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PART A:

1. GENERAL
INFORMATION

INTRODUCTION

The 2015/16 Annual Report of the Tax Ombud (TO) complies with the Public Finance Management Act
(PFMA), giving effect to the legislative framework for the regulation of finances in the national and
provincial governments. The Accounting Authority presents the Annual Report in line with Section 19
of the Tax Administration Act, Section 55 of the PFMA and paragraph 6.2 of the protocol governing
the relationship between the Minister of Finance and the Tax Ombud.

ANNUAL REPORTING PERIOD

The reporting cycle of the OTO is annual, ending 31 March, as prescribed by the National Treasury
and the Tax Administration Act. Quarterly reports are prepared and submitted to the National
Treasury as per the provisions of the PFMA and Treasury Regulations. This Annual Report records the
organisational and financial performance for the period 1 April 2015 to 31 March 2016.

SCOPE OF THE REPORT

The report incorporates financial and performance information based on the approved 2015/16
Annual Performance Plan (APP) and Section 19 of the Tax Administration Act, which was tabled in
Parliament in March 2015.

REGISTERED NAME: Office of the Tax Ombud

REGISTERED OFFICE ADDRESS: Menlyn Corner, 2nd Floor, 87 Frikkie de Beer Street
Menlyn, Pretoria

POSTAL ADDRESS: PO BOX 12314, Hatfield, 0028

TELEPHONE NUMBER: (+27) 12 431 9105

CALL CENTRE: 0800 662 837

FACSIMILE: (+27) 12 452 5013

EMAIL ADDRESS: Office@taxombud.gov.za

Complaints@taxombud.gov.za

WEBSITE: www.taxombud.gov.za
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2. ABBREVIATIONS/
ACRONYMS

ACAS
ADR
AGSA
CEO
CAPEX
CMO
CTC
EE
ENCA
FISA
LSM
NT
NOA
NOO
OPEX
oTO
PAYE
PFMA

PEOU
SABC

SAICA

Anti-Corruption and Security
Alternative Dispute Resolution
Auditor General South Africa
Chief Executive Officer

Capital expenditure

Complaints Management Office
Cost to company

Employment equity

ENews Channel Africa
Fiduciary Institute of Southern Africa
Living Standard Measures
National Treasury

Notice of Appeal

Notice of Objection

Operating expenses

Office of the Tax Ombud

Pay As You Earn

Public Finance Management Act No 1
of 1999

Public Entity Oversight Unit

South African Broadcasting
Corporation

South African Institute of Chartered
Accountants
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SAIT

SMC
SAIPA

SARS
SSMO
SMCMS

SOPS
TAA
TCC
TO
UK
uJ
uP
USA
VAT
WIP
WITS
YTD
KZN

South African Institute of Tax
Professionals

Senior Management Committee

South African Institute of Professional
Accountants

South African Revenue Service
SARS Service Monitoring Office

Service Manager Complaints
Management System

Standard Operating Procedures
Tax Administration Act No 28 of 2011
Tax Clearance Certificate

Tax Ombud

United Kingdom

University of Johannesburg
University of Pretoria

United States of America

Value added tax

Work in progress

University of the Witwatersrand
Year to date

KwaZulu-Natal



3. FOREWORD BY THE
MINISTER OF FINANCE

“We owe a debt of gratitude to
the millions of taxpayers in our
country who have provided the
state with the means to fund its
programmes which, in a virtuous
cycle, will stimulate growth, job
creation and generate higher
future revenue. We owe them our
deep gratitude and a commitment
to spend this money wisely,
honestly and efficiently. But also
we owe to these taxpayers a
system that treats them fairly.”

| appointed the country’s first Tax Ombud, Judge
Bernard Ngoepe, in October 2013. Six months
later, at the official launch of the Office on 7 April
2014, | made the following comment:

PRAVIN ] GORDHAN, MP
MINISTER OF FINANCE
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“We owe a debt of gratitude to the millions of
taxpayers in our country who have provided the
state with the means to fund its programmes
which, ina virtuous cycle, will stimulate growth, job
creation and generate higher future revenue. We
owe them our deep gratitude and a commitment
to spend this money wisely, honestly and
efficiently. But also we owe to these taxpayers a
system that treats them fairly.”

In the time that has passed since then, fairness
has been a hallmark of the Office’s operations,
which provide taxpayers with a capable, free
and expeditious avenue to deal with complaints
that could not be resolved through the internal
mechanisms of the South African Revenue
Service (SARS). There is no doubt in my mind
that the Office of the Tax Ombud has thus far
made a real difference to taxpayers and is helping
to inspire greater confidence in the tax system.

This Annual Report sums up the progress for the
last financial year and the steps the Office has
takentoimplement the commitments set outinthe
five-year Strategic Plan. As this report illustrates,
the Office of the Tax Ombud has made significant
progress in implementing governance structures,
appointing capable staff, facilitating taxpayer
complaints resolution and continuously engaging

“It is my firm expectation that

all entities reporting to the
Ministry of Finance will always
enhance integrity and financial
prudence and make every effort
to expose and fight corruption and

mismanagement of public funds.”

with stakeholders. Going forward, the Ministry will
review proposals to further strengthen the Office.

It is my firm expectation that all entities reporting
to the Ministry of Finance will always enhance
integrity and financial prudence and make
every effort to expose and fight corruption and
mismanagement of public funds.

| wish to commend the Tax Ombud and his
team for the excellent work undertaken since
October 2013. | remain confident that the Office
will continue to deliver a high-quality, proactive
service, thereby instilling
improving the level of tax compliance in South
Africa.

confidence and

PRAVIN J GORDHAN, MP
MINISTER OF FINANCE
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4. FOREWORD BY THE

TAX OMBUD

JUDGE BERNARD MAKGABO NGOEPE, TAX OMBUD

It has been an honour to serve as South Africa’s
first Tax Ombud, responsible for giving recourse
to taxpayers while at the same time promoting
tax compliance. In October 2016 it will be exactly
three years since my appointment by the Minister
of Finance Pravin Gordhan. This also marks the end
of my term as per my appointment in accordance
with Section 14(1) of the Tax Administration Act
No 28 of 2011 (TAA). The time has passed swiftly,
understandably so: the formative years in the
life of the Office of the Tax Ombud have been
interesting, challenging and fulfilling.

