RO1 (1) Evolution of outstanding debt Rate of variation per period and unit
Outstanding debt initate period
R0O2 (1) | Variation outstanding debt
Outstanding debt end period
Management voluntary debt
RO3 (1) | Analysis of management Tax Collection
Total voluntary Debt
Amounts in enforcement of impound
R0O4 Management of impound
Amounts income in enforcement
Cancelled Voluntary per income
RO5 (1) Rate of income
Total voluntary cancelled
Amounts annulment in a period
R0O6 Rate of annulment
Amounts cancellation in a period

Servicio de Auditoria Interna
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TABLE BOARD
SPANISH'S TAX AGENCY

TAX COLLECTION (I1)

INDICATORS

Amounts settlements paralyse in a period
RO7 (2) Index of paralyse debts

Amounts setllements outstanding debt end period

Amounts setllements suspensions in a period
R0O8 (2) Index of suspensions debts

Total amounts setllements suspensions end period

(1) This indicators are divided: in voluntary period, in enforcement period, total

(2) This indicators are divided in: Audit Tax, Customs Tax, Management Tax, Collecting Tax. Total

Servicio de Auditoria Interna
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Elements of Internal control

system in
Tax Audit and Tax Custom
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1.- ALL ACTIONS ARE ALIGNED WITH GENERAL
GUIDELINES APROVED BY THE TAX AGENCY
GENERAL DIRECTOR

- Once a year the guidelines are approved

- By legal mandate, are published and evaluated by the Internal

Control Audit Service

- The guidelines containts the most relevant actions to prevent and

fight against the fraud tax.
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GENERAL GUIDELINES 2017
CONTROL IN PAHSE OF VERIFICATION AND INVESTIGATION

1.- UNDERGROUND ECONOMY

Its includes actions as:
v' Collection and analysis of information

of economic activities
2.- HERITAGE RESEARCH ABROAD
3.- TAX FRAUD IN CROSS-BORDER BUSINESS
4.- DIGITAL ECONOMY AND NEW BUSINESS MODELS.

5.- OTHER ENVIRONMENTS OF TAX RISKS
v' Profesional services
v' VAT activities.
v' Etc...

6.- SPECIAL TAXES CONTROL
7.- CUSTOM TAX CONTROL

v" Enhance the presence of tax inspector in the place of development

A

/
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8.- SMUGGLING AND LAUNDERING MONEY

CONTROL IN COLLECT PHASE

ENVIRONMENT OF PREVENTION
ENVIRONMENT OF CONTROL

DO

COLABORATION BETWEEN DIFERENTS TAX ADMINISTRATION LEVELS

EXCHANGE OF RELEVANT TRIBUTARY INFORMATION
COORDINATED PLANNING AND COLABORATION IN TAX PAYER
SELECTION

DO
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2.- CONTROL PLAN

* Includes all the programmed and deployed activities of tax control

e It has a reserved character

* The differents functional Departments prepare its specific plans of
tax Control. Those plans are deployed to the regional units.
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3.- OBJETIVES PLAN

* Aligned with strategyc control plan

* All actions are measured and overseen at all levels throughout
specif computer applications

* The Plan of Targets contains the basic result to be achived, as well
as a set of performances and indicators of results

* The Objetive Plan is a commitment in whose takes part the
differents Department and regional bodies and is object of a
limited level of difusion.

* Stability and permanence in the time to assure a reasonable
continuity action.
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* The objetctives Plan is structured in two big paragraphs:

v’ Results (representative gross, gross net collection and fight against
fraud)

v’ Actions: (indicators linked to the main strategic actions lines)
* Monthly update and fullfilment rates diffusion.

* Scoreboard with different levels of detail distinguising the differents
territorial units (more than tree hundred indicators and 33 support
indicators)

* Continuous monitoring carried out by agents participants, planning and
execution

* Activity control addresed to check whith the interemediate managers
responsible for the execution of the tasks, the results achieved for
comparison with the established ones with the pourpose of adopt in its
case, the correct actions to put in place.
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4.- TOOLS FOR INTERNAL CONTROL

4.1.- COMPUTER APPLICATION FOR THE CONTROL AND
FOLOWING OFTARGETS

* This applicagion shows the reference level and the results achieved
of every indicator, and when it is possible the comparison with last
years achieve

* It allows comparison between the regional units
* The system is protected by means “control points”
* Connected with accounting applications and administratives files

* The update estandar is very strict, so that changes are not allowed
once the monthly update is finished

e As soon as the exercise is finished, the final information can’t be in
anye case changed

* The desviations on references are showed in the proper application
and are analyzed every month in Direction Committee meeting. ¢
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OBJETIVE ACCOMPLISHED REFERENCE ACCOMPLISHED % COMPLIANCE INTER-ANUAL
2015 2016 2016 2016 VARIATION

I.- RESULTS

1.- GROSS TAX COLLECTION
2.- NET TAX COLLECTION
3.- TAX AND CUSTOM FRAUD PREVENTION
AND CONTROL RESULTS
3.1.- DIRECT COLLECTION
3.2. REDUCTION TAX RETURNS
3.3. TAX BASES REDUCTIONS

II.- ACTIONS
I1.1. ASSISTANCE SERVICES TO TAXPAYERS

4.1.- SPEEP.UP TAX AND CUSTOM
MANGEMENT

4.2.- ELECTRONIC ADMINISTRATION

4.3.- ASSISTANCE IN INCOME TAX
CAMPAIGN

4.4.- ASSISTANCE LEVEL TO TAX PAYER

4.5.- NOTIFICATIONS

I1.2. TAX AND CUSTOM FRAUD PREVENTION

5.1.- CONTROL OF CENSUS AND PERIODIC
DUTIES

5.2.- INTERVENTION OF SPECIAL TAXES

5.3.- INFORMATION OBTAINING ACTIONS

5.4.- IMPROVEMENT QUALITY
INFORMATION

10
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OBJETIVE ACCOMPLISHED REFERENCE ACCOMPLISHED % COMPLIANCE INTER-ANUAL
2015 2016 2016 2016 VARIATION
I1.3.- CONTROL OF TAX AND CUSTOM FRAUD

6.1.- SELECTIVE AND INVESTIGATION
CONTROL

6.2.- EXTENSIVE CONTROL

6.3.- DEBTS COLLECTION MANAGEMENT

6.4.- INTEGRATED ACTIONS FOR THE
PREVENTION AND CONTROL

SUPPORTS INDICATORS

11
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5.- TAX AND CUSTOM AUDIT PROCEDURE
5.1.- KEY ELEMENTS FOR THE ANALYSE

* Both Tax and Custom audit procedure are under the same legal
framework regardless it specific substantive regulation. It is in
consecuence a not discrectional procedure

* All actions, are registered in an electronic administrative file

* An important characteristic of this procedure consists in the fact of
who decide is not the same person that initiates and instructs the
procedure. There is a separation betwen instruction and liquidations
acts.

* In the development of this procedure, the temporal issue is very
important. Therefore, there are critical and riskly points that should
be consudered

12
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5.2.- CRITICAL STAGES OF THE AUDIT PROCEDUDE

* TAXPAYER SELECTION
v’ Selecction has to be aligned with control plan
v’ Selecction can be done:
a) By Central Service
b) By the unit belonging to the regional ambit

v Whatever the way of selection be, it requires necessary and express
confirmatory decision by the chief auditor sign and document called “Charge
order in Plan”

v’ This phase is named “SELECTION PHASE”

13
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* HOW IS THE SELECTION PHASE REALIZED?
v" Two ways basically:
a) Computerized form

- The computerized procedures a llows obtaining the knowledge of
candidates with a lugh tax risk.

Once obtained the list of those, is necessary to take a decission (risk
point)

- New instrument and software are in a development phase to make
more perfect the tax risk analysis.

- At the present, differents selection tools are being used with this
porpouse. For example

= Applications that works simultaneously with thousands of datas
with the possibility of apply differents kinds of filters.

= Data analysis based on alerts when its values overcomes a
certain cuantitative limit.

14
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b)

Not computerized form

Tax denunciation
Analysis of information coming from Courts

Analysis of relevan information coming from other public
Administratios

On the initiative of the own inspector

Reception and analysis of risks cards elaborated by ONIF.

SAl

15



/“ Agencia Tributaria

/ ageinma'tr.mb tariaﬁ

* BEGINNING OF THE TAX INSPECTION PROCEDURE
v REQUIREMENTES:

The loading order must be signed by the chief inspector assign the task to a
team or unit of inspection proive all information collected in the selection
phase.

v' START WAYS

At the initiative of the selection unit with the supervision of the clief
inspector

At the initiative of the other internal units (also with the chief inspector
supervision)

At the initiative of any insector who is carrying out a tax audit procedure
(risk point)

Public tax complaint (risk point)
At the initiative of external bodies

Prior to star notification to the taxpayer, a series of actions must be carried

out through a specific computer application (MAC)
16



. . ’ :;\ s i\ aa
/‘ f\gcrlcm Tributaria dwww:agenciatributaria.es
‘ < - | s NI .-.:-.;-.-.r,ua ES

* PROCEDURE INSTRUCTION

All actions of the inspector procedure are regulated (there can not be arbitrary
acctions)

Inspectos are required to use all available corporative tools (Documentary bases,
computer tools, protocols of action, an so on)

All action are reflected both in the electronic file and in a computer application for
control and monitoring

The inspector has the power to be present at the place where the economic activity
is carried aout. If it is posible, the inspector will be accompanied by people of his
team or unit.

The apropiate potocols will be applied by the inspector in the development of his
actions. In particular

a) Protocols of coordinated actions (Tax audit, custom audit, collect audit)
b) Protocols for location other adresses of the economic activity

c) Protocol of high-risk collection

17



. Acencia Tributaria www'.a !e-ne‘ialt‘ributa

The inspector is obliged to take into account all the information that the unit
responsible for tax payer selection make avalilable.

ria.es’

In case the inspector observs the commission of a crime against the Public
Treasury or any other, is obliged to transfer to the judicial authority. In this case a
special procedure is used.

At this stage, the inspector will perform his own actions such as obtaining
additional infromation, valuation of elements ot the tax duties, and interpretation
and application of the tax law.

18
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* THE END OF THE PROCEDURE

The inspections performances must be fully documented in the administrative file.
The administrative file will be integrated by electronics documents.

Ther is a manual available for the equipments and units of audit, that attends
basically to this subjects:

- The order of documnets within the administrative file

- Denomination of the various documents
This aspects have the purpose of facilitate the subsequent review.

The proceding finish with a settlement proposal that shall be put in formal
knowlegde of the tax payer. At that moment, the taxpayer has access to all the
elements and legal aspects that are part of the regularization

The taxpayer may agree or not the proposar. From this moment, the process has
two possible solutions:

a) Inf he agrees, the proposal will be transformed into a definitive settlement (1
month)

b) If the taxpayer disagrees, can make claims within 15 days. "
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* REVIEW OF PRECEEDING

- By the chief inspector when the taxpayer has shown his agreement with the
settlement.

Within a month the chief inspector can:
a) Rectify material errors
b) Order to complete the file by poerforming the appropiate actions
c) Confirm the proposed settlement

d) Consider that in the settlement proposal there has been an error in the
assessment aof the facts or improper application of the rules

- By the chief inspector with the support of a technical unit, that will take into
account the allegations made by the tax payer

20
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THE COMPUTER

APPLICATION OF
MONITORING TAX
AUDIT PROCESS
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OBJETIVE

- It allows the moniotoring and control of all phases of inspection procedure
and actions.

- It is an important working tool for decision , making

- Proper planing requires the registration of all the operations in which
activity develop: Its preparation, initiation, development and completion

- It allows you to check if the plan has been executed proper ly. For this it is
necessary to have and adequate computer tool.

- For the correct monitoring of the tax audit actions its imperative the
inmediate capture of them.

- The application is of restricted use. It is necessary to disspose the right
control point.
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PHASES OF EXECUTION

- The meaning of the main phases will briefly be explained below

- There are manuals and helps screens for a proper user of this application

A. PREVIOUS PHASE: SELECTION, LOADING AND DISTRIBUTION

- PRE-SELECTION PHASE

This phase only exists in those programs action, which comes from
extensive controls.

There are coordination protocol between tax management and tax and
custom audit.
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- SELECTION PHASE

This phase is performed by the selection unit

It requires the completion of a selection form and recording the
corresponding data in the application

- PHASE CHARGE TO UNIT

This phase consists on the electronic signature of the loading order by
the chief inspector according to the selection specification

It involves the commisioning to a tax audior team or unit

- PHASE: TASK DSTRIBUTION

Consists on the assignment to one or more members of the inspection
team or unit regardless the supervision and control competencies that
correspond.
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B. INSPECTION PHASES

- PHASE ISSUE NOTIFICATION

v" The inspector has been in charge of this file is responsible for
carrying out this phase

v' It is necessary to complete this phase before completing the next
one

v' The completion of this phase is done by means of electronic
signature

v' It is a great relevance phase-The standaridized document otained.
[t can not be subjet of manual rectification
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- NOTIFICATION PHASE

v" This phase must complete the inspector recording the date of
receipt of the communication by the tax payer

v' In some performances before complete this phase it is necessary
works previously with support (MAC)

v" From the execution of this phase the taxpayer can receive
information through the Electronic-web about the status of
processing of his file.



/‘ Agencia Tributaria A‘wwf'é‘génféiatnibutaria.es’
‘ :/'4',.‘ et N ) ,.“‘ l;’..‘

C. PHASE OF NORMAL COMPLETION OF TAX AUDITACTIONS

- LIQUIDATE/SETTLEMENT

v" This phase allows the elaboration of settlements sanctions files and
report through a specific aplication

- PHASE INSTRUCT

v" This phase must be completed by the unit team once all records have
been issued

v' It represents the completion of the work of the team or unit
regarding the file.

- PHASE SOLVE

This phase is completed when an act of liquidation has been carried out

PHASE SOLVE WITH SANCTION

This phase will be completed when a sanction file is carried out
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D. COMPLETION PHASE DUE TO FAILURE INSPECTION PLAN
(UNUSUAL)

v" These are special cases
v" Stop the performance as it they hadn’t started
v" The iniatitive corresponds to the head of the team or unit

v" The proposar must be acompanied by a writen report signed by the ream
leader or unit

v" Itisup to the chief inspecto to approve it
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THE TAXPAYERS PROTECTION COUNCIL (1)

GROUNDS

» General concern for the quality of services.
 Existence of a published Catalogue of Rights.
» Help and assist the citizens.

« Communication channel.
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THE TAXPAYERS PROTECTION COUNCIL (2)

ACCESSIBILITY
« Citizens have direct access. They don’t have to go through lawyers.

» The process is generally free of any charge or administrative
burden. We can simply address a letter to the Council.

SCOPE

* The process does not:
— suspend proceedings.
— interrupt legal term.

— condition the exercise of other rights.
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THE TAXPAYERS PROTECTION COUNCIL (3)

UTILITY

* The claims procedure:

— |Is a source of information that allows the social acceptance of
the tax and customs system.

— permits to improve management.

— Is a link between administration and citizens.

— Gives the opportunity for corrections if the administration is
wrong.
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THE TAXPAYERS PROTECTION COUNCIL (4)

MANDATE:

» The Council Board is responsible for ensuring the Taxpayers' rights.
— Studying suggestions.
— Making proposals for improvement.
— Giving advice.

— Suggesting improvements, and changes in laws, procedures,
services, etc.

— Dealing with service complaints related for instance with:

vundue delays; poor or misleading information; staff
behaviours; mistakes (misunderstandings, omissions or
oversights).
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THE TAXPAYERS PROTECTION COUNCIL (5)

ORGANIZATION

« The President is appointed by the highest authority of the
Department.

» The Council Board, half of the board members come from business
and academic, half come from the organization. Appointed by the
highest authority of the Department. Others “ex officio” members on
account of the position held.

» The Operational Unit provides technical support to the Board and
prepares technical reports looking for information to solve the cases.

