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Foreword

We are delighted that the Chartered Institute of Taxation and the Inland Revenue have
been able to work together in carrying out this detailed research study into Income
Tax Self Assessment (ITSA) enquiries.

The study has involved an extensive discussion between the research team, led by
Ann Hansford for the Chartered Institute of Taxation and Barry Jefferies for the
Inland Revenue, and colleagues across both organisations. This review of ITSA
enquiries has been conducted within a very constructive forum. We are pleased that
there have been frank and fair discussions at all stages of the research process and that
no areas have been omitted from this collaborative report.

We strongly believe that there should be a continual dialogue between representatives
of the professional bodies and their counterparts in the Inland Revenue to identify
areas where improvements are needed to make the UK tax system run more smoothly
and to discuss how best those improvements can be achieved. The formal "Working
Together' initiative between the Inland Revenue and the professional bodies -
Chartered Institute of Taxation, Institute of Chartered Accountant in England and
Waes (ICAEW), Association of Taxation Technicians (ATT), Association of
Chartered Certified Accountants (ACCA) and Institute of Chartered Accountants in
Scotland (ICAS), has established a forum for identifying difficulties and ensuring that
they receive attention.

The findings from this study have clarified the aspects of enquiries under ITSA which
are causing difficulty and the report sets out the options for change that have been
identified during the study. We are confident that this report will help to focus the
dialogue that the Chartered Institute of Taxation and other professional bodies have
with the Inland Revenue.

Dave Hartnett Director General (Policy and Technical), Inland Revenue

Richard Mannion President of the Chartered Institute of Taxation



Executive Summary

This report sets out the findings from a collaborative Inland Revenue and Chartered
Institute of Taxation research study that considered Income Tax Self Assessment
enquiries from the perspectives of both Tax Advisers and Inland Revenue (IR) staff.

There were three main stages to the study. The preliminary study established the
issues for IR staff and Tax Advisers. The main stage of the study investigated these
issues in detail through a large scale questionnaire survey for CIOT/ATT members, IR
staff, other Tax Advisers and taxpayers. There was a third follow up stage that
reviewed the issues raised during the questionnaire survey in greater detail. This later
stage enabled discussion of options for change to be considered in depth.

The results are reported in six main sections, 3-8, with conclusionsin section 9. Each
of the sections 3-8 sets out the findings from the questionnaire survey and the
comments relating to the issues raised. Each concludes with a review of the options
for change considered in the follow up discussions with groups of IR staff and
telephone interviews with CIOT/ATT members. Briefly the findings can be
summarised as:

An overview of | TSA enquiries (section 3)

This section covers the resolution of minor queries without the formality of a Section
9A TMA enquiry, the distinction between ‘ giving of notice’ and ‘date of issue’ within
the legidation and enquiries into Capital Gains Tax items. There was strong support
for the opportunity to resolve minor issues without a formal Section 9A enquiry and
IR staff were more in favour of achange from ‘giving of notice' to ‘date of issue’ than
were the Tax Advisers.

There were three issues raised for enquiries concerning CGT items but the one that
provoked the most interest was whether enquiries relating to CGT items should be the
subject of a separate enquiry power. The questionnaire survey showed that over 60%
of CIOT/ATT members and other agents were in favour of a separate CGT enquiry
power, as compared to 47% of IR staff.

Opening the enquiry (section 4)

This section covered issues relating to opening letters, codes of practice and
interviews in the opening stages of an enquiry. Over 70% agreed that the opening
request for information should be copied to the taxpayer in every case.
Approximately 70% of IR staff were content with the opening letters and with the
codes of practice as compared to a significantly lower figure of Tax Advisers. There
were also diverse views on the benefits, or otherwise, of an interview in the opening
stages of an enquiry and these are considered in detail in this section.



Executive Summary (cont’d)

The enquiry process (section 5)

This section considers three main areas, Faster Working, litigation of a particular
point whilst the enquiry is in progress and requests for private bank account details.
70% of IR staff agreed that ‘Faster Working' has proved ineffective, as compared to
42% and 60% of CIOT/ATT members and other agents, respectively and there was
very little support for the view that Faster Working had reduced the time and costs of
an enquiry. Support for the opportunity to litigate a particular point whilst an enquiry
ISin progress was greater from Tax Advisersthan from IR staff.

There are diametrically opposed views on whether private bank account details should
be requested. IR staff and Tax Advisers agreed that there are situations where such
details will be required. The disagreement is based on the timing and the relevance of
the request.

Par tner ship enquiries (section 6)

This section considers five main areas, computer software issues for partnerships,
partnership enquiries triggering a notice to each partner, partners responsibility for
the tax liability, whether there should be a radical re-think of partnership enquiries
and the administrative burden resulting from partnership enquiries under ITSA.
Although this section of the questionnaire generated considerably more comments (49
pages) than any other section, it did not come up with any definitive solutions to the
many problems identified.

Concluding the enquiry (section 7)

This section considers four main areas, final interviews to resolve outstanding issues,
collection of duty etc via statement of account rather than by contract settlement,
contract settlements involving instalment arrangements and possible revision to
Section 28A(3) and Section 28A(4) TMA. Overal there was general support for the
continuation of contract settlements particularly for those involving instalment
payments. Proposals for a revision of Section 28A were welcomed by IR staff but
have yet to be considered by Tax Advisers.

I TSA enquiriesfrom the viewpoint of the taxpayer (section 8)

This section considers all aspects of an enquiry from the perspective of taxpayers, all
of whom had been the subject of an ITSA enquiry. There were only 28 respondent to
this ssimplified version of the questionnaire and so the conclusions that can be drawn
from such a small sample are limited. However, the issues covered in the other
sections reflect areas of concern for these taxpayers.
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1 I ntroduction

This study has been made possible by the efforts of senior members of the Inland
Revenue (IR) and the Chartered Institute of Taxation (CIOT). The CIOT and the IR
approached this study from different starting positions. Discussions at the highest
level took place in December 1999 and it was decided that there was sufficient
overlap in the objectives of each group to undertake a collaborative study involving
the CIOT and IR.

The objectives of the IR were set out in the Press Release, dated 9" December 1999.
These were:

» to carry out areview of all the processes and procedures involved in an Income
Tax Self Assessment (ITSA) enquiry that impact on taxpayers or agents;
consulting with interested parties from both within and outside the Revenue

» to highlight those areas that are working well and those where improvements are
required, and

» to make recommendations on improvements that could be put in place.