The complexity and sophistication of the Office
has increased significantly since its inception
in October 2013. For instance, with only two
employees to run the Office when we started out,
we had to move quickly to develop procedures
and protocols for engaging with taxpayers,
SARS and the Minister of Finance. | am proud
of the solid foundation we have laid. In the year
under review, 28 skilled and dedicated staff
served taxpayers, tax practitioners and other
stakeholders.

6 TAX OMBUD ANNUAL REPORT 2015/16



| am once again privileged to present my third
Annual Report, covering the financial year
2015/16. This is the first time our report will
cover the predetermined objectives that we set
in the medium-term Strategic Plan and Annual
Performance Plan. In March 2015 we submitted
our first strategic planning documents which
were tabled in Parliament. A year later, this is
a perfect opportunity for us to reflect on our
performance to gauge if we are still on the right
track towards achieving our goals and have kept
our commitments to help inspire confidence in
the tax system.

Fulfilling the mandate and
ensuring our independence

We have made it clear that our role is to be
an independent and
disputes between taxpayers and SARS are
resolved fairly and expeditiously. Similarly, we
have indicated that our work as an impartial
institution must
confidence

impartial avenue where

inspire taxpayers to have
in the country’s tax system. As
we fulfil our mandate, we strive to ensure that
taxpayers are treated fairly, and to increase the
level of tax compliance so that, in turn, more
resources will be available for socio-economic
and infrastructural development.

In my second Annual Report, | articulated the
pivotal role the Office has in carrying out its
mandate, and pointed out the shortcomings
stemming from the nature of the relationship
the Office has with SARS in terms of funding,
employment of staff and the
the mandate. We have made great strides in
engaging the Ministry of Finance and | trust that
the proposals that have emerged will make a
difference in the fulfilment of our mandate.

limitations of

Strengthening the independence of the Office of
the Tax Ombud (OTO) is vital and urgent. The

“We have made great strides in
engaging the Ministry of Finance
and I trust that the proposals

that have emerged will make a
difference in the fulfilment of our

mandate.”

perceived dependence of the OTO on SARS has
reputational risks and the status quo cannot be
allowed to persist. Adequately addressing these
concerns is paramount if we are to contribute
meaningfully to further building the credibility of
the country’s tax system in the eyes of taxpayers.

The majority of complaints accepted were
resolved in of the taxpayer; this
demonstrates the need for the services the OTO
offers.

favour

It is also important to note that during 2015/16
the Office relocated from a building that was
previously occupied by the SARS Service
Monitoring Office to new premises with no
connections to SARS - further strengthening the
independence of the Office.

Governance and stakeholder
engagement

Good governance is a cornerstone of the OTO’s
ethos and operations. We have started with
the process of setting up strong and resilient
governance structures that will
operate within our mandate, while complying
with all relevant legislative requirements.

ensure we

During the year under review, we established
and nurtured partnerships and relationships
with stakeholders such as universities, tax
practitioners’ South
African Institute of Chartered Accountants
(SAICA), South African Institute of Professional

bodies such as the
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Accountants (SAIPA), South African Institute of
Tax Professionals (SAIT), Ombud organisations
both locally and internationally,
governmentinstitutions. We have also established
good relations with media houses who continue
to give us support by informing and educating
taxpayers about our Office and its mandate.

and other

During the year we took the opportunity to
reposition our corporate identity (look and feel),
focusing on how we would like to be perceived
by our stakeholders and how we should go to
the market to create greater awareness about
the Office.

Dealing with complaints

Legislation requires of us to perform our
function of reviewing and addressing taxpayers’
complaints independently and impartially. | am
grateful that all of us at OTO have shown real
commitment to these important principles
when dealing with complaints. Unrepresented
taxpayers continue to be the biggest users of
our services, and we are glad to be making a
difference to the lives of ordinary South Africans.
We attended to more than 2 000 complaints
from taxpayers during the reporting period.

In the year ahead we look forward to addressing
a number of challenges. We expect to achieve
the following over the medium term:

e Strengthening taxpayer and stakeholder
confidence in the tax system by supporting
legislative amendments for legislative
amendments that will properly position the
Office as a separate and independent entity
from SARS

“Legislation requires of us to
perform our function of reviewing
and addressing taxpayers’
complaints independently and
impartially. I am grateful that

all of us at OTO have shown real
commitment to these important
principles when dealing with

complaints.”

e Initiating the development and contributing
towards the implementation of a Taxpayer
Bill of Rights, undoubtedly
strengthen development, democracy and
accountability
e Promoting

which  will

efficiency and achieving
excellence by modernising our complaints
management system

e Beginning with a process and evaluating
the feasibility of expanding our footprint by
opening a few more offices in other parts of
the country

e Streamlining our governance and risk
frameworks to improve compliance and
reporting

* Improving capacity through the design of an
optimal organisational structure

* Increasing communication outreach to

create awareness about our services to

ensure that taxpayers seeking recourse are

fairly and professionally treated.

While this report will show that the Office has
shown impressive growth and strengthened its
ability to deliver excellent service to taxpayers,
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it will, however, also

challenges:

reflect the following

a) Challenges relating to the independence of
the Office:

i. In terms of section 15(1) of the Act, the
Office cannot employ
directly; it can only employ
through SARS.

ii. In terms of section 15(4) of the Act,
the “expenditure connected with the
functions of the Office is paid out of the
funds of SARS”. This means no financial
independence from SARS.

its own staff
its staff

These provisions are anomalous, given the fact
that the Ombud’s mandate is to investigate
complaints against SARS itself. The OTO has
therefore made certain proposals for the
amendment of these provisions. It is hoped
the amendments, supported by the Minister,
Treasury and SARS, will be expedited. The
matter is urgent for the credibility of the
Office.

b) Delays on the part of SARS in finalising the
complaints
We have raised this matter in our meetings
with SARS, and came out with the hope that
the problem will be resolved.

c) Other challenges will be reflected in the
body of the report.

In conclusion, | would

appreciation to our Chief Executive Officer, Adv

H E Mkhawane, management, everyone at

like to express my

of SARS,
its personnel and management for their co-
operation in helping
taxpayers’ complaints.

the OTO and the Commissioner

resolve most of the

| also sincerely appreciate the support and
guidance that we have been receiving from the
Ministry of Finance and the National Treasury in
helping set up and maintain this Office.

