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‘ Tax Administration Contact Center since 2010
Sector for Taxpayers Services and Education since 2017
Introducing concept of

taxpayer services

Gathering information on taxpayers needs

Goals: client-oriented approach to taxpayers, timely information
delivering to taxpayers, exercising the right to tax incentives, support in
meeting liabilities, raising voluntary compliace level



BUILDING A GROWTH-FRIENDLY TAX ENVIRONMENT

Client oriented approach

To develop and improve client-oriented and

fair relationship with taxpayers, STA
continuously works to improve transparency
in its operations by placing the taxpayer at the

One of the main strategic goals of STA is center of comprehensiveness and STA provides available and timely
to improve the quality of existing and permanently raising the level of quality of the support in fulfilling tax obligations.
introduce new types of services adapted wide range of services it provides.

to the needs of taxpayers.




Plan of providing
services

Plan of providing services 2023-2025 — clear guidelines for more detailed development of duties and
responsibilities.

e determining activities that result in increased taxpayer satisfaction
e understanding the services in which one wishes to invest
® improving voluntary compliance with tax regulations and increase the collection of public revenues

The documents on which the Plan is based on are Republic of Serbia Tax Administration Transformation Program
2021-2025, Taxpayer Charter and Compliance Plan

Previously — Taxpayer Services Strategy 2017-2019, Transformation Program



STA provides services electronically and in
direct contact with taxpayers.

To provide services, STA has developed several
communication channels

STA internet presentation

STA Contact center

One Stop Shop — ,Your Tax Advisor”
Media and social networks

Gatherings aimed at information sharing
Tax bulletins

Taxpayers education

Campaigns

Tax alarm

Welcoming package
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Internet presentation
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Main communication channel All STA services can be

accessed via website
Adapted to taxpayers — tax regulations and tax
returns for groups of taxpayers defined by law
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Portal eTaxes

;? REPUBLIKA SRBIJA
3] MINISTARSTVO FINANSIJA

PORESKA UPRAVA

Pretraga

Cpnickm | English

1 Set of electronic services

free Of Cha rge Pravna lica Preduzetnici Fizicka lica Nerezidenti eFiskalizacija Aktuelnosti Javne nabavke ePorezi

_uurava > ePorezi » Portal ePorezi

Portal ePorezi

Portal ePorezi

nfarmacije

Portal "ePorezi* predstavija skup elektronskih servisa Poreske uprave Republike Srbije, koji omogudava svim poresk
obveznicima predaju elektronski potpisanih obrazaca poreskih prijava, pracenje statusa poslatih prijava, uvid u stanje na racunin

- filing returns

- fih 1 1 Tehnicki preduslovi

fl I | n g a p p I |Cat | O n S * poreskog obveznika i dodelufoduzimanje ovladcenja za koridcenje elektronskih servisa. Cilj uspostavijanja portala “ePorezi® je brz
. . lakse i jednostavnije ispunjavanje obaveza prema Poreskoj upravi. Ovaj sistem zadovoljava visoke standarde bezbednost

2 - status monitorin g Uputstva | obrasc omogutava siguran i nekompromitovan prenos podataka elektronskim putem.

- insight into public revenues
- granting and revoking

- authorizations

- change of contact data

Za pristup elektronskim servisima na portalu "ePorezi” koristi se jedinstvena, specijalno dizajnirana aplikacija ePorezi, koju moZet

Aplikacija e
preuzeti klikom na baner ispod.

ajtedce post
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Contact center

NOPECKA YNPABA

KOHTaKT ueHTap ' ;

0700 700 007 ¢ ﬂ&a
> _ " .

Service information, information on the state of public revenue accounts, receipt of reports on tax irregularities

- phone call
- filling out e-form on STA website

In 2023, the Contact Center provided taxpayers with a total of 126,947 pieces of information, of which 111,587 were
answers to questions asked over the phone, while filling out the form on the website of the Tax Administration provided
14,106 pieces of information, as well as 1,254 pieces of information about the state of public revenue accounts
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"YOUR TAX ADVISOR”

Personal communication with taxpayers
in all branches, no local jurisdiction.

