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Message from
the Director-General

Meaningful work stimulates motivation. All of us who work at
the Finnish Tax Administration are responsible for securing the
accrual of the tax revenue for society. Thus, every one of us
contributes to the functioning of Finnish society. This makes
our work important.

Combating the tax gap
Securing the accrual of tax revenue is a question of tax gap
and combating it. A tax gap refers to the difference between
expected tax revenue under the law and actual tax revenue.
A tax gap may arise when taxpayers declare lower-than-actual
income, do not file tax returns or fail to pay their taxes for some
reason. In such cases, the Tax Administration is unable to collect all the tax revenue and transfer it to tax recipients maintaining public services.
No extensive studies on the amount of the Finnish tax gap
have been made, but based on international comparisons it is estimated at between four and seven billion euros. The Tax Administration has a number of instruments at its disposal to combat
the tax gap. One of the most important of them is the ability to
influence tax compliance. This is also the instrument that involves
the biggest challenge and the one where verifying success is
extremely difficult. If Finns started to manage their tax obligations less conscientiously, our work would be much more difficult.
Our customers must be able to manage their tax business
conveniently and at minimum cost. When combined with good

service and effective tax control, this will improve tax compliance. In everyday work, it is also a question of credible control making use of a variety of instruments extending from the
collection of comparative data to tax audits. Equally important
are good customer service, easy-to-use online services, customer-oriented guidance and making the overall taxation process smoother and more automated.
Combating of the grey economy is one part of this entity and
we have also heavily invested in it. The Grey Economy Information Unit, whose task is to produce and distribute information
about the grey economy, started operations in 2011. Taxp ayers
suspected of involvement in the grey economy accounted for
one-third (25,000 working days) of the working hours spent on
tax audits.
The internationalisation of Finnish society has an impact
on the combating of the tax gap. In 2011, this was reflected
in such areas as the controlling of foreign labour and the combating of tax evasion involving international investment activities. The international nature of corporate taxation was a focus
area in a project organised at the end of the year that tackled
the development of taxation tasks and steering connected with
transfer pricing.

Administration relies on committed and expert personnel to
successfully carry out its task. The average age of our staff is
slightly under 50, and most of our employees have had a long
career in the Tax Administration.
This also involves challenges: in the coming years, personnel reduction will be substantial and retirement will account
for a large proportion of the reduction. It is estimated that by
2015, we will need to recruit 460 new employees. We must also
ensure that our existing personnel remain motivated and committed to their tasks.
We launched a project in the autumn of 2011 in which the
management group and the personnel discuss how the management can build trust among employees, how employees can
feel proud of their work and jobs and how workplace well-being
and the spirit of working together are achieved. By comparing,
combining and summarising the results, the Tax Administration management group has made three pledges, which, when
stating how we want to act as an employer, will guide our operations in the coming years. These pledges provide the framework for this annual report.

Personnel as a resource
We are a large organisation. We have about 5,300 employees, which is a significant expertise resource. The Finnish Tax

Mirjami Laitinen
Director-General

In the Finnish Tax Administration
you are a key player on the
pulse of time – the results of
your work are visible and have
a wide impact.

HARRI REKILÄ, Business Analyst, Corporate Taxation Unit
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IMPORTANT
AND EFFECTIVE

Collecting tax revenue

Financing Finland

means that every employee of the Finnish

The tax revenue collected by the Tax Administration is the most

The Tax Administration collects most of the taxes and tax-like

Tax Administration contributes to the

important source of public income. For this reason, high oper-

charges paid in Finland. It remits the taxes it has collected to

smooth functioning of Finnish society.

ational capability and reliability are essential to all operations of

tax recipients maintaining public services: central and local gov-

the Tax Administration.

ernment, the Social Insurance Institution (Kela), parishes and

Taxation is a core activity, which

The Tax Administration has a wide range
of instruments at its disposal to combat
the tax gap and to collect tax revenue as
fully as possible.

forest management associations.
Mission
Our core task is to carry out the duties assigned
to us by society consistently and successfully. We
operate in such a way that customers can and are
willing to contribute to their tax issues correctly and
on their own initiative. We provide targeted and convenient services that make it easy for our customers
to deal with us and that minimise their costs. The
systematic management of tax risks enhances the
accrual of tax revenue.
Business idea
The right tax at the right time.
Values
Fairness, reliability and high standard of
professionalism.

Gross tax revenue on the increase
Gross revenue is the amount of taxes paid to the bank accounts
of the Tax Administration during the year. Despite the European debt crisis, gross tax revenue increased in 2011. It totalled
EUR 63 billion, which was almost at the same level as in the
record year of 2008, and EUR 4.5 billion (7.7%) more than in
2010.
The growth in gross VAT revenue during the year was EUR 2.6
billion (12.7%). Employers’ contributions totalled EUR 26.4 billion, which was 3.2 per cent more than in 2010. Withholding tax
accounted for about 94 per cent of all employers’ contributions
(a growth of 3.5%). Social security contributions decreased by
1.4 per cent, a result of the lowering of the contribution rate.
The amount of debited taxes increased by about EUR 600
million (7%) from 2010. Half the change was the result of a
EUR 300 million increase in the prepayments of corporate
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Gross tax revenue, 2007–2011
		

Change (%)

EUR million

2007

7.7

59,786

2008

6.3

63,554

2009

-9.6

57,453

2010*

1.8

58,513

2011*

7.7

63,040

* For reasons of comparability, negative value added taxes have been added
to the total amounts for 2010 and 2011. Customers can deduct negative VAT
from other taxes processed in the tax account system.

Tax refunds, 2007–2011
		

EUR million

Number

2007

12,993

3,902,254

2008

15,241

4,079,984

2009

13,047

4,076,879

2010

13,128

4,384,908

2011

14,547

4,362,051

Debited back taxes of individual taxpayers, 2007–2011
		

EUR million

Number

2007

1,024

699,813

2008

1,149

716,240

2009

868

672,136

2010

856

691,551

2011

1,009

744,549

taxes, while the other half resulted from a growth in the accrual

for the tax year 2010 totalled EUR 1 billion, which was substantially

of recovered tax arrears, back taxes, prepayments by individ-

more than for 2009 (an increase of 18%). The increase in deb-

ual taxpayers and real estate taxes.

ited amounts is not yet fully reflected in the growth of back taxes in
2011 as the payment date of the second back tax instalment falls

More tax refunds and back taxes

on February 2012. Most of the growth in back taxes is probably

The Tax Administration refunded its customers EUR 14.5 billion

a result of the increase of 32 per cent in taxes on capital income.

collected as excessive taxes. This was EUR 1.4 billion (10.8%)

Corporations paid about EUR 360 million in back taxes. In

more than in 2010. VAT refunds accounted for three-quarters

relative terms, the growth was substantial (21.2%) though in

(more than EUR 11 billion) of the total. The higher figure was

euro amounts it was modest (EUR 64 million). Back taxes paid

almost entirely a result of an increase of EUR 1.5 billion in VAT

by corporations have remained largely unchanged since the

refunds, as the refunds of other taxes and fees decreased by

mid-1990s. The relatively small amounts of back taxes paid

about EUR 100 million.

by corporations are explained by supplementary prepayments,

In euro amounts, the biggest VAT refunds are typically paid

which allow corporations to avoid the payment of corporate

in connection with export activities. Companies in the export

interest. In 2010, supplementary prepayments were four times

business can claim value added taxes incorporated in taxable

higher than the sums paid as back taxes.

purchases and directed at exports as refunds. Companies can
also claim refunds in ordinary VAT-liable operations if their taxa-

Remittances of tax revenue increased

ble purchases exceed taxable sales during one month. For rea-

In 2011, tax recipients were remitted a total of EUR 49 billion in

sons of comparability, negative value added taxes have, as in

tax revenue. The increase in remittances (7.8%) corresponded

2010, been entered as refunds in the statistics even though, in

to the growth in gross tax revenue. In euro amounts, remit-

the tax account system, customers may deduct some of them

tances increased by EUR 3.5 billion. Against the background

from other taxes declared on periodic tax returns.

of general economic uncertainty, the growth in remittances can

A total of 3.3 million individual customers received about

be considered satisfactory.

EUR 2.2 billion in withholding tax refunds. Both in terms of

When remittances are examined by tax recipient group,

numbers and euros, the amounts of withholding tax refunds

the growth in tax revenue remitted to the state was conspicu-

have remained fairly constant in recent years. Withholding tax

ous. It increased by slightly more than EUR 3 billion. The larg-

refunds paid to corporate customers totalled EUR 432 million

est increases were in remittances of income and value added

(a decrease of 8.1%).

taxes, both of which grew by almost EUR 1.1 billion. Value

Back taxes paid by individual customers totalled EUR 903 million (an increase of 8.2%). The total amount of debited back taxes

added taxes account for almost one-half of all tax revenue
remitted by the Tax Administration to the state.
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The substantial increase in state income tax revenue is

Amounts remitted to tax recipients, 2011
Tax recipient

ment’s share of the income tax revenue for the tax years 2010

State

and 2011 was increased. Capital income tax revenue is remitted in connection with other income taxes and accurate esti-

Income tax on earned and
capital income + tax at source

EUR million

25,585
7,631

Change (%)

EUR million

2007

7.2

46,836

2008

3.5

48,487

16.8

2009

-6.9

45,136

2010

0.7

45,463

2011

7.8

48,998

Change (%)

13.6

mates of its total amount can only be given when all tax data

Corporate income tax

3,411

23.7

are available. Adjustments of remittances for different tax years

Value added tax

12,123

9.9

are part of the remittance procedure and are made each year.

Other state taxes

2,421

10.4

In proportional terms, corporate income taxes accounted
for the biggest increase in remittances to central government.
The increase was almost 24 per cent or EUR 654 million.
Remittances of other taxes to the central government grew by
EUR 229 million (10.4%). Other taxes include asset transfer
taxes and taxes on insurance premiums.
Tax revenue remitted to municipalities totalled more than
EUR 19 billion. This was EUR 741 million (4.0%) more than in

4.0
2.9

Corporate income tax

1,669

18.1

Real estate tax

1,199

2.6

1,004

3.8

Parishes

2.0

1,004

Church tax

871

1.9

Kela

6.7

3,289

Corporate income tax

133

18.2

Forest management associations

0.1

29

Parishes

3,289

-8.6

for EUR 455 million, corporate income taxes EUR 256 million

	Health insurance

1,694

-14.4

1,595

-1.5

29

-3.1

48,998

7.8

20 per cent in the year before, a result of increases in real
estate tax rates. On average, only small changes were made to
real estate tax rates in 2011. In proportional terms, corporate
income taxes accounted for the largest increase in tax remittances to municipalities (18.1%).
A total of EUR 1 billion in tax revenue was remitted to parishes. This was EUR 36 million or 3.8 per cent more than in the
previous year. In euro amounts, the growth was fairly evenly
distributed between church and corporate income taxes.