« The Receiving Units will be responsible for the reception of
documents. There is a record for any received document.
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CLAIMS PROCEDURE (1)

STEPS
» Entry. The claim is received by paper or the Internet.
* Record. The claim is registered.

» Treatment. The claim is referred to the appropriate Unit. The files
are followed up by the Operational Unit to assure a good and
timeline answer.

« Answer. The Unit should issue a report which must be sent to the
ombudsman and addressed to the taxpayer. A copy of the letter sent
to the taxpayer will be provided to the Operational Unit.

— When there is a disagreement with the regulation, the answer
IS sometimes issued by the Legal Service.
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CLAIMS PROCEDURE (2)

STEPS

» Acceptance. The taxpayer can write again saying that he is non-
conforming with the given answer. The term for this proceeding must
be fixed.

 Study. If the taxpayer disagrees with the answer, the Operational
Unit should study the case and present it to the Council Board.

* Decision. The Council Board discuss the matter and makes a final
decision. It could disagree with the answer prepared by the Unit.

— The lack of response does not mean that the taxpayer is right.
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CLAIMS PROCEDURE (3)

ANSWERS REQUIREMENTS
* Polite.

* Clear, simple.

* Plain language.

* Timely.

FORMATTED RESPONSE

e Summary.

* Thank for letting us to know the problem. Apologise for the
Inconvenience.

 Answer.

* Further information.
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Depending on the answer

CLAIMS PROCEDURE

™ TAXPAYER -

R

RECEIVING UNIT

(one Unit for each Office ( ......... ]
open to the public)y 7~ .~ et

RESPONSIBLE
OFFICE

1 """"""""" QO<\'
A Q\‘ .......... ) 6@3

@ Claims Analysis
v

WORKING GROUPS
PERMANENT COMMISSION

@ Claims Analysis

COUNCIL’S————— Proposals to the Deputy Minister

BOARD * Revocation
* New legislation 10
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THE PUBLIC TAX DENUNCIATION
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1.- CONCEPT AND CHARACTERISTICS

* The public tax denunciation allows to informe the Tax Administration os facts
or situations that may be constitutive of tax offenses or have significance for
the application of taxes.

* The public complaint is configured as a right of citizens independent of the
duty of information and the compaimant does not have the status of
administration agent.

It main features are:

To inform the Tax Administration of facts or situations that may have
significance for the application of taxes

The complainant may be any natural or legal person

It is not a way of iniciating inspection

The complainant hasn "t the condition of interested in the procedure
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2.- INFORMATION TO THE ACCUSED

* In general, the complaint is not part of the file.

The courts have considered in this regards that sometimes confidentiality con
not be maintained. This happen when it application can produce to the
denounced defenseless

3.- FORMAL REQUIREMENTS OF THE PUBLIC COMPIAINTS

* No formal requirement is required to file a public complaint

* In order to facilitatte the filing of public complaints, the selection bodies shall
be at disposition of the people who want it a estandar model of complaint.

* They can be presented in any way

* Anonymous denunciations are also allowed.
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4.- FORMAL REQUIREMENTS OF THE PUBLIC COMPIAINTS

* The competent body for the processing of public complaints depends on the
subjet matter of the complaint.

In case of refering to the regularization of taxes, its processing corresponds to
the inspections bodies-Specifically to the selection unit.

* Once received the complaint, this wil bi sent to the slection unit to proceded
with its analysis along with the documents and record provided with it.

* The examination of the complaint consitute a preliminary stage wher the
administration verify its content and evaluate the information given

* The information provided may not constitute an element of evidence
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Only if there are indicators of truthfulness in the imputed facts can the inspection
procedure be initiated. This is the reason why inspection procedure be initiated.
This is the reason why a complaint does not entail initiation in all cases of an
inspection procedure.

If the complait is considered to be unfounded or the facts are not sufficiently
materialize, the file of the proceeding will be decreed.

If it is considered that the complaint may be founded because there is sufficient
evidence of truth fulness, inspection actions my be initiated

The selection body shall record of the reason why tax audit procedure is initiated or
not.
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SELECTION OF TAXAND
CUSTOMS AUDITORS

Athens. 13 February 2017
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HUMAN RESOURCES SPANISH’'S
TAX AGENCY

Evolution in workforce numbers
29,000

28,000 27,951 27,880

27,000

26,000

25,742 25.429

25,000

24.978
24,000

23,000

22,000

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016



/“ Agencia Tributaria /w}ww agencnatnbutarla es’

HUMAN RESOURCES SPANISH'S
TAX AGENCY

Distribution by Groups of Academic Qualifications 2016

18888 ] 9.063 m31/12/2016
8.000 - 7.639

7.000 -
6.000
5.000
4.000 -
3.000 = 2.307

4.480

2.000 - 1.489
2 I .
O |
Manager scale Techn|C|an scale CIerk scale Office personnel Contract
scale C2 personnel
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STABILITY JOBS ON THE PUBLIC
ADMINISTRATION

- It is necesary to maintain work stability for civil servant
independence.

- Description of the cases that remove a civil servant may be
effected (disciplinary procedure):

» Bad performance
» Failure to comply with duties

> Committed infractions
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LEVELS OF BODIES
OF THE PUBLIC ADMINISTRATION

Contrac personnel _ 1.489

TOTAL..... 24.978
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BODIES OF LEVEL A1l IN SPANISH'S
TAX AGENCY (31/12/16)

«  Tax and Customs auditors 1.783

. Customs Surveillance 146
(smugglig and laundering)

. Informatics 168

*  Architests 50

«  Chemicals of Customs Laboratories 31

«  State lawyers 28

. Rest 101

2.307
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BODIES OF LEVEL A2 IN SPANISH’S

TAX AGENCY (31/12/16)

. Tax and Customs Technician 6.534
. Informatics 304
. Customs Survelllance 563

(smuggling and laundering)

. Rest 238

7.639
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The administrative process for recruitment to
access to Public Service must be transparent,
fair, objective, public and based on the
Constitutional principles of equality, merit,
capacity and publicity.



SELECTION

- Public competition.

- Transparency In selection process of public
employees for all categories.

- Commission for each category for internal promotion
and external selection.

- Public Promotion criteria.

A
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Requirements:

-  Age: 16 -65

- Nationality: Spanish
- Degree

- To possess necessary functional capacity for work

10
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TRAINING NEW INTAKE

Access to Public Service, of tax and customs auditors body, is
achieved by passing a selection process consists of two
successive and complementary phases:

The first phase, called “oposicién”, assesses the
knowledge of applicants of a set of subjects through five
selective oral and written tests, with some weighting in
favour of internal promotion.

The second phase requires following a selective course of
twelve months at the Institute of Fiscal Studies, in order to
provide sufficient training and skills for effective functioning
In the respective jobs .

www.agenciatiibutaria.es®

11
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The First phase consist in five exams:

To answer in writing 14 gquestions during 4 hours.

To resolve problems of accounting and financial mathematics
during 4 hours.

a) To resolve problem practice professional during 4 hours.
b) Lenguages cognition english or french or german.

Oral exposition during 1 hour:

- Administrative law.

- Public funds.

- Spanish financial System.

Oral exposition during 45 minutes. Spanish Tax and Custom.

12
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COMMISSION OF SELECTION (1)

« Composition: appointed
« All the members have to be civil servants not high charges.
« Odd number of members.
* NoO majority members tax Inspector.
* Incompatibilities of members:
- Relative.
- Professor a people who aplied to be Civil Servants.

- Abstention/Recusation.

13
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COMMISSION OF SELECTION (I1)

* Rules of organization.
- Puntuation the average (except the maxim and the mimal).
- Specific procedure for claims.

- Contesting the commission composition.

14
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The second phase

- The Institute of Fiscal Studies is responsible for designing,
organising, directing and evaluating the training course, which,
as civil servants in training, must be passed by the applicants
for entry in the Bodie.

- These course must be passed satisfactorily.

- During the course, students are regarded as civil servants in
training, and will not be officially civil servants until they have
passed the course and been appointed by the relevant
authority.

15
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THE REMUNERATION STRUCTURE FOR
TAX AND CUSTOMS AUDITOR

 Fixed Basic Salary
— Salary Al.
— Triennium (antiquity)
— Extraordinary pay (two to year).
« Rewards of the place of work
— Level of the place of work for tax and customs auditor: 26 — 30.
— Specific conditions of the place of work.

« Variable salary according to the productivity
16
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TRAINING PLANS

Through the Training Division of Public Finance the content is
developed for training tax and customs auditor and other staff in
matters specific to Inland Revenue, including techniques of
financial and tax management and administration, drawing up the
appropriate long and medium term training programmes In
agreement with the executive bodies of the Spanish Tax Agency
according to their needs.

At the same time there are voluntary training programmes for
Spanish Tax Agency.

www.agenciatiibutaria.es®

17
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TRAINING FOR AN ADMINISTRATIVE
CAREER

« Acquiring the training needed for another specialism in their own
Body or Level (functional mobility courses).

* Providing the specific technical skills needed to occupy certain
jobs or to achieve a sufficient score in the selection processes
for certain jobs.

« Offering the specific technical skills needed for a certain job after
being appointed to it.

18
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ADMINISTRATIVE CAREER

 Promotion on different ranks ( Al: 26-30) on the same
educational degree (competition, free appointment-29-30),
and location changes.

* Rules: years, complementary education (etc).
« Commission for administrative career.

* Publicity and Public competition.

« Claims.

 Presence of unions representatives in the Commisions for
administrative career.

19
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TRAINING FOR INTERNAL PROMOTION

The aims of this Training Plan are:

« Supporting and favouring the access of civil servants to higher
Bodies and Levels (internal promotion courses).

20
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TAX AND CUSTOMS AUDITORS AT THE
SERVICE OF THE SPANISH TAX AGENCY
HAVE A SET OF RIGHTS AND DUTIES IN
THE PERFORMANCE OF THEIR TASKS

« Administrative career within a promotion superior jobs.
 Remuneration.
« Working calendar

« Holidays.....

21
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INCOMPATIBILITIES SYSTEM

« Control to IAS the incompatibilities for the Civil Servants in the
Spanish Tax Agency.

« Control by others remunerations supplied by third parties to de
Spanish Tax Agency.

22
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SENIOR AUDITORS PROFILE

The profile of a Service Inspector (internal audit) is that of an
employee with experience in legal, economic and fiscal matters,
who belongs to the Group Al bodies and has achieved a
managerial professional level in the Administration (minimum 5
years in the Group Al).

The Service Inspectors manage audit teams and are responsible
for the monitoring of territorial zones (Special Delegations) and
functional areas.

The Service Inspectors maintenance level (30 for competition) of
the place of work by the independence of the function.

Wwww!agenciatributaria.es?

23
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STAFF SELECTION PROCESS

In order to be eligible for the position of IAS’s Service Inspector, you
should hold a specific Diploma, which implies to pass a merits
contest and a selection course (of 6 months of duration) at the
Public Finance School, where the candidates perform:

v' Written tests on matters related to the Ministry of Finance and
auditing activities.

v" An Audit Memo or Report subject to a public assessment
process by the rest of the course participants.

The validity of the Diploma is conditioned by the effective
performance of the duties of Service Inspector for at least two
years, except special services or force majeure.

0. : ¢
www.agenciatiibutaria.es?

24



B ara o

/“ Agencia Tributaria swww:agenciatributaria.e
. ";'} B e

SOCIAL ACTION PLAN FOR CIVIL SERVANTS
IN SPANISH’S TAX AGENCY

SUPPORT ECONOMIC FOR:

Care children under 3 years.
Studies for workers.

Health treatments.

Internal promotion.

Disability civil servants.
Retirement. Inability to absolute.

Death or severe disability.
25



www.agenciatributaria.es



/“ Agencia Tributaria Wwww!agenciatributaria.es?

CONFLICTS OF INTEREST

Athens. February 2017
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CONFLICTS OF INTEREST: DEFINITION

CONFLICTS OF INTEREST

1. INTRODUCTION

2. DEFINITION
a. OECD definition/COUNCILOF EUROPE definition
b. Other wider approach
c. Definition in croatian legal framework

3. PUBLIC DUTY-PRIVATE INTEREST
a. Eventual conflict: for or against the citizen (recusation;
inhibition)
b. Continuated conflict: private incompatibility

4. PUBLIC DUTY-ANOTHER PUBLIC DUTY: public
iIncompatibility
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LEGAL FRAMEWORK

LEGAL FRAMEWORK SUBSTANTIVE ANALISYS

1. CONSTITUTION: Art. 103 Spanish Constitution; impartiality

2. ELECTED OR POLITICALLY APPOINTED (Spanish act about conflict of
interest)

3. HIGH LEVEL CIVIL SERVANTS AND OTHER CIVIL SERVANTS (Spanish
laws/Civil Servants Act —recusation and incompatibilities).

4. SPECIFIC LEGISLATION (Customs service act —recusation and incompatibilies)




A

/‘ Agencia Tributaria Wwww.agenciatributaria.es’
‘ , '-:K ’é

PROCEDURE FRAMEWORK

PROCEDURE FRAMEWORK ANALYSIS

1. PREVENTIVE PROCEDURES
a. PROCEDURE IN ORDER TO AUTORISE ENGAGING IN OTHER PRIVATE WORK
b. PROCEDURE IN ORDER TO AUTORISE ENGAGING IN OTHER PUBLIC TASK
c. PROCEDURE LEADING TO A RECUSATION

2. REACTIVE PROCEDURES
a. DISCIPLINARY PROCEDURE (remision)
b. CRIMINAL PROCEDURE (remision)
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ABSTENTION/RECUSATION

SPANISH LAW
LEGAL PREVISION: CAUSES
PROCEDURE
PRACTICE
GUARANTEES AND CONSEQUENCES
INVESTIGATION
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DISCIPLINARY SYSTEM

1. APPLICABLE DISCIPLINARY REGULATION

2. SUBSTANTIVES ASPECTS:

1. INFRACTIONS: TYPES

2. DISCIPLINARY MEASURES: TYPES AND DEGREES
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DISCIPLINARY PROCEDURE: INITIATION

1. INTRODUCTION: two differents procedures

2. INITIATION

a. RELEVANT OFFICES TO INITIATE THE DISCIPLINARY PROCEDURE

b. WAYS TO INITIATE THE DISCIPLINARY PROCEDURE (official initiation,
previous superior order, inferior proposal, third’s claim and its
consequences)

c. RELATION WITH CRIMINAL PROSECUTOR (posibility of both procedures
and sanctions)

d. CONSECUENCES FOR THE CIVIL SERVANT INVESTIGATED IN A
DISCIPLINARY PROCEDURE  (provisional suspension and its
consequences)
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DISCIPLINARY PROCEDURE:
DEVELOPMENT

2. DEVELOPMENT

RELEVANT OFFICES TO DEVELOP THE DISCIPLINARY PROCEDURE (two
differents offices: development and resolution of the procedure)

Instructor and secretary: nofitication and roles: guarantees, evidences, reports;
“pliego de cargos”, a sort of accusation

INVESTIGATION OF THE CONFLICT OF INTEREST: EVIDENCES (remision)
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DISCIPLINARY PROCEDURE:
RESOLUTION

3. RESOLUTION
After the evidence phase: allegations
Proposal of resolution
Nex allegations

RELEVANT OFFICES TO IMPOSE SANCTIONS (eventual new term of
evidences; resolution; motivation)

STATISTIC AND MORE USUAL TYPES OF SANCTIONS IMPOSED




/“ Agencia Tributaria -www.a‘gencia:tri__Qutaria.eés*"

DISCIPLINARY PROCEDURE: APPEALS

4. APPEALS

TYPES, DATES, EFFECTS

JUDICIAL REVIEW OF THE ADMINISTRATIVE RESOLUTIONS BY THE
COURTS
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CRIMINAL ANSWER AGAINST CRIMES
RELATED WITH CONFLICTS OF
INTEREST

APPLICABLE CRIMINAL REGULATION

a. European legislation against corruption
Criminal convention about corruption of the European council 27.1.99

Convention over art k3.2.c UE Treaty related with corruption of UE or State
members civil servants

b. spanish legislation: criminal code and its recent modification (LO 5/2010)
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CRIMINAL TYPES RELATED WITH
CORRUPTION

1.  BREACH OF LEGAL DUTY (404 CP, inhabilitation 7 to 10 years)

2. ABSTENTION OF THE DUTY OF PROSECUTE CRIMINAL OFENSES
(408 CP, inhabilitation 6 months to 2 years)

3.  DISCLOSURE OF SECRETS (413 CP, prison 6 months to 2 years)

4.  BRIBERY (419 CP, several types and sanctions until prison for 6 years.
Particular involved)

5. INFLUENCE PEDDLING (428 CP, prison 6 months to 2 years)
6. EMBEZZLEMENT OF FUNDS (433 CP, prison 3 to 6 years)
7.  OFFICIAL DOCUMENTS" FALSIFICATION AND ITS RELEVANCE

REFERENCE TO SMUGGLING L.O. 12/1995 (prison 6 months to 3 years)
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CRIMINAL PROCEDURE: INITIATION

1. INITIATION

RELEVANT OFFICES TO INITIATE THE CRIMINAL PROCEDURE

WAYS TO INITIATE THE CRIMINAL PROCEDURE

RELATION WITH CRIMINAL PROSECUTOR. OTHER PROSECUTORS

CIVIL SERVANT'S LAWYER: OPTIONS
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DISCIPLINARY PROCEDURE:
DEVELOPMENT

2. DEVELOPMENT

RELEVANT COURTS TO DEVELOP THE CRIMINAL PROCEDURE

INVESTIGATION AND EVIDENCES
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DISCIPLINARY PROCEDURE:
RESOLUTION

3. RESOLUTION

RELEVANT COURTS TO IMPOSE SANCTIONS

THE JURY: AN INUSUAL OPTION LO 5/95
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DISCIPLINARY PROCEDURE: APPEALS

4. APPEALS

TYPES, DATES, EFFECTS

JUDICIAL REVIEW OF THE RESOLUTIONS BY THE COURTS
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INCOMPATIBILITY SYSTEM

ATHENS. 13 February 2017
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GENERAL PRINCIPLES |

« Dedication of the civil servants to an alone place of work in
the public sector.