The objectives of the CIOT were to build on the findings of the first study, Self-
Assessment: Working towards Best Practice, issued in April 1999, and to develop the
issues and concerns raised by members in that review of Self Assessment after the
first year.

Working together on this innovative, collaborative study has provided an opportunity
for a wide-ranging assessment of ITSA enquiries, which would have been far less
effective if it had been carried out independently. Through this collaborative study
there has been an opportunity to develop realistic, practical and achievable options for
change.



2 The Research Study

This study set out to extract a wide range of views on Income Tax Self-Assessment
(ITSA) enquiries, in astructured way to ensure that the data collected could be used to
provide evidence to support options for change. The research has involved a
preliminary study, questionnaire survey, group discussions and telephone interviews.

21  Préiminary study

The preliminary study for Chartered Institute of Taxation (CIOT) and Association of
Taxation Technicians (ATT) members involved telephone discussions with some of
those who had been involved in the first ITSA study. These discussions followed up
the issues raised during the first ITSA study and in addition, there were discussions
with senior members of CIOT and members of the Technical Committee who
commissioned the research study. For Revenue staff there had been no similar
previous work and so there was a more extensive preliminary study involving group
discussions with network staff directly involved in the working of ITSA enquiries in
order to seek to establish the potential problem areas. TaxAid and the Low Incomes
Tax Reform Group (LITRG) were contacted in order to clarify the issues for
unrepresented taxpayers.

2.2  Questionnaire study

Following the preliminary study the questionnaire was prepared and piloted with
members of CIOT and volunteers from the Revenue discussion groups. Articles on
the research study were included in the February Tax Bulletin, the April specia
edition and in the internal Revenue staff magazine. The study was announced to
CIOT/ATT members in a detailed article in the March 2000 edition of Tax Adviser.
This was timed to coincide with the distribution of the questionnaire.

The finalised questionnaire for CIOT/ATT members was then sent to 750 CIOT
members and 250 ATT members, with the sample being taken from the CIOT/ATT
database of members who identified persona tax as one of their specialisms. A
reminder letter was sent out three weeks later to non-respondents.

The Revenue questionnaire was posted on the Inland Revenue intranet website with a
letter addressed to the Officer in Charge of each local office inviting them to nominate
one person to complete it. In addition there was an open invitation to al other
Revenue staff to complete the questionnaire.

A dlightly amended version of the CIOT/ATT questionnaire for completion by other
agents was posted on the Revenue website. In this the question on qualifications was
extended to include ACA, ACCA, ICAS etc. Notice of the questionnaire was given
on the CIOT website, with full details as to where the questionnaire could be found on
the IR website. Paper copies were made available on request.

10



The questionnaire that was developed for completion by taxpayers was aso available
on the IR website. Similarly there was alink from the CIOT to IR websites and paper
copies were available.

The response rates for the four different groups are given in the following table.

Questionnair e responses

Group Total
number
CIOT/ATT members —mailed questionnaire 332
Inland Revenue staff — intranet questionnaire 1,786
Other agents — internet questionnaire 104
Taxpayers — internet questionnaire 28

The demographic details for each group are set out in appendices 1-4.

2.3  Discussion groupswith Inland Revenue staff

The results from the questionnaire survey provided a framework for the next stage of
the study which involved ITSA enquiry review groups with Inland Revenue staff in a
variety of locations - Glasgow, London (2), Stockport, Bristol and Chepstow. With
one exception, the groups of IR staff considered a range of issues arising from the
study. The exception was one of the groups in London that was set up solely to
consider partnerships. For the general review groups, IR staff were selected from
those directly involved in the working of ITSA enquiries and who indicated in their
questionnaire responses a willingness to participate further in the review.

In order to ensure the best possible use of the time at these meetings, participants were
provided with pre-session information (Appendix 5 provides an example). This
included an introduction to the meeting containing the objectives for the review
group, the appropriate section of the results from the questionnaire survey and a one
page selection of free text comments. The group members were invited to consider
one of the aspects under review in detail, present their ideas to the rest of the group
and then to defend their proposals. In this way each member had a designated role
together with an opportunity to contribute to all aspects under discussion at the group
review meeting. Meeting notes were taken for later assessment and the focus of these
notes was on those areas identified by the group as involving readlistic, practical and
achievable options for change.

24  Telephoneinterviewswith CIOT/ATT members

Fifteen telephone discussions were undertaken with CIOT/ATT members over a
period of three days. The interviewees were selected from questionnaire respondents
who had indicated a willingness to be interviewed when they returned their
questionnaire. In each case the interviewee was asked to expand on one or more of
their comments on the questionnaire. Notes were made during the telephone calls and
these telephone interviews were written up within 24 hours of the discussions.

11



2.5 Summary

The study has been based on quantitative and qualitative data drawn from a wide
range of IR staff, CIOT/ATT members, other agents and taxpayers who are directly
involved in the operation of ITSA enquiries. The findings are now considered in the
following six sections:

* Anoverview of ITSA enquiries;

* Opening an enquiry;

e Theenquiry process,

e Partnership enquiries,

e Concluding an enquiry; and

* ITSA enquiries from the viewpoint of the taxpayer.

All statutory references are to the Taxes Management Act 1970 (TMA).

12



3 An overview of I TSA enquiries

This section considers three main areas:

3.1 Resolution of minor queries without the formality of a Section 9A TMA
enquiry,

3.2  ‘Giving of notice’ and ‘date of issue’,

3.3  Enquiries solely into Capital Gains Tax (CGT) issues.

In each section the questionnaire responses are analysed, points from the group and

telephone discussions are considered, where appropriate, and finally options for
change are identified.

3.1 Resolution of minor queries without the formality of a Section
9A TMA enquiry

Chart 3.1 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statements

Chart 3.1

Thereis astrait-jacket
approach to many enquiries
ECIOT

BIR
@ Other Agents

I would like the opportunity to
resolve minor queries without
formality of Section 9A
enquiry

0O 20 40 60 80 100

Per centage agreeing
Further comments added to the questionnaires

» If amore informal approach is going to be allowed on minor issues, this should
not create a situation where the taxpayer/agent is able to wriggle out of a later
full enquiry on the grounds that the informal query constitutes the single enquiry
opportunity. Therefore any letter or telephone call dealt with on an informal
basis for the benefit of the profession and taxpayers should be *“without
prejudice” .