Breakdown of net tax revenue by tax recipient, 2011

19,091

Municipal tax

Kela

taxes (2.6%) was modest when compared with the growth of

		

16,223

Municipalities

the previous year. Of the increase, municipal taxes accounted
and real estate taxes EUR 30 million. The growth in real estate

important and effective

Remittances of tax revenue, 2007–2011

largely based on the fact that capital income tax revenue for
2010 was higher than expected. As a result, central govern-

*

Employers’ social security
Forestry fees
Total taxes and tax-like charges

		

%

EUR million

State

52.2

25,585

Municipalities

39.0

19,091

7
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Tax arrears, 2007–2011, EUR million

In proportional terms, growth in remittances of corporate

back taxes. More than two-thirds (EUR 2 billion) of the EUR 2.7

income taxes was substantially higher than the increase in

billion owed by corporate and business taxpayers comprised

remittances of church taxes.

value added taxes and employers’ contributions.

2007

3,076

2008

3,166

Tax-like charges remitted to Kela amounted to EUR 3.3 bil-

A total of EUR 1.4 billion in tax arrears was collected in

2009

3,575

lion, which was EUR 310 million (8.6%) less than in the previ-

2011. This was about EUR 100 million more than in the previ-

2010

3,627

ous year. The decrease was mainly a result of the lowering of

ous year. EUR 1.1 billion, or 76 per cent, was recovered as a

2011

3,898

rates of the healthcare payment and the earned-income con-

result of the Tax Administration’s own efforts. Payment remind-

tribution payment, the two components of the health insurance

ers were the most effective instrument used by the Tax Admin-

contribution. Employers’ social security contributions remitted

istration. They helped the agency to recover a total of EUR 316

to Kela also decreased as a result of the lowering of the rates.

million. Enforcement authorities recovered a further EUR 336

Tax arrears by tax type, 2011

million.
		

%

EUR million

Tax arrears totalled EUR 3.9 billion

Income tax incl.
prepaid taxes

38.4

1,499

VAT

39.4

1,537

Withholding tax
and social security
contributions

20.4

794

1.8

69

reflected in the number of bankruptcy applications filed by the

Other taxes

A total of 15,919 tax payment arrangements were drawn up

The total amount of unpaid taxes (tax arrears) was EUR 3.9 bil-

during the year, which was about 3 per cent less than in the

lion at the end of 2011. Despite a substantial growth in tax rev-

previous year. The total sum involved in the payment arrange-

enue, tax arrears increased by EUR 271 million (7.5%) from

ments was EUR 197 million. A total of EUR 144 million was col-

the previous year. One factor contributing to the growth was

lected through payment arrangements, which was EUR 6 mil-

the increase in the number of bankruptcies. The growth is also

lion less than in the previous year.

Tax Administration, which totalled 1,402 (an increase of 10.7%).
The growth in tax arrears (EUR 271 million) accounts for about
0.5 per cent of all tax revenue remitted during the year.
The biggest increases were in valued added tax arrears,
which grew by EUR 124 million. Arrears for prepaid taxes and
back taxes increased by EUR 80 million and those for withholding taxes and social security contributions by EUR 57 million.
Other tax arrears accounted for EUR 10 million of the increase.
Other taxes include real estate taxes and inheritance and gift
taxes.
Individual taxpayers accounted for 30 per cent (EUR 1.2
billion) of all tax arrears. Of this total, EUR 723 million were
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Combating tax gap

and any changes can be made online. The focus of operations

electronic management of their tax business. Apparently, there

A tax gap refers to the difference between expected tax reve-

is shifting from checking that taxes have been paid to proac-

is substantial demand for the service as the first issue already

nue under the law and actual tax revenue.

tive guidance.

attracted almost 5,000 subscribers. They included both com-

No extensive studies on the amount of tax gap have been

panies and a large number of accounting offices. The develop-

made in Finland. However, according to surveys carried out in

Outbound calls to customers

Denmark and Sweden, it amounts to between three and five per

Traditionally, the advice and guidance provided by the Tax

Guidance was also provided in languages other than Finn-

cent of the gross national product.

Administration has been based on contacts made by custom-

ish and Swedish. Tax.fi has a section on the taxation obligations

ment of the service will continue in 2012.

A tax gap may arise when taxpayers declare lower-than-

ers. With outbound calls, the Tax Administration contacts spe-

of foreign companies operating in Finland. The most important

actual income or excessive deductions or do not file tax returns

cific customers at its own initiative. Contact can be made by

parts of the section were also translated into Estonian and pub-

at all. Reasons for this include unintentional errors, intentional

means of telephone, e-mail, letter or text message and the aim

lished on Tax.fi in October.

fraud, aggressive tax planning or involvement in the grey econ-

is to prompt the customer in question to act in accordance with

omy. The behaviour of the customers depends on factors such

the objectives of the Tax Administration. Customers may be pro-

Assistance in payment problems

as tax compliance, in other words on their attitudes towards

vided with advice in such matters as the use of electronic ser-

Guidance for new companies was made more effective as part

paying tax. The aim is that the customers understand the

vices, the filing of tax returns or they may be reminded of their

of tax recovery. Advice is already provided when the customer’s

importance of tax payments as a means of collecting revenue

future obligations.

unpaid taxes are being transferred to recovery for the first time.

During the year under review, corporate customers were

Customers with payment problems are provided with advice so

provided with advice by phone in such matters as the filing of

that they can correct any inadequacies in tax declarations and

The Tax Administration has a wide range of instruments at

electronic income tax returns. At the same time, new compa-

seek payment arrangements before the situation gets out of

its disposal to combat the tax gap and to collect tax revenue as

nies were reminded of the filing of their first periodic tax return.

control. The guidance service has been well received.

fully as possible. Management of tax risks enables it to notify,

The aim was to predict taxpayers’ needs and provide them with

identify and pre-empt existing and growing tax risks. This helps

proactive advice in matters that were known to be difficult.

for society and would therefore act correctly in tax matters without being prompted to do so.

the Tax Administration to find the customer groups that should

Control through combining and comparing information
Tax control is a central instrument in the combating of tax gap.

be influenced and to determine which methods would bring

Online guidance for specific groups

Most of the tax control is carried out in connection with taxa-

the best results.

At the end of 2011, the Tax Administration decided to introduce

tion by combining information supplied by customers with other

a new electronic newsletter service for corporate customers.

information affecting taxation received from a variety of sources

Proactive guidance and good service

The purpose of the new service, introduced on a trial basis, is

and by comparing these two types of information. The amount

The Tax Administration provides smoothly functioning services

to make the use of the Tax.fi website easier by providing infor-

of taxes debited by the Tax Administration as a result of these

and makes every effort to ensure that managing tax business

mation about the latest updates and instructions appearing

measures is between EUR 1.7 and 2 billion each year.

is as easy as possible. For example, most individual taxpayers

on the site. The newsletters also remind customers of impor-

In tax control, a large number of customers are processed

receive pre-completed tax return forms with correct information

tant taxation dates and provide them with hints and support for

using quantitative and qualitative objectives. The tax control

10
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depends on customer behaviour and must also be able to
respond to the challenges posed by increasing internationaliAll cases are examined by computer in the tax control

			

added to income

officer examines such tax returns and contacts the customers

deducted from income

them, as necessary.
In 2011, in income tax control for individual taxpayers, the
focus was on income acquisition costs deducted from earned
income. One of the matters checked by the Tax Administration
was that the costs deducted from earned income had been
generated for income earning purposes and that the costs had
been deducted in correct amounts.
The focus in the control of corporate income taxation was
on large and medium-size customers. More than 370,000 corporations were subjected to tax control. Large and medium-size
companies will also be a focus area in 2012.
Tax audits help to combat economic crime
Since 1 September 2010, most tax audits have been the

added to income
deducted from income

added to income
deducted from income

added to income
deducted from income

as comparative data audits.

2010

653

903

1,216

906

79

172

114

70

14

35

33

13

2010

2011

Tax audits		

2,799

3,275

3,286

Tax control visits

249

37

45

73

17

425

Tax audits		

698

277

142

1.2

0.8

0.6

0.6

Tax control visits

723

362

642

65

69

54

51

5

5

4

3

34

37

32

32

4

4

5

5

added to income
deducted from income

Tax auditing unit

Comparative data audits
Individual and Corporate taxation units

Comparative data audits
Total		

9

-

-

4,551

3,968

4,540

Amounts debited on the basis of tax audits, 2009–2011, EUR million

Wage earners, pensioners
268
42

294
23

258
13

256
16

Securities trading (natural persons)

carry out tax audits on primary producers and make tax con-

More resources were directed at construction site visits made

Tax year

2009

Farming and forestry

capital gain deducted

ried out by regional tax auditing units continued to increase.

Tax year

2008

Self-employed

capital gain added

of the Large Taxpayers’ Office. The number of tax audits car-

Tax year

2007

Business consortia

responsibility of regional tax auditing units, and tax offices only
trol visits. Tax audits in large companies are the responsibility

Tax year

Corporations

officer in accordance with nationwide selection criteria. The tax
requesting further information (such as receipts or notes) from

2009

				

sation.
phase. Some of the returns are selected for processing by a tax

Tax control measures, 2009–2011, number

Adjustments made as part of tax control (basic control),
2007–2010, EUR million

119

45

45

48

14

8

4

4

2009

2010

2011

Direct tax 		

193

195

219

Indirect tax 		

58

54

47

Withholding tax 		

49

42

45

Total 		

300

291

311
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Credit institutions now covered by control

The work on the report examining the quality of tax audits was

in late October/early November. During the campaign week,

Comparative data audits at credit institutions became possi-

completed in January 2011. The material had been collected

real-time tax control and working methods were developed and

ble at the start of 2011, when the restrictions concerning them

during autumn 2010 from consultants and lawyers specialising

comparative data on companies and employees in the con-

laid down in the Act on Assessment Procedure were repealed.

in tax matters and tax experts working at accounting and legal

struction sector was collected.

Making the combating of the grey economy more effective was

offices and business organisations. According to the results, the

The Tax Administration has agreed with contractors and

one reason necessitating the change. An administrative oper-

tax expertise of the tax auditors is good but they should acquire

clients on a number of procedures, including the voluntary

ating model on the practical implementation of the audits was

more knowledge about business operations. The respondents

submitting of contract details to the Tax Administration and

drawn up, following which the audits began. The initial expe-

were mostly satisfied with the ability of the auditors to cooper-

the practice of using entry permits at construction sites. The

riences of the new control instrument are promising. Tax con-

ate with the customers. According to the customers, there have

extent to which companies use these voluntary procedures was

trol can now be directed more effectively than before, while at

been improvements in the auditing process since 2000, the

charted during the Raksa week. Construction companies were

the same time it is possible to combat traditional grey economy

year when the guidelines on good tax auditing practices were

also provided with information about the planned legislation

activities and to disclose such phenomena as tax evasion con-

introduced.

aimed at combating the grey economy, such as the introduc-

nected with international investments.

