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the integration of digital skillsets into every aspect of tax administration is arguably of 
a similar level of importance to tax authorities as understanding compliance costs. 
Without effective integration, and the reskilling and upskilling of every tax 
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The Council bases its recommendation on a comprehensive body of work over time by 
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Surprisingly, given the emphasis by the OECD on digital government across all facets 
of its work, the 2019 Recommendation of the Council on Public Service Leadership and 
Capability (OECD 2019b) makes no reference to digital government or digital 
transformation, which will fundamentally change the work of government. However, it 
does recommend the two elements particularly critical to the implementation of digital 
government and an effective and trusted public service: building a values-driven culture 
encouraging difference, diversity and inclusion; and identifying, attracting and 
developing a workforce with appropriate knowledge, skills, competencies and 
capabilities. 

This article draws on the significant literature that identifies the coming disruption to 
the future workforce. However, it focuses specifically on how this is likely to impact on 
tax administration. Section 2 identifies how the significant advances in digital 
government are likely to shape future public service and tax administration capability. 
Section 3 identifies the response of tax administrations at a high level, with particular 
reference to the work of the OECD in guiding the direction of tax administrations and 
their interaction globally. Section 4 identifies, based on the evidence available, the 
changing capabilities likely to be needed for the future tax administration workforce. 
Section 5 draws on the literature, the context and likely direction of digital government 
and sets out the principles applicable to the design of a capability strategy for tax 
administration, identifying significant immediate challenges and potential solutions. 
Section 6 concludes with recommendations. 

2. ADVANCES IN DIGITAL GOVERNMENT: TRANSFORMING CAPABILITY
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government and digital tax administration in different ways. The seven components are: 
computing power; internet of things; 5G networks; cloud computing; big data; artificial 
intelligence; and blockchain. Most are obvious and fundamental to operating a tax 
system. Less obvious may be the internet of things, or technology integrated into 
everyday items, which will revolutionise intelligent automatic interaction with the tax 
administration. Examples include: accurate and real-time measurement of depreciation 
through sensors embedded in assets, detailed analysis of construction projects through 
embedded chips, software, etc, real-time automated measurement of trading stock and 
deductible expenditure. 
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This requires cultural change and an ability to embrace digital innovation, 
experimentation, collaboration to develop digital and data-driven government and tax 
administration. Sweden found change across government was hindered by a risk averse 
approach with a fear of failure, complacency with the status quo, and a lack of urgency 
in providing improved public value in an increasingly digital society. Part of the way to 
overcome this is for the public sector (and tax administration) to work closely with 
public and external practitioners in increasingly agile multidisciplinary teams, while 
operating within a sophisticated and adaptable governance framework to improve 
performance and public trust. Otherwise each level of government could face an 
accelerated loss of trust and be perceived as out of touch with societal and technological 
trends (OECD, 2014; Lindgren & van Veenstra, 2018). 

Fundamental to this transformation is talent attraction and internal skill development. A 
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demonstrates early projects undertaken to provide the digital infrastructure to keep 
building a digital tax and welfare organisation.  

However, while the DTS demonstrates that Australia is working or planning across all 
seven components of a digital technology ecosystem discussed above (OECD, 2019c, 
p. 18), much is at an early stage. So, too is its capability uplift, for which the APS review 
recommends urgent building and measuring (Department of the Prime Minister and 
Cabinet, Australia, 2019, p. 60). The aspirations of the DTS provide guidance on the 
characteristics it requires in its future workforce, which encompasses tax administration 
(Digital Transformation Agency, Australia, 2018, p. 39): 

Our five objectives to be fit for the digital age are: 

01 Equip our people and Australian businesses with the skills necessary to 
deliver world-leading digital services. 

02 Adopt better ways of working that bring people together quickly and 
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events) or business events (business formation, merger, insolvency). Tax employees 
will need to develop high levels of emotional awareness and customer experience 
management to proactively use the information in a way that builds trust and ensures 
taxpayers see the clear benefits. 