» Theidea of dealing with minor queries over the telephone whilst practical concerns
me. If telephone queries were raised would that effectively amount to a Section

13



9A enquiry or would that route still be open to the Inland Revenue if they wished
to pursue other itemsin the client's Tax Return?

Outcomes of the questionnaire survey and further discussion

The following table 3.1 provides an analysis of the full responses. The top figure in

each cell gives the responses from CIOT/ATT members, the second figure gives those
from IR staff and the final figure gives the percentage responses from other agents.

Table3.1 Resolution of minor queries without the formality of a Section 9A

enquiry.

Resolution of minor querieswithout | Str. | Agree| No Dis- Str.

theformality of a Section 9A Agree Opin- | Agree | Dis

enquiry ion agree
% % % % %

Thereisa'strait-jacket’ approach to 50 37 8 5

many enquiries —when a short 37 40 7 14 2

telephone discussion or brief |etter to 53 27 4 9 7

the adviser could solve the problems

| would like the opportunity, either by 62 33 4 1

telephone or otherwise, to resolve 48 37 6 8 1

minor queries without the formality of 56 27 2 9 6

a Section 9A enquiry.

In this study there were 87% of CIOT/ATT members, 80% of other agents and 77%
of IR staff agreeing or strongly agreeing that there is a strait-jacket approach. This
compares to the first CIOT study on self-assessment' when 55% of CIOT members
agreed or strongly agreed that there was such an approach.

There was very strong support for the proposal that there should be an opportunity to
resolve certain minor queries, either by telephone or by some other means, without
having to resort to a Section 9A enquiry involving the formal opening and closing
procedures. The extent of this support can be seen from the above table with 95%
support from CIOT/ATT members, 85% from IR staff and 83% from other agents.
This view was repeated very strongly in al the IR discussion groups and in the CIOT
telephone interviews.

Optionsfor change
Thereis avery definite wish from al parties for a change that would alow IR staff to

resolve minor queries without the need to open a formal Section 9A enquiry. Many
respondents voiced fears that there would be dangers in encouraging telephone

! Hansford A (1999) Self Assessment: Working Towards Best Practice London Chartered Institute of
Taxation
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gueries because of possible later disputes as to what was and was not said and that IR
staff would use the opportunity for a ‘fishing’ expedition, leading to the opening of a
formal enquiry at alater date. Any legidative change would require a clear definition
of ‘minor queries'.

Resolution of minor queries without the formality of a Section 9A enquiry warrants
further discussion at Operational Consultative Committee (OCC) and the 'Working
Together' group, given the level of support for change. One option that should be
given further detailed consideration is for a written request for information. This
would include an explanation that this request was being made on an informal basis
and that it would not prejudice the right to open aformal Section 9A enquiry at alater
date. Thetaxpayer could then:

» providethe required response on this basis;

« decline a response and leave the Revenue to decide whether or not to open a
formal enquiry to obtain the required information; or

» ask the Revenue to open aformal Section 9A enquiry.
A written request would avoid the possible misunderstanding of a telephone

discussion. This proposal would address the concerns of entering into an unnecessary
enquiry for arelatively minor issue.

15



3.2 ‘Giving of notice’ and ‘date of issue’

Chart 3.2 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statement.

Chart 3.2

All referencesin

eren mCioT
thelegislation to
'giving of notice HiR

should be amended E Other Agents

to 'date of issue

0 20 40 60 80 100

Per centage agreeing

Further commentsadded to the questionnaires

e ‘Date of issu€’ isjust as ambiguous as ‘giving notice’. Define the point at which
the enquiry is open; when the Revenue says or when the taxpayer receives.

e Date of issue could become more problematical in future as returns are
downloaded from website.

e The use and timing of Section 19A notices should also be reviewed — again a
legislative change to reflect a time limit from date of issue is probably the best
option.

* Alot of the legidation appears to have been written without conviction and it is
now tripping us up, eg ‘giving notice’ rather than the date of the letter, giving
40 days in a Section 19A notice instead of 30 days. Why can't we say what we
mean? (And not be frightened of saying it).

* We must resolve problemsinvolving ‘giving notice’ Section 9A and Section 19A.

16



Outcomes of the questionnaire survey and further discussion

Table 3.2 below provides an analysis of the full responses. The top figure in each cell
gives the responses from CIOT/ATT members, the second figure gives those from
Revenue staff and the final figure gives the percentage responses from other agents.

Table3.2 ‘Giving of notice’ and ‘date of issue’

‘Giving of notice’ and ‘dateof issue’ | Str. | Agree| No Dis- Str.
Agree Opin- | Agree | Dis
ion agree
% % % % %

All referencesin the legiglation to the 25 38 35
‘giving of notice’ should be amended 40 35 23
to the ‘date of issue'. 24 30 31

ONN

Not surprisingly there was greater support for this from IR staff (75% in favour) than
from others, but nonetheless 63% of CIOT/ATT members and 54% of other agents
did support the proposal. There were quite high percentages of ‘no opinion’ in each
of the three groups but only 2% of CIOT/ATT members and of IR staff were actualy
opposed to it as against 15% of other agents.

The support was also reflected very strongly in the IR group discussions where there
was also the suggestion to increase the amount of time allowed for compliance with
the notice etc to take account of possible postal delays. This would compensate the
taxpayer for the reduced amount of time that would be available to comply with the
notice if the proposed |egidative changes were to go ahead.

Optionsfor change

Problems have already arisen in relation to the date of opening of Section 9A
enquiries and to the date that notice was given under Section 19A, but there will
inevitably be problems arising in relation to Section 28A closure notices. This review
is concerned solely with matters relating to ITSA enquiry work, but the problem does
go much wider to involve the date of certain late issued return forms, the due date of
payment of tax etc. Any change that is decided upon could sweep up all these other
potential problem areas.

One answer to the problem would be for a legidative change from the ‘giving of
notice' to the ‘date of issue’ of the notice or aternatively to the ‘ date as shown on the
notice’. The questionnaire results give support to the recommendations from the
discussion groups that there should be such alegidative change but in doing this there
will need to be consideration given to the adequacy of the 30 days time limit. Some
extension of this might be appropriate to alow for possible postal delays.

17



3.3 Enquiriesinto Capital Gains Tax (CGT) items

Chart 3.3 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statements.

