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Introduction

• Revenue has longstanding programme of annual customer surveys:

o High quality survey design 

o Random sampling and large sample (electronic survey)

o Objective: assess customer satisfaction and use the opinions expressed to improve the service offered by 

Revenue 

o Target different customer ‘segments’ periodically (trend analysis)

• Chargeable Persons (self-assessed taxpayers):

o Surveyed for the first time in 2018

o Focus on low income taxpayers, self-assessed income <€10,000

o 31% survey response rate (6,000 in the sample) 



Insights from Survey

1) Customer Satisfaction
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Figure 1: Revenue Customer Satisfaction 

Notes: 2015 is a survey of PAYE employees, 2016 is a survey of tax agents, 2017 is a survey 
of small to medium sized enterprises and 2018 is the survey of chargeable persons.

2) Form 11 Burden

• 75% unaware of potential entitlement to file a Form 12 

(simplified tax return)

“Because I had 

to fill out a Form 

11 years ago”

“I find it a good 

way to reclaim 

my Medical”

“I thought I had 

to wait until 

Revenue gave 

me the ok to do 

so”

• 13% may have no requirement to file Form 11

• Textual Analysis: 

o Legacy

o Convenience 



Actions from Survey (1)

• Subsequent research on the full population (176,000):

o Confirmed the low risk nature of this taxpayer segment – 96% had no Revenue intervention in 2017.

o 43% made contact with Revenue at least once in 2018 (210,000 contacts in total).

Revenue core pillar: Service for Compliance

• Public commitment to these taxpayers (Revenue Statement of Strategy 2020-

2022):



Actions from Survey (2)

• Tackling legacy issues 

o Revenue ceased the registration of 4,400 chargeable persons and wrote to them advising them of this 

action.

o Revenue contacted 700 customers in 2020 to issue income tax cancellation forms and advised them they 

could make use of the shorter Form 12.

• Raising awareness around compliance

o The 2021 Form 11 highlighted for the first time the applicable income limits that make someone chargeable.

• Expanding the evidence base

o The 2021 Form 11 asked filers to report their reason for filing the tax return.

Revenue core pillar: Service for Compliance



Impact of Survey

Revenue’s mission: To serve the Community by fairly and efficiently collecting 
taxes and duties and implementing customs controls 

We reduced the compliance burden on taxpayers with small amounts of 

self-assessed income.

• An efficient outcome - these taxpayers file tax returns each year, employ and pay agents, and 

interact with Revenue. These all combine to impose a cost to both Revenue and on the taxpayers 

themselves in terms of fees, time and resources. 

• A fairer outcome – these taxpayers operate on the margins of the self-assessment system.