The effectiveness of technology driven cyber security, artificial intelligence, data 
analytics and similar applications will require increasing levels of human judgment and 
problem-solving capability at every level of the tax workforce. Additionally, ethics, 
security and cross-departmental and governmental considerations become relevant at 
lower levels and involve less experienced personnel. 

The common theme across this and earlier reports is that the silo-based approach to 
working will affect the tax administration particularly. The cross-functional interaction 
needed to make the tax system work effectively is made easier by technology.  However, 
technology will require new ways of working that are more dynamic, responsive, 
flexible, less hierarchical with the ability to work easily across structural and 
organisational boundaries. This also requires tax authorities to develop very different 
leadership skills to achieve comprehensive digital transformation and cultural change. 

The drivers for tax authorities include the broadening of their remit from the traditional 
areas of tax information gathering, audit and investigation, assessment, collection and 
enforcement, review, dispute resolution, and support for litigation. Social transfers and 
payments, administration of student loan systems, and management of massive data 
sets, information flows and funds all contribute to the imperative for the tax workforce 
at every level to develop their knowledge, skills and capabilities. 

There is a transformation globally from e-government to digital government. It requires 
new and changing knowledge, skills and capabilities. Tax administrations historically 
have had to have some of the largest and cleanest datasets and are ideally positioned to 
lead digital government. If some understanding is established of how tax administration 
is responding to digital government, it is possible to begin mapping the needs of its 
future workforce. 

3.  THE RESPONSE OF TAX ADMINISTRATION TO DIGITAL GOVERNMENT 

3.1 The OECD Comparative Information series on Tax Administration 
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the fact of operational implementation and the likely changing characteristics of the tax 
administration workforce. 
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expertise; digital maturity; diversity and inclusion; and fit-for-purpose management 
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 Human-centred design: the design, behavioural psychologists, ethnographers, 
analysts and programmers, for example, who map the ‘journeys’ and ‘life 
events’ or ‘experiences’ of different stakeholders across the tax administration 
value chain both external and internal, to support an inherent and 
comprehensive culture of trust, service and public value. This has become 
central to the tax compliance and engagement focus. Tax events are mapped to 
a taxpayer’s journey, for example, birth, death, business formation, buying a 
property etc. where the taxpayer receives ‘personalised’ digital interventions 
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5.  A CAPABILITY STRATEGY FOR TAX ADMINISTRATION 

7D[�DGPLQLVWUDWLRQ������(OECD, 2019g, p. 133) notes that most tax administrations 
recognise the importance of transforming their workforce to deliver digital tax 
administration. It suggests 80% have gap analyses with formal plans to address these, 
train staff and develop appropriate capabilities. The realities do not align with most 
OECD reports on the progress to digital government discussed in this article. More than 
a dozen detailed individual country reports undertaken by the OECD support this 
conclusion,6 which is also reinforced by the experience of New Zealand, traditionally a 
leader in digital transformation. New Zealand’s 6WUDWHJ\� IRU�D�GLJLWDO�SXEOLF�VHUYLFH, 
SURJUDPPH� RI� ZRUN in 2020 notes that much of the work in ‘Leadership, people, 
culture’, including determining future capability needs and determining a digital 
strategy governance, partnership and implementation model, is yet to be started (New 
Zealand Government, Department of Internal Affairs, 2020). It is not surprising, as it 
aligns with general corporate preparedness (e.g., WEF, 2019, p. 19), described for many 
companies as ‘still in its infancy, remaining overly based on short-term (quarterly or at 
most annual) time horizons and simple headcount statistics’. 

5.1 The pressing need to develop a tax administration capability strategy 

The World Economic Forum (2019, p. 20), recommends that digital transformation 
should leverage strategic workforce planning to establish strategic skills mapping within 
jobs and close the management knowledge gap of skills and talent required. To achieve 
this, it argues, will require both targeted and general upskilling at scale using appropriate 
learning curricula, aligned to skills needs. It will also require a rethink of organisational 
structures, transformation of the culture to attract and retain next generation talent, 
lifelong learning and to boost diversity. 