Chart 3.3
Enquiries that relate solely to
CGT should be the subject of a
Separate enquiry power
Enquiries are often opened CloT
because of the lack of an agreed IR
veluation H Other Agents

Many enquiries into valuations
result in no adjustment to the tax
liability

O 20 40 60 80 100

Percentage agreeing

Further comments added to the questionnaires

» Capital gains — money is lost because CG enquiries have been downgraded in
importance so that they don't count for the main enquiry stats., meaning that we
cannot give them the time they deserve despite the valiant attempts of our only
ingpector bringing in lots of culpable monies. Loss of Revenue to the Exchequer
issurely to deserve our equal attention no matter whereit islost from.

e Given the lack of information on Returns about the acquisition of assets, the
Capital Gains schedule may be the first indication of ownership. Any attempt to
separate Income Tax Enquiries from CG Enquiries would mean two enquiries if
we were not satisfied that there were sufficient means to acquire the asset in the
first place, and had to enquire into sources of income.

* There is no realistic training available on capital gains tax at all, how many
millions of pounds per year is the department losing? Even after taking into
account the cost of training inspectors/officers properly the extra yield would be
very considerable.

18



e Capital Gains are part of the SA return and in country districts, CG and farm/
land owner accounts are linked and best worked together.

* In recent years very few CG enquiries have been started because of estimated
valuations, but there is a huge gap in quality of information supplied by large
firms of chartered accountants and semi-qualified sole practitioners. Many CG
enquiries have established that valuations supplied had little in common with
District Valuer’sfinal valuations.

Outcomes of the questionnaire survey and further discussion
The following table 3.3 provides an analysis of the full responses. The top figure in
each cell gives the responses from CIOT/ATT members, the second figure gives those

from Revenue staff and the final figure gives the percentage responses from other
agents.

Table3.3 Enquiriesinto CGT items

Enquiriesinto CGT items Str. | Agree| No Dis- Str.
Agree Opin- | Agree | Dis
ion agree
% % % % %
Enquiriesthat relate solely to the 24 42 14 17 3
Capital Gains (CG) pages should be 15 32 30 19 4
the subject of a separate enquiry 27 34 15 14 10

power, not directly linked to any
enquiry on the Income Tax pages

Enquiries are often opened into the 12 40 44 4
CG pages solely because of the lack of 11 33 53 3
an agreed valuation of an asset in 13 35 43 7 2

cases where a post-transaction
valuation could have been obtained

using form CG34

Many of the above enquiriesinto 7 46 42 5
valuations of assets result in no 9 24 58 8 1
adjustment to the tax liability 12 30 49 8 1

The results from the survey show strong support from Tax Advisers for the proposal
that there should be a separate CGT enquiry power, with 66% of CIOT/ATT members
and 61% of other agents supporting but with only 47% support from IR staff.
Looking at it from the other angle however, the extent of disagreement with the
proposal was very much the same from all three groups, ranging only from 20% to
24%. There was a cautious acceptance of the proposa by the IR discussion groups
but with concerns expressed at the impact that this could have on other aspects of
ITSA work.

19



The results for the statement concerning the lack of an agreed valuation were very
much influenced by the ‘no opinion’ column suggesting that many respondents had
had little or no actual experience of CGT enquiries. A total of 44% of CIOT/ATT
members and 43% of other agents registered ‘no opinion” along with 53% of IR staff.
There was however little disagreement with the statement.

The IR discussion groups expressed the view that the position could be improved if
greater encouragement were given to the completion of forms CG34. Greater IR
publicity would help to bring the existence of the form to a wider public but the main
problem was seen to be delays in reaching agreement with Shares Vauation Division
(SvD) and with local District Valuers.

The suggestion that many valuations resulted in no liability was also strongly affected
by the level of ‘no opinion’, ranging from 42% for CIOT/ATT members up to 58% of
IR staff, but again there were considerably higher percentages agreeing with the
statement than those disagreeing.

Optionsfor change

This study has revealed considerable support for the proposal that there should be a
separate CG enquiry power, which is totally separate from any power to enquire into
the income tax pages of the return. However, this is something that would have wide
ranging effects on the way ITSA operates and so requires careful thought before any
changes can be implemented.

CG computations are now requested as part of the return and this should help to
reduce the number of CG enquiry cases but those requiring agreed valuation of assets
such as land or unquoted shares could still result in long delays in bringing CG
matters to a conclusion. The advantage of a separate CG enquiry power in such a
situation is that the taxpayer can have finality on all income tax matters in advance of
the resolution of the CG vauation. Although SP1/99 gives the taxpayer the
reassurance that IR will not raise new income tax issues by taking advantage of the
fact that the CG liability is till unresolved because of an outstanding valuation, this
does not mean that the income tax liability can be finalised. However, a separate CG
enquiry power would be contrary to a fundamental principle of ITSA; namely that
finality means finality for al aspects of IT and CGT affairs for taxpayers. It would
also mean that at any one time there could be separate on-going enquiries for the same
year into the IT pages, into some amendment to those pages, into the CG pages etc.

The proposa to disengage CG issues from the general IT issues merits further
consideration but careful thought needs to be given to the implications before any
changes are made. The Operational Consultative Committee (OCC) would be a
useful forum to start this further work.

Many correspondents commented on the length of time involved in arriving at agreed
valuations. The position could be improved by more use of form CG34 by Tax
Advisers and a quicker response by IR staff in dealing with them. This may not
reduce the number of cases resulting in no change to the liability, but it should help to
establish the position more quickly.
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4 Opening an enquiry
This section considers three main aress.

4.1  Notification that an enquiry isto take place,
4.2  Opening letters and codes of practice,
4.3 Interviewsin the opening stages of an enquiry.

In each section the questionnaire responses are analysed, points from the group and
telephone discussions are considered and finally options for change are identified. A
further question in this section on the questionnaire — Private bank account details
should not, as a matter of course, be requested in the opening letter — is considered
together with other issues relating to private bank account detailsin section 5.3.