Internet kiosks

In 2023, 983,122 services were provided
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Instagram and YouTube channel

Media and social Media — local and national

e novelties in tax regulations and in the
application of tax regulations

» activities of the Tax Administration
regarding fight against the gray economy

networks

e Tax Administration activities
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Gatherings aimed at information sharing

In 2023 an online event "Dialogue with
Tax Administration” was held, organized
by STA and three bilateral organizations,

Cooperation Agreement between French-Serbian, German-Serbian and
Serbian Chamber of Commerce and STA Italian-Serbian Chamber of Commerce

Meetings and seminars with businessmen
with the aim of familiarizing the community
with current STA novelties and involving
businessmen in STA current matters
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Education of enterpreneurs — specific taxpayers

Education of newly Cooperation with Strategic Risks Division
register taxpayers

Starting from 2018, announced visits were introduced, with
consent of taxpayer, in time determined by themselves.
During COVID-19 pandemics, this manner of
communication via phone education was present

Currenlty, education is performed via phone and
meetings organized in cooperation with Serbian

Chamber of Commerce.




Campaigns

The purpose of all STA campaigns is to spread tax information to understand the importance of paying taxes and
to familiarize with the consequences of the gray economy. Cooperation with the Division for Strategic Risks

2018 — campaign of calling VAT taxpayers by phone with the aim to remind them of the legally defined liabilities
with regards to non-compliance of deadlines for filing VAT returns

2019 - sendig notifications to the addresses of the head offices of taxpayers in connection with the discrepancy in
the data in the VAT records

2019 - sending notifications to e-mail addresses to proffessional managers of housing faciities and real estate
lessors to familiarize them with the obligation to report and pay taxes on the income generated on that basis

2020 — notification on STA website — call for freelancers to report income by themselves

2021 — 2022 - the process of introducing a modern fiscalization system was followed by a comprehensive
campaign that included intensive broadcasting of promotional items, announcements on STA website and
information to taxpayers via telephone calls (33,146 taxpayers).

2023 — notification to taxpayers regarding the return of funds based on the lost subsidy
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Tax alarm

Ha 0jy WeNpasnimoCT mMennTe 48
yxamere?

Application for smart phones free of charge

Citizens can report irregularities in the

E I, ‘.'.' operations of economic entities related
= s to the non-issuance of fiscal invoices,
HODECKM ajlapM s performance of unregistered activities and
it engagement of unregistered workers and
= = other tax irregularities.
K" Peny6nuia Cp6uja
g The users of the application automatically

receive a confirmation of the successful
submission of the application, which is
immediately visible in the system of the
Tax Administration.
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Tax bulletins

Educational material intended primarily for taxpayers,
but also employees of the Tax Administration. The
material provides basic information on a certain tax
topic, written in a way that is accessible and
understandable to an average citizen i.e. and to those
who do not have tax knowledge.

The selection of the topic is the result of a previous
analysis of the most frequently asked questions through
all communication channels.

>>

\

MOPECKH
HHOOPMATOP

OMOPE3UBAHE CESOHCKUX NMOC/IOBA Y
CEKTOPY NOJbOMNPUBPELE, LULYMAPCTBA U
PUBAPCTBA

JAHYAP 2024

BALL NOPE3HHK




£OMBATS T
< Toy,

BPOLUVPA O
ENTEKTPOHCKHM
VCINYTAMA MNMOPECKE
VINPABE PEINYBJ/THKE
CPBHIE

MOPECKA VIMPABA

=

PENYENHKA CPEMJA
MHUHHCTAPCTBO ©®HHAHCHIA
MNOPECKA YINPABA

All newly registered taxpayers, within 24 hours from the start of their activities, receives a notification - letter
about the services provided by the Tax Administration and the channels of communication with the Tax
Administration in the tax box on the Tax Administration portal.
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A pre-filled tax return for the annual personal income tax on income
earned in 2022, based on the official records of STA

- Reduction of administration costs

- The Tax Administration monitored the trends and best
international practices of submission tax returns.

Improvement in 2023 @

Freelancers portal - a banner with a link to the Freelancers portal
has been placed on the STA website, where taxpayers can find
information about their rights and obligations in one place, ask the
Tax Administration a question, take a self-assessment test and
income assessment, and with the help of an informative calculator,
calculate their tax obligations in relation to the income generated in
the previous quarter, submit an application and receive a generated
payment slip for the payment of tax obligations.



Plans for the future

Business processes redesign in accordance with STA Transformation program.

Creating personal tax account at the Tax Administration Portal, that will be a primary point
of contact with the Tax Administration for taxpayers.

Active promotion of the existing and new electronic services.
Directing the interaction from face-to-face to self-service channels of communication.

Improvement of consultations and cooperation with taxpayers and their branch associations
(e.g., further cooperation with the Chamber of Commerce).
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THANK YOU
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