This section addresses some of the issues that should shape a strategy for a tax 
administration to implement the first two steps: managing the skills gap; and upskilling 
the workforce (Rajasekar & Khan, 2013, p. 38). The literature on organisational change 
and workforce development is substantial. This section simply identifies the challenges 
that digital government and digital tax administration bring to the design of a high-level 
workforce strategy. 
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not permit the delegation or outsourcing of the general operation of the tax system or its 
administration (Bentley, 2007, p. 254). This means that workforce renewal, upskilling 
and reskilling is essential to meet the requirements for jobs in the role clusters identified 
above, but the imperative occurs in an environment in which ‘double pressure’ from 
reduced budgets and technology change, remains a significant management issue over 
time (OECD, 2019g, p. 121). 

5.2 Significant risks to avoid 

There are at least three significant risks for tax administrations that flow from a 
resource-constrained environment. The first is a failure to understand and acknowledge 
the size of the challenge, in part simply because it is a transformation to digital tax 
administration following an already substantial transformation to electronic tax 
administration. This was identified in the Swedish report (OECD, 2019f). 

The second is the relative unpreparedness for the comprehensive data-driven human 
resources management required to transform the tax administration workforce at scale, 
as recommended by the OECD Council (2019b). The OECD report, 7KH� SDWK� WR�
EHFRPLQJ�D�GDWD�GULYHQ�SXEOLF�VHFWRU, notes that (2019a, p. 156): 

HR [human resources] data are abundant …. However, most countries only 
collect HR data, as they struggle with scientifically analysing, insightfully 
interpreting and proactively using them for better management decision 
making and HRM [human resources management] policy development and 
delivery. They are still not sure how to make sense of all these data or what to 
do with them; there are a lot of challenges in making DDHRM [data-driven 
human resources management] work well. Data scientist is not yet a common 
job profile within HR departments. 

The third is that the incremental workforce capability approach identified in many 
businesses (WEF, 2019, p. 19) could become the primary option for the tax workforce, 
providing general incremental training that does not deliver the required skills uplift at 
scale. Resource constraints compound the challenge of reinventing a large-scale 
workforce development training program that is systematically embedded. There is 
therefore a natural tendency instead to rely on recruitment, in a market for talent that is 
increasingly competitive, combined with targeted headline leadership training (WEF, 
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5. Consider the opportunities and potential for collaborative skill-sharing with 
partners across government, global governments, businesses and third parties. 

6. 



eJournal of Tax Research                    Digital tax administration: transforming the workforce to deliver 

378 
 

 

Bell, B S, Tannenbaum, S I, Ford, K J, Noe, R A & Kraiger, K 2017, ‘100 years of training and 
development research: What we know and where we should go’, -RXUQDO�RI�$SSOLHG�3V\FKRORJ\, 
vol. 102, no. 3, pp. 305-323. 

Bentley, D 2007, 7D[SD\HUV¶� ULJKWV��7KHRU\�� RULJLQ�DQG� LPSOHPHQWDWLRQ, Kluwer Law International, 
Alphen aan den Rijn. 

Bentley, D 2016, ‘Taxpayer rights in Australia twenty years after the introduction of the Taxpayers’ 
Charter’, H-RXUQDO�RI�7D[�5HVHDUFK, vol. 14, no. 2, pp. 291-318. 

Bentley, D 2019, ‘Timeless principles of taxpayer protection: How they adapt to digital disruption’, 
H-RXUQDO�RI�7D[�5HVHDUFK, vol. 16, no. 3, pp. 679-713. 

Bentley, D 2020, ‘Taxpayer rights and protections in a digital global environment’, in van Brederode, 
R (ed.), (WKLFV�DQG�WD[DWLRQ, Springer Nature, Singapore, pp. 251-294. 

Berten, J & Leisering, L 2016, ‘Social policy by numbers. How international organisations construct 
global policy proposals’, ,QWHUQDWLRQDO�-RXUQDO�RI�6RFLDO�:HOIDUH, vol. 26, no. 2, pp. 151-167. 

Bevacqua, J & Renolds, V 2019, ‘The digital divide and taxpayer rights – cautionary findings from the 
United States’, H-RXUQDO�RI�7D[�5HVHDUFK, vol. 16, no. 3, pp. 714-736. 