4.1 Notification that an enquiry isto take place

Chart 4.1 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the following statements

Chart 4.1

It isimportant for the agent to
be notified at the same time as

the taxpayer mCIOT

HlIR

The opening request for E Other Agents

information should be copied
to the taxpayer

0O 20 40 60 80 100

Per centage agreeing

Further comments added to the questionnaires

» Taxpayers need to see the opening request for information, as agents often try to
stall or deflect the enquiry.

e Anindication in the opening letter of the area(s) of concern would be mutually
beneficial.
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Outcomes of the questionnaire survey and further discussion

The precise question for IR staff differed slightly from that for CIOT/ATT members
and other agents and the following table 4.1 provides an analysis of the full responses.
For the first statement the top figure in each cell gives the responses of CIOT/ATT
members and the bottom figure gives the percentage responses from other agents. IR
staff responses are given for the second statement. For the final statement the top
figure in each cell gives the responses from CIOT/ATT members, the second figure
gives those from Revenue staff and the final figure gives the percentage responses
from other agents.

;I'able 4.1 Notification that an enquiry isto take place

Notification that an enquiry isto Str. | Agree| No Dis- Str.
take place Agree Opin- | Agree | Dis
ion agree

% % % % %

Question for CIOT/ATT members

and other agents 87 13

It isimportant to be notified of an

enquiry at the same time as my clients 91 7 1 1

Question for IR staff
It isimportant to notify the agent of an

enquiry at the same time as the 76 23 1

taxpayer, if they have one

Full details of the Revenue' s opening 36 38 5 16 5
request for information should be 37 40 5 16 2
copied to the client / taxpayer, inevery | 38 34 3 16 9
case.

The results from the survey indicate that there is wide spread agreement that taxpayers
should be notified at the same time, with 100% of CIOT/ATT members, 99% of IR
staff and 98% of the other agents agreeing.

The responses for all three groups were broadly similar when considering whether the
opening request for information should be sent to taxpayers, with 74%, 77% and 72%
agreeing, respectively. These views were reflected in the further discussions. Issuing
the same detailed information to taxpayers ensures that they know the extent of the
enquiry. IR staff commented that this action could have a salutary effect on less
efficient Tax Advisers.

Optionsfor change

This study indicates that there is overwhelming support for Tax Advisers to be
notified of an enquiry at the same time as taxpayers. Comments from Tax Advisers
would suggest that this does not always happen, even though IR procedures are
designed to ensure that taxpayer and Tax Adviser notifications are sent out together.
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Thereis aso clear support for a change to the current system so that full details of the
Revenue' s request for information are sent to taxpayers. A further benefit of sending
acopy of the opening request for information to the taxpayer would be to inform them
of the nature of the enquiry as at present some taxpayers think all enquiries are full
scale ‘investigations'.

Currently there is an agreement between IR Scotland and the Institute of Chartered
Accountants in Scotland (ICAS) whereby a copy of the request for information is
always sent to the taxpayer at the same time as to the Tax Adviser. The results from
this survey support the view that this practice should be extended throughout the UK.
The experience in Scotland is that this practice has been welcomed by Tax Advisers,
both ICAS and non-ICAS members.

4.2 Opening lettersand codes of practice

Chart 4.2 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the following statements.

Chart 4.2

Opening letters
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Further comments added to the questionnaires

e Current opening letters which are sent to clients can cause a lot of unnecessary
anxiety as there is no difference between [the opening letter for] aspect and a full
enquiry.

* Many clients find dealing with the Revenue terribly daunting. If the [client is the]
subject of a random enquiry, it would be reassuring for them if they knew that the
enquiry was simply random. Consideration should be given to advising thisin the
opening letter.
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» The opening letter should be jargon free.

* Perhaps a different opening letter should be issued in Aspect cases to ensure that
taxpayers are aware that the enquiry is limited in scope and extent, but can be
extended if areas of concern arise.

 Full and aspect enquiries are generally speaking fundamentally different.
Although this is reflected in the particular code of practice issued, perhaps it
should also be made clear in the wording of the opening letter.

* Maybe a sentence in the opening letter would help eg. ‘ checking that everything is
in order or details on the Return are correct’.

* | would like to see aspect enquiries stressing ‘the checking of the return’ rather
than the * opening of an enquiry’ which should be reserved for full enquiries.

* Accountants do not need or want codes of practice

e The code of practice israrely read by taxpayers, despite the advice to do so when
issued.

* Perhaps the code of practice booklet could be made smaller or the booklet should
be issued when requested. A simplified leaflet then could beissued in all cases.

Outcomes of the questionnaire survey and further discussion

The full details of the responses to these questions are provided in the following table

4.2., the top figure in each cell gives the responses from CIOT/ATT members, the

second figure gives those from Revenue staff and the final figure gives the percentage

responses from other agents.

Table4.2 Opening lettersand codes of practice

Opening lettersand codes of Str. | Agree| No Dis- Str.
practice Agree Opin- | Agree | Dis
ion agree

% % % % %
The current opening letters cause few 3 35 17 35 10
problems for my clients/taxpayers 12 59 11 17 1

7 19 14 39 21
The codes of practice accompanying 5 43 32 19 1
the opening letter are helpful to clients 9 60 20 10 1
[taxpayers 6 46 23 24 1

There are clear differences between the perceptions of Tax Advisers and IR staff.
71% of IR staff consider that the opening letters cause few problems, which compares
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with only 26% of other agents. CIOT/ATT members are more positive with 38%
agreeing. The free text comments indicate that many of the respondents were
concerned about the jargon used in the opening letters.

The questionnaire responses show similar differences between the views of IR staff
and Tax Advisers about codes of practice. 69% of IR staff felt that codes of practice
are helpful to taxpayers, which compares with 48% and 52% of CIOT/ATT members
and other agents, respectively. There were more ‘no opinion’ responses for CIOT
/ATT members with almost one third of these respondents (32%) registering ‘no
opinion’.

The group discussions and telephone interviews highlighted the doubts there are about
the benefits taxpayers derive from the codes of practice. There was a genera
awareness that taxpayers don’'t read them and they leave that to their agents, where
they have one.

Optionsfor change

Recently the Inland Revenue in consultation with the Accountancy bodies made
changes to the opening letters to address the criticism that they were too intimidating.
In monitoring the revised opening letter it would be useful to enlist the assistance of
the Operational Consultative Committee (OCC) and the *Working Together’ group.

The code of practice for a full enquiry is very different from that for an aspect
enquiry. Few taxpayers will be aware of this difference so unrepresented taxpayers
are at asignificant disadvantage. In order to ensure clarity for all taxpayers, the extent
of the enquiry should be made clear in the opening letter.