7,

T

— <§\)b\ucg>r’

JUDGE BERNARD MAKGABO NGOEPE
TAX OMBUD
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5. CHIEF EXECUTIVE
OFFICER'S OVERVIEW

— —
ADVOCATE HANYANA ERIC MKHAWANE, CHIEF EXECUTIVE OFFICER

Since opening its doors in October 2013, the
Office of the Tax Ombud (OTO) has been
performing reasonably well and has already
achieved some of the goals and objectives
set out in its first Strategic Plan and Annual
Performance Plan. These goals and strategic
objectives are
Performance Plan 2016/17 and Strategic Plan
2016 - 2021, developed and tabled in Parliament
during the period under review. This report
focuses mainly on the operational business of the

contained in the Annual

Office, particularly its organisational structure
and human capital, complaints resolution record,
initiatives to improve efficiency, and community
outreach and stakeholder engagement.

NOTEWORTHY DEVELOPMENTS

Human capacity

The Office’s operations in 2015/16 were
underpinned by a sound business structure,
strict adherence to set policies and processes,

10 TAX OMBUD ANNUAL REPORT 2015/16



and recruitment of capable and committed staff
with a shared passion for making a difference in
the lives of taxpayers.

In March 2015, our staff complement stood
at 12, but by the time the fiscal year ended, 16
more vacancies had been filled. We welcomed
the appointment of the Senior Manager: Office
Enablement, Legal Specialist, Legal
Specialist, a Human Resources Business Partner,
two specialists
Outreach Unit, seven Operations Specialists, a
call centre agent and a Tax Specialist.

Senior

in the Communications and

The growth in personnel came at the right time
as the demand for services was increasing and
continues to grow as more and more people
become aware of our existence and use our
complaints resolution services.

Reaching out to stakeholders

Numerous presentations on the Office’s services
were made in 2015/16 to tax industry bodies
such SAIT, SAIPA, SAICA, as well as academic
institutions such as the University of Pretoria
(UP), University of Johannesburg (UJ) and
University of the Witwatersrand (Wits). Our
Office also engaged other bodies outside the
tax sphere such as FISA. The collaborations were
mutually beneficial, offering the Office a platform
and enabling the hosts to learn more about the
way we work.

We had a favourable presence in the media, with
more than 50 print articles published across a
broad range of publications targeting a wide
variety of taxpayers. Our leadership team was
featured on more than 20 national, regional and
local radio stations, reaching taxpayers who fall
within different Living Standards Measure (LSM)
levels. Tax Ombud Judge Bernard Ngoepe and |
were also on ENCA and the national broadcaster,

“Increased awareness about the
existence and the value the Office
adds to society as a channel for
resolving their tax complaints
against SARS hasled to a
significant increase in the number
of taxpayers approaching it. In
2015/16, we received 130% more
complaints that fell within our
mandate compared to the previous
financial year. In the same period
there was also a decrease in the
number of cases that fell outside
our mandate and were rejected.”

SABC. The monetary value of this publicity, which
we obtained through vigorous engagements
with media houses including “meet and greet
sessions”, was more than R80 million, dwarfing
the R4.2. million combined budget spent on paid
advertising on print, online and radio. In addition,
we also reached millions of people through
several radio campaigns on commercial and
community station broadcasts in the country’s 11
official languages.

Continuing to explore new avenues to reach
taxpayers, the Office joined the ever-growing
world of social media with the establishment
of Twitter, Facebook and Instagram accounts.
Through the social media, the Office is reaching
and engaging with more taxpayers
empowering them with knowledge about our
services. These platforms have not just been a
source of information for taxpayers but also a
tool to provide customer service as part of our
commitment to service excellence. At the end
of the financial year, plans were at an advanced
stage to engage the general public at shopping
centres and on the doorsteps of communities

and
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across the country. We understand that rights
can only be enjoyed by those who are aware of
them and sufficiently informed to ensure their
possession.

As a new entity, the Office has risen to the
challenge of making itself known to taxpayers
and other stakeholders, using communication and
outreach efforts to raise awareness. In addition
the corporate identity review resulted in a new,
vibrant and fresh brand identity and a relaunched
website. The user-friendly website has attracted a
considerable numbers of visitors, with an average
of 20 000 page impressions per month.

COMPLAINTS MANAGEMENT

Increased awareness about the existence of and
the value the Office adds to society as a channel
for resolving their tax complaints against SARS
has led to a significant increase in the number
of taxpayers approaching the OTO. In 2015/16,
we received 130% more complaints that fell
within our mandate compared to the previous
financial year. In the same period there was
also a decrease in the number of cases that fell
outside our mandate and were rejected. This is
an indication that our educational efforts are
paying off as more taxpayers become aware of
our mandate. In our ongoing efforts to educate
and inform taxpayers about the role of the OTO,
it will be important to highlight what complaints
we can and cannot accept, as set out in the TAA
which determines our mandate. We also have
to remind stakeholders that this Office is fully
behind tax compliance and is not a mechanism
for taxpayers to avoid their tax obligations.

It is pleasing to report that the number of
complaints finalised in the financial year under

review increased. Unrepresented taxpayers

“Evidence of our growing success
in striving for service excellence is
that, despite the large increase in
the number of complaints received
in the reporting period, the Office
remained effective and efficient,
dealing with all the complaints
received expeditiously, mostly

(87%) in favour of the taxpayers.”

continued to dominate the usage of the
Office’s services as compared with other users,
and we also saw a considerable increase in
commendation letters from taxpayers pleased
with services rendered.

IMPROVING EFFICIENCY AND
PURSUING EXCELLENCE

In pursuit of service excellence, we place great
emphasis on the efficiency with which complaints
should be reviewed and addressed. The high
levels of efficiency in the Office are attributable
to the dedication of our team, sound quality
management processes implemented, training
provided and support from the leadership.

Evidence of our growing success in striving
for service excellence is that, despite the large
increase in the number of complaints received
in the reporting period, the Office remained
effective and efficient, dealing with all the
complaints received expeditiously, mostly (87%)
in favour of the taxpayers. Whenever complaints
could not be resolved within the turnaround
time, taxpayers were given regular feedback.
Such feedback is crucial and it is therefore
important to note that the Office relies on SARS
to timeously finalise OTO recommendations,
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all of which would have been sent to them
timeously.

Despite successes and a generally good
working relationship with SARS, some areas
of our performance needed urgent attention.
Delays on the part of SARS in implementing the
OTO’s recommendations or in giving feedback
on matters not finalised, is a serious service
matter with reputational risk for the Office. One
way of addressing this challenge is to draft a
Memorandum of Understanding (MOU) with
SARS. The document is at an advanced stage
of discussions between the two parties, and wiill
pave the way for the establishment of a detailed
Service Level Agreement (SLA).