The conclusion was that tax audits influence the behaviour
of the customers. Tax audits were seen as particularly impor-

tion of the employee’s tax number and the obligation to submit
contract and entry permit details.

tant for companies acting correctly. The Tax Administration

A total of 312 comparative data audits were carried out dur-

received a large number of good suggestions for improving the

ing the Raksa week. The contracts involved had a total value of

process, which will be used in the planning and development

about EUR 2 billion. Information on more than 2,000 subcon-

of tax audits. Suggestions for improvements in other sectors of

tractors was obtained during the visits and 1,650 of them were

the taxation process were also submitted and were forwarded

identified using business identity codes. Information on more

to other units for further measures.

than 10,000 employees was obtained at the sites and more
than 6,000 of them were self-employed persons. At the time of

Raksa project took the Tax Administration to construction sites

the visits, foreign employees accounted for 17.24 per cent of

The aim of the nationwide construction sector tax control pro-

the entire workforce at Finnish construction sites. In the Uusi-

ject (Raksa) is to develop the control methods for the construc-

maa region, the figure was 25.37 per cent.

tion sector and tax control of foreign employees and to make

At total of 222 electronic comparative data files were

the combating of the grey economy more effective. As in 2010,

obtained during the site visits. Only about one file in five had

engaging with foreign construction workers and foreign con-

content corresponding to the voluntary procedures developed

struction companies was the focus area in 2011. The project

for construction site control. About 80 tax auditors and nearly 40

will continue in 2012.

other Tax Administration officials took part in the control visits.

12
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Tax audits on taxpayers suspected of
involvement in the grey economy, 2009–2011
				

2009

2010

2011

Tax audits		

3,497

3,552

3,428

Number of grey economy
companies discovered

802

719

732

Comparative data audits in
the construction sector

-

-

412

Combating the grey economy on a wide front

encouraged to think about the grey economy and its impacts on

The grey economy causes substantial loss of tax revenue to

their own life. The campaign, which was launched at the start

society and makes it more difficult for law-abiding companies

of September, expresses how everybody can contribute to the

to compete. The Tax Administration combats the grey economy

combating of the grey economy. A large number of authorities

as part of its normal operations through customer guidance

and organisations are taking part in the campaign.

and tax control. The Tax Administration also established the
Grey Economy Information Unit at the start of 2011. Its task is

Information and reports about the grey economy

to produce and distribute information about the grey economy.

The task of the Grey Economy Information Unit is to promote
the combating of the grey economy by producing and dissem-

Grey economy, EUR million
- undeclared payroll

51

47

42

- undeclared sales (incl. VAT)

52

51

65

- constructive dividend to companies

11

13

14

- constructive dividend to owners

37

32

29

Additional tax to be debited, EUR million

Tax audits at taxpayers suspected
of involvement in the grey economy

inating information about related phenomena and on how to

Measures to combat the grey economy are taken as part of

and websites. The unit draws up different types of reports and

nationwide tax control projects and by selecting taxpayers sus-

studies, gives opinions on request on proposed legislation and

pected of involvement in the grey economy for tax audits.

other issues and publishes articles. The publications and opin-

combat it. The information is provided through publications

In 2011, a total of 3,428 tax audits were completed and in

ions are supported by reports on related issues that cover dif-

- withholding tax

19

17

13

732 (21.3%) of them, grey economy activities were discovered.

ferent sectors of the grey economy. In them such issues as the

- value added tax

20

24

15

Tax auditing units spent 30 per cent of their working hours

extent and methods of the grey economy in specific sectors are

29

(25,353 working days) on auditing taxpayers suspected of

assessed. At the request of different authorities, the unit also

involvement in the grey economy.

prepares reports on how specific taxpayers carry out their obli-

- direct tax		

30

29

Invoice falsification
- number of invoices
- value of invoices, EUR million

6,522

3,687

7,002

38

64

50

gations. Information collected from official data systems covGuidance and education in cooperation with stakeholders

ering the activities, finances and connections of the taxpayers

The purpose of the advice provided by the Tax Administration is

concerned and the manner in which they have managed their

to prevent problems from arising and to guide customers so that

statutory obligations is included in the reports. See page 18 for

they act correctly. The Tax Administration cooperates with such

more information about the reports.

parties as large developers and visits large construction sites,
providing customers with advice. See page 18 for more information about stakeholder cooperation in the construction sector.
The Tax Administration is also a partner in the campaign
‘Harmaa talous – musta tulevaisuus’ (Grey economy – bleak
future) coordinated by the police, in which young people are
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Changes in taxation

islative change were identified. In unintentional errors, the Tax

Changes in taxation increase the need for customer guidance

Administration made wide use of the commitment procedure

and they also have an impact on Tax Administration procedures,

(waiving of tax reassessment). In many cases, this approach is

information systems, expenses and tax control. For this reason,

the most reasonable one, both from the viewpoint of tax recip-

the aim of the Tax Administration is to influence the preparation

ients and taxpayers as its means less administrative work in

of tax laws and to promote the development and maintenance

both the companies involved and the Tax Administration.

of a good tax system.

*

important and effective

Changes in declarations by corporations

Reverse charge mechanism for
value added tax in construction services introduced

The income taxation process for limited companies and other

The reverse charge mechanism for value added tax in the con-

in 2011. Tax returns submitted on paper are scanned and read

struction sector was introduced on 1 April 2011. The new sys-

optically in the Tax Administration.

corporations became paperless from the financial years ending

tem means that, in the sales of certain construction services,

The declaration of the financial statements data was also

the buyer is VAT-liable rather than the seller. The aim is to pre-

made easier for corporations. Starting from the tax year 2011,

vent tax evasion in the subcontracting chain.

the Tax Administration will also submit all financial statements

The new system required extensive customer guidance. The

data that must be registered by law to the National Board of

Tax Administration organised a total of 57 information briefings

Patents and Registration, who will publish them in the Trade

for customers and accounting offices in 22 different localities.

Register. By submitting its financial statements data to the Tax

The briefings attracted almost 6,000 participants. Tax Administration officials also gave presentations on the topic at training events organised by a number of other parties. The new
interpretations of reverse tax liability were also discussed at
accounting office information sharing events in autumn 2011.

Use of tax credits for domestic help (tax years 2007–2010)

The VAT helpdesk of the Tax Administration received more calls
than normal throughout the spring. The largest number of calls
were received around the first due dates for declaring and paying value added tax under the new system.
Adherence to the new system was controlled as part of tax
audits. Most of the errors discovered in tax audits were unintentional and no new forms of tax evasion resulting from the leg-

Number of credits granted
Average credited amount, EUR
Total usage value, EUR

2007

2008

2009

2010

260,959

310,942

360,800

369,437

2.4

696

705

1,083

1,105

2.0

181,707,000

219,186,000

390,578,000

408,134,000

4.5

The growth in the use of tax credits for domestic help peaked and for the first time, there was a decline in some localities.
Nearly 80 per cent of the tax credits were directed at renovation and maintenance in the taxpayers’ own apartments.

Change (%)

13

14
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Administration, a corporation also meets its registration obliga-

During the year in review, the Tax Administration made

tion and does no longer need to submit the data separately to

preparations for the introduction of the tax number system in

the Trade Register. The procedure applies to limited companies

2012. All employees with earned income were supplied with

and cooperatives, but not to housing companies.

tax numbers in connection with the 2012 tax cards. Foreign
employees will receive their tax numbers when applying for a

The decision on taxable value of real estate revised

personal identity number at a tax office.

The Tax Administration determines the taxable values of plots

The tax numbers of construction sector employees will be

and buildings located on properties. The values are based on

entered into the construction sector tax number register, to be

law, a Ministry of Finance decree and the calculation guidelines

opened in summer 2012. The opening of the register, which will

approved by the Tax Administration each year. The real estate

be publicly accessible, means that adherence to taxation provi-

tax rates are set by municipal councils.

sions applying to employees in the construction sector can be

The decision on real estate taxation was revised for 2011
so that it would be in accordance with the pre-completed tax

controlled more accurately.

returns. A declaration section containing the personal details

More extensive recovery assistance

of the customer was added to the real estate taxation decision

The Tax Administration made preparations for the introduction

form. A customer wishing to correct the taxation decision can

of the EU recovery directive which will enter into force at the

return the section to the Tax Administration. Preparations were

start of 2012. Under the directive, Member States must assist

also made during the year for changes to the real estate taxa-

each other in the recovery of certain taxes and charges. Recov-

tion timetable in 2012. The decisions on real estate taxes will

ery assistance will become more extensive and the introduction

be brought forward from August to March and customers are

of joint documents and forms will remove practical obstacles.

requested to make any corrections to the decision and the precompleted tax return at the same time.
Tax number for construction workers
The tax number system, expected to be introduced in September 2012, is one of the concrete measures aimed at combating the grey economy listed in the programme of Prime Minister
Jyrki Katainen’s Government. Under the system, all employees
at construction sites will be obliged to carry an ID card displaying their tax number.
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C lose- up
Transfer pricing
tasks concentrated
into a single project

*
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Transfer pricing refers to the pricing of business transac-

The project, which is the responsibility of the Large Taxpay-

tions between companies belonging to the same group. These

ers’ Office, will employ about 40 persons in one taxation group

include the sales of goods and services, financing and compen-

and in three tax auditing groups. A separate MAP group respon-

sations paid for the use of immaterial rights. Business transac-

sible for negotiations concerning the Mutual Agreement Proce-

tions within a group must be market-based so that the income

dure (MAP) and Advance Pricing Agreements (APA) will also be

is accrued and taxes are paid in the right country.

established as part of the project.

The transfer pricing project, to be launched in the Tax
Administration at the start of 2012, will put the uniform and
successful management of taxation tasks connected with transfer pricing on a more effective footing. The aim is also to systematically develop proactive customer guidance and credible
tax control based on risk management covering all customers. A
systematic approach will ensure that the measures taken by the
Tax Administration are directed at customers in a uniform manner and, in terms of resources, as efficiently as possible. The
concentration of tasks also means that transfer pricing expertise
will increase, decisions will become more uniform, working procedures and operating approaches can be improved and international cooperation becomes more effective.

”Concentration of tasks means that
transfer pricing expertise will increase
and decisions will become more uniform.”

In the Finnish Tax
Administration, you are
working in a modern,
future-oriented service
organisation.

JOHN GRÖNLUND, Development Manager, Tax Auditing Unit
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PROVIDING SERVICE AND
DEVELOPING NEW SOLUTIONS

Better taxation through
cooperation with stakeholders

be made more customer-friendly. For example, in 2011, the

cooperating with its stakeholders in a

The Finnish Tax Administration has extensive cooperation with

were paid to 295,000 customers.

wide range of areas – both in Finland

the public administration and other authorities, the private

and internationally. New information

sector and organisations representing its customers’ interests.