« The only remuneration in the public sector.

* Itis incompatible to be employed at the public sector and to
receive retirement pension.
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GENERAL PRINCIPLES I

« Fulfillment of the duty:

- It is forbidden work in the sector publish or private that
can prevent the fulfillment duties of civil servant

« |Impartiality and independence:
- Itis forbidden work in another place publish or private

that engage the impartiality and independence in his
work
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SPECIAL INCOMPATIBILITY CIVIL
SERVANTS TAX AGENCY

* FOR SPECIALS BODIES A1 AND A2 OF SPANISH TAX
AGENCY

« ONLY COMPATIBILITY (with conditions):
- Associate university teacher.

- Activities of investigation or advising
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COMPATIBLE ACTIVITIES WITH THE
EXERCISE AS CIVIL SERVANTS AND
THEY DO NOT NEED
AUTHORIZATION I

« Administration of your own personal or familiar patrimony

« Imparticion (teaching) of courses, conferences, seminars in
official centres of formacion of civil servants

- That they do not have permanent or habitual character

- Dedication lower than 75 hours year
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COMPATIBLE ACTIVITIES WITH THE
EXERCISE AS CIVIL SERVANTS AND
THEY DO NOT NEED
AUTHORIZATION I

« Members of Commissions Selections for civils servants

 Production and literary creation artistic and technical(as
well as the publications)

« Occasional participation in colloquies and programs

« Collaboration and occasional assistance to congresses
and seminars of professional character
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COMPATIBLE ACTIVITIES WITH THE
EXERCISE AS CIVIL SERVANTS AND
THEY DO NOT NEED
AUTHORIZATION Il

* Professor tutor in university centres to distance (UNED)
less than 75 hours a year

« Teach to be civil servant, less than than 75 hours a year
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PUBLIC ACTIVITIES: THAT THEY CAN
AUTHORISE THE COMPATIBILITY

» |nvestigation and advice for concrete cases exceptional
(remunerative limitation)

« Associate university teacher (remunerative limitation)

» Elective charges in city councils town halls in regions
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PRIVATE ACTIVITIES: THAT THEY CAN
AUTHORISE THE COMPATIBILITY

« Criteria incompatibility:

- Salary
- Working time

- Impartiality and independence. Activities relationated
with tax Agency, lawyer.........
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PROCEDURE

» Application to fill in form with documentation

« Resolution: Office Conflict of Interests in a period (3
months)

« Appeals
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FAILURE TO COMPLY WITH THE
INCOMPATIBILIES

 Breach of the norms of incompatibilities applicable disciplinary
regulation

« Types of infractions (serious, very serious)

» Disciplinary measures (dismissal, occupation suspension for six
months)

» Relevant offices to initiate the procedure and impose sanctions
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NFORMATION SYSTEM

AUTOMATIC CONTROL OF ACCESSES TO
INFORMATION OF TRIBUTARY NATURE

Athens 13 February 2017
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INFORMATION SYSTEM

 The Spanish Tax Agency Information System is a critical aspect
of the organization activity because:

« The Agency captures massively (supplied by tax payers and
third parties) and use intensively a lot of information to
perform its management, collect and control activities.

* The tax and customs procedures are highly computerised.
— The officials’ work is done trough the IT system.
— The taxpayers has a complete Virtual Office at their disposal

— The “no paper policy” has been established trough the
“Electronic File” project
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INDICE

1. INFORMATION SYSTEM SECURITY POLICY

2. INFORMATION TECHNOLOGY SECURITY AND CONTROL
COMMISSION

3. CONPUTER USERS MANAGEMENT
4. DATA ACCESS CONTROL
5. INFORMATION DISCLOSURE

6. THE ROLE OF THE INTERNAL AUDIT SERVICE
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1. INFORMATION SYSTEM SECURITY POLICY

OBJECTIVES

« The Spanish Tax Agency has Approval Security Policy Tax Information
in the Tax Agency (BOE 29/11/2012).

« whose objectives are the following ones:

— To ensure the confidence in the IT systems of the external and
internal IT users.

— To keep on the strategic decision of the organisation to base its
procedures in the IT systems and especially in the Internet website.

— To comply with the different regulations on information security set up
In the Spanish and EU legislation.
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1. INFORMATION SYSTEM SECURITY POLICY

INFORMATION SECURITY ACTIVITIES

« The Spanish Tax Agency Security activities are designed to:

— Guarantee the information assets PROTECTION, specifically the
access and use of the tax and customs information.

— Preserve the CONTINUITY of the services rendered by the IT
services to the internal and external users.

— Improve the QUALITY of the tax and customs information.
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1. INFORMATION SYSTEM SECURITY POLICY

INFORMATION SYSTEM SECURITY MANAGEMENT

« Different partners participate in the Security Policy:

— The INFORMATION TECNOLOGY DEPARTMENT (DIT), rules the
Information Security Policy and provide the technical guidelines.

— The TAX INFORMATION SYSTEM SECURITY AND CONTROL
COMMISSION (CSCIT), fixes and maintains the criteria on
Information Security, approves directives, order controls, solves
general security incidents, etc.

— The INTERNAL AUDIT SERVICE (IAS), supervises the compliance
with the Information Security regulations and try to improve the whole
system. For this purpose, it carries on, trough specialised personnel,
ad hoc security and information systems audits.
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1. INFORMATION SYSTEM SECURITY POLICY

“TAX AGENCY SECURITY DOCUMENT” CONTENTS

* The scope of the Document.

e Security measures, procedures, rules and standards aiming to achieve the
adequate level security.

« Staff functions and duties.

« The structure of the personnel data files and the description of the information
systems which processes them.

« The procedure to notify, manage and respond to the security incidents.
* Procedure to obtain security database copies and recover them.

« Measures to convey documents and other data storage devices, to destroy
documents and data storage devices, or reuse them.
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1. INFORMATION SYSTEM SECURITY POLICY

TAX AGENCY SECURITY DOCUMENT

« The AEAT approved, by the Resolution 5/2001 of the General Direction
modified by the Resolution 4/2004, the Security Document of the Files
containing Personnel Data, which includes the main aspects of the security
policy.

— The Document compiles and systematises the Agency’'s security
measures with the purpose not only to protect the citizens’ rights in the

electronic media but also the taxpayers’ right to the tax information’s
reserve.
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1. INFORMATION SYSTEM SECURITY POLICY

SCOPE OF THE DOCUMENT

« The Security Document regulations apply to the information of all the
computer files of the Tax Agency, organised or not in databases,

« These regulations are mandatory for all the staff working in the Agency,
iIndependently from their job status (civil servants, other Agency employees,
outsourcing companies employees, etc.).

« The Security Document is also compulsory for the personnel which does not
works in the Agency but has access to its databases.
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1. INFORMATION SYSTEM SECURITY POLICY

SECURITY POLICY ROLES (1)

« SECURITY RESPONSIBLES. Department and Services Directors, and
Special Delegates and Delegates of the AEAT. They are responsible of the
information security and of the compliance with the Security Document and
other related regulations.

« AUTHORIZERS. They decide and maintain the access profiles of the
computer users, trough the computer application USUARIOS.

« CONTROLLERS. They control the data accesses of the computer users
which are assigned to them, trough the computer application CONTROLA.

10
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1. INFORMATION SYSTEM SECURITY POLIY

SECURITY POLICY ROLES (1)

« SECURITY OFFICERS. They are information security managers and
advisers in a regional or functional level. They coordinate and control the
security procedures and measures, they supervise the computer users
management and the data access control and they prepare the non compliant
accesses reports.

« |IT DEPARTMENT SECURITY OFFICER. This Officer coordinates the
security officer’'s activity, distributing the security procedures and
communicating the security tools which facilitate the computer users
management and the data access control. The Officer develops the directives
and plans of the Security and Control Commission.

11
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1. INFORMATION SYSTEM SECURITY POLICY

SECURITY POLICY MILESTONES (1)

« Creation in 1998 of Tax IT Security and Control Commission, with
antecedent in a previous Database Access Working Group.

« Approval and deployment of the Tax Agency Security Document (2001-
2004).

» Declaration to the Data Protection Agency of the files containing personal
data.

« Setting up of a network of Security Responsible Persons and Security
Officers.

 Implementation of an integrated computer application to manage the
computer users access codes and their profiles and authorizations to the
corporate IT system (single sign on).

12



/‘ encia Tributaria ,'-.\}izww.a‘gehciatnibutaria.esA
“- Ag A e

1. INFORMATION SYSTEM SECURITY POLICY

SECURITY POLICY MILESTONES (2)

« Implementation of an integrated computer application for the control and
audit of the data accesses, which are systematically registered.

« Setting up of a corporate disclosure information system, based on strict
policies for the supply of data files (web services) and the access to the
Agency databases by external end users of other Administrations.

« Creation of a Information Systems Audit Team in the Internal Audit
Service, with specialized and certified auditors which develop audits,
programmed in the Audit Plan of the SAI.

« Approval of an Instruction for the management and control of the data
storage devices.

« Technical regulation of the procedures for the IT audits or activities, which
are carried out during the tax audits or inspections.

13
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1. INFORMATION SYSTEM SECURITY POLIY

SECURITY POLICY MILESTONES (3)

« Creation of a Information System Security Unit in the IT Department.

« Communication activities: Guidelines for the Implementation of rhe
Security Policy and Protocol of Use of the Computer Resources.

« Risk Map of the Tax Agency: Analysis and management of the risks
related with the Information System.

« Elaboration of an Information Security Balanced Scorecard, with the aim
to prevent operational system risks.

« Diagnose in the Tax Agency of the compliance with the National Security
Scheme (ENS), supervised and audited by the Internal Audit Service.

« Execution of an Adaptation Plan to the ENS, spread into 7 projects of
large scope.

* Approval Security Policy Tax Information in the Tax Agency (2012)
14
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2. TAX INFORMATION SECURITY AND CONTROL COMMISSION

FRAMEWORK

 Since 1998, the AEAT disposes of Security and Control Commissions for
each of the areas of the organisation, one of them devoted to the IT matters.

« The existence of such a IT Security Commission or Committee is a best
practice, recommended by international organisations as ISACA.

15
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2. TAX INFORMATION SECURITY AND CONTROL COMMISSION

COMPOSITION

* President: Director of the Tax Information Technologies Department.
* Vice-president: Senior Service Inspector of the Internal Audit Service.

- Secretary: Chief Security Officer of the Tax Information Technologies
Department.

« Members: Representatives of all the Departments and Services of the
Agency and at least three Regional Delegations.

16
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2. TAX INFORMATION SECURITY AND CONTROL OMMISSION

FUNCTIONS (1)

* Analysis and evaluation of the operational risks in order to detect control
weaknesses and threatens and set up the corresponding preventive
measures.

« Establishment and updating of the information security directives and criteria.

 Elaboration and submit to the Direction proposals for improvement and
strengthening of the security and control systems, especially trough the
inclusion of automatic alerts in the information system.

* Preparation of the IT Risk Map of the Tax Agency, to be integrated in the
corporate Risk Map.

« Supervision of the computer users management, data access control and tax
information disclosure subsystems.

17
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2. TAX INFORMATION SECURITY AND CONTROL COMMISSION

FUNCTIONS (2)

« Updating of the Tax Agency Security Document.

* Preparation of the declaration to the Data Protection Agency of the files
containing personal information.

« Communication activities, for instance of the “Protocol for utilisation of the
computer resources by the Tax Agency end users”.

« Coordination of the network of Security Officers.

* Programming of the annual plan of activities, according to the priorities of the
general security and control strategy, and preparation of an annual report on
their results.

18
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2. TAX INFORMATION SECURITY AND CONTROL COMMISSION

FUNCTIONING OF THE COMMISSION

« The Commission Plenary meets quarterly.

« The Commission receives the control and audit reports related with
information security.

« The Plenary discusses suggestions and queries from the Commission
members or any Tax Agency’s security manager. It also deals with the
relevant security incidents.

« The relevant issues are previously analysed in specific Working Groups
(renewal of the CONTROLA computer application, use of computer
instruments, LANSs, electronic mail, etc.), whole proposals are submitted to
the Plenary.

19
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COMPUTER USERS MANAGEMENT (1)
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« The purpose of the computer user management is to assign to the
Agency’s employees the adequate data access which permits a good
performance in their jobs, besides preserving the security of the Information
System and the confidentiality of the tax data. Hence, this establishes an a
priori control.

— Every official has a unique access code and a corresponding personal
password.

— The procedures to manage computer user and to give authorizations are
clearly defined and known by the officials, and auditable.

— The Information Security Officer of each Region of Department
supervises the operation of the system.

20
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3. COMPUTER USERS MANAGEMENT

COMPUTER USERS MANAGEMENT (2)

The Agency’s employees have to receive and sign that they know
the :

“Protocol for utilisation of the computer resources by the Tax
Agency end users” (security policy,use of email, internet
access...)

when they receive access code and a corresponding personal
password.

Because is very important for the disciplinary proceedings.

21
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3. COMPUTER USERS MANAGEMENT

COMPUTER USERS MANAGEMENT (3)

— The code is suspended under certain conditions as some incorrect
attempts to logon and cancelled when the employee leave the Agency.

— The authorizations are given by the network of authorisers and includes
one or various profiles, l.e. the frequent options that the official uses in
the daily tasks. The Departments maintain the profiles.

— Further authorizations are given to the computer user by the
corresponding authoriser.

— The authorisations can be cancelled if the user does employ for a period
the related options of the Information System.

22
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4. DATA ACCESS CONTROL )

DATA ACCESS CONTROL

« The data access control is the process consisting in the record of the
accesses to tax information, the storage which enables analysis and
recovery, and finally the audit of the accesses in order to establish whether
they are related with the officials duties and compliant with the security
policies. Hence, this establishes an a posteriori control.

— The procedures to register, control and audit data accesses are clearly
defined and known by the officials, and auditable.

— The Information Security Officer of each Region of Department
supervises the operation of the system.

— Whenever a computer user consults or manages tax information, the
motivation of the access should be declared.

