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Digital adoption has taken 
a quantum leap

• Consumers have shifted towards using 

more online channels.

• Accelerated adoption of digital channels 

and technologies will be for the long haul.
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“A SINGAPORE

GOVERNMENT THAT 

IS DIGITAL TO THE 

CORE, AND SERVES 

WITH HEART.”

In the Singapore’s public sector, we embarked 

on a transformation journey to build a 

Digital Government by:

Adopting digital and data by design 

mindset, culture & practices to 

transform and digitalise end-to-end 

business processes

Serving with greater empathy with 

personalized and seamless experiences 

for different groups of community
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Singpass

Our Trusted 

Digital Identity and 

platform that bridges 

access to over 

340 government 

agencies and private 

sector services

01

02
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More than 2.5 million users are on 

Singpass app

Authenticated with biometrics

Seamless access to services across public 

and private sectors

04

05

Key enabler of our national digital economy –

improves efficiency of digital services by facilitating 

secure and consent-based verification

Fast and convenient way to verify our identity, digitally 

sign documents or remotely authorize transactions
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LifeSG
01

02
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Delivers government services in a user-

centric manner

Helps individual to discover services and 

information that are relevant to them

Services are grouped according to the needs 

they address at different life junctions and 

significant milestones

04 To date, there are more than 310,000 downloads

Connecting citizens to the right services 

and information at their fingertips
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Serving citizens at specific milestones of life to providing citizens 

with a one-stop, personalized access to Government Services

Discover recommended content 

and access guides based on user’s 

profile

Personalised Dashboard

Integrates multiple government 

touchpoints and services for complex 

transactions

Integrated Services

Display benefits that the citizen is 

entitled to and government support 

schemes that they are eligible for

Personalised Benefits and Support

Consolidated announcements and 

reminders for upcoming appointments or 

events that are signed up through LifeSG

Inbox and Appointment
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Citizens/ Businesses are satisfied with 
Government Digital Services in 2021

85% of the respondents indicated 

that they were very or extremely satisfied 

(at least 5 out of a 6-point scale)

98% of the respondents indicated 

that they would recommend friends/ 

families to use government digital 

services. 

Citizens’ Satisfaction

76% of the respondents indicated 

that they were very or extremely satisfied 

(at least 5 out of a 6-point scale)

94% of the respondents indicated that 

they would recommend friends/ families 

to use government digital services. 

Businesses’ Satisfaction
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Singapore continues to accelerate 
Government digitalisation

High satisfaction results are affirmation of the Government’s 

commitment to invest heavily in ICT and digital transformation. 

Increased ICT Spending on these areas in 2021:

Transforming Government Digital Services

Re-engineering Digital Government Infrastructure

Adopting AI for Public Sector

01

02

03
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Aligned with the public 

service transformation efforts 

and our vision as a

Digital Government,

IRAS seeks to redefine taxpayers’ 

experiences by transforming our services, 

digitalizing our business processes and 

improving our service delivery through 

these online service platforms/ channels.
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Enabling a seamless digital 

experience for our citizens
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LifeSG

Multiple Entry Points to 

IRAS Digital Services

Singpass IRAS Website & Portal
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Be Digital to the Core with a 
Holistic ‘Digital’ Approach

Digital Services

Communicating digitally with 

taxpayers – more timely and 

eco-friendly

Digital Communications

Digitalising payment processes 
for quick and efficient 
payment and refund

Digital Processes – Payment 

Providing convenient and 
intuitive digital services to 

meet taxpayers’ needs

Digital Processes – Filing

Creating a seamless tax 
filing experience for 

taxpayers Redefining

Experiences 

for Taxpayers

End-to-End
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~70%
‘No Filing Service’ i.e. prefill tax returns

with data from 3rd parties. 1.6 million

taxpayers (out of 2.3 million) benefited

from the No-Filing Service for 2022 tax

filing season

e.g. “Chat Filing” bot 

conversational style filing for Private Hire 

Drivers, Taxi Drivers and Food Hawkers.

Where tax filing is 

still needed, make it 

simple and fuss-free

Digital Processes

Making Tax Filing a Non-Event
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Digital Processes

Transacting through simple, 

personalized conversations

Chat Filing Bot was a pilot initiative to convert a key, 

form-filling transaction into a conversation

✓ Simpler, mobile-friendly alternative for less tech-savvy 

taxpayers

✓ Customized filing experience based on nature of 

income and industry terms

✓ Piloted Mandarin-language bot for hawkers

The pilot was successful and received good feedback 

from taxpayers. It laid the foundation for IRAS to convert 

more key transactions (e.g. payment) to bot services

*We discontinued chat filing in 2022 as we extend income pre-

filling to private-hire drivers, allowing more to benefit from No-

Filing Service
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Illustration of Chat Filing Bot

Authentication  

via Singpass
Taxpayer enter income     

and expenses amount

Bot pre-fills available  

relief information
Bot compute net income 

and tax payable
Confirmation of filing01 02 03 04 05
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• Broad array of quick and seamless digital payment options.