The Finnish Tax Administration
is developing its operations by

pre-completed information also included capital refunds, which

Accounting offices and enterprise
agencies acting as links with companies

technology solutions will make taxation

The purpose of cooperation with Finnish stakeholders is to

less dependent on time and place.

promote the exchange and collection of information and make

As one accounting office is responsible for the tax matters of a

the conduct of tax business easier through improved service

large number of companies, accounting offices are an impor-

and guidance. By cooperating with its stakeholders, the Finnish

tant stakeholder group for the Tax Administration. Accounting

Tax Administration also wants to make tax control more effec-

offices are in contact with the Tax Administration on a daily

tive, to ensure smooth payment operations and to provide tax

basis, particularly in telephone services. After the reorgani-

recipients with more accurate tax revenue forecasts.

sation of the Tax Administration, the aim was to start using

The information supplied by third parties
the basis for pre-completed tax returns

the best local practices at the national level. The Tax Administration began to seek new ways of cooperation with accounting offices, and as part of these efforts it established a work-

Individual taxation is primarily based on information that the

ing group at the end of 2011, to which a representative of the

Tax Administration collects electronically from third parties,

accounting offices was also invited. One of the results of the

such as employers and banks. For example, the pre-completed

working group’s efforts is a telephone service for accounting

tax returns submitted by individual taxpayers are based on the

offices, which the Tax Authority is launching as a pilot project.

information supplied by third parties. The customers check the

Cooperation between tax offices and local enterprise agen-

information and make the necessary changes to them. The col-

cies was also started, with better advisory services for new

lection of information is continuously developed so that it can

entrepreneurs as a joint aim.

18
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Producing reports on the meeting
of obligations and recovering taxes

and services. With the introduction of the Single Euro Payments

In stakeholder cooperation in the construction sector involving the authorities and the public and private sectors, the focus

The Grey Economy Information Unit of the Tax Administration

with SEPA standards and bank account numbers are now in

has been on the planned legislation aimed at combating the

supports other authorities by producing reports on how tax-

international IBAN format. Representatives of the Tax Admin-

grey economy and the new instruments it requires. Preparations

payers meet their obligations for such bodies as the Finnish

istration attend the meetings of the Finnish SEPA forum, on

have been made for such reforms as the tax number for con-

Customs, the police, the Finnish Centre for Pensions and the

which stakeholders can contribute to the implementation of the

struction sector employees, while at the same time, the notifi-

enforcement administration. The reports describe the opera-

Single Euro Payments Area. The Tax Administration wants to

cation obligation will become more extensive. The Tax Adminis-

tions and finances of organisations and persons connected with

provide its customers with easy and automated payment meth-

tration and the Confederation of Finnish Construction Industries

them and the manner in which their carry out their obligations

ods. For example, taxpayers can pay real estate taxes by direct

RT have discussed matters concerning the future legislation

concerning taxes and statutory payments. A network compris-

debit. This payment system will be replaced with e-payment

and stated that there is a need for changes in the information

ing representatives of different authorities ensures that the ser-

and direct payment services in the next few years.

systems used in the construction sector.

vices of the Unit are available in their own organisations.

Combating the grey economy in the construction sector

Area (SEPA), national payment standards have been replaced

Stakeholder cooperation also helps to ensure that differ-

Regular cooperation with construction sector clients and

The Tax Administration is cooperating closely with the

ent parties receive information about the Tax Administration’s

developers continued in 2011. The Tax Administration coop-

National Administrative Office for Enforcement, which ensures

plans concerning the development and timetables of payment

erated with municipalities in such areas as the updating of the

the complementariness of the recovery activities carried out

operations. The contact person network of the Tax Administra-

procurement rules and regulations, site supervision, devel-

by the Tax Administration and the systems and procedures of

tion, banks and the Federation of Finnish Financial Services dis-

opment of the voluntary contract procedure and the system

the enforcement administration. The Tax Administration also

cusses topical payment operations issues. There is also coop-

changes required by the revised notification procedure.

cooperates with the enforcement authorities at a local level.

eration with payment operators, which mainly concerns the

Cooperation was also carried out at large construction sites,

The Tax Administration also has a permanent representative

definition and management of changes.

including Kalasatama and Kaisaniemi in Helsinki, the Helsinki

on the Advisory Board for Bankruptcy Affairs. In matters con-

The Tax Administration has tax payment accounts in three

Music Centre, construction sites at the Parliament building and

cerning the supervision of criminal matters, the Tax Administra-

banks used by central government for its payment operations.

the Tervaskangas shopping centre area in Kouvola. In order to

tion cooperates with the Office of the Prosecutor General, the

The number of accounts has been reduced in recent years and

ensure a nationwide impact, cooperation has focused on large

National Bureau of Investigation and other police authorities.

the aim is to gradually change over to nationwide accounts.

Cooperation ensures smooth payment operations

More accurate tax revenue forecasts

of building site access control systems in the development of

Stakeholder cooperation with banks, the Federation of Finn-

The Tax Administration and the Ministry of Finance cooper-

system data content and reporting methods so that these would

ish Financial Services and payment operators ensures smooth

ate in order to make tax revenue forecasts more accurate. The

support the revised notification procedure.

and automatic transfer of payments, refunds and remittances

Tax Administration also provides the Ministry of Finance with

to tax recipients between the Tax Administration and banks.

services in the form of different types of reports and advance

Payment transfers are carried out using standardised methods

information.

construction companies operating in all parts of Finland.
The Tax Administration has also cooperated with suppliers
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The cooperation with the Association of Finnish Local and

•

Within the OECD (Organisation for Economic Co-operation

•
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Cooperation in the European Union is extensive and is

Regional Authorities also focuses on tax revenue forecasts. The

and Development) there are a number of cooperation groups,

carried out on a regular basis. The Finnish Tax Adminis-

Association of Finnish Local and Regional Authorities uses the

which produce statistics and comparative data as well as

tration is a participant in taxation working groups, commit-

information it receives from the Tax Administration as a basis

surveys and recommendations for common policy directions.

tees and expert teams, which, among other things, deal with

for forecasts for its members. Correspondingly, the Tax Admin-

The Tax Administration has taken a more active development

the implementation of and changes to Community legisla-

istration receives forecasts on municipal tax revenue from the

approach to the work carried out by the OECD’s working

tion, administrative cooperation between the Member States

Association.

groups, and it has allocated responsibility for different sectors

and the combating of fraud. The EU’s Fiscalis programme

to different units. The Tax Administration has mainly partici-

provides financing for pan-European seminars, working

used for such purposes as incoming cash flow forecasts that

pated in the work of the Forum on Tax Administration working

groups, simultaneous audits and working visits. Experiences

are made for the cash flow forecasting system administered by

group and its SME Compliance and Taxpayer Services sub-

gathered during different events have been used by the

the State Treasury. The State Treasury in turn uses the forecasts

working groups. The SME Compliance sub-working group

Tax Administration in its administrative development work.

in its investment and borrowing decisions.

met in Finland in early May and the hosts received a great

In June 2011, the Tax Administration hosted the Fiscalis

deal of thanks for the organisation of the meeting. Experts

working meeting ‘Risk Management Applied to the Construc-

Exchange of expertise and
cooperation across boundaries

from the Tax Administration also participate in the work of

tion Sector’, which was attended by 49 experts from 25

other working groups: matters under consideration include

different countries. Finnish Tax Administration officials have

For the Tax Administration, international cooperation is an

the continuous updating of the commentaries to the OECD’s

also worked as experts in Twinning projects, assisting in the

important means of obtaining information, exchanging experi-

model tax treaties and issues involving the tax information

development of tax administrations in other countries.

ences, learning from the best practices and exporting Finnish

exchange agreements concerning financial centres.

The information supplied as part of this cooperation can be

•

taxation know-how to other countries.

Nordic tax administrations have been cooperating in a

The Intra-European Organisation of Tax Administrations

wide variety of areas for many years. As the challenges and

Working groups and best practice

(IOTA) arranges seminars and training events on practical

opportunities they face are often similar, the cooperation has

The Tax Administration actively participates in the work of inter-

aspects of the work of tax administrations each year. Best

been practical in nature. Nordisk Agenda is a cooperation

national organisations.

practices are shared and topical phenomena common to

agreement covering most of the cooperation in the Nordic

all tax administrations are discussed at the events. The Tax

region. The cooperation covers issues such as transfer

Administration also participates in the work of IOTA’s semi-

pricing, impact measurement, risk analysis, tax auditing and

permanent Area Groups, which discuss joint policy direc-

‘Nordisk eTax’, a tax information portal for citizens.

•

tions and develop cooperation between tax administrations
using such instruments as benchmarking. The aim of the

•

The heads of Estonian, Icelandic and South Korean tax

Tax Administration is to play an increasingly active role in

administrations have also visited Finland. Cooperation with

IOTA and the development of its activities.

the Baltic Rim countries and Russia will also continue.

20
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Americans learning about Finnish taxation practices

as comprehensive as possible, to avoid overlapping work and to

Representatives of GAO (U.S. Government Accountability

cover all issues that might otherwise be overlooked.

Office) visited Finland in autumn 2010 to learn about our tax-

As in previous years, tax fraud involving vehicles was a

ation practices. The results of the visit were presented to the

major issue in the combating of fraud in intra-EU trade. There

US Senate in spring 2011. In its presentation, GAO noted that

was particularly close cooperation with the Swedish Tax Admin-

in terms of tax refunds, Finland’s taxation system is the second

istration in this matter. Energy trade has been found to be a

most accurate in the world. Initially, the Americans became

major risk sector in Europe in the combating of tax fraud. Fin-

interested in the ‘Tax Card Online’ service offered by the Tax

land is an integral part of the Nordic energy market. Nordic

Administration, but as time went on they also wanted to know

cooperation is also essential to the uncovering and combating

more about the withholding tax system, the duty of third par-

of any tax fraud.

ties to provide information and pre-completed tax returns. The
visitors were particularly impressed by the fact that everything

Nordic cooperation in the field of information exchange

is managed online and they were also surprised by the effi-

International exchange of information is an essential instrument

ciency of the Tax Administration and the high degree of tax

supporting tax auditing and other types of tax control. Since

compliance.

2006, Nordic finance ministers have been negotiating on information exchange agreements with financial offshore centers as

More effective control of intra-EU trade

part of the cooperation carried by the Nordic Council of Minis-

The purpose of the systematic in-depth control of intra-EU

ters. Financial offshore centers are judicial areas that attract for-

trade carried out each year is to chart the taxation practices

eign investments by offering them such incentives as low taxes.

observed in intra-Community acquisitions. The control round

By the end of 2011, Finland had concluded a total of 36 infor-

supplements other control measures targeting intra-Commu-

mation exchange agreements with such areas. Implementation

nity trade. In 2011, the focus was on the control of service trade

of the agreements is the responsibility of the Nordic tax admin-

between EU Member States.

istrations. The aim of their cooperation is to exchange experi-

Cooperation between the different units of the Tax Administration was raised to a new level during the control round targeting intra-EU trade. The customers that were found to require
more detailed checks were referred to the Tax Administration
units that are best prepared to examine the cases in question.
This helps the Tax Administration to make the control rounds

ences that can help in the practical application of the information exchange agreements.
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Joint audits and cooperation with neighbouring countries

Tax Administration at your service

The Finnish Tax Administration carries out joint audits on inter-

The main aim of the development of the Tax Administration’s

national trade on the basis of specific initiatives and by select-

services is to reduce the need for the general public to visit tax

ing sectors for audits in cooperation with other countries. Issues

offices. Service channels have been developed so that custom-

such as transfer pricing, taxation matters involving foreign work-

ers can manage all ordinary tax business by phone or online,

		

force and companies and different types of tax evasion and

which means that they do not normally need to visit tax offices.