There was overal agreement that codes of practice are useful, but consideration
should be given to the timing of their issue. Few taxpayers appear to read them at
present. The opening letter could refer to them and advise the taxpayer that they are
available on request. If the enquiry involves an interview then the code of practice
should be sent with the agenda for the interview (see Section 4.3).
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4.3 Interviewsin the opening stages of an enquiry

The questions on interviews in the opening stages of an enquiry were different for
CIOT/ATT members and other agents from those for IR staff. The following table 4.3
gives the percentage responses and for the Tax Advisers question the top figure in
each cell gives the responses from CIOT/ATT members and the bottom figure gives
the responses from other agents.

Table4.3 Interviewsin the opening stages of an enquiry

Interviewsin the opening stages of Str. | Agree| No Dis- Str.

an enquiry Agree Opin- | Agree | Dis
ion agree

% % % % %

Question for CIOT/ATT members
and other agents

| would advise my clients not to agree 21 49 12 16 2
to an interview in the opening stages
of an enquiry 24 45 10 17 2

Question for IR staff

| would prefer to have an interview in 20 38 16 24 2
the opening stages of an enquiry

Further commentsadded to the questionnaires

« Interviews should not be mandatory but failure to permit oneself to be interviewed
should be viewed as potential non-cooperation for penalty purposes.

e They have seized on the pre interview discussion [with faster working] as a means
of "preparing" clients for subsequent interview questions, which can then become
meaningless.

* We now have the situation where accountants/agents are refusing to allow their
clients to attend interviews for fear that they incriminate themselves. In addition
Investigators are now faced with a large increase in requests for an agenda which
is causing bad feeling because each side have a different idea as to what an
agendais.

e Much depends on client circumstances in determining whether interviews and
statements are necessary.
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e Agents are being called in to interview where there is no indication of any
problem and being faced with a barrage of gquestions which do not relate to a
return entry. We should be informed prior to the interview if thisis the intention.

* Thereisstrong resistance in some quarters to an interview with the taxpayer even
wher e the grounds of concern have been explained

Outcomes of the questionnaire survey and further discussion

There were clear differences of opinion. 70% of CIOT/ATT members and 69% of
other agents agreed that they would advise clients not to agree to an interview in the
opening stages of an enquiry, whereas 58% of IR respondents would prefer to have an
interview in the opening stages. In the free text comments the changing attitude
towards interviews and their perceived function was a concern to many respondents.

These issues were taken up in the group discussions and telephone interviews. There
isaclear distinction between the perspective of the two main groups:

Comments from IR staff:

Overal it was felt important to meet with the taxpayer

It was an ‘expectation’ of the Revenue to hold an interview in order to conduct a
“full enquiry’

Interviews speed things up

Interviews are cost effective

IR should not be constrained by a detailed agenda

Interviews are an opportunity to find out how businesses operate

YVVY VYV

Comments from CIOT/ATT members;

Interviews should still be optional and used only when things cannot be negotiated
Should not be automatic. IR should look at the circumstances

IR attitude iswrong. They treat interviews as though they should be won or lost
Would like to see inspectors follow the code of practice for consistency because at
the moment they follow their own code

Would like to see agendas and should be more specific

Should only be used towards the end of the investigation when records inspected
and everyone is familiar with the accounts

YV VVVYY

The result of these differing views is that some Tax Advisers are encouraging their
clients not to attend interviews. This development is of significant concern to IR staff
who feel they are unable to perform their job satisfactorily without recourse to an
interview.

It must be recognised that interviews are intimidating for many taxpayers. Tax

Advisers commented on the benefits of holding mock interviews first and the
resulting reduction in anxiety felt by many taxpayers. There was concern that if they
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refuse to attend an interview then there will be larger penalties at the conclusion of the
enquiry as this might be viewed as non co-operation.

Optionsfor change

In considering options for change in this section it must be remembered that
interviews are routine procedures for IR staff and Tax Advisers but they can cause
great anxiety to taxpayers. Taxpayers need to know what to expect at an interview and
there should be an addition to the code of practice to cover in more detail how the
interview will be conducted e.g. who will be there, the format, what the taxpayer will
be expected to sign etc.

A Revenue interview can be likened to a business meeting where it is standard
practice to provide an agenda. Like any other business meeting the agenda for an
ITSA enquiry interview should specify the areas that the IR wishes to cover, based on
the areas of concern that have been identified through the risk assessment exercise.
An agreed agenda prior to the meeting ensures a timely discussion with full
infformation available for all parties. It aso ensures a fairer treatment for
unrepresented taxpayers who do not have the support of an experienced Tax Adviser.
Clear agendas should be standard practice.

The perception of attendance at an interview and the effect on any penalties is a
problem area. There is fear amongst some taxpayers that non-attendance will
constitute non co-operation and so increase penalties. Clearer IR guidance on this
would be useful.

This review has highlighted the fact that the timing of the request for an interview is
crucial. Final interviews are covered in Section 7.1 and this shows that 59% of
CIOT/ATT members and 58% of other agents agree that final interviews can resolve
any outstanding issues. This contrasts with 70% and 69% respectively of CIOT/ATT
members and other agents agreeing that they would not advise their clients to attend
an interview in the early stages. The support for an interview from Tax Advisers
appears to depend on whether it is seen, in their view, as an opportunity to resolve
issues efficiently.

Ovedl, IR staff raised the strongest concerns about interviews. Some felt their
effectiveness was being eroded with the increasing reluctance of Tax Advisers to
bring their clients in for interview since the introduction of ITSA. This is a further
issue that would benefit from detailed consideration by the Operational Consultative
Committee (OCC) and the ‘Working Together’ group to identify an acceptable way
forward to all parties.
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5 Theenquiry process

This section considers three main areas:

51  Faster Working,
5.2  Litigation of aparticular point whilst the enquiry isin progress
53  Private bank accounts.

In the following tables al figures are given in percentages. In each section the

questionnaire responses are anal ysed, points from the group and telephone discussions
are considered, where appropriate, and finally options for change are identified.

51 Faster Working

Chart 5.1 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statements.

Chart5.1
Faster working
is ineffective mcior
mir
O Other Agents
Faster working
has reduced
time/costs
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Per centage agr eeing

Further commentsadded to the questionnaires

e The whole concept should be withdrawn and replaced by something like best
practice, which isn't so prescriptive.

» Faster Working isn’t working and should be withdrawn.

» Faster Working is never offered to my clients as it seems to be very unpopular
with the Inspectors.

» Faster Working should not be offered but replaced by better practice and closer
working with co-operative accountants. No small trader should have enquiries
hanging over them for more than a year.
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* Not necessarily Faster Working, but agree a timetable for the period of enquiry.

