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This document is an integral part of the Revenue Service Strategy for 2021-2024. This strategy aims to ensure the implementation of measures and introduction of internal management tools that shall promote the inclusiveness of services, encouraging the use of remote services and self-service.







We constantly strive to ensure that the services of the Revenue Service meet high standards, meet modern technological trends, meet customer needs, as well as facilitate the implementation of tax and customs obligations and increase of voluntary law compliance.

Despite technical progress and a wide range of electronic services offered to customers, the number of visitors to structural units rendering services and the number of calls to the call center is a problem for us. Limited resources, constantly changing and rapidly evolving environment and technology also remain a challenge.

The challenges created by the COVID-19 pandemic, the rapid changes in the daily lifestyle of people and businesses have made us even more aware of the importance and role of the development of remote and electronic services for society, respectively, the Service Development Strategy for 2021-2024 was planned with the maximum consideration of the needs of service users.





ხედვა




Idea


High-quality service


As part of this strategy, our vision is to provide innovative, reliable and transparent services and meet customer expectations through effective, efficient and intelligent initiatives, taking into account the digital progress.


to get tangible results



We shall work according to the following principles

[bookmark: _Hlk117025549] Digital from the start
 Associated government
 Simplicity and efficiency

 Proactive service delivery
 Increase user value and trust
 Continuous and timely service development






The Revenue Service must provide a client with a service employing new technologies and innovative means, or must develop an alternative to receiving the service using the Internet. When creating a new service, the introduction of the “Digital from the start” principle will contribute to the full digitalization of services. In addition, the principle is a way to reduce costs compared to other channels for providing services.





Offering a service to a user before the user’s need arises.



	

Increasing user value and digital trust through offering user-friendly, fast, simple and high-quality services and protecting personal data.



Direct exchange of information between organizational units, as well as the main goal of “Associated government” is the proactive or instant exchange of important information between government agencies.



Ensuring continuous and timely development of services by increasing user participation at all stages of creating and improving services.




Delivering easy-to-understand services with optimized processes, customer engagement, and minimal costs with the aim of increasing “customer value”.


Goals


Over the next 4 years, we shall work towards achieving the following main goals:

 
[bookmark: _Hlk117026892][bookmark: _Hlk117026893][bookmark: _Hlk117026894][bookmark: _Hlk117026895][bookmark: _Hlk117026911][bookmark: _Hlk117026912]Increasing accessibility and inclusiveness of services


 
[bookmark: _Hlk117026926][bookmark: _Hlk117026927]Optimization of service business processes


 [bookmark: _Hlk117026940][bookmark: _Hlk117026941]Encouragement of self-service




Increasing accessibility and inclusiveness of services



Objectives that need to be completed to achieve the goal, and activities that need to be completed within the framework of the objective:

 Objective 1.1 Facilitating the use of services

· Preparation of video guides on the use of services
Video instructions for using the services, prepared in plain language, for selected electronic services.
· Preparation of user manuals
Instructions for using the service, written in plain language, for selected services of the Revenue Service.
· Changes in the structure and design of the authorized page of e-services
Creating an interface that is user-friendly and meets modern trends.

 Objective 1.2 Increasing the availability of services

· Increasing the availability of the service in other languages
Increasing availability of selected services of the Revenue Service in at least 1 foreign language.
· Adaptation of services for persons with disabilities 
Adaptation of selected electronic services of the Revenue Service to the needs of persons with disabilities, including the visually impaired persons.
· Creation of a mobile application
Determination of the content of the mobile application segment and related services, technical support of the application.

· Improved availability of RS chat
Integration of RS chat into the authorized page of a payer
· Increasing the availability of the call center 
Providing the service of leaving a message to the call center, as well as introducing the possibility of providing answers by the call center in automatic mode;
· Providing a remote possibility of registration of an individual as a payer 
Creating the possibility of registering an unregistered individual as a taxpayer via video call.

Objective 1.3 Facilitating user engagement

· Creation of a unified feedback system
Ensuring user involvement in the service development process and improving the quality of services offered by the Service.



Optimization of service business processes



[bookmark: _Hlk117090627]Objectives that need to be completed to achieve the goal, and activities that need to be completed within the framework of the objective:


Objective 2.1 Modeling business processes of services

· Inventory of services and creation of a catalog of services
Registration of all services and sub-services of the Revenue Service and provision of a constantly updated electronic catalog.
· Creation of service business process models (BPM) and rescheduling (reengineering)
[bookmark: _Hlk117090515]Development of business process models (process maps) for selected services of the Revenue Service, rescheduling and optimization of service processes if necessary
· Optimization of front office and back office functions
Separation and optimization of front office and back office functions.


Objective 2.2 Development of information exchange capabilities 
Taking into account the needs of taxpayers and persons involved in international trade, developing electronic capabilities for the ongoing exchange of information with other departments.


Encouragement of self-service



Objectives that need to be completed to achieve the goal, and activities that need to be completed within the framework of the objective:

Objective 3.1 Introduction of innovative products
· [bookmark: _Hlk117090948]Adaptation of FACE RECOGNITION in electronic services.
Implementation of the possibility of electronic identification of the user through FACE RECOGNITION.
· Implementation of the electronic check confirmation system “Tax Free” in special machines located at customs points.
Providing possibility to electronically fill out the customs declaration of an individual in 17 different languages ​​at the choice of the passenger at customs points, as well as call and confirm a special VAT refund receipt issued by trade points (“Tax Free”) in electronic form. 

Objective 3.2 Automation of service delivery processes
· Improvement of the statistics software module
Equipping the statistics software module with new functions, expanding and systematizing the area of ​​available statistical information.
· Development of a unified electronic system for searching of goods by product code and issuing permits
Providing the possibility of requesting and obtaining all types of permits/certificates necessary for the fulfillment of customs obligations on the principle of “One stop shop” through interaction with authorized agencies.
· Automation of RS Chat Suggestions
[bookmark: _GoBack]Providing the possibility of automatic suggestions on the RS Chat website.

Objective 3.3 Development of a differentiated price and time policy for electronic services
Development of a preferential price and time policy for FACE TO FACE services for the electronic services of the Revenue Service in order to stimulate the use of electronic services. 
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