• Some payment related activities are also available on the chatbot 

for taxpayers to retrieve information quickly or perform 

certain actions easily (e.g. check or cancel payment plan, status 

or outstanding tax)

• Taxpayers proactively nudged to self-help via the payment bot 

services instead of contacting IRAS

Digital Processes

Making Payment Efficient and Seamless
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An interactive tool to guide Taxpayers along 

in their digital transaction

Using a digital adoption tool with user-friendly and intuitive 

features to facilitate and guide taxpayers to complete their 

transaction in the digital service.

Benefits:

• Increase adoption rate of self-help digital services

• Reduce request for human assistance, yet maintaining a 

personalised service 

• Greater understanding of taxpayers’ behaviour through 

all-in-one analytics platform
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Digital Communications

Next-Generation Chatbot 

on Virtual Intelligent 

Chat Assistant (VICA)
• Leverage on Google’s Dialogflow

Natural Language Processing (NLP) 

Engine 

• More humanized, interactive and 

dynamic bot conversations

• 97% of IRAS notices/ letters are digitalized, 

>21 million notices/letters will be sent 

digitally by default.

• Behavioural insights were applied in 

redesigning the digital notices.

Digitalising Notices/ Letters

• Taxpayers are encouraged to indicate 

their digital notification mode 

preference via the new digital service.

• >80% positive customer satisfaction 

on use of the new digital service

Digital Notification01 02 03



Benefits of VICA Chatbot

Improved User Experience
•More intuitive, intelligent chatbot with minimal navigation

•Better user satisfaction ratings and feedback

More Effective Contacts Diversion 
•Bot handle most general enquiries and transactions

•Reduction in assisted contacts and frontline manpower

More Agile Bot Development 
•Bot services can be developed in-house and iterated              

quickly based on real-time feedback

Broader Self-Service Reach
•Bot can cater to less tech-savvy taxpayers unable to navigate            

e-Services or understand website info

•Reach out to taxpayers on messaging platforms and via WoG 

Superbot, LifeSG App etc

Strong Foundation for Future AI Capabilities 
•Positions IRAS to take advantage of AI-powered automated 

technologies / digital concierges when they are mature 

VICA                  

Chatbot

01

02

03

04

05
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Migrating to Digital Services

96.7%
Digital 

Self-Help

97.5%
Digital 

Self-Help

APR 2020 - MAR 2021 APR 2021 – MAR 2022

3.1% Digital 

Assistance

0.2% Non-digital 

Assistance
2.3% Digital 

Assistance

Small, but steady increase in the shift towards digital self-help

(LiveChat, Call, 

Email)
(Walk-in, Appt, 

Correspondence)

(myTax Portal, 

website, VA, etc.)

0.2% Non-digital 

Assistance
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Leveraging data to 

discover new opportunities
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Utilising Whole-of-Government 
Analytics Dashboard

Whole-of-Government Application Analytics (WOGAA) 

– a dashboard that depicts the health status of websites 

and digital services, available on web / mobile.

Benefits of WOGAA:

• Comprehensive overview of web analytics

• Capture user sentiments

• Provide recommendations to improve services' 

performance, accessibility and user experience

• Measures the availability of service with timely alerts

22
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Looking into operational 
data across channels

Internally we maintain our own dashboards to collect data 

from an operational level for assisted service channels.

Benefits:

• Identify key/ trending nature of enquiries, if there is any 

shift in contacts between channels or resourcing needs

• Optimise resources across channels

• Create visibility to motivate frontline officers
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Driving better customer 

experience by empowering our staff
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Create an Open and 
Collaborative Culture

As frontline staff are the voices of our taxpayers, their 

interactions with taxpayers are our opportunities for innovation.

• Conduct frontline discovery sessions to encourage staff to 

share pain points, ideas or solutions

• Cultivate a design thinking mindset and empower frontline 

staff to co-create solutions together in an agile manner
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Build a Future-Ready Workforce with 

Ops-Tech and Agile Capabilities

Operation-

Technical 

Specialists 

Data Insights & Analytics Customer Experience Design E-Service/Bots/Virtual Assistant Robotic Process Automation & System 

AGILE Methodology

Taxpayer Experience Digital Service & System Capabilities Development (TEDS)

Service Experience Centre

Frontline Expert 

Roles 

Frontline Customer Management Tax Specialists Ops Planning & Mgmt

Customer Management 

Centre

Taxpayer Business Service 

Centre 

Subject Experts, Trainers & 

Quality Monitoring

Supervisors & Managers



The information presented in the slides aims to provide a better general understanding of taxpayers’ tax obligations and is not intended to comprehensively address all possible tax issues that

may arise. This information is correct as at the date of presentation. While every effort has been made to ensure that this information is consistent with existing law and practice, should there be

any changes, IRAS reserves the right to vary its position accordingly.

www.iras.gov.sg

Thank you!