In addition we trust that our proposal to the
Ministry of Finance regarding certain legislative
challenges will be received favourably.

As we continue to pursue excellence in servicing
taxpayers and contribute to the improvement
of the country’s tax administration system, we
are raising the bar and setting more demanding
targets for the coming fiscal year. Our targets
in the Annual Performance Plan and Strategic
Plan are challenging, and in the 2016/17 financial
year we will focus on strengthening taxpayer
and stakeholder confidence in the tax system
by developing a business case that will properly
position the Office as an independent and
separate entity from SARS.

INTERNATIONAL BEST
PRACTICES

In May/June 2015, a colleague and | undertook a
fruitful fact-finding mission to countries on which
the Office of the Tax Ombud in South Africa is
modelled. The purpose of the study tour was

“The sustainable success and
competitiveness of South Africa as
a nation will hinge to a large extent
on our collective ability to create
jobs, stimulate growth and grow
the revenue base. By inspiring
greater taxpayer confidence

in the tax system, the Office

is contributing to a culture of
compliance and helping to expand
the socio-economic resources
available for the development

of the country. We are proud and
privileged to be playing our

part in promoting fairness and

accountability in the fiscal system.”

to conduct research and benchmarking at the
offices of the Tax Ombudsman in Canada, the
National Taxpayer Advocate in the United States
of America (USA) and the Tax Adjudicator in the
United Kingdom (UK).

The tour was insightful and gave us an in-
depth knowledge of the different models
followed in these countries; this insight was
subsequently shared with the rest of the staff.
We looked at numerous issues relevant to our
institution, including the relationship between
the Ombuds and their respective tax office
revenue authorities, their Ministers, Parliament
and Committees, issues of independence, and
funding of the offices. Our Office is in the process
of implementing some of the findings focused
on efficiency and utilisation.

TAX OMBUD ANNUAL REPORT 2015/16 13



As part of strengthening public confidence in the
tax system, we have made inputs to SARS about
the Service Charter to measure levels of service
that tax and customs payers can expect from
SARS, and provided SARS with a draft Taxpayer
Bill of Rights for consideration. Tax and customs
payers should be able to see what rights they
have in a specific set of circumstances in their
dealings with the revenue Authority.

ENGAGEMENT WITH LOCAL
OMBUDS

As a country, South Africa has developed a
robust Ombud network in various sectors, from
consumer credit and pensions to insurance and
the general public interest. There is much that
we can learn from each other. This network
allows the Office to benchmark and determine
how best to improve our services.

CONCLUSION

The sustainable success and competitiveness
of South Africa as a nation will hinge to a large
extent on our collective ability to create jobs,
stimulate growth and grow the revenue base.
By inspiring greater taxpayer confidence in
the tax system, the Office is contributing to a
culture of compliance and helping to expand
the socio-economic resources available for the

development of the country. We are proud and
privileged to be playing our part in promoting
fairness and accountability in the fiscal system.

In conclusion, | would like to take this opportunity
to express my gratitude towards the Tax Ombud,
Judge Ngoepe, for laying a strong foundation for
this organisation and for providing exemplary
leadership that is enabling this institution to
fulfil its mandate and objectives, and in some
instances, exceed expectations.

Our Office would not have been able to fulfil
its responsibilities without its most important
stakeholders, its employees. | like to
extend a word of gratitude to every member
of this institution who so often goes beyond
the proverbial extra mile to make us shine and
provide a service of which taxpayers can be
proud.

would

ADVOCATE HANYANA ERIC MKHAWANE
CHIEF EXECUTIVE OFFICER
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6. STATEMENT OF
RESPONSIBILITY

AND CONFIRMATION OF THE ACCURACY
OF THE ANNUAL REPORT

To the best of my knowledge and belief, | confirm the following:
The Annual Report is complete, accurate and free from any omissions.

The Annual Report has been prepared in accordance with the annual reporting guidelines as issued
by National Treasury (NT).

The Tax Ombud is responsible for the preparation of the performance information and for the
judgments made in respect of this information.

The Tax Ombud is further responsible for establishing and implementing a system of internal control
designed to provide reasonable assurance as to the integrity and reliability of the performance
information, the human resources information and the financial Information.

In our opinion, the Annual Report fairly reflects the operations, performance information, human
resources information and the financial affairs of the Office of the Tax Ombud for the financial year

ended 31 March 2016.

Yours faithfully

/

m@pr’
ADVOCATE HANYANA ERIC MKHAWANE JUDGE BERNARD MAKGABO NGOEPE
CHIEF EXECUTIVE OFFICER TAX OMBUD
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/7. STRATEGIC
OVERVIEW

The Office functions within a dynamic socio-economic and legal environment, necessitating a
clear understanding of trends and developments influencing the tax and financial services domain.
Excellent service delivery lies at the heart of our endeavours, as expressed and entrenched in our
vision, mission and values.

VISION:
The vision of the Office of the Tax Ombud is to strengthen taxpayers’ confidence in tax administration.
MISSION:

The Office of the Tax Ombud is committed to being an efficient, independent, impartial and fair
redress channel for taxpayers.

VALUES:

ACCOUNTABILITY
Taxpayers are entitled to a rational and fair reason for decisions and actions taken.

INDEPENDENCE
In dealing with taxpayers’ complaints, the Office of the Tax Ombud operates independently of SARS.

EFFICIENCY
The Office of the Tax Ombud ensures that all taxpayers’ complaints are resolved promptly and
efficiently.

FAIRNESS
The Office of the Tax Ombud acts in fairness at all times.

CONFIDENTIALITY

The Office of the Tax Ombud holds all communications with taxpayers in strict confidence unless
authorised by the taxpayer.
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8. LEGISLATIVE AND
OTHER MANDATES

The Office of the Tax Ombud complies with the legislative mandates of the Constitution of the
Republic of South Africa and the Tax Administration Act No 28 of 2011.

CONSTITUTION OF THE
REPUBLIC OF SOUTH AFRICA,
ACT NO 108 OF 1996:

In terms of Section 195 of the Constitution
of the Republic, Act No 108 of 1996, public
administration be governed by the
democratic values and principles enshrined
in the Constitution, including a high standard

must

of professional ethics; efficient, economic
and effective use of resources; provision
of impartial, fair and equitable service,

transparency and accountability. As an agent
of public administration, SARS, in its dealing
with taxpayers and the OTO, is bound by this
Constitutional Mandate. The Office of the Tax
Ombud is equally bound by the Constitutional
Mandate.