Bornman, M & Wassermann, M 2020, ‘Tax knowledge for the digital economy’, -RXUQDO�RI�(FRQRPLF�
DQG�)LQDQFLDO�6FLHQFHV, vol. 13, no. 1, pp. a461-a471. 

Caruso, L 2018, ‘Digital innovation and the fourth industrial revolution: Epochal social changes?’, $,�
	�6RFLHW\, vol. 33, no. 3, pp. 379-392. 

Centre for the New Workforce 2019, 1DWLRQDO� VXUYH\� UHSRUW�� SHDN� KXPDQ� SRWHQWLDO�� 3UHSDULQJ�
$XVWUDOLD¶V�ZRUNIRUFH�IRU�WKH�GLJLWDO� IXWXUH, Swinburne University of Technology, Melbourne. 
Available at: https://www.swinburne.edu.au/media/swinburneeduau/centre-for-the-new-
workforce/cnew-national-survey-report.pdf. 

Commissioner of Taxation, Australia 2019, $QQXDO� UHSRUW� �������, Canberra. Available at: 
https://www.ato.gov.au/uploadedFiles/Content/CR/Downloads/Annual_report_2018-
19/n0995_2018-19_Annual_Report.pdf. 

Coyne, M, Larson, J, Shieh, J & Yeon, H 2019, ‘Winning in automation requires a focus on humans’, 
McKinsey Digital, 5 December. Available at: https://www.mckinsey.com/business-
functions/mckinsey-digital/our-insights/winning-in-automation-requires-a-focus-on-humans.  

Department of the Prime Minister and Cabinet, Australia 2019, 2XU� SXEOLF� VHUYLFH�� RXU� IXWXUH��
,QGHSHQGHQW� UHYLHZ� RI� WKH� $XVWUDOLDQ� 3XEOLF� 6HUYLFH, Canberra. Available at: 
https://pmc.gov.au/sites/default/files/publications/independent-review-aps.pdf. 

Digital Transformation Agency, Australia 2018, 9LVLRQ� ������:H�ZLOO� GHOLYHU�ZRUOG�OHDGLQJ� GLJLWDO�
VHUYLFHV�IRU�WKH�EHQHILW�RI�DOO�$XVWUDOLDQV, Canberra. Available at: transformation-strategy/digital-
transformation-strategy-2018-2025. 

Durrant-Whyte, H 2015, ‘Future skills in information technology’, in Committee for Economic 
Development of Australia (CEDA), $XVWUDOLD¶V�IXWXUH�ZRUNIRUFH", CEDA, Melbourne, pp. 234-
239. 

Fam, D, Neuhauser, L & Gibbs, P (eds) 2018, 7UDQVGLVFLSOLQDU\�WKHRU\��SUDFWLFH�DQG�HGXFDWLRQ��7KH�
DUW�RI�FROODERUDWLYH�UHVHDUFK�DQG�FROOHFWLYH�OHDUQLQJ, Springer International Publishing, Cham.  



eJournal of Tax Research                    Digital tax administration: transforming the workforce to deliver 

379 
 

 

Foundation for Young Australians 2017, 7KH�QHZ�ZRUN� VPDUWV��7KULYLQJ� LQ� WKH�QHZ�ZRUN�RUGHU, in 
partnership with AlphaBeta, Sydney. Available at: https://www.fya.org.au/wp-
content/uploads/2017/07/FYA_TheNewWorkSmarts_July2017.pdf. 

G20 Finance Ministers and Central Bank Governors 2020, &RPPXQLTXp, Virtual Meeting of 18 July. 
Available at: http://www.g20.utoronto.ca/2020/G20_FMCBG_Communique_-_July_2020.pdf. 

Gangl, K, Hofmann, E & Kirchler, E 2015, ‘Tax authorities’ interaction with taxpayers: A conception 
of compliance in social dilemmas by power and trust’, 1HZ�,GHDV�LQ�3V\FKRORJ\, vol. 37, pp. 13-
23. 