23
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4. DATA ACCESS CONTROL

CONTROL STEPS (1)

« ACCESS RECORD

— For every tax data access, a trace is recorded automatically with a set of
administrative and technical data, useful to enable the late control.

— Every fortnight, the record of the data access traces for the different
subsystems is consolidated in a unique computer application, called
CONTROLA.

« ACCESS SELECTION

— The computer application CONTROLA selects the most risky and
Incoherent accesses to tax information, applying risk filters.

— The networks of Security Officers and controllers can add manually other
access to the selection.

24
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4. DATA ACCESS CONTROL

CONTROL STEPS (2)

— The IT Security and Control Commission fix the optimum general
percentage of accesses to be selected, balancing risk and efficiency. In
any case, each official should be controlled at least once a year.

« ACCESS AUDIT

— The selected accesses are audited by the controller assigned to the
computer user. Although the controller is generally familiarised with the
work of the user, the controller can justify directly the access in view of
the user’s common tasks, or ask for further explanation using the
CONTROLA application.

— Finally, the controller should declare the compliance or the non
compliance of the access. In there is non compliance, the Security
Officer analyses the access and the Security Responsible can start a
disciplinary procedure.

25
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4. DATA ACCESS CONTROL

QUALIFICATION CRITERIA

« The qualification of the non compliant accesses is not easy to provide in an
uniform way for all the Agency. Nevertheless, the Security Officers and
controllers use the following general criteria to qualify the accesses and
graduate the possible fault:

a) Relations with the official’'s work.

b) Conflict of Interest.

c) Type of the accessed information.

d) The consent of the accessed taxpayer.
e) Repetition and reiteration.

f) Negligence and intentionality.

26
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4. DATA ACCESS CONTROL

STEP 1 - DATA ACCESSES ARE RECORDED

Infrastructure Intranet -

!

Active safety infrastructure ‘

!

Not

éaccess? —— Error message
Y

Aplication

. . Not
éprivate security?

Active safety -
l o, Transaction execution

—_—
CONTROLA —1 Passive Safety \
\
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4. DATA ACCESS CONTROL

STEP 2a — DATA ACCESSES ANALYSIS

SYSTEM 1 SYSTEM 9
v

v
ACCESS RECORDS

Others data

USER - Unit \ |
Permits Criteria of Tax Information Security and
Absences ENHANCE RECORDS Control Commission

BD TAX PAYERS Tax relatlons /

CRITERIA SELECT
ACCESSES

HHRR

- User controller
CONTROLA - Statistical data

—

Compllance

- Audits

- Controllers: access

- Security respon5|ble
- Security officers

DATA Non Compliance

ACCESSES
AUDIT
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4. DATA ACCESS CONTROL ’

STEP 2b — DATA ACCES ANALYSIS

SELECTION OF A PERCENTAGE OF THE WHOLE DATA
ACCESSES FOR THE CONTROL AND AUDIT

CRITERIUM 1: RAMDOM SELECTION MADE BY CONTROLA

CRITERIUM 2: RISK SELECTION MADE BY CONTROLA

CRITERIUM 3: SELECTION DECIDED BY THE SECURITY OFFICERS,
AFTER THE ANALYSIS OF THE ACCESSES

29
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4. DATA ACCESS CONTROL

STEP 3 -ACCESSES AUDIT

A A O

THE CONTROLLER JUSTIFIES DIRECLY THE ACCESS THE CONTROLLER ASKS FOR FURTHER INFORMATION

THE USER GIVE SOME INFORMATION OR MOTIVATION

THE CONTROLLER DECLARES THE | THE CONTROLLER DECLARES THE

COMPLIANCE NON COMPLIANCE
A R O
THE JUSTICATIONS ARE REVISED BY THE SECURITY OFFICER THE SECURITY OFFICE DECIDES ON THE NON COMPLIANT ACCESSES
AUD
THE INTERNAL AUDIT SERVICE SUPERVISES THE WORK OF THE THE IIAS REPORTS THE CURRENT SITUATION OF THE DATA ACCESS
SECURITY OFFICERS CONTROL TO THE IT SECURITY COMMISSION

30
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5. INFORMATION SECURITY CONTROL SUBSYSTEMS

INFORMATION DISCLOSURE

« The AEAT tax information cannot be disclosed to other organisations of
the public sector without the permission of the taxpayer, except when a
specific law authorises the transfer: essentially to fight against fraud.

« The data exchanges are computerised. In the frequent data supplies, for
example in the on line database accesses, an agreement (MOU) between
the two partners is compulsory. Before the disclosure, the other
government body must reach a level of security and control equivalent to
that established in the AEAT.

 The Internal Audit Service of the Tax Agency supervises the compliance
of the other body with the conditions of the supplies and of the exchange
agreement. The IAS can conduct audits in that field.

31



6. INTERNAL AUDIT SERVICE

INTERNAL CONTROL AND INFORMATION SYSTEM

k.
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* For the Internal Audit Services, the AEAT Information System is at the
same time:

— Atool to develop an effective and efficient supervision and control of
the procedures and business processes of the organisation.

— The direct target of information systems audits, which verify the
secure and accurate IT performance and the proportionate use of

information, and contribute to the better knowledge of risks and to
their reduction.

32
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6. INTERNAL AUDIT SERVICE
METHODOLOGY

« The internal auditors of the SAI can access without restrictions (in consult
mode) to the computer systems and applications of the Tax Agency. This
faculty need to be permanent maintenance.

 The collected information is used in all the phases of the audit process
(planning, development, communication of the results and follow-up of the
recommendations).

« The information systems auditors use the same regulations and
framework as the other internal auditors of the SAl, but they also refer to
different specific standards and methodological tools, namely COBIT
(ISACA), MAGERIT (Spanish Public Administration), ITIL, ISO norms on
IT Security, etc.

33
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6. INTERNAL AUDIT SERVICE

TYPES OF ACTIVITIES

« The control activity of the Internal Audit Service over the IT System can
be categorised into thee big issues:

» VERIFICATION AND SUPERVISION ACTIVITIES.
= Information Security Audits.
= [Information System Audits.

» ADVISE AND CONSULTING.

» PARTICIPATION AND PROMOTION of the Tax Information
Security and Control Commission.

34



4

/“ Agencia Tributaria /Aﬁ’wwégencualt‘m tariaﬁ’
6. INTERNAL AUDIT SERVICE

SUPERVISION BY THE INTERNAL AUDIT SYSTEM

« Supervision and control of the effective compliance with the regulations
stated in the Security Document and the directives of the Commission.

« Improvement of the computer applications CONTROLA, USUARIOS.

* Obtaining follow-up reports of the internal and external computer users of the
corporate information system.

» Proposing directives and criteria to the Commission:
— Filters which determine the degree of risk of the access.
— Specials controls, to be applied by the Security Officers.

— Security incidents treatment.

35
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6. INTERNAL AUDIT SERVICE

INFORMATION SECURITY AUDITS

« The Internal Audit Service carries on information security audits for:

— Verifying the access codes management, the data access control
and the performance of the Security Officers, controllers and
authorisers.

— Verifying the adequate cession and use of the disclosed information
to other government bodies.

— Analysing the non compliant accesses and the consequent
disciplinary proceedings.

— Checking the exhaustive and accurate recording of the data access
traces in the CONTROLA subsystem.

36



/“ Agencia Tributaria / fagenmgtr‘lbutana es;

6. INTERNAL AUDIT SERVICE

INFORMATION SYSTEMS AUDITS (1)

« The Internal Audit Service carries on information system audits in order to
verify the organisation and functioning of the IT area (headquarters and
periphery), especially on the following issues:

Development of computer applications.
Operation of the corporate computer system.
Training of the personnel.

Information reliability.

Safety copies and recovery of the data.

Business Continuity Plan.

37



/“ Agencia Tributaria /W}Vﬁ?;ggrgatrrbutaria.es’

6. INTERNAL AUDIT SERVICE

INFORMATION SYSTEMS AUDITS (2)

— Management and maintenance of the computer equipment.
— Establishment of new applications and users assistance.

— Incidents management

— Local Area Network Management.

— Physical security.

— Data storage devices control.

— Data quality (Tax campaigns process with information supplied by
third parties).

— Register and Electronic Files security.

38
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INVESTIGATIONS ACTIVITIES

ATHENS. February 2017
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INTERNAL AUDIT SERVICE

INTRODUCTION

The investigation activities are comprised within the scope of:
. Internal Affairs
. Internal investigations / internal verifications

«  Fight against the corruption
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INTERNAL AUDIT SERVICE

THE REASON FOR THE

INCORPORATION IN THE IAS

«  Confidenciality of proceedings

. Independence with regard to the hierarchical character
that is predominant in the remaining parts of the
Institution

. Proximity with the techniques tipical for the service
Inspection
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INTERNAL AUDIT SERVICE

IAS ACTIONS

Process control (legality)

«  Compliance with the objectives
«  Control of organisational units
« Risk analysis techniques

When in the course of an action an irregularity related to a civil
servant or a group of civil servants is discovered

!

INVESTIGATION UNIT OR SPECIAL METHODS
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INTERNAL AUDIT SERVICE [

INVESTIGATION ACTIVITIES

A posteriori
- Private complaints

- Atrequest by other AEAT bodies
- At request by other IAS units

- At request by the civil servants

Others: Preventives

- Risk analysis
« Sectorial

« Zones

 Own

- Establishment of data banks
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INTERNAL AUDIT SERVICE

PROTECTED INTERESTS

- AEAT

. Public Administration

«  Of the civil servants: image and reputation particularly:
- relation between Administration / administrated
- incompatibilities

- conflict of interest
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INTERNAL AUDIT SERVICE

LEGAL BASIS

Royal Decree 1733/1998, of 31 July, on proceedings for the
actions of service inspection

Order of 4 June 1998, that develops it
Legal Service Report of 28 September 2004

Protocol of actions of the investigation unit (for those not
regulated in the IAS legislation)



A

/‘ Agencia Tributaria Wwww.agenciatributaria.es’™
£ n 4

INTERNAL AUDIT SERVICE

ROYAL DECREE 1733/1998

Item 2.d) Para 11

Prevention and detection of irregular behaviours, coordination
of activities related to them and their investigation, in the
manner determined by the AEAT Director
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INTERNAL AUDIT SERVICE

ORDER OF 4 OCTOBER 1998

Para 3,3: knowledge of a possible irregular activity of the
stuff

Para9: widening of the activities once the existence of
possible irregularities has been confirmed

Para 11: insight of a responsible person into the report,
when the responsibilities for concrete persons can
be derived
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INTERNAL AUDIT SERVICE

FUNCTIONAL AREA OF INVESTIGATION

Aim: Prevention, detection and investigation of risky and
irregular situations
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INTERNAL AUDIT SERVICE

CONTENTS

According to the aim:

- Investigation activities

preventive: profiles and irregular situation (all IAS Units)

for evaluation: methodologies and manuals for application
(all IAS units)

corrective:  obtaining of information (exclusively
Investigation Unit)

- According to the information:

ordinary, Iinformation from the AEAT, from public
registries, derived form the complaints or spontaneous
Information

special, other means

.

o)
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INTERNAL AUDIT SERVICE

MEANS

Personnel: Assigned in RPT of IAS

Those gathered form other Departments and
Services (Delegations)

Material: Registries, Reproduction machines, etc.
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INTERNAL AUDIT SERVICE

THECHNIQUES

MONITOR FACILITIES

Verify the economic activity

- Discover the existence of property
- Conform the ownership of property

- Obtain proof of activity, relations with responsible persons
or employees
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INVESTIGATION AND TRACKING OF PEOPLE

- ldentification of domicile, telephones and cars

- Obtaining of photographic, video or audio proof in public
places or offices accessible to the public

INTERNAL INFORMATION

- Phone calls from official telephones
- Control of access to the IT data

- Control of working hours

ACCESS TO THE INFORMATION IN THE AEAT DATA
BASE OR DATA BASE OF OTHER BODIES WITH THE
CONVENTION WITH AEAT

OTHERS AUTHORISED
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INTERNAL AUDIT SERVICE

PROCEDURE

Order to the IAS Service —— knowledge or signed by the AEAT

Director or president

Rights and obligations of the Service Inspections of the remaining
areas/zones

Confidential character of the activities and reports
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INTERNAL AUDIT SERVICE

LIMITATIONS

Events constituting a crime ——— Agency Legal Service

|

Ministry of Fiance
(in case of the Second Book of Penal Code, the investigation
shall be suspended until the judicial resolution: crimes of the
public servants in the exercise of their duties)

Right to honour, personal intimacy or secrecy of communication

As regards religious beliefs, ideologies, political and other
activities (.....)
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INTERNAL AUDIT SERVICE

DOCUMENTING ACTIVITIES

1. Confidential reports
« History: - Order
- Object of activity
« Confirmed facts: Enumeration and presentation of proof
« Conclusions (proposals, as appropriate)
2. Notifications
« |AS Director. Draft ———— Final version

Final version > AEAT Director, Head of
Department and/or Delegate
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INTERNAL AUDIT SERVICE

As appropriate, the inicialization of the disciplinary proceeding is the
responsibility of the respective Director or Delegate

The proof is obtained by the examining magistrate for the case,
which should overlap with those from the report, as appropriate

Due to the confidencial character of the report, it is not mandatory to
Incorporate it in the case

In case of a possible penal responsibility —— Legal Service for
the notification to the State Attorney’s Office
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COLLABORATION OF THE TAX
AGENCY WITH JURIDICTIONAL
BODIES
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- OVERVIEW

The Tax Agency performs the duty of collaboration with the jurisdictional
bodies, by way of various functions, including judicial assistance and expert
testimony for offences against the Public Treasury, the supply of telematic and
customised tax information to jusrisdictional bodies and to the Public
Prosecutor’s office and the exercise of the function of judicial police by Customs
Surveillance officials.
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2.- DIFFERENTS WAYS OF COLIABORATION

* SUPPORT UNIT FOR THE ANTI CORRUPTION OFFICE

The Tax Agency has a support unit for the Special Prosecutors Office against
corruption and Organised Crime (Anti Corruption Office) whose functions
consist on executing the reports, audities and activities required of it by the Chief
Prosecutor of the Special Prosecutor “s Office.

This Unit reports organically and functionally to the General Director of the Tax
Agenct and is equipped and financed by the Agency.
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* COLLABORATION IN THE FIELD OF OFFENCES AGAINST THE
PUBLIC TREASURY

v ACTIONS PRIOR TO INITIATON OF CLIMINAL PROCEEDING:

The verification activities carried out by the Tax Agency by means of the
inspection procedure con reveal facts which way constitute offenc es against
the Public Treasury.

In such a case, once the Tax Agency s action has been completed a detailed
report, is then drafted by the clerk and the corresponding charges and
prosecutions are submmited.

Additionaly, the Tax Agency also present carges for the exercise of indications
of tax fraud following the performance of investigation by the inspection
bodies , without a verification procedure having been commenced.

’
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v ACTIONS DURING CRIMINAL PROCEEDING:

During criminal proceeding the Tax Agency recives many requests for
collaboration from jurisdictional bodies, either via judicial assistance or by
expert testimony, in case of offences against the Public Treasury, a matter in
which its officials are fully competent.

v' EXPERT TERSTIMONY AND JUDICIAL ASSISTANCE ACTIONS DURING
CRIMINAL PROCEEDINGS

In addititon, the court clerk the inspector who has reported on tax offences,
the basis of the clarges presented by the Tax Agency, participate in the
criminal proceeding ratifying these reports, either in the examination phase
or in oral hearing, as witnesses
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v' ACTIONS TO ENSURE THE POSSIBLE FINANCIAL LIABILITIES DECLARED
IN THE CRIMINAL PROCEEDING:

The Tax Agency can adopt precautionary measures to guarantee any possible
liabilities which may be declared in the judicial procees, both before the
imitiation of the proceeding and after against the Public Treasury, in which
case the must be submitted to the juzge.