TAX ADMINISTRATION ACT NO
28 OF 2011

Section 16(1) of the Act spells out the Office’s
mandate, as follows:

“The mandate of the Tax Ombud is to review and
address any complaint by a taxpayer regarding a
service matter, or a procedural or administrative
matter arising from the application of the
provisions of a Tax Act by SARS.”
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9. ORGANISATIONAL

STRUCTURE

The Office of the Tax Ombud is led by the Tax Ombud who is supported by the Chief Executive
Officer. The Office consists of five business units as per the approved structure. These business units
are the Office of the CEO, Operations, Office Enablement (formed in the last quarter of the reporting
period and previously in the Office of the CEQO), Legal Services, and Communications and Outreach.

TAX OMBUD
Judge BM Ngoepe

(of o]
Adv. HE Mkhawane

Senior Manager:
Operations

Talitha Muade

18

Senior Manager:
Legal Services

Senior Manager:
Communications and
Outreach

Pearl Seopela Gert van Heerden

TAX OMBUD ANNUAL REPORT 2015/16

Senior Manager:
Office Enablement

Mmamelao Malakalaka




OTO LEADERSHIP TEAM

From left, Pearl Seopela — Senior Manager Communications and Outreach; Talitha Muade — Senior Manager

Operations; Judge Bernard Ngoepe — Tax Ombud; Mmamelao Malakalaka — Senior Manager Office
Enablement; Advocate Eric Mkhawane — Chief Executive Officer; and Gert van Heerden — Senior Manager

Legal.
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PART B:

PERFORMANCE INFORMATION

10. SITUATIONAL ANALYSIS

10.1 SERVICE DELIVERY ENVIRONMENT

Inthe previous financial year, the Office developed
its Strategic Plan and Annual Performance Plan
to clarify overall objectives and plans to deliver
on its mandate for the five years from 2016 to
2021. The plans are based on national priorities
set in government’s National Development Plan,
and assist the Office to identify trends, priorities
and challenges that the Office needs to respond
to in remaining effective, efficient and prompt in
resolving taxpayer matters.

Stakeholder engagement

An important way to keep abreast of needs and
expectations among taxpayers and professional
tax bodies is stakeholder engagement. This
also serves to raise taxpayer awareness about
the Office’s mandate and services - and, just as
important, what the Office may and may not
do. Thus, considerable emphasis was placed
on stakeholder engagement and partnerships
during the year under review. The Office’s
leadership made numerous presentations to
high-level audiences from professional tax bodies
and academic departments at universities.

International best practice
The international benchmarking
undertaken to compare the different Ombud
models used internationally has delivered some

exercise

useful insights. For example, in other jurisdictions
such as Canada and the USA, Ombuds have the
power to initiate investigations into any apparent
systematicissue. As matters stand, the Tax Ombud
lacks such powers in South Africa, no matter how
important that matter might be considered to be.
The implementation of some of the important
aspects that require improvement from the
Office in South Africa have been proposed to the
Ministry of Finance for consideration to amend
the Tax Administration Act.

Governance and reporting

The Office of the Tax Ombud is committed to
achieving the highest level of good corporate
governance and subscribes to the principles as
recommended by the King Ill report and other
legislative requirements. The OTO also complies
with all relevant prescripts that seek to promote
good governance in the public sector such as the
PFMA and Treasury Regulations. The Minister of
Finance, who is the Executive Authority, and the
Tax Ombud have signed a protocol to govern the
working relationship between them. The Office
accounts to the Minister through bi-monthly and
quarterly reports,aswellasanannualreport which
the Minister tablesin Parliament. The OTO is ready
to begin the governance process of developing
frameworks and policies for risk and compliance.

TAX OMBUD ANNUAL REPORT 2015/16 21



Improving efficiency

The Office’s Strategic Plan for 2016 - 2021 directs
its activities for the five-year period. Among other
things, the strategy highlights the importance
of wusing proper governance structures and
stakeholder management to effectively and
efficiently resolve taxpayer disagreements with
SARS. The strategy further seeks to ensure that
taxpayers receive the professional service and fair
treatment that they are entitled to from SARS.

Staff development was prioritised to improve
efficiency and ensure that employees have
adequateskillstoeffectively manageallcomplaints
received. Plans to complaints
management system are being implemented, and
in the new financial year the Office will move from
a manual to an electronic system.

improve our

National Development Plan

The Strategic Plan of the Office of the Tax Ombud
is congruent with government’s high-level
planning framework, as expressed in the National
Development Plan 2030. In line with the NDP,
the OTO ensures all employees are capable of
executing the Office’s mandate by empowering
them through training and development.
Similarly, in the interests of an active citizenry, the
Office
and awareness campaigns to educate and inform
citizens so that they approach tax and customs
complaints from an informed position about their
rights and responsibilities. Another initiative that
will strengthen taxpayer compliance and SARS’
accountability and openness towards taxpayers,
is the proposed implementation of a Taxpayer
Bill of Rights and the Service Charter. This will
ensure that taxpayers are aware of their rights
and obligations and that SARS delivers on the
service promises it makes.

implements extensive communications

10.2 ORGANISATIONAL
ENVIRONMENT

In the previous financial year, the Office more
clearly aligned its strategic intent with its vision,
which is to strengthen taxpayer confidence in the
tax system by offering taxpayers an expeditious,
independent, fair and impartial avenue for
resolving their disputes with SARS. Excellent
service, delivered by skilled, motivated staff using
modern, efficient systems, is a key component of
fulfilling its vision and strategic intent.

Human resources

The employees of the Office are employed in
termsofthe SARS ActNo 34 0f 1997 and seconded
to the Office of the Tax Ombud in consultation
with the SARS Commissioner. The requirement
to consult the Commissioner compromises the
independence of the OTO. This matter forms
part of the proposals to the Ministry of Finance to
strengthen the independence of the Office from
SARS, in this case by appointing staff without
consulting the Commissioner.

The staff complement has increased from 12
since the beginning of the financial year to 28
as at 31 March 2016. While it is important to have
sufficient, suitably skilled staff to deliver services,
it is just as important to ensure operational
efficiency. For this reason, two new units were
established in the 2015/16 year. The Office
Enablement unit was established to provide
corporate support services and the Legal
Services unit to provide an enterprise-wide legal
service to all areas of the business. This includes
providing legal guidance on cases and ensuring
that the recommendations made by the Office of
the Tax Ombud are legally correct.
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To improve complaints-handling capacity, the
Office in 2015/16 appointed an Operations
Manager, Operations Specialists, Tax Specialists
and a call centre agent.