		

fraud are examined in joint audits.

Ease of use has been a main consideration in the development

Cooperation is particularly close with Estonia and Sweden.

work. Electronic transactions have increased, particularly in Tax

A control project targeting the construction sector and Estonian

Card Online and Tax Return Online, the most popular services

workforce carried out in cooperation with Estonia is continuing.

among the general public.

The cooperation, which is not limited to the construction sector,
will continue on a closer basis in 2012.

New service concepts, such as unprompted telephone calls

providing service and developing new solutions

Telephone calls to national service numbers, 2008–2011, number

2008

1,363,369
1,133,404

2009

1,330,159
963,585

2010

1,410,470
945,098

2011

1,711,561
1,068,370

		

		
incoming

answered

Feedback and enquiries received online, 2007–2011, number

made by the Tax Administration, the purpose of which is help
to customers to act correctly, have also been introduced to

2007

13,630

facilitate the management of tax business. Different customer

2008

13,944

groups are provided with advance information on such issues

2009

14,936

as how to manage topical tax matters. See page 9 for more

2010

17,573

information.

2011

16,717

Tax advice by telephone and online
Tax Administration customers can get general tax advice from
national helpdesk numbers and assistance with matters concerning their own taxation from service numbers at individual
tax offices. Service numbers have been set up for different customer groups, tax types and transaction situations.
The technological upgrading of the Tax Administration’s
telephone systems was completed in 2011. The work covered
all Tax Administration offices and service numbers. The work
on the new operation model of the telephone service was also
finalised and the model will be gradually introduced during the
next few years.
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Visits of individual customers to public administration
online services during the preceding three months, per cent
Tax.fi
Kela.fi (The Social Insurance
Institution of Finland)
Website of the customer’s municipality
Mol.fi (Employment Office)

37.2
33.3
18.9
13.5

Poliisi.fi (Police)

5.4

Finnish Meteorological Institute

1.5

Source: Julkisten palvelujen laatubarometri ja verkkopalvelut 2011
(Public service quality barometer and online services 2011), Ministry of Finance

Visits to the Tax.fi service, 2007–2011, number

General advice is also available by e-mail, using a feedback

tax card revisions made online has increased while the num-

form that can be found on the Tax.fi website. The Tax Adminis-

ber of revisions made at tax offices and by phone has declined.

tration is also developing services for individual taxpayers in the

The tax rate calculator at Tax.fi is also very popular. Using it,

social media (see page 27 for more information).

customers can determine whether they should revise their
tax cards.

Electronic services for different situations

The Tax Return Online service expanded in 2011, allowing

The Tax Administration completed the work on the updating of

taxpayers to declare online all earned income for the tax year

its website in June. The contents of Tax.fi are now grouped in

2010, deductions from earned income and the most common

accordance with the customers’ situations: the information for

capital income and expenditure.

individual customers is arranged in accordance with the cus-

The tax account system introduced in 2010 was expanded

tomers’ life situations and the information for corporations in

in spring 2011 as primary producers and other taxpayers using

accordance with the company form. The forms, service num-

the calendar year method were included in the system. The

bers and electronic services are on the same pages as the

tax account system applies to the declaration and payment

instructions. See page 27 for more information.

of unprompted taxes (such as value added tax and employ-

2007

9,670,240

2008

9,968,121

The tax card is the most important taxation document for

ers’ contributions). In the tax account service, customers can

2009

11,333,508

individual taxpayers. Revising the tax card is by far the most

file periodic tax returns and summaries of value added tax

2010

12,568,434

common reason for contacting a tax office or the Tax Adminis-

electronically and follow the events and balance of their tax

2011

13,366,191*

tration telephone service. In the past few years, the number of

accounts. According to a survey made at the end of the year,

* Estimate (Because of the introduction of the new Tax.fi service,
not all visitors were tracked.)

Different methods of ordering tax card changes, tax years 2008–2011, number of tax card revisions
2008

2009

2010

2011

Customer counter

646,037

580,281

518,429

533,682

2.9

Telephone

625,967

511,509

474,665

489,763

3.2

Mail		
Online service
Total

Change (%)

20,155

16,347

17,475

14,354

-17.9

337,560

421,351

493,018

618,940

25.5

1,629,719

1,529,488

1,503,587

1,656,739

10.2
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Percentage of electronic notifications and customers submitting them of all notifications and customers submitting them, 2008–2011
2008

2009

2010

2011

Monthly notifications: value added tax (percentage of all customers)

53

57

72

76

Monthly notifications: employers (percentage of all customers)

63

66

68

70

		
Individuals and businesses

Changes in contact information
(percentage of all change notifications concerning contact information)

*
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a total of 69 per cent of all companies and 86 per cent of
all accounting offices were very or fairly satisfied with the tax
account service.
More options for filing income tax returns were introduced:
Primary producers and entrepreneurs could file their income
tax returns on Suomi.fi online portal for the first time.

-

10

51

54

Companies’ income tax returns (percentage of returned forms)

10

9

19

26*

Users of Palkka.fi service (percentage of potential users)

30

41

49

50

Customers using Tax Card Online service (percentage of all customers revising their tax cards)

21

28

33

37

Customers using Tax Return Online service
(percentage of all customers filing pre-completed tax returns)

-

23

29

33

Customers notifying of changed bank account details
(percentage of all customers changing account number)

-

23

27

32

Monthly notifications: value added tax (percentage of all customers)

68

72

84

85

information could be collected immediately. Efforts to develop

Monthly notifications: employers (percentage of all customers

72

75

76

78

the collection and use of customer feedback as part of service

Customers filing corporate income tax returns (percentage of all customers)

14

19

26

32

improvements will continue at all tax offices.

Customers filing employer payroll reports (percentage of all customers)

72

74

77

81

-

-

-

48

2011

Change (%)

* Forms 5A (business owners and self-employed persons) and 6A (general and limited partnerships)

Filings generated by businesses and corporate bodies via business information system bis, 2008–2011, number
2008

2009

2010

69,254

59,737

65,442

63,580

-2.8

155,743

158,609

153,579

163,237

6.3

23,549

26,253

27,719

33,739

21.7

- electronically*		

2,460

14,453

17,243

19.3

17,295,427

17,358,241

17,637,677

1.6

Notification of changes/termination
Changes of address

Information searches
* The service was launched in November 2009

customer satisfaction. One visible example of this is the system,
tested at tax offices, in which customers were asked to give
feedback immediately after attending to their tax business. Cuswith the ease of dealing with your business today?” by pressing a button. The feedback system was successful and valuable

Electronic tax account statements (percentage of all customers)

Start-up notifications

The Tax Administration is making more investments to ensure

tomers could reply to such questions as “How satisfied are you

Corporate bodies

		

Press the button for feedback

16,540,219
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Reorganisation almost complete

Organisation of the Finnish Tax Administration as of 1 January 2012

Since 2008, the focus of the reorganisation of the Tax Administration has been on the establishment of national units. The Tax
Collection Unit was established on 1 May 2008 and the Corporate Taxation Unit and the Tax Auditing Unit started operations

T a x pa y er

on 1 September 2010. On the same date, the National Board of
Taxes was abolished. Some of the support functions have also
Joint Services Unit

been organised into national units. During 2011, the Tax Admin-

INDIVIDUAL
TAXATION UNIT

istration made preparations for the establishment of the Individual Taxation Unit and the abolishment of the regional tax offices.

IT Services

CORPORATE
TAXATION UNIT

TAX AUDITING
UNIT

TAX COLLECTION
UNIT

Organisational development is not an end in itself but serves
operational aims. The aim of the establishment of national units

Administrative Unit

is to distribute work in a more flexible manner, ensure uniformity of taxation and establish a closer connection between steering and development work on the one hand and operations on
the other. In national units, taxation tasks can be distributed
around the country and certain tasks can be centralised regionally or nationally.

Tax Recipients’ Legal Services Unit
Central Tax
Board
Grey Economy Information Unit

More flexible distribution of work requires the digitalisation
of the Tax Administration’s operating processes. The aim is that
the internal operations of the Tax Administration could, to a certain extent, be based on electronic documents.
Tax Administration organisation
Until the end of 2011, regional tax offices were responsible
for the taxation, service and guidance of individual customers,
general and limited partnerships, business owners and selfemployed persons. The nationwide Individual Taxation Unit,
which will start operations at the beginning of 2012, will be
responsible for the tasks listed above.

Boards of
adjustment

Communications Unit

Internal Auditing Unit

Executive and Legal Unit

DIRECTOR-GENER AL
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The Corporate Taxation Unit is responsible for the service

The Internal Auditing Unit is responsible for internal audits.

is also provided at different stages of the process. The taxation

and guidance, customer information and tax control carried out

The Communications Unit is responsible for the steering of

process starts when the customer registers as a Tax Adminis-

in connection with taxation for limited companies and other

the Tax Administration’s communications and marketing, and

tration customer or the customer otherwise becomes tax liable.

corporate customers, and for tax audits in major Finnish cor-

assists the management and individual units in the planning,

The process ends when the customer has completed the man-

porations.

execution and monitoring of communications.

agement of their taxation matters.

The Tax Auditing Unit is responsible for tax audits and for
controlling intra-EU trade.
The Tax Collection Unit is responsible for the tasks related
to tax payments, recovery and remittances to tax recipients and

The Grey Economy Information Unit promotes the combating

Proactive guidance is used for managing the Tax Administra-

of the grey economy by producing and disseminating informa-

tion’s guidance obligation. The process is used for guiding cus-

tion. The Unit also prepares reports on business entities to

tomers, for provoking their interest and for changing their atti-

other authorities for purposes laid down in the law.

tudes so that they want to act and act in a correct manner. The

The Tax Recipients’ Legal Services Unit is part of the Tax

process involves the general customer guidance that is provided

The Joint Services Unit is responsible for the Tax Adminis-

Administration but operates as a national unit independent of

before the customer is obliged to act in a taxation matter. Suc-

tration’s transaction channels and language services, mainte-

the Tax Administration. The Unit supervises the rights of tax

cessful proactive guidance increases tax compliance and reduces

nance and development of the tax risk management process

recipients in taxation and tax appeals.

the number of corrective measures after the taxation process.

Comprehensive management through process control

cover the acquisition and distribution of information and the

the tax account system.

and information flows, and the coordination of development projects, quality control and international stakeholder cooperation.

Management of information flows and information services

IT Services are responsible for joint Tax Administration

The Tax Administration is working to develop process steer-

management of information quality and integrity. Information

application, production and information technology services

ing to supplement its line organisation based on national units.

acquisition is used for collecting and receiving the compre-

and the support tasks related to them.