In addition, the Tax Agency collections bodies maintain the competence for
investigating, under the supervision of the judicial authority, the assets which
may be subject to the payment of the monetary amounts associated with the
offence

v' ACTIONS IN THE ENFORCEMENT OF CRIMINAL SENTENCES

The Tax Agency assists the judges and courts in the enforcement of sentences
against the Public Treasury demanding by the compulsary process the penalty
of fine and civil hability declared in sentence.

/




/“ A gencla Tributaria /,A{www-.fa‘g_endiatnibutaria.es;,Q

y A | [,/

v' COLLABORATION IN OTHER JUDICIAL PROCESSES

The tax Agency’s officials carry out other collaboration task in judicial
processes, actingo as judicial admininstrators, valuation architects,
liquidators, bankrupty

v' SUPPLY OF INFORMATION

With regard to transfer of tax information by the Agency to the courts, is
allowed to the jurisdictional bodies the direct access to the Tax Agency
databases by way of telematic connection through the “Judicial Neutral Point”
managed by the Superior Governing body of Judges and Courts Within the
framework defined by the Tax Agency.

In addition, for the cases not includes in the agreement individual requests
for information are processed.
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INTERNAL AUDIT SERVICE

ATHENS. 13 February 2017
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INTERNAL AUDIT SERVICE

The Internal Audit Service (SAl, or IAS in English) is a Deputy
General Directorate specialized in internal control which
depends directly from the President and the Director of the
Spanish Tax Agency.

. Mission Statement:

v" “To assist the Agency Directorship, in particular, and the
organisation, in general, in reaching its objectives efficiently,
promoting the Iimprovement and the quality in the
organisation, preventing risks and misconducts, and
verifying the compliance with law and regulations.”
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ORGANIZATION CHART

' IAS DIRECTION |

INFORMATION TECHNOLOGY AND . AUDIT UNIT# 1 HUMAN RESOURCES AND TAX PAYER ADVOCATE
DATA ANALYSYS DEPUTY Inspeccion de los ADMINSTRATION UNIT UNIT

SUBDIRECTION Servicios”

AUDIT UNIT # 2
“Inspeccion de los
Servicios”

UNIT # N “Inspeccion
de los Servicios”
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RESOURCES AND OUTCOMES

 Current employees
v’ Taxpayer’s Advocate Office
v Information Technology
v Audit Units (12)
v IAS Direction andHuman Resources
and Administration

* Reports per year 125

96

19

11

Sy

14
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CHARACTERISTICS (1)

« Long tradition within the Ministry of Finance: the Service
Inspection function exists since 1832.

« With the creation of the Spanish Tax Agency in 1992, the Internal
Audit Service was established as an independent internal audit
and control Service whose main task is to carry out audits of any
type and nature, and any functions entrusted by the Directorship.

« [t differs from other Public Administration internal controls, in that
its control activity is not specifically financial, accounting or
budgetary, although it does not exclude them.



‘ Agencia Tributaria
&

www.agenciatiibutaria.es®

CHARACTERISTICS (2)

 The Internal Audit Service has evolved, through time, into a new
concept:

v" The audit function is now a management process integrated
Into the organizational activity.

v It pursues efficiency, effectiveness, quality, and the
Improvement of management.

v It aims to identify and reduce risks within the organization.
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CHARACTERISTICS (3)

« The Internal Audit Service is an instrument to be used by the
Directorship.

« Itisindependent , with a specific way to recruit the auditors.

It promotes and coordinates the development of the
organization's own control mechanisms.
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INTERNAL AUDIT MODEL

* In the Spanish Tax Agency, the Internal Audit Service (IAS or SAl),
detached from the General Inspectorate of the Ministry of
Economy and Finance, has been set since 1992 as a specialized
body of internal control. The IAS adopted the model of internal
audit consisting in supervision of the internal control, as
promoted by the COSO | Report (1992).

« The control experience accumulated by IAS and its relevant
participation in the AEAT's Control and Security Commissions,
which are focused in risk analysis and risk management, led to a
more formalized risk management process (Risk Map), aligned
with the current paradigm of internal audit raised by COSO I

Report (2004).
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STAFF CHARACTERISTICS

 Independence and Objectivity, due to the fact that the Service
Inspectors (Senior Auditors) are chosen by means of a selective
process, which grants a Diploma of Auditors, and they hold their
positions with a permanent character.(maintance level-30 for
competition-of the place of work).

« Relevance and Experience. The Service Inspectors have the
administrative category of Assistant Director, and they are required
to have a previous experience of more than five years in the upper
level of the Public Administration.

« Expertise and Specialization. The audit officials have
multidisciplinary backgrounds and degrees:. economists, lawyers,
engineers,.... The training program of the IAS is focused on tax,
customs and audit issues.
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SENIOR AUDITORS PROFILE

 The profile of a Service Inspector is that of an employee with
experience in legal, economic and fiscal matters, who belongs to
the Group Al and has achieved a managerial professional level in
the Administration (minimum 5 years in the Group Al).

« The Service Inspectors manage audit teams and are responsible

for the monitoring of territorial zones (Special Delegations) and
functional areas.

10
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STAFF SELECTION PROCESS

In order to be eligible for the position of IAS’s Service Inspector,
you should hold a specific Diploma, which implies to pass a
merits contest and a selection course (of 6 months of duration) at
the Public Finance School, where the candidates perform:

v’ Written tests on matters related to the Ministry of Finance
and auditing activities.

v' An Audit Memo or Report subject to a public assessment
process by the rest of the course participants.

The validity of the Diploma is conditioned by the effective

performance of the duties of Service Inspector for at least two
years, except special services or force majeure.

11
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SCOPE OF THE AUDIT FUNCTION (1)

« During the audits, the supervision and verification activities of
the Internal Audit Service include the following aspects:

v' The efficiency reached in the compliance and achievement
with the objectives which have been set up in the different

Agency’s plans and programs.

v’ The effectiveness, quality and timeliness of the procedures
carried out by the Agency’s offices.

12
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SCOPE OF THE AUDIT FUNCTION (2)

v’ The quality of the processes to help and assist the
taxpayers and to preserve their rights.

v' The compliance of the audited Units performance with the
due regulations, procedures and time limits.

v  The accuracy and efficiency of the decisions, the
processes and the resources.

13
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SCOPE OF THE AUDIT FUNCTION (3)

v' The possible misconducts of employees.

v The level of physical and logical information security,
specially in sensible information.

v  And, in general, the suitability of the audited Units
functions.

14
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PLANNING

« The audit activities are subject to annual planning.

« The Audit Plan has to be approved by the President of the
Agency.

— Validity. The plan is annual.

— Obligatoriness. In the mandatory audit report, it should be
guoted that the activity responds to one of the Annual Plan
programs: “The visit shall be included in the IAS Action Plan
for 201X within the Program......".
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REQUISITS FOR THE AUDIT PLAN

« Aligning the Audit Plan with the AEAT's strategic objectives.

« Attending the high management requests and considering the
proposals of the Departments and Regional Offices.

» Intensifying the actions in the previously detected risk areas.

« Ensuring a permanent presence of the Internal Audit Service in
the whole organisation.
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BASIC OBJECTIVES

« Evaluating any deviation in the effective implementation of
relevant measures or programs.

« Verifying the effectiveness, efficiency and compliance with the
standards and instructions stated by the Administration Services.

« Strengthening the corporate security.
« Detecting and controlling risks.

* Promoting institutional collaboration.
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COMMUNICATION POLICIES

PLANNING CONSULTATION

* |In order to develop the Plan, various consultations are provided
to the Departments and Territorial Entities.

RESULTS COMMUNICATION

« Final conclusions of the Plan are communicated to the
Department.
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AEAT PLANNING INSTRUMENTS

« The AEAT planning instruments constitute the coordinates for the
IAS Action Plan. The audit planning is aligned with the organization
planning.

 Over the last years, the main planning instruments of the Spanish
Tax Agency have been the following:

1. Tax Fraud Prevention Plan.
2. AEAT’s System of Objectives.
3. Tax Control Plan.

4. Commitments of the Central Services.
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PROGRAMMES

« The IAS's Annual Audit Plan contains groups of programs:

= a) Control and verification of central and territorial units:
regional, provincial and local.

* p) Risk and sensible areas control in the following areas:
Returns Management, Taxpayers Audit, Collection, Customs
and Excise, IT, Economic Administration and Human
Resources.

= C) Security: Access to databases with tax information and
employees misconducts investigation.

= d) Others.
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CHART AND REGULATION (1)

. The Internal Audit Service has an updated regulation of its
functions, scope, and all rights and duties involved.

. The regulation contains a definition and development of its
basic activity procedures.
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CHART AND REGULATION (2)

« Duties under the Chart;
— Confidentiality
— ldentification.
— Compliance with the orders.

— Documentation of the results.
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CHART AND REGULATION (3)

» Rights of the Auditing Staff.
= Special ID card.

= Act as an authority representing those who have appointed
them for the audit (Delegates of the Ministry of Economy
and Finance and the AEAT Director).

* Free access to every AEAT installation.

= Assistance and collaboration of the audited units
managers.

o Data collection.

o Extraction of files.

o Organization of documentation.
o Preparation of reports.

0 Assignment of personnel for assistance.
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THE AUDIT PROCESS

STAGES
 The audit process includes the following four phases:
— Planning
— Development (Fieldwork)
— Communication of the Results: Audit Report

— Audit Follow-up
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PLANNING

« The Audit Script outlines the fieldwork necessary to achieve the
audit objectives.

« Collection of Information.
« Schedule.

« Selection of Samples.
 Types of Tests.

* Questionnaires.
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DEVELOPMENT (FIELDWORK)

EMERGE FROM THE COMPARISON BETWEEN:

CRITERION REALITY
(WHAT MUST BE) (WHAT 1S)

CAUSE Reason for the difference.

EEEECTS Risk that an organization is subject to due to the
differences between “what must be” and “what is”.
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DEVELOPMENT (FIELDWORK)

 During the audit fieldwork, Internal Audit gathers information,
performs audit testing, including detailed testing via review of
transactions, and examines documents and other records, in order to:

— Collect evidence to ensure internal controls are in place.
— Gain an understanding of internal controls.

— Evaluate compliance with laws and adherence to internals
regulations.

» The fieldwork stage concludes with a list of significant findings from
which the auditors will prepare a draft of the audit report.
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COMMUNICATION OF THE RESULTS -
THE AUDIT REPORT (1)

. THE AUDITOR COMMUNICATE THE RESULTS AND SUGGEST
RECOMMENDATIONS.

- THIS COMUNICATION IS CARRIED OUT BY MEANS OF AN
AUDIT REPORT.

" THE REPORT IS A FINAL PRODUCT OF AN AUDIT, AND THE
QUALITY OF THE AUDIT PERFORMED IS JUGDED BY THE
QUALITY OF THE REPORT THAT REFLECTS IT.
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COMMUNICATION OF THE RESULTS -
THE AUDIT REPORT (2)

® THE AUDITOR REPORT IS BASED ON EVIDENCE, INDICATING
OBSERVATIONS, CONCLUSIONS AND RECOMMENDATIONS.

® THE REPORT PROVIDES TO THE READER A CLEAR VISION OF
REASONS WHY THE UNITS ACTIVITIES HAVE BEEN
INSPECTED AND WHAT THE RESULT IS.

®  QUALITY OF STANDARDS APPLICABLE TO ALL REPORTS =
QUALITY ASSURANCE.
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STANDARD REPORT

)

BASIC STRUCTURE AND CONTENT

] INTRODUCTION

] OBJECTIVES, SCOPE AND METHODOLOGY
] RESULTS

u CONCLUSIONS * Instructions

! PROPOSALS - Motions

* Other proposals

SUMMARY REPORT

FORMAT, MARGINS, TITLES, ANNEXES

INSTRUCTION ON STRUCTURE AND CONTENT

UAN=0AD0LDAY
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CONTENT OF THE REPORTS

THE CONTENT OF REPORTS MAY VARY DEPENDING ON THE TYPE OF
WORK.

A STANDARD REPORT COULD INCLUDE:

< Title and reference number. % Conclusions.

“* Introduction. < Recommendations.

< Object of Audit. < Summary report or executive report.

“ Scope. < Allegations, defense and opinion of the
< Used methodology. audited entity.

< Preliminary information, history. %+ Signature and date.

% Observations. % Annexes.



»

f vve1a Tt 117 - —“-..‘l
/“ Agencia Tributaria //zW}VW@g, N

| cla%ltariafg
REPORT: INTRODUCTION

IT IS SPECIFIED:

“ DESCRIPTION OF THE ENTITY OR SERVICE AUDITED.

“ REASON FOR THE AUDIT.

“ WORK ORDER OR SERVICE ORDER.
“ COMPOSITION OF THE AUDIT TEAM.
“ INITIAL AND FINAL DATE OF ACTIVITY.
“ CHARACTER OR TYPE OF REPORT.

“ RECIPIENT/S OF THE REPORT.
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DEFINES THE NATURE AND THE SCOPE OF THE AUDIT

“ THE TERRITORIAL AND FUCTIONAL SCOPE OF THE ENTITY
TO BE AUDITED.

“ THE AUDITING PROCEDURES AND CONCRETE ASPECTS OF
THE PROCESSES TO BE AUDITED.

“ TIME PERIOD TO BE AUDITED.

®  LIMITATIONS TO THE SCOPE.
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REPORT: OBJECT

COMMUNICATION OF THE OBJECTIVES OF THE REALIZED WORK
IN A CLEAR AND NEUTRAL WAY

“ IF IT'"S ENSHRINED IN A PROGRAM OR SECTION OF THE
ANNUAL PLAN, GENERIC OBJECTIVES OF THE
PROGRAM AND THOSE SPECIFIC ONES FOR THE WORK
MUST BE INDICATED.
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REPORT: METHODOLOGY

EXPLAINS THE METHODOLOGY USED TO ACHIEVE STATED

OBJECTIVES

® SOURCES OF INFORMATION (ANALYSIS OF FILE SAMPLES,
INQUIRIES, INTERVIEWS, ETC.) USED.

“ DATA BASE FROM WHICH THE DATA IS COLLECTED (SPECIFIC
APLICATIONS).

“ METHODOLOGY OF SAMPLING AND GRADE OF
REPRESENTATIVITY.

» RANDOM SAMPLING
» DISCRETIONARY SAMPLING
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REPORT: PRELIMINARY INFORMATION

IF NECESSARY:

HISTORY AND PREVIOUS CLARIFICATIONS

% ABOUT THE ENTITY OR SERVICE AUDITED

» Economic information
» Bussines operations volume, staff, etc.

® ABOUT THE ACTIVITY OR THE PROCESS TO BE AUDITED.

® HISTORY ON FORMER AUDITS OR ANY OTHER ASPECT
CONSIDERED TO BE IMPORTANT.
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REPORT: OBSERVATIONS (FINDINGS)

STATEMENTS REGARDING THE FACTS

® ARE NOT VALUE JUDGEMENTS.

® STATEMENTS ON FACTS SUPPORTED BY SUFFICIENT,
RELEVANT AND COMPETENT EVIDENCE.

“ THEY MUST BE PRESENTED IN A PROPER WAY WITH THE
APPROPRIATE PERSPECTIVE AND CONTEXT.

®  THE MOST SIGNIFICANT ONES ARE STATED IN THE REPORT.
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REPORT: OBSERVATIONS

EMERGE FROM THE COMPARISON BETWEEN:

CRITERION REALITY
(WHAT MUST BE) (WHAT 1S)

CAUSE Reason for the difference.

EEEECTS Risk that an organization is subject to due to the
differences between “what must be” and “what is”.
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REPORT: CONCLUSIONS

OPINIONS AND ASSESSMENTS OF THE AUDITOR ON THE
OBSERVATIONS AND ITS EFFECTS

®  MUST BE CLEARLY STATED.