In addition, two Communications Specialists
were appointed in the Communications and
Outreach unit.

Financial resources

In accordance with the Tax Administration Act,
the expenditure connected to the functions of
the OTO is paid out from the funds of SARS.
The latter administers all OTO funds and has
provided the financial information in this report.
The matter of the budget and how the finances
of the Office should be allocated and managed
have been addressed with the Ministry of Finance
with a view to proposing legislative changes.
The OTO awaits the outcome of these proposals.

Outreach and stakeholder
management

Committed to keeping stakeholders abreast of
developments and creating awareness about the
utilisation of the Office’s service, the Office has
a comprehensive communications and outreach
strategy. This entails collaborating with industry,
professional and academic bodies in the tax
sphere, leveraging free publicity resulting from
media engagements and stakeholder relations,
and establishing a social media presence by using
platforms such as Facebook, Twitter and Instagram.

Taxpayer complaints process

Complaints lodged with the OTO by taxpayers
must relate to a service matter, procedural
or administrative matter arising from the
application of the provisions of a Tax Act by
SARS. A complaint is accepted if it falls within

the mandate of the OTO in terms of section
16 of the Tax Administration Act. The proviso,
however, is that the taxpayer first needs to
exhaust SARS’ internal complaints mechanisms.
If the internal SARS’ complaints mechanisms are
not exhausted, the Tax Ombud may determine
if there are compelling circumstances, based on
Section 18(5), to review the complaint.

The complaints resolution process includes
acknowledging each taxpayer complaint;
determining if it falls within the OTO mandate;
investigating the complaint; making a
recommendation to SARS on how to resolve
the matter; providing the taxpayer with regular
feedback on the progress of the complaint until
it is finalised; and compiling a finalisation report
once the complaint has been resolved.

Taxpayers can submit their complaints through
email, fax or post, or by hand delivering them
at our offices. All complainants are required to
complete a complaints form which is designed to
collect as much relevant information as possible
about the complaint. Contacts are categorised
(queries); complaints falling
within the mandate of the Office (accepted);
complaints falling outside the mandate of the
Office (rejected) and those that are terminated
before a review is carried out or completed.

into  enquiries

Enhancing efficiency and quality

During this reporting period, the Office
was using the complaints
management system until 27 September 2015.
In order to alleviate the administrative burden,
SARS assisted the OTO in developing the
Service Manager Complaints Management
System (SMCMS), which was implemented on
28 September 2015 and used until 31 October

interim manual
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2015. A decision was then taken to temporarily
suspend it due to the challenges it posed to the
end users. These challenges have been raised
with SARS and are being attended to. Progress
has been made in refining the system and the
OTO will resume utilising it once the refinements
have been completed.

Despite these challenges, the Operations
unit focused on improving the quality of case
management wherever possible during the year
under review.

The following processes were implemented to

support this:

* A review committee was formed to enhance
complaints case quality management. This
committee consists of Operations and Legal
Specialists.

e Steps were taken to provide feedback
to taxpayers about their outstanding
complaints on a regular basis.

The OTO is working with SARS to put plans in
place by October 2016 to address the challenges
raised around the complaints management
system. Once the flaws have been corrected, the
usage of the electronic complaints management
system will improve data and case management,
office efficiency and reporting.

In light of the OTO’s commitment to ensure that
taxpayer complaints are dealt with effectively
and efficiently, an MOU with SARS has been
proposed to improve the turnaround time. The
OTO and SARS have been working to finalise
this MOU, which will guide the finalisation of
OTO recommendations and remedies to follow
in cases where turnaround times are not met, as
this aspect is not addressed by legislation.

Further the legislative amendments proposed to
the Minister will address some of the challenges
such as the need for SARS to give reasons
where the OTO’s recommendations are not
implemented.

Complaints register

The complaints intake grew from 1270 in 2014/15
to 2 133 in 2015/16 (68% growth). However, the
number of staff dealing with complaints has not
increased accordingly. This places considerable
pressure on the Operations Specialists:
Complaints Resolution and underlines the
importance of designing an organisational
structure that will provide a reliable indication of
the correct number of staff and skills required.

Mode of contacts

During the reporting period, the OTO received
5 904 contacts. These contacts were mainly
received through email (3 992) and telephone
calls (1511). Other channels used by complainants
were faxes (125), walk-in visits (196) and the
postal service (80). See table 1and graph 1 below
for more details.

Table 1: Details of mode of contacts

CONTACT TYPE NUMBER

EMAIL 3992
TELEPHONE 1511
WALK-IN VISITS 196
FAX 125
POST 80

Sources: CMS and SM
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Graph 1: Mode of contact
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Sources: Complaints Management System (CMS) and Service Manager (SM)

Types of users who contacted the OTO

During the reporting period, the following categories of users contacted the OTO to lodge their
complaints against SARS. More details are provided in table 2 and graph 2 below.

Table 2: Taxpayers contacting the OTO

TYPE OF TAXPAYERS CONTACTING OTO

Companies 456 8%
Other 651 1%
Practitioners 1010 17%
Individual taxpayers 3787 64%
TOTAL 5904 100%

Sources: CMS and SM
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Graph 2 below indicates that most of the contacts were made by individuals followed by tax
practitioners.

Graph 2: Taxpayers who contacted the OTO
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Individual taxpayers - These individuals represented themselves and constituted 64% of users (3 787
contacts).

Tax practitioners - These practitioners lodged complaints on behalf of their clients and represented
17% of users (1 010 contacts).

Companies - The Office received 456 contacts from companies lodging complaints through their
representatives.

Others - These are taxpayers who acted as trustees, liquidators, administrators, curators and executors,
media, and the Public Protector. The OTO had 651 contacts from this group.
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Type of contacts

Table 3 below indicates that most of the taxpayers who contacted the OTO were making enquiries
in an effort to understand the OTO mandate in order to formulate their complaints. These included
requests for complaint forms and complaints procedure guides. Taxpayers also enquired about the
email, postal and physical addresses of the Office. The 16% of complaints that did not fall within the
OTO’s mandate had to be rejected. Of the 5 904 contacts received in 2015/16, a total of 3 771 (64%)
were enquiries and 2 133 (36%) were complaints.