Process steering helps to ensure that all aspects of the opera-

hensive and reliable information required by other internal pro-

The Administrative Unit is responsible for the Tax Admin-

tions remain under control and that short-sighted optimisation

cesses, at the right time and in the right format. Information dis-

istration’s personnel, financial and general administrative func-

of individual parts of the process at the expense of overall oper-

tribution means the delivery of the decisions and other process

tions, employer functions and personnel development and train-

ations is avoided. Core and support processes are also used in

outputs to the customers at the right time and in the right for-

ing services.

the updating of the Tax Administration’s information systems.

mat so that the information can be easily received.

The Executive and Legal Unit is responsible for the Tax

Taxation, proactive guidance, management of information

The management of money flows is used for controlling

Administration's steering and management system, and the

flows and information services and the management of money

the overall process of money flows in taxation. It involves the

planning, steering and development of security operations. The

flows are the core processes of the Tax Administration.

accounting-based processing of the assets and the distribu-

Unit prepares the regulations issued by the Tax Administra-

The aim of the taxation process is to ensure that the tax rev-

tion and paying of them to the tax recipients, at the right time

tion and guidelines concerning the harmonisation of operations,

enue accrues at the right time and in the correct amounts. The

and in the right amounts. The process also involves the receipt

coordinates the preparation of laws and decrees and manages

process involves the carrying out of taxation and the processing

and relaying of payment material and cooperation with finan-

certain other task that require special judicial expertise.

of tax risks. Targeted guidance based on customer behaviour

cial institutions.
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Smoothly functioning information
systems as a requirement

Tax Administration to the Ministry of Finance on the construc-

tions for sickness daily allowances or unemployment benefits

tion of a system that is based on an off-the-shelf software

and periodic notifications to different authorities. Incorporation

As taxation is mostly a matter of information processing, the

solution. A model based on off-the-shelf software will be pre-

of the code fields in the data fields of existing tax return forms

costs related to information systems are the biggest item of

pared during 2012.

in 2011 facilitated the introduction of the reporting codes in the

expenditure in the Tax Administration after the personnel's

The information leaks reported in the media also led to

wage and salary costs. A great amount of work is required each

enquiries about data security in the Tax Administration. The

year to maintain these information systems due to, among other

Tax Administration has developed data security procedures and

things, changing taxation legislation, versioning in the technical

practices for many years and data security is part of all system

environment and process development.

development. Data security solutions are reviewed and audited

Maintenance projects requiring information system work in
2011 included the expansion of the Tax Return Online service
and the development of the Tax Account service. In the field of

in accordance with an annual review procedure. The personnel
are provided training in data security matters.

technology upgrades, the Tax Administration completed the har-

An important player in information society

monisation and upgrading of its telephone system. The organi-

With its electronic service offerings, the Tax Administration is

sation of the new Individual Taxation Unit and the arrangement

an information society pioneer and its experience in this field

of its work also meant changes in information systems.

also benefits other players. By participating in the construction

Apart from being maintained, information systems were also
developed. On the one hand, it was a question of modernising

of the information society, the Tax Administration can also influence decisions on the matter.

aging technology, whilst on the other, a question of the devel-

By participating in the eServices and eDemocracy Pro-

opment of information systems that better support Tax Admin-

gramme (SADe) of the Ministry of Finance, the Tax Admin-

istration’s operations, such as a paperless taxation process for

istration is contributing to the building of service entities for

filing corporate income taxes, an information system for produc-

employers and new entrepreneurs. As part of the SADe pro-

ing reports on the grey economy, and the building of Tax.fi into

gramme, the parameter details used for payroll accounting

a service based on customer grouping.

were published on the Palkka.fi service and are now freely

The overall architecture model of the Tax Administration

available. The details are in a format that allows them to be

was processed and the objectives for the new system archi-

used as basic data for such purposes as spreadsheet compu-

tecture were defined during 2011. The suitability of commer-

tation and software.

cially available off-the-shelf software for the Finnish taxa-

In the Real-Time Economy program, the Tax Administration

tion system was assessed on the basis of the objectives. The

is contributing to the creation of payroll codes. The codes auto-

assessment resulted in the submission of a proposal by the

mate follow-up results of payroll calculations, such as calcula-

filing of corporate tax return forms.

C lose- up

A completely revised Tax.fi website was introduced in June 2011.
The website is the most important communication channel of the
Tax Administration and the new website was constructed to serve
customers' needs. On the new website, individual and corporate

”The aim was to provide customers with the
information they need in the locations where
they already are.”

customers are able to find exactly the information they need. The

Revised website and
services using social media

instructions on the website were also made easier to understand.

of blogsites. The aim was to provide customers with the informa-

According to a user survey conducted at the end of 2011,

tion they need in the locations where they already are. The pilot

the services provided by Tax.fi are highly useful and reliable.

project proved a success. A total of 14,500 persons received

Positive feedback was given on the appearance of the website,

instructions on the Suomi24 portal and the responses submit-

the language used and the fact that the electronic services are

ted by the Tax Administration team were read 33,000 times.

easy to find. Most of the visitors (61%) check the website for

Allocating resources in this manner is vastly more efficient than

instructions and information on taxation. There is still room for

spending them on phone services and personal visits.

improvement in the the manner in which the information are

The service provided using social media was expanded in

located and search functions: sometimes visitors feel that it is

2011. In April and May, the Tax Administration team provided

difficult find the information they need.

customers with advice on matters concerning the pre-com-

At the same time as the revision of the Tax.fi-website, the

pleted tax returns in the Suomi24 discussion portal. In Sep-

Tax Administration was testing its idea of serving individual cus-

tember and October, advice was provided in matters concern-

tomers using social media. In the pilot project launched in spring

ing taxation decisions. The number of visitors continued to

2010, customers were provided information on pre-completed

increase. A total of 30,000 people visited the expert forum and

tax returns in the Suomi24 discussion portal and on a number

the responses were read 151,000 times.

In the Tax Administration you are
a trusted employee and a respected
member of the work community.

RIITTA JUUTILAINEN, Premises Director, Administrative Unit
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POSSESSING EXPERTISE
AND ACHIEVING RESULTS

The Finnish Tax Administration provides

Working in the Tax Administration

Actual staff headcount and statistical quantities, 2007–2011

expertise in a wide range of areas.

During the past few years, organisational changes have affected

A good workplace atmosphere is created

every employee of the Tax Administration. The changes have

2007

in everyday cooperation. The Finnish Tax

been significant and when putting them into effect, the Tax

Administration relies on motivated and expert

Administration has paid a great deal of attention to workplace

2008

personnel when implementing its strategy

well-being. The Tax Administration has considered the wishes

and contributing to the implementation

of its employees when relocating them and assigning them to

2010

of the Government Programme.

new tasks. These inputs have proved worth the effort, and they

2011

6,031
5,913
5,930
5,757
5,663
5,595
5,466
5,336
5,367
5,229

2009

are also reflected in the results of employee satisfaction sur-

actual headcount

full-time equivalent headcount

veys: despite substantial cuts in staff numbers and the fact
that the cuts have provided the personnel with additional challenges, levels of workplace well-being in the Tax Administration
have remained high.
Staff numbers decreasing, average age increasing
The number of personnel and full-time equivalent employees
has continued to decrease as planned. At the end of 2011,
there were 5,367 people working in the Tax Administration, a
decrease of 1.8 per cent on the previous year. On average, the
number of personnel has shrunk by 2.9 per cent each year
since 2007. The Tax Administration's goal for 2011 was set at
5,251 full-time equivalent employees. The goal was achieved:
full-time equivalent employees totalled 5,229.

Age structure in 2011
Age, years

15–24

31

25–34

573

35–44

898

45–54

1,747

54–		

2,118
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At the end of 2011, the average age of Tax Administra-

Since 2005, the biggest improvements have been in the

tion personnel was 49.6 years, an increase of 0.2 years from

reconciling of work with family life, employer reputation, feed-

2010. There have been significant changes in the person-

back from supervisors and fair treatment by supervisors. At

nel’s age structure during the past five years. The proportion

the same time, there has been a slight decrease in the ability

of employees over the age of 55 has increased from 31.2 to

to work independently, opportunity to influence work content,

39.5 per cent. The proportion of employees over the age of 60

and working facilities and equipment. This may be a result of

has reached more than 16 per cent while those under the age
of 30 still account for less than five per cent of the total. In the

Results of the job satisfaction survey in the Tax
Administration and central government as a whole, 2011
Finnish
Tax
Administration

Central
government
as a whole

Supervisors

3.40

3.39

the fact that regional units have lost some of their autonomy as

Work content and job challenges

3.64

3.68

a result of the introduction of a nationwide organisation.

Pay			

2.92

2.79
3.16

			
			
			

long run, the aim of the Tax Administration is to balance the age

Compared with employees in other central government

Self-improvement

3.27

structure by recruiting younger employees. At the same time,

agencies, the personnel rate job security and the overall

Workplace atmosphere and cooperation

3.69

3.70

measures must be taken to maintain the working capacity of

employer image of the Tax Administration as positive factors.

Physical environment

3.53

the existing personnel.

Almost 71 per cent of the respondents would recommend a job

3.71

Flow of information

3.16

3.09

Employer image

3.44

3.17

Total

3.42

3.34

2009

2010 *

2011

More than three-quarters of the Tax Administration's per-

in the Tax Administration to their friends.

sonnel are women. The proportion of men and women has
remained more or less unchanged for several years.

Scale 1–5, 1 = very dissatisfied and 5 = very satisfied

Job satisfaction improving – slowly but surely
Job satisfaction in the Tax Administration is measured using the
annual VMBaro job satisfaction survey. VMBaro has been used
for seven years and each time the response rate has been high.

Results of job satisfaction surveys in the Tax Administration, 2007–2011
		

2007

2008

Supervisors

3.39

3.41

3.45

3.39

3.40

Work content and job challenges

3.69

3.68

3.69

3.64

3.64

Pay			

2.80

2.89

2.98

2.91

2.92

ual units with staff members and the decisions on areas for

Self-improvement

3.32

3.36

3.38

3.24

3.27

development and concrete measures are made jointly by all

Workplace atmosphere and cooperation

3.65

3.65

3.68

3.69

3.69

those involved.

Physical environment

3.67

3.64

3.62

3.70

3.71

In 2011, it was 68 per cent.
The high response rate and the positive results are
explained by the fact that the results are discussed in individ-

In 2011, staff members’ opportunities to reconcile work with

Flow of information

3.21

3.21

3.22

3.20

3.16

family life (4.01 in a scale of 1–5), fair treatment by colleagues

Employer image

3.33

3.40

3.39

3.41

3.44

(3.86) and the challenges encountered at work (3.85) were

Scale 1–5, 1 = very dissatisfied and 5 = very satisfied

rated highest.