“ THE EXISTENCE OF ILLEGAL ACTIONS OR FRAUDE OR
MISCONDUCT OF THE STAFF MUST BE INCLUDED, IF
DETECTED

“ IF THERE IS A PARAGRAPH WITH GENERAL CONCLUSIONS:
extract of the principal observations and auditor’s opinions.
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REPORT: RECOMMENDATIONS

MUST EMERGE IN A LOGICAL WAY FORM THE OBSERVATIONS AND

CONCLUSIONS STATED IN THE REPORT

OBSERVATIONS (facts)

CONCLUSIONS (auditor’s
opinions)

| Soutoms oo cetsceaprovems
© improvement of provided public service

RECOMMENDATIONS
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REPORT: OPINIONS OR ALLEGATIONS OF
THE AUDITED ENTITY

VIEWPOINTS OF THE AUDITED ENTITY ON THE AUDIT
RESULTS

“ IF THE OPINION OF THE AUDITED ENTITY IS PREPARED
DURING THE VISIT, IT SHALL BE STATED IN THE
PRELIMINARY REPORT, EVEN THOUGH IT IS COMMONLY
STATED AFTER THE FIRST DRAFTING.

“  THE FINAL REPORT SOULD ALSO INCLUDE THE OPINION OF
THE MANAGEMENT LEVELS OF THE AUDITED ENTITY.

“ IF THE AUDITOR AGREES WITH THOSE ALLEGATIONS, THE
AUDITOR SHOULD MODIFY THE PROVISIONAL REPORT.
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REPORT: SIGNATURE AND DATE

“ THE AUDIT REPORTS MUST BE SIGNED BY THE AUDITING
DIRECTOR OR A PERSON THAT ACTS ON HIS BEHALF.

“ IT CAN BE AN AUTOGRAPH SIGNATURE ON THE REPORT

ITSELF OR SIGNED ON A LETTER OR A FORMAL
COMMUNICATION.

“ THE DATE OF REPORT IS THE DATE WHEN THE DIRECTOR
OF IAA SIGNED THE REPORT.
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REPORT: ANNEXES (1)

FUNCTION:

COMPLEMENT OR EXPAND THE DATA CONTAINED IN
THE REPORT.

“ EDITED IN AN INDEPENDENT VOLUME OR FILE.

“ INCLUDE ENTIRE RANGE AND LIST OF DOCUMENTS
RELATED TO THE REPORT AND TO WHICH THEY ARE
REMITTED AND REFER TO IN THEIR CONTENT
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REPORT: ANNEXES (2)

MAY CONTAIN, FOR INFORMATIVE PURPOSES:

= Action order.

= Communication about the visit to the responsible person of the
Service to be audited.

= Previous reference to the samples of documents, if any.

= Detailed description of the audited processes.

=  Printouts of the screens of information technology applications
showing states or general situations.

= Contacts or initial lists obtained for sampling.

= Detailed observations related to each file that is a component part
of the sample.

= Documentary history requested or facilitated by the inspected entity.

= Etc.

/“ Agencia Tributaria
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EXECUTIVE REPORT

2

SUMMARY REPORT

“ CAN BE INCORPORATED AS A PART OF THE REPORT OR
PRESENTED AS A SEPARATE REPORT.
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REPORT FORMAT

THE REPORTS ARE ISSUED IN A FORM WHICH IS
SUITABLE FOR ITS USE AND PURPOSE.

FORMAT:

= ELECTRONIC, PREFERENTIAL BEFORE 2011.
= ELECTRONIC, COMPULSORY SINCE 2011.

= THE AUDIT PAPERS CONSTITUTE AN ELECTRONIC FILE.
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QUALITY OF REPORTS

REQUISITS FOR QUALITY

CLEAR

PRECISE
OBJECTIVE

CONCISE

CONSTRUCTIVE
COMPLETE TMELY
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CUSTODY AND RETENTION OF REPORTS

THE IAAMUST KEEP ISSUED REPORTS DURING THE PERIOD
AND UNDER CONDITIONS FOR SECURITY ESTABLISHED BY

THE LAW OR RULES OF TAX ADMINISTRATION, AND IN ANY
CASE, WHILE BEING USEFUL TO THE AGENCY.
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TYPES OF REPORT

AUTONOMOUS OR INDEPENDENT. Reflect results of one
concrete audit performed on a single entity or service.

INTEGRATED OR COMBINED.

All results obtained through various audits performed on different
entities in the same field or aspect and with the same objective,
documented in their respective independent reports, shall be
compiled in a single report.

It is not a simple reproduction of autonomous reports from which it
derives.

Specific general conclusions must be elaborated for the entire field
included in the audit.



/“ Agencia Tributaria ’/:w}vw.,ag.eqplatrnbutarla.639

W
ORDINARY PROCEEDING (1)

THE PRELIMINARY REPORT IS THE FIRST REPORT PREPARED
BY THE AUDIT (DRAFT) AND MUST CONTAIN ALL THE

ELEMENTS OF THE FINAL REPORT, OBSERVATIONS,
CONCLUSIONS AND RECOMMENDATIONS.
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ORDINARY PROCEEDING (2)

GONVIMCUNIGATION O E T pl= PREENVIINARE REFP OO [ a)=
UNINFORIDERPARIIVIENIFAUDINIED

OBJECTIVES OF PRELIMINARY REPORTS

INFORM THE AUDITED ENTITY AND THE HIERARCHICALLY
SUPERIOR ENTITY ON THE RESULTS OF THE AUDIT PRIOR TO
ISSUING THE FINAL REPORT.

MAKE SURE THAT IN THE AUDIT THERE ARE NO INCORRECT OR
FALSE INTERPRETATIONS OF THE FACTS.

PROVIDE THE AUDITED ENTITY AND THE SUPERIOR ENTITY
WITH THE OPPORTUNITY TO CLARIFY SPECIFIC DETAILS AND
EXPRESS THEIR VIEWPOINTS.

FACILITATE THE FOLLOW-UP OF THE RECOMMENDATIONS.
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ORDINARY PROCEEDING (3)

IT 1S SENT TO THE AUDITED ENTITY AND/OR SUPERIOR
ENTITIES, IN ORDER FOR THEM TO MAKE OBSERVATIONS,
COMMENTS, DEFENSE AND/OR ALLEGATIONS
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ORDINARY PROCEEDING (4)

THE IAAMUST EVALUATE OPINIONS, COMMENTS AND

ALLEGATIONS MADE BY THE AUDITED ENTITIES AND/OR
SUPERIOR ENTITIES.

IN CASE THAT THE ALLEGATIONS ARE CONSIDERED VALID, THE
PRELIMINARY REPORT MUST BE MODIFIED.

IF AN AGREEMENT ON THOSE VIEWPOINTS CANNOT BE REACHED, THE
REPORT IS KEPT IN ITS INITIAL FORM.

IN ANY CASE, THE FINAL REPORT MUST STATE OPINIONS, COMMENTS
AND THE REMARK IF IT HAS BEEN ACCEPTED PARTIALLY OR TOTALLY
OR HAS BEEN REJECTED, INDICATING THE RASONS FOR IT.
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EVALUATION OF THE ALLEGATIONS

DRAFT REPORT OBSERVATIONS BY THE EVALUATION OF

AUDITED ENTITY AND/OR ALLEGATIONS BY THE
SUPERIOR ENTITY IAS
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DISTRIBUTION OF REPORTS

PRINCIPAL OR NATURAL RECIPIENTS

AUDIT COMITTEE
TAX ADMINISTRATION CREATED ENTITIES IN

MANAGEMENT FIELDS OF CONTROL,
SECURITY OR RISKS

HIERARCHICALLY
SUPERIOR ENTITY AND/OR
RESPONSABLE ENTITY
FOR RESOLUTION

AUDITED ENTITY

OTHER STAKEHOLDERS

OTHER ENTITIES OF OTHER POSSIBLE

INTERNAL OR EXTERNAL
CONTROL

INTERNAL OR EXTERNAL
INTERESTED PARTIES
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TYPES OF RECOMMENDATIONS
EXAMPLE. SPANISH INTERNAL AUDIT SERVICE

OTHER PROPOSALS
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TYPES OF RECOMMENDATIONS (1)

INSTRUCTIONS

= ADDRESSED TO THE INSPECTED ENTITY.

= CONTAIN RECOMMENDATIONS CONSIDERED TO HAVE HIGH
IMPORTANCE FOR THE GOOD RUNNING OF THE SERVICE,
PROCESS OR AUDITED ACTIVITY.

= ARE SENT TO THE AEAT DIRECTOR FOR ENDORSEMENT,
WHO IMPOSES THEM TO THE INSPECTED ENTITY AS AN
OBLIGATION.
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TYPES OF RECOMMENDATIONS (2)

MOTIONS

= RECOMMENDATIONS EXECUTED IN THE MANAGEMENT
CENTERS OF AEAT.

= USUALLY HAVE LARGE SCOPE AND THEIR PUTTING INTO
PRACTICE IS THE COMPETENCE OF CENTRAL ENTITIES.

= |INCLUDE REGULATORY, ORGANIZATORY ASPECTS OF
COORDINATION OF FUNCTIONES, CONFORMITY OF
CRITERIA, ETC.

= ARE NOT OF OBLIGATORY CHARACTER.
= ARE SENT TOGETHER WITH THE FINAL REPORT.
= SHALL INFORM IAA ABOUT THEIR COMPLIANCE.



S . o - A
.'\gcncm I'ributaria A@ww;"a'g'eﬁ_’g:i_atpibutaria,es.
y P

A Y bl Yo

e W
TYPES OF RECOMMENDATIONS (3)

OTHER PROPOSALS

ADDRESSED TO THE INSPECTED ENTITY.
ARE FORMULATED IN THE DRAFT REPORT.
HAVE NO OBLIGATORY CHARACTER.

DEMAND THE CORRECTION OF ERRORS OF MINOR SCOPE OR
INTRODUCTION OF SPECIFIC IMPROVEMENTS.

IF THE INSPECTED ENTITY ACCEPTS THEM, IT SHOULD BE
COMMUNICATED TO THE IAA IN THE RESPONSE TO THE DRAFT
REPORT.

THE FINAL REPORT SETS OUT THOSE RECOMMENDATIONS
AND THEIR ACCEPTANCE BY THE INSPECTED ENTITY.

IF THEY ARE NOT ACCEPTED, THEY MAY BE CONVERTED INTO
A PROPOSAL FOR INSTRUCTIONS IN THE FINAL REPORT.
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TYPES OF RECOMMENDATIONS (4)
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SURERI@RIENNHNNEAND
VIANAGINGCENTER

ALLEGATIONS TO THE REPORT
AND RECOMMENDATIONS
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PROCESSING OF RECOMMENDATIONS

INSTRUCTIONS (PROPOSAL IAA)

AEAT DIRECTQR’S APPROVAL

INSTRUCTION MOTIONS OTHER

PROPOSALS

A NOTIFICATION IS GIVEN
TO THE HEAD OF COPIES TO THE MANAGING

INSPECTED UNIT FOR g:f;g:#gﬁ TERRITORIAL
COMPLIANCE

INSPECTED
CENTER

MANAGING CENTER

REPORT ON COMPLIANCE
l D/ MONITORING

COMMUNICATION
ON COMPLIANCE

I

MONITORING BY THE |AA
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FOLLOW-UP

PROCESS BY WHICH INTERNAL AUDITORS ESTABLISH
THE  APPROPRIATE  NATURE, EFFICACY  AND

TIMELINESS OF THE MEASURES TAKEN BY THE
RECIPIENT OF THE RECOMMENDATIONS.

BY MEANS OF THE FOLLOW-UP, THE VALUE WHICH IS
CONTRIBUTED BY THE AUDITING ACTIVITIES IS CONSOLIDATED,
ESSENCIALLY THE RECOMMENDATIONS, MULTIPLYING THEIR
IMPACT AND FACILITATING THEIR CIRCULATION
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About HMRC

UK tax, customs and payments authority
60,000 staff
50 million individual customers

5 million business customers

£537 billion in revenues in 2015-16

£26.6 billion in compliance yield in 2015-16
6.5% (£36 billion) tax gap in 2014-15

HM Revenue
& Customs



HMRC'’s three strategic objectives

« Maximise revenues due and bear down on avoidance
and evasion

* Increase voluntary compliance, making it harder for the
minority to cheat their taxes and reducing the tax gap

* Transform tax and payments for our customers
- Make it easier for customers to serve themselves digitally
* Design and deliver a professional, efficient and
engaged organisation
* Achieve this with a smaller, more highly-skilled and
productive workforce, and at lower cost

HM Revenue
& Customs 4



HMRC's approach to compliance

« PROMOTE voluntary compliance among the honest
majority, designing upstream compliance into the system
to make it easier for taxpayers to understand and comply
with their obligations

 PREVENT honest and deliberate error at the point of
transaction, with alerts and checks built into the system
for both HMRC and customers

 RESPOND to deliberate non-compliance with the full
array of analytical and enforcement interventions

HM Revenue
& Customs



Communications and compliance

« PROMOTE voluntary compliance by using direct customer
correspondence, media, social media, marketing,
partnership and stakeholder communications to simplify,
clarify, explain and nudge customers to the right actions

 PREVENT non-compliance by warning of the legal,
financial and public reputation consequences of cheating

« RESPOND to non-compliance by exposing cheats who
have been prosecuted or against whom we have won
tribunal cases through the media

HM Revenue
& Customs



What communications does

e Supports policy and business colleagues to improve

direct communications to customers by letter,
email, SMS and via the gov.uk website by:

« simplifying and clarifying the messages
* removing unnecessary information
* Improving the design and readability of communications

* Including a clear call to action so that customers know
what to do

HM Revenue
& Customs



What communications does

« Uses national, regional and local print, broadcast and
specialist media to:

 launch, explain and promote new services to customers,
agents and stakeholders

* remind customers, agents and stakeholders of deadlines
« explain changes in the tax system

 publicise prosecutions and convictions of tax cheats
 publicise legal wins against tax avoidance schemes

HM Revenue
& Customs



What communications does

« Uses soclal media to:

- amplify everything we are doing with the media

* reach customers, agents and stakeholders without
media intermediation

* reach customers via their preferred channels

* provide more creative content (pictures, videos,
animations) to connect with customers

HM Revenue
& Customs



What communications does

- Uses stakeholder engagement to reach professional
bodies, representative groups and other third parties, to:

« explain changes Iin the tax system

« seek their endorsement and advocacy for initiatives,
both with their members and publicly

 remind them of deadlines to share with their members
« amplify our own messages with their own

HM Revenue
& Customs 10



What communications does

- Uses paid-for marketing to:

- amplify everything we are doing in other channels and
reach both a targeted and wider audience via:

e television

radio

print

digital — search, advertising, boosted social media
out-of-home (billboards)

HM Revenue
& Customs
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What communications does

- Uses partnership marketing to:

 reach target and wider audiences with messages
delivered to them via trusted organisations:

* their employer
* local government and housing bodies
* membership organisations, eg trades unions

HM Revenue
& Customs

12



What communications needs

* A clear set of business objectives
« what are we trying to achieve?
« what actions do we want people to take?

« Defined audiences who we can target, with good insights
* number, age, iIncome, occupations, geography etc

« Timely measurement of outcomes against objectives

 to check on effectiveness and make adjustments to
communications if needed

HM Revenue
& Customs 13



Promoting voluntary compliance through
customer communications

Using nudge theory In letters

HM Revenue
& Customs 14



What Is nudge?

* Nudge theory is focused on influencing behaviour by
understanding that:

* people do not always make decisions rationally

* instincts, mental short cuts and past experiences have
a significant influence on the decisions they make

« HMRC seeks to apply nudge theory to influence
customers to act differently and be more compliant

* We test and learn small, analyse results and can then
apply on a bigger scale

HM Revenue
& Customs
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Example: tax credits ‘undeclared partner

« These are customers who say they are single, but have a
partner who they fail to tell us about

* Costs £400 million a year in fraud and error losses

- Behavioural trial — four different letters, each sent to
10,000 customers to ask them if they are really single:
1. simple and clear (short and punchy)
2. personalised (informal, from a named HMRC person)
3. questionnaire (answer guestions, tick some boxes)
4. case studies (real life examples to compare)

HM Revenue
& Customs 16
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Your tax credit award: should
You're currently claiming tax credits as a single
and check if you should be claiming as part of a
When deciding if you need to be in a joint or sir|
in a relationship and your personal situation. Rej
You will need to consider whether:
« you're married or in a civil partnership, even if
« you'e in a relationship - even if on/off and sq
 you share expenses and/or are financially dep
+ friends and/or family see you as a couple or s|
If similar situations apply to you, you may need
even if your partner is away for long periods (fq
This is not a full list.