Table 3: Contacts received

CONTACTS RECEIVED CONTACTS

Queries received 3771 64%
Complaints not falling within OTO mandate - rejected 938 16%
Complaints falling within OTO mandate - accepted 961 16%
Terminated complaints 234 4%
TOTAL 5904 100%

Sources: CMS and SM
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Categories of cases reviewed by OTO (accepted and rejected)

Table 4 below indicates that the majority of the complaints reviewed by the OTO are related to
assessments (40%) across all tax types, followed by dispute resolution (18%), refunds (15%) and
accounts maintenance (10%). Other types of complaints collectively account for 17%.

Table 4: Categories of cases reviewed by OTO (accepted and rejected)

CATEGORY NO OF COMPLAINTS % COMPLAINTS
(ACCEPTED AND REJECTED) REVIEWED REVIEWED

Assessments (IT, VAT, PAYE) 856 40.10%
Dispute resolution 373 17.50%
Refund 317 14.90%
Account maintenance 203 9.50%
General enquiry (On the tax status) 124 5.80%
Processing 86 4.00%
Interest and penalties 43 2.00%
Correspondence 32 1.50%
System 29 1.40%
Profile Hijacking 25 1.20%
Debt 19 0.90%
Audit 15 0.70%
Customs dispute 2 0.10%
Transfer duty 2 0.10%
ACAS 3 0.10%
Non adherence to court judgement 1 0.00%
Estate 1 0.00%
Whistle blower 1 0.00%
Registration 1 0.00%
TOTAL 2133 100.00%

Sources: CMS and SM
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Geographical spread of the complaints received (accepted and rejected)
The regional distribution of the accepted and rejected complaints is shown in table 5 below. Overall,
Gauteng has the highest number (1197 or 56%) of the complaints evaluated, followed by the Western
Cape (257 or 12%) and KwaZulu-Natal (244 or 11%). This indicates that most users of the OTO’s
services are taxpayers in Gauteng, Western Cape and KwaZulu-Natal. This could point to where
footprint expansion and the OTO’s outreach programme should be directed in the new financial year.

Table 5: Geographical spread of the complaints received (accepted and rejected)

Lesotho 1 0%
London, UK 1 0%
Northern Cape 18 1%
Free State 72 3%
North West 72 3%
Mpumalanga 80 4%
Eastern Cape 94 5%
Limpopo 97 5%
KwaZulu-Natal 244 1%
Western Cape 257 12%
Gauteng 1197 56%
TOTAL 2133 100%

Sources: CMS and SM

Accepted complaints falling within the OTO mandate

These were complaints that fell within the mandate of the OTO. In the reporting period, the OTO
accepted 961 complaints and 460 were carried forward to the new financial period as unresolved by
SARS; 89% of the complaints carried forward were already outside the turnaround time.

TAX OMBUD ANNUAL REPORT 2015/16

29



Analysis of accepted cases

Table 6 below indicates that the majority of the accepted complaints that fell within the OTO mandate
were service related (64%), followed by procedural (21%) and administrative cases (15%). It should be
noted thatin 2014/15, the OTO accepted only 409 complaints and that the number increased in 2015/16
to 961. Of the total complaints received, 45% were accepted which shows a good improvement over
the 32% of cases accepted during the previous financial year.

Table 6: Analysis of accepted cases

NO. OF
NATURE OF COMPLAINT COMPLAINTS %

Administrative 140 15%
Procedural 205 21%
Service 616 64%
TOTAL 961 100%

Terminated complaints

Terminated complaints make up 11% of the total complaints received. These were complaints that
were terminated during investigations. None of the terminated complaints were accepted during the
year. Table 7 below has more details.

Table 7: Terminated complaints

NO. OF
REASON FOR TERMINATION COMPLAINTS %

Terminated cases finalised before review 212 91%
Terminated withdrawal by complainant N 5%
Terminated due to non-submission of information 10 4%
Terminated for other reasons 1 0%
TOTAL 234 100%

Rejected complaints

Complaints were rejected when they did not fall within the mandate of the OTO or when taxpayers had
not exhausted the SARS complaints resolution mechanism and did not have compelling circumstances
for not doing so.
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Analysis of rejected cases

Table 8 below indicates that 62% of the complaints rejected were cases that fell outside the mandate of
the Office, followed by 38% of cases where taxpayers did not exhaust SARS’ complaints mechanisms
before lodging complaints with the OTO. Of the total complaints received, 44% were rejected, which
shows a good improvement over the 68% of cases rejected during the previous financial year.

Table 8: Analysis of rejected and terminated cases

NO OF CASES
REASONS FOR REJECTION REJECTED %

Section 16 of TAA (not falling within OTO mandate) 3 0%
Section 18(4) of TAA (the SARS resolution process

354 38%
not exhausted)
Section 17 of TAA (limitation on authority) 581 62%
TOTAL 938 100%

A weakness in the current legislation is that the Tax Ombud does not have a mechanism to compel
SARS to respond to its recommendations. By the end of the reporting period, a total of 460 complaints
had not been finalised by SARS and 86% of these were already outside the turnaround time.

Table 9 below indicates that 28 complaints forwarded to SARS in the 2014/15 financial year and
432 from the reporting period have still not been finalised by SARS. Such delays make it difficult to
provide timely feedback to taxpayers. This has been taken up with SARS, which is working with the
OTO to finalise an MOU that would also govern response and turnaround times.

Table 9: Age analysis of open cases

FINANCIAL YEAR CASES SENT TO SARS NO OF CASES % OF CASES

2014/15 28 6%
2015/16 432 94%
TOTAL 460 100%
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Description of open cases
The information below depicts the outstanding cases for the 2014/15 financial year that were not
resolved by SARS and have been escalated to the SARS Commissioner.

DATE
COMPLAINT AGE AS AT

FORWARDED 2016-03-31
TO SARS

2014/07/31 Administrative issue - Banking details were fraudulently changed. 406
Refund amounting to more than R 5 000 went to the wrong account.
Taxpayer still has not received his refund.

2014/08/15 Notice of appeal (NOA) not attended since July of 2013. To date this 395
is still not finalised.

2014/08/28 Judgment taken on debt of R3 million that had been prescribed. 386

2014/09/26 Request for suspension of payment submitted on 6 May 2014 and not 366
finalised by SARS.

2014/10/09 PAYE not taken into account which resulted in a debt of more than 357
R10 00O.

2014/10/20 Two tax reference numbers. Taxpayer was requested by SARS to 350

submit returns on one tax number when the returns had already been
submitted on the other tax number. Both tax numbers still active at
the end of the reporting period.