» Faster Working has been overtaken by working practices in enquiry cases and
should be dropped.

» If Faster Working has reduced elapsed times this is only because other enquiries
have had to be delayed to accommodate a Faster Working enquiry.

* Any changes should not complicate the enquiry regime. There should only be one
regime, be it faster working or ‘normal’, two types is an unnecessary
complication.

Outcomes of the questionnaire survey and further discussions

Full details of the responses to the questions are provided in the following table 5.1.
For the first statement the top figure in each cell gives the responses from CIOT/ATT
members, the second figure gives those from Revenue staff and the final figure gives
the percentage responses from other agents. For the second statement the top figurein
each cell gives the responses from CIOT/ATT members and the bottom figure gives
the percentage responses from other agents. IR staff responses are given for the final
Statement.

Tableb5.1 Faster Working

Faster Working Str. | Agree| No Dis- Str.
Agree Opin- | Agree | Dis
ion agree

% % % % %

In practice, ‘ Faster Working' has 13 29 47 10 1

proved ineffective. 47 23 26 3 3
25 35 28 7 5

Question for CIOT/ATT members

and other agents 1 13 63 19 4

When ‘Faster Working' has been

offered it has resulted in areduction in 2 13 48 28 9

time and costs for clients

Question for IR staff
When ‘Faster Working' has been 1 5 45 35 14
offered it has resulted in areduction in
time taken to resolve the case

70% of IR staff agreed that ‘ Faster Working' has proved ineffective, as compared to
42% and 60% of CIOT/ATT members and other agents, respectively. There was a
large number of ‘no opinions, with nearly half, 47% of CIOT/ATT members,
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registering no opinion. When the figures for disagree and strongly disagree are
considered, CIOT/ATT and other agents totalled 11% and 12%, respectively,
compared to 6% of IR staff.

When considering whether ‘ Faster Working' had reduced the time and costs involved
in working an enquiry, 14% of CIOT/ATT members and 15% of other agents agreed
that it had as against only 6% of IR staff. For this question the levels of ‘no opinions
were higher, with 63% of CIOT/ATT members and 48% of other agents registering
‘no opinion’. These results suggest that many of the respondents had had no practical
experience of ‘Faster Working'.

These issues were taken up in the group discussions and telephone interviews.
Although there had in some cases been interest in the ‘ Faster Working' arrangements
at the outset of an enquiry, this had not been maintained to the conclusion. Very few
IR staff had seen a ‘Faster Working' case through to completion. There were
differences in the perspectives of the two main groups:

Comments from IR staff:

» theorigina purposes for ‘Faster Working' had been superseded by the changes to
the enquiry regime brought about by ITSA.

» they were experiencing a shorter time frame for the production of books and
records and so faster working has occurred organically.

Comments from CIOT/ATT members;

» Principleisgood but not in the current form.

» Does not reduce costs because still need to do the same amount of work.

» Faster working was not being offered in their region — letters had been received
saying that the local Revenue office would no longer offer it.

» Like ‘Faster Working' because of thetime limitsin it.

Optionsfor change

Under ITSA, enquiries are brought to settlement much more quickly than in pre-Self-
Assessment days. ‘Faster Working' can be viewed as a customer service issue.
Where the timetable is adhered to, it can provide a clear timeframe for taxpayers and
can avoid an enquiry being extended unnecessarily. However, in the current format
most ‘ Faster Working' cases fail to be completed under the scheme.

There is very limited support from IR staff and Tax Advisers for ‘Faster Working’
and, unless the Operational Consultative Committee (OCC) can establish strong
reasons for retention, the findings from this review suggest that it should be brought to
aclose.
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5.2 Litigation of a point during an enquiry

Chart 5.2 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statement.

Chart 5.2
| R/taxpayer
should have the ECIOT
right to litigate a HIR
point during an B Other Agents
enquiry
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Per centage agr eeing
There were no free text comments added to any of the questionnaires for this question.

Outcomes of the questionnaire survey and further discussions

Full details of the responses to the question are provided in the following table 5.2.
The top figure in each cell gives the responses from CIOT/ATT members, the second
figure gives those from IR staff and the final figure gives the percentage responses
from other agents.

Tableb.2 Litigation of a point whilst an enquiry isstill in progress

Litigation of a point whilst an Str. | Agree| No Dis- Str.
enquiry isin progress Agree Opin- | Agree | Dis
ion agree

% % % % %
Both the client/taxpayer and the 4 50 34 10 2
Revenue should have theright to 5 44 37 12 2
litigate a particular point whilst an 13 45 29 10 3
enquiry is still in progress

There was more support for this from Tax Advisers than from IR staff. 54% of
CIOT/ATT members and 58% of other agents agreed that there should be the
opportunity to litigate as compared to 49% of IR staff.

There are large numbers of ‘no opinion’ responses, with a third of each group, on
average, indicating they had no firm views. When the percentages of those who
disagreed are considered, the amounts are closer, with 12% of CIOT/ATT members,
13% of other agents and 14% of IR staff disagreeing, to some extent.
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Optionsfor change

The right to litigate a point during an enquiry was not considered to be an issue for
most ITSA enquiries but in larger ITSA cases and for corporation tax self-assessment
(CTSA) it could be useful. Legislative changes would be required and there is
concern that changes would add an additional layer of complexity that could result in
delays or errors. The right to litigate during an enquiry should only be available with
agreement of both parties. This issue would benefit from further discussion at the
Operational Consultative Committee (OCC).

5.3 Requestsfor private bank account details

Chart 5.3 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statements.

Chart 5.3
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Further commentsadded to the questionnaires

* On the vexed question of private bank accounts, there will be very few enquiries
where they will not be required, why not then ssmplify and speed up proceedings
and get them at the opening.

» | think private bank accounts shouldn’'t be sought at the beginning of an enquiry
as they are not business records and on so many occasions the agents involved
have asked why they are needed.

« A review of private bank accounts is essential to get a full picture of the
taxpayer’ s economic circumstance.
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| ask for them as a matter of course, and have never been challenged. However, |
qualify the request to ‘ ...where business transactions impinge upon thent.

For the smaller client things need to be sharp, swift and clean — Revenue refusal
to give reasons and concerns leads to misinterpretation, additions and
unnecessary work. Revenue work is also often unfocused and leads to feelings of
‘fishing’ by ourselves eg. examination of bank accounts and consequentially long
guestions asking for explanations of every entry on statements.