If you think that you qualify for a joint claim or
an advisar who will be able to help.

If you do have a partner and you've already told
Department for Work and Pensions, you still neg
Also make sure you let us know as soon as poss|
may apply and overpayments incurred if you're
If you contact us, we can deal with you more quid
and provide a daytime phone number.

To find out what you can expect from us and wi
and have a look at Your Charter’.

HM Revenue
& Customs

Tax Credit Office
Preston
PR14AT

Web
www.gov.uk

Phone
0345 300 3500

National Insurance number

Date

HM Revenue
& Customs

Your tax credit award: should you be making a joint claim for tax credits?

You're currently claiming tax credits as a single person. We want you to consider your current circumstances and check
iff you should be claiming as part of a couple.

When deciding if you need to be in a joint or single claim for tax credits, you need to consider if you're currently in a
relationship and your personal situation. Real life situations are often complex and may not be straightforward.

Below are some key questions you need to ask yourself. Please tick the boxes that apply to you.

Are you martied or in a civil partnership? Yes
Answer Yes' even if you aren't living together but are nat legally separated D
Are you in a relationship? Yes
Answer Yes' even if your relationship is on/off and you live tagether sometimes,

but not all of the time

Do you share expenses? Yes

Answer Yes' if are financially dependent on one another, for example you share rent.
food, water or electricity payments

Do family or friends see you as a couple?

Answer Yes' if family or friends consider the other person your partner Yes

(& 8 (5 (H

* You may stil need to make a joint claim even if your partner is away for long periods Joint claim*  Single claim

(Tor example, if they work away, are in hospital, or in prison. This is not a full sty

If you answered Yes' to any of the questions above, you might qualify for a joint claim for tax credits, or if you are unsure,
contact us immediately to discuss your situation with an advisor who will be able to help.

If you do have a partner and you've already told another for example the D for Work and
Pensions, you still need to report this to us separately. Also make sure you let us know as soon as possible if your circumstances
change in future. Penalties (of up to £3,000) may apply and overpayments will happen if you're not claiming correctly.

If you contact us, we can deal with you more quickly if you quote your National Insurance number shown at the top of this page
and provide a daytime phone number.

To find out what you can expect from us and what we expect from you go to www.gov.uk/hmrc/your-charter and have a look
at Your Charter.

AS3 HMRC 08/16
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Tax Credit Office
Preston
PR14AT

Web
WWwOov Uk

Phone
(345 300 3800

National Insurance number

Your tax credit award: should you be making a joint claim for tax credits?

You're: camventhy claiming G crodets o 2 snghe person, We want yoo to corsider yous oment droamsdances and chek i you
shouled be elaiming as part of a couple,

When diicding (f you meved B be in a joint o sangle claim fror e credits, you seed B comider f youne eurmnetly g
relationship and your personal stuation. Real fe situations are often complex and may not be straightforwand.

Below are some examples of real life situations. Can you tell if they wingk‘apml claims?

Lisn has. & relatcriship Wit Sarai and Michael have an WNMUGI!I John and Salma ove mamhd
Tom and they st moved 1o and normaly bast b spiit up.

v Qe SORTRIUITS IV 1Ot e BTN, DUl Becmse of Thay IIve apart but ke net

AL the moment they are nat AL the moment ey are ::mm%“a“r" w21y SLBpS 1D SeparAEe

sure if s wil be 3 long Lerm LOgeter and Bt conuibule P L logaly.

Srangenest. L] Tiickr famity and friends knaw
Thesr famity and riends have oy haver spit L.

e them et awd know

1hey are @ couple,

Horw ey of The & esrpbes dio you ek shouled be joint clams? Thie comeot anssers = all of Bhei. 17 similar situations apply to
o, yous may need to make a joint claim for tax crdits. A joint daim may al apply even if your partner is away far lang periods
(fior eocamplee if thesy work away. or are in hospital. or in prison]. This is ot a full list.

M you think that you qualify for a joint daim or are unsure, contact us immediatety to discuss your situation with an advisor

whe will be able to help.

W you do have a partrer and you've already told another g P
Pensions, you still need to report this to us separately,

Absen ke st you Tet s oo ars soon s possible if your circummtances change in futue, Peraltio fof up to E3,000) may apply
el cverpayments incurmed B youre not clasming comectly,

for Work and

for example the Doep

B you contact us. we can deal with you maone quickly if you quote your National Insurance number shown at the top of this page
and provide a daytime phone number.

Too find out what you can expect from us and what we expect from you go to www.gov.uluhmrc/your-charter and have a look

at Your Charter”.
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Results: increase in single claims ended
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What we learned

* Nudge letters are a low-cost way to move people from
non-compliance to compliance

* We can scale up from a trial to wider audiences

* We can apply technigues to a wide range of issues
and audiences

* We can save millions in error and fraud simply by rewriting
some letters!

HM Revenue
& Customs 19



Promoting voluntary compliance
through media and marketing

Understanding audiences and clear
calls to action

HM Revenue
& Customs
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Tax credits campaign

Tax credits top up incomes of people on lower wages

6 million people must renew their entitlement by 31 July
They can renew by post, phone and online

It's our second-biggest operational peak

Online is the quickest and cheapest channel

People automatically lose tax credits if they don’t renew

If they are still entitled, we have to restore their benefit —
an expensive manual intervention

Our objective is to get people to renew on time and online

HM Revenue
& Customs 21



Communications plan

Make it as simple as possible for audiences to understand
Understand the audience

Create messages that audiences identify with

Use channels that reach the target audience:

« where they are, and

* when they can take action

Use multiple channels to reinforce the messages

HM Revenue
& Customs
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Making It simple

« Communications took over responsibility for writing letters
and guidance from policy experts

* Revised letters and guidance to make them simple
and easy

« Removed all but essential information
* Included clear signposts to the online digital service
* |Included clear call to action

« Tested new letters and guidance with customers
and stakeholders

HM Revenue
& Customs 23



Understanding the audience

48% are low and middle-income couples with children
39% are single parents with children

13% are lower-income working individuals/couples without
children, and aged 25+

Most live in London, North West and South East England
52% need help to understand — and worry

Most are ‘time poor’ and leave it until the last week to act
They are high users of television, radio and the internet
Most have a smartphone

HM Revenue

& Customs
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Creating message people identify with

* Recognise that the audience are time poor

* they lead busy and chaotic lives and can't find the time
to fill in a form or call us

* Recognise that they worry about getting things wrong

« S0 our messages directly refer to their busy lives and
reassure them about how quick and simple it is:

We know your life isn’t 9 to 5, so neither’s ours.
Renew your tax credits online, day or night.
We’'re ready when you are.

HM Revenue
& Customs
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Using channels that target audiences

Media — national, regional and local newspapers, radio
and television

* news releases and interviews

Social media — Facebook and Twitter (free and paid-for)
Marketing — television, radio and digital display adverts

« when the audience are watching, listening and browsing
« programmatic digital ads follow target audience around
Partnership marketing — big employers with low-income staff
« Stakeholder — targeting audiences via trusted third parties

HM Revenue
& Customs 26



Media

« We wrote to finance guru Martin Lewis; he appeared on
daytime TV to promote tax credits renewals

* This led to the promotion in moneysavingexpert.com and
In their weekly emaill

MoneySaving email
Week from 13 July 2016
- FREE for 2yrs

~ Renew tax credits now
' DON'T leave it fil 31 July deadiine

i The car insurance charge to
‘:&” pay more
Auto-renew and some firms add an up o
£50 EXTRA fee

2 New. Top student bank
l accounts 2016/17

Incl free 4-yr Railcard - full round-up hd

HM Revenue
& Customs



and match

Social media PN

Renew your tax credits
today and feel like a
champion

« 88 Tweets and 31 Facebook posts
* 1 million impressions Doyour tax

credits renewals
in the time it takes

« Real-time marketing during e eoto
Wimbledon and Euro 2016 ey

* Used ‘themes’ on Facebook

even k
;“‘;;;_- Remember, you can renew your #taxcredits online 24 hours a day but

ranging from family activities
to word play in pictures rencw you
Tax Credits
« Use weekly feedback to create online any time

and amend activity e

HM Revenue
& Customs 28



Marketing

- TV, radio and digital display adverts
 Paid search campaign on Google and Bing
 Paid for Facebook and Twitter posts

HM Revenue
& Customs
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Partnership marketing

 Partners included employers,
corporate organisations
(eg Virgin Media) and local
housing organisations

« Reach of 1.5 million

* Provided content for partners
to use

HM Revenue
& Customs

Renewing your Tax Credits w

Bl Looking after the things that

0’ L
=One ne: .y
o Oone: 4 matter to you!
.
O

We know many of you will benefit from tax credits so we wanted to remind you that the deadiine for renewing your tax credds claim
online Is fast approaching

You have until Sunday 31% July to renew your ciaim So why not get it done soon to give you that peace of mind? If you don't renew
by the deadline, you fisk your payments being stopped and having (o fepay the money you've received since April, so it's defingtely
worth being organised

The easiest way to renew is online at www.gov. redits as I's quick and This year HMRC has improved
thelr digital service, which means as well as renewing your claim, you can aiso

« notity HMRC of all changes in your circumstances

« view when your next payment is due and how much it will be.

To use the online service there are a few things you'll need 1o have to hand
- your National Insurance number
« your renewals pack (which should be with you by Thursday 30* June)
- amobile phone
« Information about your income (for exampie your P60),

You can find a full iist of suitable documents here - www gov. UK/CIaim-tax-Credits/wnat-counts-as-income

HMRC has onfine help and web chat facilities to help you with any queries you may have about renewing and you can also check
out their FAQ's here.

Has your Staxcredits renewal pack arrived? If so, don't delay, head on Ine

..’ My Hyde Home _ MyHyceHome  Jul 4
L
™ today goo.glxS5sTS

Act straight away when you get
your #TaxCredits pack. We get
very busy in June and July -
go online and avoid the rush

£ 3)

1M Parver
wWwWww gov.uk/managetaxcredits & Customs
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Outcomes

80% renewed on time

39% renewed online (up from 27% in 2015)

 online up by 230,000

* phone calls down by 140,000

* post down by 260,000

20% click-through rate for digital search (industry norm =1%)
817,000 Facebook views

HM Revenue
& Customs 32



Responding to non-compliance
INn sectors and trades

Publicising taskforces

HM Revenue
& Customs
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HMRC Taskforces

 Bring together different teams to
deliver a coordinated response

* Focus on specific trades and
business sectors where the
risk of non-compliance is the
greatest

e >140 taskforces launched since
2011 bringing in >£500 million

HM Revenue
& Customs
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HMRC Taskforces: background

« Sectors include:
» dog breeders
 adult entertainers
 grocery suppliers
* retall outlets
 people hiding wealth
* double glazing sales
 Imports and tax fraud

HM Revenue
& Customs 35



Communications objectives

* Deter rule breakers and potential rule breakers

« Reassure the compliant that we are tackling those
who cheat the system

HM Revenue
& Customs
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Communications activity focuses on

Launch of new taskforces

Significant milestones, such as yield targets

Significant taskforce operational activity

Taskforce performance, such as yield achievements

Successful prosecutions

HM Revenue
& Customs
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Communications channels

National and regional print, broadcast and trade media
Social media (primarily Twitter)

External stakeholder networks to target hard-to-reach
trade sectors

Internal HMRC channels, particularly the newsroom

HM Revenue
& Customs

38



Different approach for different taskforces

&VE[VE people have been

« Tax Fraud ‘day of action’:
we targeted criminals who
were abusing the system

 Twitter activity focused on
the arrests and amounts
recovered

 Traditional press release
was picked-up by national,
local and trade press

HM Revenue
& Customs

arrested on the first day of a
new tax fraud taskforce

Anyone with information about tax fraud can call
HMRC's Tax Evasion Hotline on 0800 788 887

39



Different approach for different taskforces

« Adult entertainment — great
coverage at the launch,
Including an interview with
a senior HMRC officer

* Very newsworthy — covered
by BBC TV and radio, Sky
News and national and
local print media

HM Revenue
& Customs 40



Different approach for different taskforces

Business

 Double glaZing — AccountancyAge T

® . Business

Home People  Tax  Business  Practice  Technology Regulation ~ AAlnsight  Top 50+ Vlapped' HMRC’'s £540m

focused on trade e i
media aimed to deter | Sk
peOpIe |n the trade HMRC taskforces raise £540m since launch

Richard Crump | Tax avoidance Tax bodies

from Cheating [ e

HMRC taskforces have recovered more than £300m since

@ Arabella Weir shares her secrets
i/ azch Arabell reo tacite
%7 chapter 56 & womAR's ife Read mere-

they were launched five years ago

. .
o H I h I I h te d t h e C O St The targeted bursts of enforcement activity have brought in
progressively higher amounts every year, and the total now

stands at more than £540m. This includes nearly £250m

Of b e i n g C a g h t raised in 2015/16 alone, almost double the previous years
l I yield.

Since 2011, HMRC has launched more than 140 taskforces

By Kate Palmer. EUSINESS REPORTER

ax investigators have hailed 2 record £248m small business tax.
S7ab 2s proof thas their “smte-of-the-
making it almest impessible for companies to cheat the system.

are” analytics sefrware is

in south W d London cabbies were s
targeted by HM Revenue & s taskforces last year, where
the unit honed in on 50 differant industrics across the country.

C's army of investigators trawls through billions of items of data to

catch

-aders before carrying out “intense bursts of activity” ina

targeting sectors that are at the highest risk o tax fraud including the retail sector, the tobacco indusry
and the adult entertainment industry.

particular area, raking in £540m from sole traders and small companies
wwho have underpaid tx in itz Sre-year his

The map, below, desils when and where taskforces have slready taken
Jennie Granger, director-general for enforcement and compliance at HMRC, said: “The message is
clear: if you try to cheat on your tax, we are going to catch you. A small number of people still think they B} Veemnabn) = i3
can cheat the tax system; these figures prove we can track them down and take back what they owe.

"We have increasing levels of inteiligence, and use state-of-the-art digital tools to help us to identify and
target high-risk areas.”

Taskiorces are just one sirand of HMRC's compliance strategy, which brought in a record £26.6bn in
2014/15, up 43% from 2011/12.

Nearly 50 new taskforces were launched last financial year, including ones targeted al property,
parinerships and hidden wealth. In 2015, a single taskforce focused on income tax led fo 45 amests for

tax evasion and fraud -

HM Revenue
& Customs a1




Responding to non-compliance
with tough warnings

Offshore evasion campaign

HM Revenue
& Customs
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Background

« HMRC is getting tougher on offshore tax evasion

« We were closing offshore disclosure facilities on
31 December 2015 and replacing them with tougher terms

* In 2016 we would be receiving information on offshore
accounts from 90 countries around the world

* This information would identify people who had not paid
the correct amount of tax in the UK

HM Revenue
& Customs 43



Communications campaign objectives

Promote the closure of the facilities on 31 December 2015

Make people aware it would be the last opportunity to
disclose under such favourable terms

Encourage disclosure of any outstanding tax liabilities
Help achieve 650 disclosures by 31 December 2015

HM Revenue
& Customs 44



Audience

« Wealthy individuals with £50,000+ annual income

* Average age 65; 61% are retired

* 93% married/divorced — just 6% have children at home
* 73% socio-economic group ABC1

* Likely to live in London, South East and East Anglia

* 89% read a daily national newspaper

» 48% consider themselves financially knowledgeable

* Like culture — 58% go to the theatre

HM Revenue
& Customs 45



Communications campaign

« Tough message warning that HMRC is getting offshore
Information

* Proactive national media aimed at quality newspapers
and financial magazines

« Social media messaging on Twitter

« £130,000 advertising campaign in national press and
on search engines for just four weeks

HM Revenue
& Customs 46



The message

If you have money or a property abroad, you could owe
tax on it.