2014/11/04 Taxpayer was not allowed expenses incurred in the production of 339
income in the tax year 2012. A letter was sent to request SARS to
make the necessary adjustments but the declaration was rejected by
SARS for the reasons that these expenses were not supported. SARS
is rejecting the taxpayer’s Notice of objection (NOO) and NOA for
the reasons that they were lodged outside the prescribed periods.
SARS did not take into account the fact that the taxpayer has actually
made a written request within the time allowed him and that he was
not provided with proper advice to file an NOO within prescribed

timeframes.
2014/11/10 Refund of more than R80 000, due to incorrect revised assessments. 335
2014/11/10 No reasons provided to the taxpayer for conducting a further review 335
on the assessment.
2014/11/1 Incorrectly rejecting the 2013 NOO. 334
2014/11/26 Delay in finalisation of NOA. 323
2014/11/26 Appeal outcome not communicated by SARS. 323
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DATE
COMPLAINT

FORWARDED
TO SARS

2014/12/08

SARS attached the taxpayer’s equipment and froze the taxpayer’s
bank account. The assets that were taken by SARS were sold in
order to pay the storage fees. The court ordered that the assets be
returned to the taxpayer. OTO rejected the closeout report from SARS
and the matter is still not finalised. Taxpayer’s debt of more than
R200 000.00 still exists and the court order has yet to be adhered
to by SARS.

AGE AS AT
2016-03-31

35

2014/12/09

Delay in finalisation of NOA submitted to SARS on 21 August 2014
and rescinding of judgment.

314

2014/12/23

SARS not providing reference numbers for the outstanding cases and
payment of the credits to the estates.

305

2015/01/07

Refund amounting to more than R30 000 paid and recalled by SARS
on 19 June 2014 from the taxpayer’s bank account. Taxpayer lodged
complaint with SSMO on 27 June 2014 and SSMO closed it on 21
October 2014; unresolved.

302

2015/01/15

The complaint related to a refund for the 2013/04 to 2014/02 VAT
periods which SARS delayed to pay.

296

2015/01/26

Assessment for 2012 and 2013 was assessed on income that the
taxpayer did not receive; the taxpayer had been working for
intermittent periods and for the other periods the employer did not
submit the reconciliation; thus SARS included the income without
tax credits. There was an IT88 on the lump sum of the taxpayer to
satisfy the tax debt. The taxpayer was then unemployed and not
receiving any assistance from SARS for his employer to submit the
reconciliation.

289

2015/01/28

Taxpayer’s return for 2013 was allegedly submitted by a third party
without her knowledge or authorisation. This generated a refund
which was paid into a different back account (not her own). Now
SARS demands the amount refunded from her.

287

2015/01/29

Taxpayer reported to SARS that his profile had been hijacked on
4 July 2014 but this was not attended to until the complaint was
lodged with OTO. In October/November 2015 a refund was due to
the taxpayer but he was informed that his account had been blocked.

286
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DATE
COMPLAINT AGE AS AT

FORWARDED 2016-03-31
TO SARS

2015/01/30 Delay on finalisation of ADR1 for 2006/06, 2006/10 and 2006/12 VAT 285
periods which were submitted to SARS.

2015/02/16 The dispute relates to the 2007 - 2014 years of assessment in that 274
the full interest income was taxed in the hands of the taxpayer. The
taxpayer is married in community of property but since the returns
indicated his marital status as out of community of property, the full
interest income was taxed in his hands. The 2010 to 2014 assessments
were amended under the provisions of Section 93 (1)(d) of the
TAA; however the 2009 assessment could not be revised due to
prescription.

2015/02/27 ADRI1 and suspension of payment approved and later lifted by SARS 265
without notice to the vendor.

2015/03/05 Refunds not released for periods: 261
2015/01 - over R300 000 (Stopper on the period)

2015/03/09 Taxpayer claims that someone submitted returns on his behalf. 259

Refunds were fraudulently claimed on the return of the taxpayer. He
claims that he never received any refunds and does not understand
why he now has a debt with SARS. Taxpayer claims that SARS took
more than R11, 000 from his bank account.

2015/03/16 Support (in the form of Easy-file) to assist the taxpayer with the re- 254
submission of the EMP 501 and for SARS to arrange a meeting with
the taxpayer after the EMP 501 is resubmitted so that all the journals
processed in the account can be discussed with the taxpayer.
2015/03/25 Refunds not released for the following periods: 247
2014/01 - more than R300 000
2014/03 - more than R250 000
2014/05 - more than R 150 000
2014/09 - more than R250 000
2015/04/30 SARS has instructed a bank to freeze the taxpayer’s account due to 224
a refund that was paid and recalled by SARS. Matter has not been
finalised as yet.
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10.3 REPORT IN TERMS OF SECTION 19(2)(a)(b) OF THE TA ACT

Section 19(2) requires the Tax Ombud to list and provide details of at least 10 of the most serious
issues encountered by taxpayers as well as identified systemic and emerging issues. The table below

contains summaries and all details of these issues in compliance with this provision.

SUMMARY

CATEGORY
(SERIOUS/

SYSTEMIC/
EMERGING)

ACTION TAKEN
BY THE OTO

ACTION TAKEN BY
SARS

PERIOD | RESULT

1 |Delay in Delays on the Serious/ Recommenda- SARS has implement- |16 Ongoing
payment of |part of SARS in Systemic tion made for ed stringent refund months
refunds. paying refunds to SARS to ensure rules to mitigate its

taxpayers without that after au- risk due to fraud pre-
any communica- dits have been viously experienced.
tion or notice to finalised, all risks | SARS refund rules are
taxpayer. Even identified to be consistently revised
in some cases cleared and the |to cater for taxpayer
where no verifi- refund stoppers |behaviour and trends.
cation/audit is in simultaneously There are ongoing
process or where lifted; the refund |enhancements to
a verification/ SLA is to be SARS refunds sys-
audit has been adhered to at tems which allow
finalised with no all times. SARS for the immediate
adverse findings, to communicate |processing of a re-
stoppers are put with affected fund and will improve
in place to hold taxpayers the turnaround times.
the refunds until reasons for with- | This will include en-
taxpayers lodge holding refunds. |suring people are not
complaints. stopped repeatedly
with no result. SARS
further indicated that
empirical evidence
has indicated that
almost 90% of all re-
funds are paid within
60 days of submis-
sion.

2 | Failure by Bank account Serious/ Recommenda- SARS Responded by |11 Ongoing
SARS to details have been |Systemic tions made for setting out certain months
update updated by the SARS to pay the |