* In 2010, the barometer included new questions and indices and thus the results are not fully comparable with the results from previous years.
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Working capacity supported in many ways
Satakunta Tax Office receive an
honourable mention for workplace well-being
and occupational safety and health

The Tax Administration uses a uniform occupational safety and
health model that provides guidelines for both occupational
safety and health and for supporting workplace well-being. The
model lays down the principles and focus areas of occupa-

In 2011, the State Treasury awarded the Satakunta Tax

tional safety and health and the responsibilities of the manage-

Office the Kaiku Honourable Mention for exemplary

ment, supervisors and employees in the field. The purpose of

work in support of workplace well-being and occupa-

the model is to promote safety and health at the workplace and

tional safety and health.

workplace well-being and to ensure that all staff members are
treated fairly and equally.

“The Satakunta Tax Office is a workplace that has

The aim of occupational health services is to promote the

achieved a particularly innovative atmosphere. It has

working and functional capacity of the employees and to pre-

made use of the resources of all staff members and

vent illnesses. Cooperation between the providers of occupa-

taken a new approach to cooperation in different oper-

tional health services and supervisors was made closer dur-

ating environments and by networking regionally and

ing 2011. Health care focusing on occupational safety was

with other authorities. Success at work contributes to

extended to cover physiotherapy for staff members in a public-

better staff motivation, which in turn makes success at

service employment relationship. About 160 supervisors took

work easier. This agile approach has created a particu-

part in early intervention training, in which they were encour-

larly positive circle that has also benefited other work-

aged to contact local occupational health services early

places. Development of expertise in the organisation

on when problems arise so that the working capacity of the

has a particularly strong basis.”

employee in question can be restored.

Source: Kaiku-viesti 2011

and mental well-being of its employees by providing them with

The Tax Administration has also supported the physical
an opportunity to purchase subsidised sports and/or cultural
vouchers for their own personal use.
Study paths help to improve skills
The aim of the Tax Administration is to improve the skills levels of its employees by providing them with personnel training

*
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Staff education, 2011
			%

and other opportunities for improving their skills. Recruitment

included information technology, the induction of new employ-

of better-educated staff also helps to improve the overall educa-

ees and the way in which the Tax Administration operates.

Basic education		

5.5

tional level of the personnel. At the end of 2011, 39.8 per cent

Upper secondary		

16.3

of the personnel had a university degree and 38.4 per cent had

ment of skills. The individual taxation training system of the

38.4

a higher vocational level of education, such as a diploma from

Tax Administration attracted international interest and was pre-

17.8

a business college.

sented to the tax administrations of other countries. There is

	Higher vocational		
Bachelor's degree		
Master's degree		
Postgraduate education

There is also international cooperation in the develop-

21.5

The training offered by individual units are planned so that

also cooperation in training offerings, which include EU-organ-

0.4

they are in accordance with operational and strategic needs.

ised online courses on value added tax. Participation in inter-

Staff members can select the courses that allow them to develop

national seminars and work visits improves employees’ exper-

their skills in a systematic fashion. The training is provided as

tise and their ability to operate in an international environment.

courses, which can be studied separately or assembled into dif-

Another important element of the cooperation is the creation of

ferent types of study paths. Model study paths help staff mem-

networks to support everyday activities.

Individual course completions, 2009–2011, number

bers to plan the training in accordance with work needs.
				

2009

2010

2011

The training offered in 2011 was more versatile than in pre-

Aiming for good management

Multiform courses		

1,131

478

1,533

vious years. In addition to traditional online training, multiform

Simultaneous changes in areas affecting the operations of the

Short courses		

12,154

23,351

23,551

training and short courses, employees were also offered train-

Tax Administration, such as legislation, organisational struc-

Online courses		

335

1 113

ing by means of videos and video conferences. Training mate-

tures and information technology solutions, provide supervisors

rial also included video clips to demonstrate issues such as the

and the management with challenges. The Tax Administration

use of different taxation information systems.

reacted to the situation by investing in the development of super-

831*

Source: Skills development system eHR. The system was introduced in 2009 and
not all course completions in 2009 have been entered.
* A total of more than 4,000 persons also attended open online courses in 2011.

Participation rates and the number of completed training

visory work. The work began in 2011 and it will continue in the

entities increased, particularly in multiform training. This was

future. The Tax Administration prepared a description of good

partly a result of a small number of training events for large per-

management, which can be used as a basis for assessing and

sonnel groupings. At the same time, training events provided

developing supervisory work in the coming years. The descrip-

as videos and video conferences made participation easier and

tion will be included in all supervisory training, starting in 2012.

helped to cut travel costs.

The description of good management is founded on strat-

Courses available to everyone that can be taken at any

egy, values and operations. It is based on a principle that each

time, courses targeting specific groups and courses run by

supervisor must be sufficiently familiar with the operations of

instructors were on offer in the network learning environment.

the Tax Administration and its joint objectives. Focusing on

A total of 45 different online courses were offered. The courses

one’s own unit or team is not enough, as operations must be

focused on the factual content of taxation, but subjects also

developed as part of the organisation as a whole.

C lose- up

Jaana Prokkola works in the Tax Collection Steering and Devel-

working in a key position and I can see every day how we are

opment Unit. She started working in the Tax Administration in

making taxation smoother and more customer-friendly. We have

September 2010 and before that she had worked in both the

set our sights on the future and are already planning for the

private and public sectors in accounting and other jobs. During

year 2020,” explains Jaana Prokkola.

her studies Jaana had a brief stint in the Tax Administration,

it is easy to join
the organisation

working in corporate taxation.

The Tax Administration employs more than 5,000 people. In
Jaana’s eyes, the work community is made up of different people

Now Jaana works on the yearly control of unprompted taxes,

doing an important job and possessing a great deal of expertise.

which is closely connected with the smooth implementation of

Some of them have been working in the Tax Administration for

taxation in Finland. Yearly control ensures that employers pro-

many years, and many will retire in the next few years. The new

vide payroll reports on the wages and salaries they pay, and on

nationwide organisation will help to harmonise working practices

taxes they withhold that they have paid to the Tax Administration

and allow work to be distributed evenly in different parts of Fin-

without being prompted. The control also covers yearly reports

land. New employees are needed to replace those that are retir-

submitted by other third parties, such as banks. The informa-

ing. New people have also been recruited to Jaana’s unit recently.

tion is used in the taxation of individual customers. For example,

“There’s a lot work to do in this job. Reconciling the needs

the pre-completed tax returns posted to individual taxpayers are

of family life with the needs of the job is sometimes difficult,

largely based on the information supplied on payroll reports.

particularly because my own support networks are located

“Working in the Tax Administration has exceeded the

far away in Northern Ostrobothnia. However, I have been well

expectations that I had when I took the job. My work covers

received as an employee and a member of the work community.

a large number of tasks, which provide me with challenges

I feel that I’m trusted and respected. This is one reason why I

in both system development and legal issues. I feel that I’m

like my job so much,” concludes Jaana Prokkola.
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From Government Programme to strategy

Performance guidance by the Ministry of Finance

The Government Programme and the performance guidance

The allocation of the Tax Administration’s resources and the

ment based on the respect of others. The Tax Administration

carried out by the Ministry of Finance provide the Tax Admin-

assessment of its effectiveness and performance are based on

had been successful in these areas; however the management

istration with a framework for its strategic steering. Finland’s

a joint central government performance guidance procedure:

was expected to be more efficient in the setting of targets and

tax laws are prepared in the Ministry of Finance and approved

the Ministry of Finance provides the Tax Administration with

the monitoring of the results. The respondents were worried

by Parliament. Increases and decreases in central government

allocation and full-time equivalent employee frameworks and

that, with the restructuring of the Tax Administration, its units

expenditure arising from changes in taxation are included in

with detailed operational targets for each year. Individual Tax

would become more differentiated and that joint objectives

each year’s Budget and in the longer-term revenue and expend-

Administration units are allocated resources and targets on the

might be overlooked when new units are constructed. Unity of

iture framework.

basis of internal performance agreements. The Tax Administra-

the Tax Administration was mentioned as a central theme and

The new Finnish Parliament started work in spring 2011.

tion reports to the Ministry on the use of the resources and the

it was a topic in group discussions and performance appraisal

The focus areas of the Government Programme for the election

achievement of the targets three times each year. The Ministry

interviews throughout the organisation.

period 2012–2015 will be the reduction of poverty, inequality

provides the Tax Administration with written feedback after the

and social exclusion, the consolidation of public finances and

Tax Administration has prepared its final accounts.

The results underlined the role of human-oriented manage-

Monitoring the implementation of the strategy

the enhancement of sustainable economic growth, employment

The Ministry put its performance guidance on a more effi-

The Tax Administration monitors the implementation of its strat-

and competitiveness. The work of the Tax Administration pri-

cient basis during 2011, and, as part of this drive, substantial

egy using the indicators agreed on in 2010. Thus, no indicator-

marily supports the consolidation of public finances. The Min-

changes were made to the structure and contents of the plan-

based information on the impacts of the strategy is yet availa-

istry of Finance has laid down the following effectiveness objec-

ning documents covering the coming years. Negotiations on the

ble. The indicators are mostly used for monitoring the impacts

tives for the Tax Administration:

securing of the resources required by the new tasks allocated to

of the measures taken by the Tax Administration on the tax

the Tax Administration will continue during 2012.

behaviour of the customers.

•

•

•

The accrual of tax revenue will be secured by promoting
tax compliance, by providing proactive guidance and by

Strategy provides the direction

managing tax control in a credible manner.

Securing the accrual of tax revenue is the core strategic objec-

Combating the grey economy will be made more effective

tive of the Tax Administration. This is achieved through guid-

through development of taxation functions and tax control

ance and service based on the customers’ needs and effective

and by improving cooperation between the authorities.

tax control. The Tax Administration produced a strategy barom-

Customer impact will be improved and electronic trans

eter in winter 2010–2011 in which it charted the opinions of the

actions promoted.

top management and supervisors of core functions on themes
important to the Tax Administration.
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The Tax Administration also measures how well the values
set out in the strategy are implemented. The Tax Administration
Strategic objectives and indicators

has been able to observe its values – fairness, reliability and

Objective 1:

high standard of professionalism.

We will ensure the tax revenue by

providing proactive guidance and good service as

As to the fairness of the Tax Administration’s operations,

well as by conducting credible tax control.

resources are allocated and work is distributed more equally,

> Indicator 1: The proportion of correctly acting

and processing times have become more uniform across Fin-

		

customers of all customers conducting

land. With the new nationwide organisation, it is now easier to

		

tax issues

allocate resources even more equally. Uniform adherence to

> Indicator 2: The proportion of customers that want

joint taxation rules, such as control criteria, contributes to the

		

to act correctly

fair treatment of all customers.