From next year, we will begin to receive offshore account
and trust information from over 90 jurisdictions.

If you've declared all your income, you have nothing to
worry about.

Come to us before we come to you
Visit gov.uk/offshoreincome

HM Revenue
& Customs
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http://www.gov.uk/offshoreincome
http://www.gov.uk/offshoreincome

Over 90 jurisdictions will soon be
sharing financial information with us...

Albania Garmanmy Miusa

Andoma Ghana MNorway

Anguilla Gibealtar Panama

Antigua and Barbuda Greecs Poland

Argentina Gresntand Portugal

Aruba Granada Qatar

Australia Gusmasy Republic of Korea
Austria Hong Kong (SAR of China) Romania.

Barbadoa Hungary Rusaian Federation
Balgium Icaland Saint Kitts and Newvia
Balize India Saint Lucia
Bermuda Indonesia Saint Vincent and the Grenadines
Brazil Iraland Samoa

Britiah Virgin latanda lale of Man San Marino

Brunei Darussalam larasl Saudi Arabia
Bulgaria Italy Seychellea

Canada Japan Singapore

Cayman lalanda Jeroay Sint Maarten

Chile Latvia Siovak Republic
China Liechtenatein Slovania

Colombia Lithuania South Africa

Coata Rica Luxembaoung Bpain

Croatia Macau (SAR of China) Sweden

Curagao Malaysia Bwitzeriand

Cyprua Malta The Bahamsas
Czech Republic Marahall lalands Trinidad and Tobage
Danmark Mauritius Turkey

Dominica Mazxico Turka and Caicos lalanda
Estonia Monaco United Araty Emirates
Faros Islands Montsarrat Liruguay

Finland Netherlands

Francs New Zaaland

...on UK residents with money,
trusts or assets overseas.

f you hawve money abroad, you could ows fax on it
From nest year we will begin to receive offshore
account and trust information from ower 80 juriadictiona.
If you've declared all your income, you have nothing to

wormy about.

Comes to us before we comss for you.

Visit gov.ukioffahoreincoms @
HM Revenue
&Customs

HM Revenue
& Customs

From next year we will begin to
receive offshore account and frust
If you've declared all your incoms,
you have nothing to worry about.

Comes to us before we come for you.
Visit gov.uk/offshoreincome

-
If you have money or
property abroad, you could
owe tax on it.

fg‘t 1 £ ;:,.r -"“‘H‘*:iﬂigg
* 4t 3
F fff;u;; 3 i
£ E T

o

HM Revenue
& Customs
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Outcomes

270 news articles — 83% positive
Tweets generated

» 348 link clicks

* 146 retweets

* 1,000 post engagements

38,000 hits to the website over four weeks (previous
average just 400 hits per week)

7,000 declarations, generating £100 million in yield

HM Revenue
& Customs 49



Preventing non-compliance
through media coverage

HM Revenue
& Customs
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Benefits of using media stories

* High media consumption by public — among the highest
readership of newspapers in the world

* It's free — just the cost of press office staff

* It's quick — especially if you use social media for alerts
* It can be targeted — locally, regionally and nationally

* |t can be segmented — tabloid, broadsheet, specialist

* It exposes cheats to reputational damage where they live
and in their profession or trade

* It demonstrates that HMRC is taking action and winning

HM Revenue
& Customs 51



How HMRC uses media for compliance

« We publicise raids, arrests, prosecutions and convictions
* Wwe try to get as many hits out of a case as possible
* We keep the media informed on progress of cases

» We assess the news value of every case and try to reach
as many levels as possible:

* local/regional — small case, no unusual aspects

 national — bigger case, known individuals, unusual
aspects of the case

 specialist — case related to trades or professions

HM Revenue
& Customs 52



What increases the profile of a case

* Photos or videos — of defendants, raids, money, property,
seized goods and lifestyle (holidays, champagne, cars)

* Using photos in social media to promote the story
« Any quirky details about the case or defendant

* Interesting use of statistics

* If it Is part of a wider campaign or crackdown

« Strong and newsy written statement by HMRC

- HMRC case lead making statement outside court

HM Revenue
& Customs 53



Some headlines in 2016

From cellar to cell for wine trader conman

HMRC wins
£635 million for . Ve ctric
o c trical ale stripping bosses
the pUbllc m Spal'k goes out on elec tax and benefit crimes
Jandmark case fraudster’s VAT scam laid bare
against Eclipse
idance . . HMRC’s win over
35 avol Bus operator jailed as £1m Ernst & Young

scheme scam hits the skids scheme protects
more than £30m

Offshore win nets £365 million in billion pound week for HMRC

Jail for pizza driver who stole the dough

HM Revenue
& Customs
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Some words of warning

 Publicity of prosecutions to discourage non-compliance
requires a large volume of prosecutions, because the risk
of being caught and publicly exposed have more impact
that the size of the fine or prison sentence

* There is a risk that publicity for prosecutions will reinforce
perceptions of widespread non-compliance, and
undermine public trust among the honest majority

« S0 publicity for prosecutions must be balanced with
reassurance messages for the honest majority

HM Revenue
& Customs
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HMRC compliance media activity 2016

« We issued
« 112 prosecution press notices in 2016
* 84 news briefings direct to local/regional media
» 11 press notices for tax tribunal wins
* We generated 7,244 pieces of news coverage
« 73% positive and just 2.4% negative
« 28% broadcast, 48% print, 34% digital
* 16% national, 84% regional

HM Revenue
& Customs
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HMRC compliance media coverage

Enforcement & Compliance Highlights January - December 2016

National coverage

Positive Negative Neutral 1198
E & C arficles 1 , . Met Positive Scare:
X - . 71%
(244 73.8%' ‘ 2.4% ' 23.8% 0 16.5%
800 Posttive Pro active Mational & Fosilive Pro aci
Renional coverage: Positive Pro active Mational & Regional N;tS: 'Vel 8:??3 .'Vel
* Tax fraudster arrested at coverage: St Regional coverage
Everton game = lcehreaker avoidance case win E:DVI?J;\:?\IB-S s
= Gift Aid fraudster sentenced = MWW naming and shaming WY =ports Lire
700 = Nh naming and shaming *  Phishing Scam

* WAT— Spot the ball

defeat far HMRC
/ = Eurovision singer
zentenced -604E
600 83.5%
Pozitive Meutral & MNegative
500 Reactive Mational coverage:
*  Panama Papers
= Awoidance issues
400
Mediacoverage by type
300 vizgazine [ 3:2
web I :1:!
200
v [l
100 Radio [ 1750
Newspaper [ ::::
0

Jan Feb March April May June July Aug Sept Oct Nov Dec



Questions?

HM Revenue
& Customs
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HMRC - Internal Governance \

Tim Entwistle
Senior Intelligence Officer

1.\ HM Revenue
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HMRC collects £537 billion in tax from over 50 million customers

' HMRC is a non ministerial department

We have around 60,000 employees in 170
offices

Our budget is £3.3bn (Resource DEL)

collecting £536.8 billion 15/16

‘ We administer 39 different tax and duties,

We are responsible for policies and activities for
collecting revenues at the border

As well as tax credits, child benefit, the
administration of student loans and tax free childcare

2,100 large businesses customers (each with an
annual turnover of more than £200 million)

170,000 medium-sized businesses (annual
turnover of between £10 million and £200
million, or who employ 20 or more people)

5+ million small businesses (annual turnover
of less than £10 million and which employ
fewer than 20 people)

We collect tax and duties from 45 million

‘ individual UK taxpayers

‘ 5 million families claim Tax Credits
‘ Child benefit provided to 13 million children

1.\ HM Revenue
& Customs



HM Revenue
& Customs

Our achievements
in 2015-16

Total t
otal tax revenues 46,500+

staff attended 616
Building our Future
events across 84
locations to discuss
. our transformation

£19.1 billion more than last year
g 377 We brought in record total tax revenues

wese TOr the sixth consecutive year.

Launched a new online Personal Tax Account in
December 2015, which is being used by more than
2.5 milion customers, and made the new Business
Tax Account available to all 5.4 million businesses by
March 2016

754,900

13X credits customers
renewed online using
our digital sevice
almost double the
2014 figure

89%

of Self Assessment
retumns done online by
31 January deadline —
a record

537

apprentices recruited,

induding 198 Surge
apprentices — a Cross-
government resource

£14'9bn managed by HMRC
1ax protected through who help to deal with
successful litigation peaks of work

94%

of all customs
clearances for trade
cleared within two
hours

— RE

— £ 2 6 .6 b n afnilgalra‘me

cost savings, exceeding
compliance revenues secured — making a total of more the target set by the
than £110 billion since 2011-12 govemment




Why Does HMRC Take Corruption W
Seriously?

It threatens our operations

Impedes aims to reduce crime and prosecute offenders
Diverts hard pressed resources

Puts sensitive information at risk

Damages morale, undermines trust in each other
Generates unwelcome and negative publicity

Corrodes the reputation of HMRC

1.\ HM Revenue
& Customs
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“the iImpact of corruption is disproportionate to the
level and frequency at which it occurs and often
has serious ramifications in terms of public
confidence across the public and private sectors.”

(UK National Strategic Assessment of Serious and
Organised Crime 2014)

1.\ HM Revenue
& Customs



Why does HMRC'’s Internal GovernanceN
Department exist?

Provide reassurance — swift, consistent, professional and
Independent response to serious allegations and complaints.

Deterrence — Skilled resource with published results.

Cross-Government co-operation - Promotes confidence & co-
operation with police and other partner agencies.

Operational integrity — Independence helps manage risk of
compromised investigations.

Cost savings / Efficiency — Able to deal quickly with serious
disciplinary issues.

Organisational learning — helps ensure key lessons are learned.

1.\ HM Revenue
& Customs



Promote, Prevent, Respond

°* Promote -

* Prevent -

* Respond —

Effective communications

Strategies and projects to

uncover fraud and corruption

Planned interventions

™

1.\ HM Revenue
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Internal Governance — Supporting Lines of Business in Dealing with Wrongdoing

Internal Governance
e REFERRALS TEAM IG CRIMINAL :I:

*  Provides advice and Frontline, « Investigations of potential crimes involving
support to managers ) real time, HMRC/VOA members of staff (where

e B R ’  support& crime is linked to tax or their employment)

advice to

managers +  Oiften working collaboratively with
and HR ‘mainstream’ Criminal teams

Potential Gross — Intelligence Example offences:
Misconduct Py received and »  Misconduct in a public office
- developed in » CRCA breaches
relation to + Tax evasion
HMRC staff

N p—— Assistance
g £100.00 ided t
- OTHER . B i IG CIVIL ‘E )

Case

INTELLIGENCE NCA
SOURCES UKBA/F + Independent fact finder in cases of
+ Financial sources OGD’s potential gross misconduct and some
« 0GD's Professional complex cases
Public complaints Standards Units
+ Police + Investigate case and produce final report,
+ NCA Referrals to with recommendations, for consideration
+ B external bodies by local Decision Manager
(e.g. IPCC)

Directors
Managers

ANALYSIS TEAM PROJECT TEAM

HRD Data packs — .
Directorate level +  Collate and manage Departmental data Respond fo risk

ek on all levels of misconduct +  Profile for further cases
ris a_sses_sment + Testriskin HR policy
Identification of +  Analyse data to identify +  Analyse outputs and refer as

Emerging threats +  Emerging trends appropriate

+ Key risk areas in
Can we take action LOB/Directorates «  Working across HMRC to identify new &

to prevent emerging threats

reoccurrence? o + |dentify and develop preventative and ; _ o
assified, P educational activity (in conjunction with +  Establish organisational learning if

LoB) required
@ HM Revenue
& Customs

LINES OF

BUSINESS
Director Generals




What does Internal Governance deliverN
for HMRC?

* Currently structured to deliver four roles:

» Serious disciplinary investigations
»Internal criminal investigations
»Intelligence

»Picture of risk
* About 95 people in total

1.\ HM Revenue
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What are the numbers? \

Content removed

1.\ HM Revenue
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Principal Sources of Intelligence

Line management referrals

HMRC staff (including via whistleblowing reporting systems)

Complaints and Humint (public — Crime Stoppers and Tax Evasion

Hotlines etc.)
Suspicious Activity Reports from financial institutions

Covert Human Intelligence Sources (informants)

Other covert and technical operations (including Lawful Interception)

Police and Government agencies

Anti-Fraud Assurance Team (AFAT)

™
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Anti-Fraud Assurance Team Activities W

* Uses operator generated audit data to proactively detect
Internal fraud and computer misuse by HMRC staff using tax
administration systems

* Profiles combine data matching and sequential events
* Staff internet usage monitored for access to inappropriate sites

* Emails sent to non HMRC addresses monitored using risk
rules to protect against data loss and fraud

* Staff access to social media monitored using similar risk rules

* Team provides audit data to support disciplinary and criminal
Investigations by Internal Governance.

1.\ HM Revenue
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Causes of Corruption

As with all large organisations, a minority
within HMRC may abuse their position of

trust to commit fraud. Reasons for this are:

— Financial difficulties
— Personal greed / advantage

— Grudge against the
organisation.

— Misplaced loyalty - Family
loyalty

— Criminal associations

Poor supervision or ineffective
controls

Growing cynicism about the
work or becoming disillusioned

Seeing others get away with
their crimes or benefiting from
light touch control methods

Fear or intimidation

1.\ HM Revenue
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What specific risks does HMRC face? W

Misuse of customer data
Revenue Attacks

IT security

Management distraction
Pressure to increase productivity

Malicious leaking of information to inflict
reputational damage

1.\ HM Revenue
& Customs



Prevention is Key \

Management awareness

Proportionate risk assurance and controls
Communication / deterrent effect
Recruitment and vetting

Induction, probation and appropriate training | IHHH
I |

Culture of reporting concerns without fear

Learning lessons when things go wrong

1.\ HM Revenue
& Customs



External Scrutiny Arrangements

Ipcc

independent
police complaints
commission

Inspecting policing
in the public interest

™

Ensures serious conduct related
complaints against the police and
HMRC are dealt with effectively.

By law entirely independent of the
police, interest groups and political
parties. Decisions on cases are free
from government involvement.

Charged with examining and improving
the efficiency of the Police. They now
have responsibility for certain parts of
HMRC.

1.\ HM Revenue
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http://inspectorates.homeoffice.gov.uk/hmic/

™

HMRC Internal Governance

Anti-Corruption Training
Athens

13t — 15™ February 2017
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Internal Governance \

Geeta Sankla
Higher Investigation Officer
|G Criminal

~1-\ HM Revenue
& Customs



When are criminal investigations \
undertaken:

An assessment is made on a case by case basis. Relevant factors
include:

« Asignificant abuse of position

» Links to organised crime

« Tax evasion, fraud or theft — involving significant loss or gain
« Serious breach of confidentiality - unlawful disclosure

» Other serious offences: misconduct in public office, bribery, perjury,
perverting the course of justice, money laundering etc.

~1-\ HM Revenue
& Customs
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HM Revenue & Customs
Criminal Investigation Powers

Criminals, including organised crime groups, seek to attack
the UK’s tax and duty systems to steal taxpayer’'s money.
To counter this HMRC has criminal investigation powers

similar to the police and other law enforcement agencies.

~1-\ HM Revenue
& Customs



Criminal Investigation Powers W

A broad range of powers including the ability to:

* apply for court orders requiring information to
be produced - production orders

* apply for warrants to enter and search
premises

* undertake surveillance
* arrest and search suspects
* enter and search premises following arrest

~1-\ HM Revenue
& Customs



Intrusive surveillance W

For investigations involving serious crime, HMRC can
apply to use intrusive surveillance powers in the Regulation
of Investigatory Powers Act 2000 (RIPA) and the Police Act
1997. The most significant powers are:

* the interception of post and telecommunications

* Intrusive survelllance (inside residential premises or in
private vehicles)

* property interference (including covert entry and search)

~1-\ HM Revenue
& Customs