Comments on Cash businesses

Taxpayers with a cash business should be encouraged to provide private bank
account details. It would seem reasonable to extend this to all types of business, as
it is not only cash businesses where diversions to private accounts could take
place.

The level and type of private expenditure is also vital to establishing the means
position.

The production of private bank accounts is not only relevant to cash businesses,
their detailed examination is part of any "quality" review. It is not just cash
business that we need to have access to private accounts etc.

We need to look at the proprietor(s) business and private affairs as one economic
entity. The production of private bank/building society accounts should be normal
not exceptional and not restricted to ‘cash trade’ cases.

Outcomes of questionnaire survey and further discussions

Full details of the responses to the questions are provided in the following table 5.3.
The top figure in each cell gives the responses from CIOT/ATT members, the second
figure gives those from IR staff and the final figure gives the percentage responses
from other agents.

Table5.3 Private bank account details

Private Bank Account details Str. | Agree| No Dis- Str.
Agree Opin- | Agree | Dis
ion agree
% % % % %
Private bank account details should 47 41 6 4 2
not, as a matter of course, be requested 5 26 10 31 28
in the opening letter 62 21 8 6 3
| would encourage clients/ taxpayers 6 50 17 24 3
to provide private bank account details | 61 27 11 1
during an enquiry into a cash business 6 37 9 29 19




There are diametrically opposed views on whether private bank account details should
not, as a matter of course, be requested. 88% and 83%, respectively of CIOT/ATT
and other agents agreeing as compared to only 31% of IR staff supporting that view.

The responses for the three groups for private bank accounts for cash businesses were
closer with 56% and 43%, respectively of CIOT/ATT and other agents agreeing that
they would encourage clients to provide private bank accounts for these cash
businesses with 88% of IR staff agreeing.

These issues were taken up in the group discussions and telephone interviews. There
isaclear distinction between the perspectives of the two main groups:

Comments from IR staff:

» Private Bank Accounts (PBA) alow the Revenue to see the whole picture and
they are needed in order to determine whether, and if so, the extent to which the
return isincorrect / incomplete.

» Enquiry cannot be closed without sight of PBAS.

» Any association with a business by definition makes the PBAs not purely private,
but also business.

» Access to PBAS reduces time and so costs for taxpayers.

Comments from CIOT/ATT members:

» IR assume that figures unexplained in private accounts are suspicious and
therefore taxable without having real proof

» Strongly opposed to them being requested at the start. No objection to them being
requested later if there was good cause (rarely get a good explanation as to why
they are being requested)

» If they need good cause then how do they know at the beginning?

» Don't want them given at the start because the IR uses them as a fishing exercise
and thisis costly to the client/taxpayer. They should give good cause.

» The cause for concern/grounds for request should be put in the letter and private
accounts should not be requested by blanket approach (understand that this puts
the IR in a difficult position because they don’t want to give the game away early
on)

Overdl, IR staff and Tax Advisers agreed that there are situations where private bank
account information will be required. The disagreement is based on the timing and
relevance of the request.

Optionsfor change

In practice this is an area of widely divergent opinions. Any change to current

practice needs to acknowledge the concerns of IR staff and Tax Advisers that have
been identified in this review.
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The current Enquiry Handbook (EH) guidance states that private bank accounts
should only be requested once a link has been established and so should not be
requested as a matter of course. This would appear to be consistent with Tax
Advisers expectations. However, this review has shown that EH guidance is not
being followed on a consistent basis. This divergence from EH guidance is where the
differences between the two perspectives are highlighted most — Tax Advisers accuse
IR staff of undertaking a ‘fishing expedition’ and IR staff consider private bank
accounts to be essential to complete their review.

This is an issue that would benefit from detailed consideration by the Operational
Consultative Committee (OCC) and the ‘“Working Together’ group.
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6 Partnership enquiries
This section considers five main areas:

6.1  Computer software issues for partnerships,

6.2  Partnership enquiries triggering a notice to each partner,

6.3  Partners responsibility for the tax liability,

6.4  Whether there should be aradical re-think of partnership enquiries

6.5  Theadministrative burden resulting from partnership enquiries under ITSA.
6.6  Optionsfor change

Chart 6.1 provides an analysis of the numbers of respondents agreeing and strongly
agreeing with the statements.

Chart 6.1
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In each of the results sections, 6.1 — 6.5, the questionnaire responses are analysed and
points from the group and telephone discussions are considered. The options for
change are reviewed in the final section 6.6.
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6.1 Computer Software
Further comments added to the questionnaires
*  Cut down on the complicated computer systems for closing cases.

* Theamount of time taken preparing the paperwork and dealing with the computer
systems required to open an enquiry is out of proportion to what it aims to
achieve, particularly in partnership enquiries.

»  Software support isrequired for calculating the revised partnership statement.

* There should be a computer facility to enable us to recompute the partners
individual liability during an open partnership enquiry.

* A lot of time consuming problems will be solved with the introduction of the
workbench. The main procedural problems are on the computer side. To actually
settle a partnership enquiry is a minefield! There needs to be a link between the
partnership and the partners Returns beyond the capture stage. Amending the
partnership details should automatically update partners.

Outcomes of questionnaire survey and further discussions

Full details of the responses to the question are provided in the following table 6.1.
The top figure in each cell gives the responses from CIOT/ATT members, the second
figure gives those from IR staff and the final figure gives the percentage responses
from other agents.

Table6.1 Computer Software

Computer Software Str. | Agree| No Dis- Str.
Agree Opin- | Agree | Dis
ion agree
% % % % %
More effective computer software 7 25 57 9 2
would solve many of the problems 27 35 31 6 1
relating to partnership enquiries 12 29 47 8 4

62% of IR staff agreed that more effective software would solve many of the
problems relating to partnership enquiries, as compared to 32% and 41% of
CIOT/ATT members and other agents, respectively. There was alarge number of ‘no
opinions’, with over half, 57% of CIOT/ATT members, registering ‘no opinion’. IR
staff are more familiar with the computer system which probably explains why their
level of ‘no opinion” was lower. When the figures for respondents who disagreed and
strongly disagreed are considered there is greater consistency with 11% of CIOT/ATT
members, 12% of other agents and 7% of IR staff.
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In further discussions there were more comments on the computer system from IR
staf