Objective 2:

Our customers can contribute to

of decisions changed on appeal and the decreasing number of

A high degree of reliability is reflected in the small number
their tax issues with as little cost and inconvenience

taxation adjustments cases. According to a customer survey

as possible.

conducted in 2010, the instructions and personnel of the Tax

> Indicator 3: Proportion of customers that consider

Administration are trusted, but respondents would like the tax

		

managing their tax issues to be

authorities to tackle irregularities more actively. Reliability of the

		

convenient

Tax Administration’s information technology systems is at a high

> Indicator 4: The amount of inconvenience and cost
		

to customers

level, both internally and in electronic services.
The professionalism of the Tax Administration employees
is also at a high level and customers are satisfied with the ser-

Objective 3:

Our operations are both productive and

vice and the standard of professionalism. However, the main-

economic.

tenance of professional standards needs more attention: work-

> Indicator 5: Productivity output/full-time equivalent

ing hours and resources allocated to training have declined for

> Indicator 6: Efficiency EUR/output

two successive years. At the same time, the yearly training-level
index is increasing, albeit slowly. Training of new employees and

Objective 4:

Our organisation has innovative

potential.
> Indicator 7: Our capability to reform will improve.

familiarisation with new taxation tools will be particularly challenging in the future.

*

possessing expertise and ac h ieving results

35

Number of tax appeals concerning income and value added
taxation received by administrative courts, 2008–2011, number
2008

2,379

2009

2,689

2010

2,095

2011

2,014

One indication of the quality of taxation is the number of tax appeals submitted to
administrative courts. In 2011, administrative courts received 1,521 appeals concerning
income taxation and 493 appeals concerning value added taxation.
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Operating expenses by category in 2011
			%

Operating productively and economically

mentary budgets, EUR 398.7 million had been allocated for

A volatile economic situation and limited central government

the purpose, which means that savings of EUR 9.4 million were

resources underline the need for more productive and efficient

achieved. A total of EUR 33.6 million in appropriations from pre-

Tax Administration operations. In practice, this means that taxa-

vious years will be carried over to 2012.

Personnel costs		

64.46

IT costs: system work,
hardware and software

19.51

tion assessment must be accomplished using a smaller number

7.83

of personnel. Over the past five years, the Tax Administration

Personnel and IT costs account for the largest expenditures

Printing and mailing

3.67

has cut its staff by more than 680 full-time equivalent employ-

Net costs increased by 2.1 per cent in nominal value compared

Other costs		

4.53

ees even though at the same time, it has been given new tasks

with the previous year. Personnel costs increased by 1.1 per

and the number of customers has increased.

cent even though the number of employees decreased. This

Costs for buildings

Costs, 2007–2011, EUR million

Even though the number of personnel has been reduced,

is partially a result of pay rises, but mainly due to changes in

the level of services and tax control has not been affected. The

the personnel structure of the Tax Administration: the amount

Tax Administration is relying more on electronic transactions

of routine tasks is decreasing and more people are needed in

2007

356.2

and has automated its processes and targeted tax control in

increasingly demanding tasks at higher rates of pay. IT expendi-

2008

381.8

accordance with risks. The organisation has also been stream-

ture increased by 7.1 per cent. The increase was mainly a result

2009

377.2

lined and regional tax offices have been replaced with nation-

of system work purchases. The cost of buildings increased

2010

380.1

wide units. By increasing its unit size, the Tax Administration

by 3.7 per cent and operating income by 8.5 per cent. Even

2011

392.4

has been able to clarify work entities and remove overlapping

though travel costs increased by 1.6 per cent from 2010, they

responsibilities. New facilities are designed so that they can be

were still more than EUR 900,000 below 2008 levels.

used more efficiently.
Further productivity improvements are only possible if the

Costs by customer category in 2011
		 %

Individual taxpayers

32.6

Costs increased from the previous year

proportion of automated control is increased. However, signifi-

The Tax Administration’s operating costs totalled EUR 392.4

cant changes in this field are only possible if material and pro-

million, an increase of 3.2 per cent from the previous year.

cedure-related legislation is streamlined. Productivity improve-

When examined by taxpayer category, Tax Administration

3.7

ments also require the digitalisation of printed information, more

costs were divided as follows: individual taxpayers EUR 127.7

Business taxpayers

16.5

extensive electronic transactions and continuing development

million, farming and forestry taxpayers EUR 14.6 million, busi-

Corporate bodies

35.8

of the IT architecture.

ness taxpayers EUR 64.9 million, corporate bodies EUR 140.6

Other/non-categorised*

11.3

Farming and
forestry taxpayers

Strict financial management
* Includes the costs arising from the provision of services to information service
customers, the services to enforce the rights of tax recipients and the costs arising from
real estate, inheritance and gift taxation and from a number of other smaller taxes.

The net operating expenses of the Tax Administration in 2011
totalled EUR 389.3 million. In the 2010 Budget and supple-

million and other non-categorised taxpayers EUR 44.5 million.
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Funding of operating expenses, 2009–2011, EUR 1,000
				

2009

2010

2011

250,601

249,455

251,194

rental costs		

26,186

26,007

27,220

other costs		

116,902

109,961

115,513

Costs
Wages*		

*
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Joint social responsibility

its planning and monitoring systems and the management’s

Nowadays, public administration agencies are increasingly

information systems.

expected to demonstrate social responsibility. Social respon-

The Tax Administration worked to promote environmen-

sibility becomes reality when there is a balance between well-

tal responsibility by expanding cooperation within the admin-

being, cost-effectiveness and environmental issues. The Tax

istration and with external parties. The Tax Administration is

Administration develops social responsibility expertise in coop-

a partner in WWF’s Green Office environmental programme in

eration with different agencies.

which percentage targets have been set for reducing environ-

investments		

876

1,256

1,114

The Tax Administration meets its social responsibility obli-

mental loading. The implementation of the targets is systemat-

Total		

394,565

386,678

395,040

gations by treating its customers and personnel fairly. In 2011,

ically monitored as part of the programme. The Tax Adminis-

the Tax Administration prepared an equality and fairness plan

tration has been able to substantially cut its energy and paper

as part its personnel policy and the development of operating

consumption. A reduction in work-related travel has also been

Income to offset net operating costs
Services subject to a charge

2,962

3,243

3,518

practices and workplace well-being. In practice, equality and

achieved though there was an increase in the emissions caused

Other financing		

1,940

2,080

2,258

fairness mean that all employees have equal rights, duties and

by work-related trips in 2011. This was partially a result of the

Total		

4,901

5,324

5,776

opportunities and that the customers receive equal treatment

travel needs arising from the organisational changes in the Tax

in all areas of operation.

Administration and the increase in international cooperation.

Net costs (+) / net income (-)

389,664

381,355

389,265

Financial responsibility means that the Tax Administra-

Different central government players have systematically

Budget		

375,691

395,311

398,683

tion continues to improve its productivity, works to reduce the

built cooperation networks in the field of environmental respon-

Change in savings		

-13,973

13,956

9,418

administrative burden of its customers and continues to develop

sibility. For example, the Ministry of Finance, the Tax Adminis-

10,194

24,151

33,569

Balance of savings 31 December

tration and WWF held a joint press conference in June where
they provided information about the measures they had taken

* Daily and parental allowances paid by The Social Insurance Institution of Finland included.

and the cooperation they had initiated to protect the environment. The Tax Administration continued its cooperation with the

Carbon dioxide emissions of the Tax Administration in 2008–2011, tonnes of carbon dioxide*

Baltic Sea Action Group foundation (BSAG) by making a pledge

2008

2009

2010

2011

Change (%)

concerning the protection of the Baltic Sea. Under the pledge,

Electricity consumption

7,900

8,170

8,355

7,341

-12.1

the Tax Administration will work to make its taxation process

Paper consumption

1,846

1,885

1,850

1,750

-5.4

Work-related travel

1,444

1,475

1,243

1,527

22.8

83

82

81

82

1.2

Amount of waste

* Based on WWF’s coefficients that were changed during 2011. For reasons of comparability, the figures for earlier years have also been revised.

paper-free and taxation services environmentally friendly.
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Tax Administration Management
Groups and the Advisory Board
The Tax Administration’s Management Group is responsible for strategic management and decision-making
and serves as the management group in overall charge
of operations. In 2011, it had the Director-General, the
heads of the national units, the head of the Individual
Taxation Steering and Development Unit and a personnel representative as its members. The Individual Taxation Unit will start operations on 1 January 2012 on
which date the head of the new unit will replace the
head of the Individual Taxation Steering and Development Unit as member of the Management Group. The
Tax Administration will gradually introduce process steering elements to supplement its line organisation during
2012. For this reason, the owner of the taxation process
also takes part in the work of the Management Group.
The Extended Management Group also had the
regional tax directors as its members. Regional tax
offices ceased operations on 31 December 2011,
which means that 2011 was the last year of operations
of the Extended Management Group.
The Development Management Group is responsible for the steering of IT expenditures in accordance
with the annual budget and the prioritisation principles approved as part of strategic planning. It has the

Extended Management Group of
the Tax Administration, 31 December 2011
From left to right

Mr Arto Pirinen, Director, Executive and Legal Unit

Ms Eila Routama, Regional Tax Director, Uusimaa

Mr Keijo Vehmas, Controller of the Tax Administration

Director-General, the heads of the national units and

Mr Markku Lehtonen, Regional Tax Director, Central Finland

Ms Raija Hätinen, Deputy Director, Internal Auditing Unit

the head of the Development Steering Unit, part of the

Ms Mirjami Laitinen, Director-General, Finnish Tax Administration

Mr Martti Lahti, Communications Director, Communications Unit

Joint Services Unit, as its members.

Mr Veli Patama, Regional Tax Director, Western Finland

Mr Janne Marttinen, Director, Grey Economy Information Unit

Mr Jukka Kauppila, Regional Tax Director, Northern Finland
Ms Maija-Leena Rautanen, Senior Director, Tax Collection Unit

Mr Timo Räbinä, Chief Tax Ombudsman, Tax Recipients’ Legal
Services Unit

Mr Pekka Ruuhonen, Senior Director, Corporate Taxation Unit

Mr Juha Lindgren, Senior Director, Joint Services Unit

Ms Anita Wickström, Senior Director, Tax Auditing Unit

Mr Markku Heikura, Chief Information Officer, IT Services

The Tax Administration also has an Advisory Board,
which supports the agency in strategic planning and discusses its development concepts and strategies. The
Advisory Board considers the most important planning
and monitoring documents and discusses matters affecting the operating environment of the Tax Administration.

Mr Erkki Laanterä, Director, Individual Taxation Steering and Development Unit
Ms Kirsi Huhtamäki-Nasri, Chair, Association of Tax Officers
(personnel representative)

Mr Kari Huhtala, Director, Administrative Unit
Not in the photograph
Ms Maija-Liisa Ahokas, Regional Tax Director, Eastern Finland

Advisory Board of the Tax Administration, 31 December 2011
Mr Lasse Arvela, Head of Department, Senior Director, Ministry of Finance (Chair)
Ms Mirjami Laitinen, Director-General, Finnish Tax Administration
Mr Mika Jokinen, Tax Expert, Confederation of Finnish Industries EK
Mr Timo Kietäväinen, Deputy Managing Director, Association of Finnish Local and Regional Authorities
Mr Vesa Korpela, Head of Legal Affairs, Taxpayers’ Association of Finland
Ms Helena Pentti, Economist, Central Organisation of Finnish Trade Unions
Ms Tanja Rantanen, Senior Financial Officer, Ministry of Finance
Ms Kirsi Huhtamäki-Nasri, Chair, Association of Tax Officers
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