Inland Revenue, Te Tari Taake, New Zealand 2018, 6WDWHPHQW� RI� LQWHQW� ���������, Wellington. 
Available at:  
https://www.ird.govt.nz/-/media/project/ir/documents/about-us/publications/annual-and-
corporate-reports/statement-of-intent/statement-of-intent-2018---2022.pdf. 

Janssen, M, Rana, N P, Slade, E L & Dwivedi, Y K 2018, ‘Trustworthiness of digital government 
services: Deriving a comprehensive theory through interpretive structural modelling’, 3XEOLF�
0DQDJHPHQW�5HYLHZ, vol. 20, no. 5, pp. 647-671. 

Kirchler, E, Hoelzl, E & Wahl, I 2008, ‘Enforced versus voluntary tax compliance: The ‘slippery slope’ 
framework’, -RXUQDO�RI�(FRQRPLF�3V\FKRORJ\, vol. 29, no. 2, pp. 210-225. 

Lindgren, I & van Veenstra, A F 2018, ‘Digital government transformation: A case illustrating public 
e-service development as part of public sector transformation’, GJ�R�¶��� 3URFHHGLQJV�RI�WKH���WK�
$QQXDO�,QWHUQDWLRQDO�&RQIHUHQFH�RQ�'LJLWDO�*RYHUQPHQW�5HVHDUFK��*RYHUQDQFH�LQ�WKH�'DWD�$JH, 



eJournal of Tax Research                    Digital tax administration: transforming the workforce to deliver 

380 
 

 

Norton, A & Cherastidtham, I 2018, 0DSSLQJ� $XVWUDOLDQ� KLJKHU� HGXFDWLRQ� ����, Grattan Institute, 
Melbourne, September. Available at: https://grattan.edu.au/wp-content/uploads/2018/09/907-
Mapping-Australian-higher-education-2018.pdf. 

Oliver, B 2013, ‘Graduate attributes as a focus for institution-wide curriculum renewal: Innovations and 
challenges’, +LJKHU� (GXFDWLRQ� 5HVHDUFK� 	� 'HYHORSPHQW, vol. 32, no. 3, pp. 450-463, 
https://doi.org/10.1080/07294360.2012.682052. 

Oliver, B & de St Jorre, T J 2018, ‘Graduate attributes for 2020 and beyond: Recommendations for 
Australian higher education providers’, +LJKHU�(GXFDWLRQ�5HVHDUFK�	�'HYHORSPHQW, vol. 37, no. 
4, pp. 821-836. 

Organisation for Economic Co-operation and Development (OECD), Centre for Tax Policy and 
Administration 2004, &RPSOLDQFH�ULVN�PDQDJHPHQW��3URJUHVV�ZLWK�WKH�GHYHORSPHQW�RI�LQWHUQHW�
VHDUFK�WRROV�IRU�WD[�DGPLQLVWUDWLRQ, OECD Publishing, Paris.  

Organisation for Economic Co-operation and Development (OECD) 2014, 5HFRPPHQGDWLRQ� RI� WKH�
&RXQFLO�RQ�GLJLWDO�JRYHUQPHQW�VWUDWHJLHV, OECD/LEGAL/0406, adopted on 15 July. Available 
at: https://legalinstruments.oecd.org/en/instruments/OECD-LEGAL-0406. 

Organisation for Economic Co-operation and Development (OECD) 2016, 7HFKQRORJLHV�IRU�EHWWHU�WD[�
DGPLQLVWUDWLRQ��$�SUDFWLFDO�JXLGH�IRU�UHYHQXH�ERGLHV, OECD Publishing, Paris. 

Organisation for Economic Co-operation and Development (OECD) 2017a, 7UXVW�DQG�SXEOLF�SROLF\��
+RZ�EHWWHU�JRYHUQDQFH�FDQ�KHOS�UHEXLOG�SXEOLF�WUXVW, OECD Publishing, Paris. 

Organisation for Economic Co-operation and Development (OECD) 2017b, 7D[�DGPLQLVWUDWLRQ�������
&RPSDUDWLYH� LQIRUPDWLRQ� RQ� 2(&'� DQG� RWKHU� DGYDQFHG� DQG� HPHUJLQJ� HFRQRPLHV, OECD 
Publishing, Paris. 




