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About HMRC Digital Solutions Programme

The Digital Solutions Programme is part of the Personal Tax Change Portfolio. It is key to the
successful delivery of HMRC's Digital Strategy as it will deliver secure online digital solutions
that cut costs, reduce fraud and error, and improve the customer experience.

The Digital Solutions Programme will deliver a series of new or improved services. These will
transform the way we interact with our customers online and open up digital services to new
customer groups. The range and quality of online services available to HMRC’s customers
will reduce the need for them to contact us using other channels. By making things easier for
our customers, the digital solutions introduced will reduce telephone contact, post, manual
interventions and processing.

© Crown Copyright 2013 - Published by Her Majesty’s Revenue and Customs.
Disclaimer: The views in this report are the authors’ own and do not necessarily reflect
those of HM Revenue & Customs.
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Research requirement (background to the project)

HMRC is considering launching an online service for PAYE customers which will allow
them to make changes to some of their personal details, check their tax code and contact
HMRC electronically.

Research was conducted in order to establish:

=  Whether PAYE customers want to transact with HMRC digitally

= What incentives and barriers exist to use of the online PAYE service

= How information on online PAYE services should be communicated

= What can be learnt about customers’ attitudes and behaviours to inform wider
migration objectives

=  Which customer groups within the PAYE population need/want these services the most

When the research took place
Fieldwork took place from the 28" March — 9™ April 2013

Who did the work (research agency)
Research was conducted by TNS BMRB.

Method, Data and Tools used, Sample

Research was conducted with members of the general public who are in work and currently
pay income tax through PAYE.

The survey took place from 29th March to 8th April on TNS BMRB’s face-to-face omnibus,
screening a representative sample of adults across GB aged 16+. As part of the survey,
respondents were given a description of the new online PAYE service and asked some
questions about their reactions to it.
e 1084 respondents who were currently paying tax by PAYE were interviewed (193 of
these paid tax through Self Assessment in addition to through PAYE)
e The majority (92%) had access to the internet at home, and only 5% did not have
access to the internet at all.

o Data was weighted to be representative of the general population
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Main Findings

Reactions to the proposed online services for PAYE customers

The proposed new online service generated a good level of interest. Three in four were
interested in services the new online PAYE system would offer, especially checking or
amending information: in particular, checking tax codes (51%), or notifying HMRC of a
change in address (41%) or of a change of job (39%). 40% would be interested in accessing
a tax summary showing how much tax they pay (Chart 1).

Chart 1 Interest in using online services for PAYE

Any interest 75%

Checking if my tax code is correct - 51%
Asking HMRC a question about my tax code - 31%

/ Asking HMRC to change my tax code - 26%
4

Querying my tax code Change of my address— 41%

Change of my job - 39%
Change to berefits in kind - 25%
Interest on savings/ investments - 16%

s
Informing HMRC 53%

Tax summary that shows how much tax I am paying - 40%
Tax summary that shows how my tax & NICs are calculated - 30%
~3) My personal tax-free allowances - 29%

Finding out information about my tax antitlements - 28%
How much tax I have paid in previous years - 27%
Tax summary that shows where the tax I paid is spent - 23%

Viewing/ finding information 51%

Caleulating/ working out 41%

\ How much IT and NI I can expect to pay on my income - 34%
How changes to my benefits in kind will affect the tax [ pay - 25%

MNonz 18%

SOURCE: .7 On the screan Is a list of things you will be able to do using this new online service for PAYE. Please can you read through the list
and choose any you vaoukd be Inborosted In?

All respondents {1084)

All menHons over 1% shown

53% of those surveyed said they would be likely to use the new online PAYE service (Chart
2), particularly those with previous HMRC contact, those aged 25-44 and in social grade AB,
but interest was lower for those aged 55-64.
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Chart 2 — Likelihood of using new online PAYE service

mVery likely 20%

Likely - 53%
| Fairly likely

MNeither filcaly or

unlikely
16%

| Fairly unlikely

Unlikely - 28%

mVery unlikely

Likelihood of using online
service

SOURCE: 3.8 Thinking about this new online service for PAYE, how likely would you be to use It?
All respondents {1084}
All mentons over 1% shown

Over a third (37%) of those who would use this system considered it a quick and easy way of
interacting with HMRC. This was the key reason for using the system given by those paying
through PAYE only (39%). For customers who also pay tax via Self Assessment, there was a
feeling that the online PAYE services would help them to stay in control of their tax affairs
(36%), deal with PAYE at a convenient time (34%) or look in more detail at their taxes (28%).

The 28% who would be unlikely to use the service tend to rely on their employer to deal with
their tax affairs (31%), or are happy with the way their tax is currently managed (22%). 20%
have concerns about dealing with HMRC online, with a further 11% preferring other channels.

General enquiries
The website (either HMRC, gov.uk or a web search) was the first port of call for both general

(61%) and specific (54%) queries. For specific queries, 41% would use the HMRC helpline
and 39% would go to their employer (Chart 2).
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Chart 3 — Total mentions of sources of information

Go to HM Revenue and Customs wabsite _450::8%
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39%
I ;o
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N ;-
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3%

angineas (a.g. googla, yahoo, bing, othar)

Talk to my work colleagues _iﬁb%

Aslk for advice from my close family or [ HIEIEG 11%
friends 10%

I 11%

Write to HM Revenue and Customs 13%
il ; o *indicates a significant
Seek specialist advice from tax [N 72 differance betmeen
agent/accountant 8% m General answers for a general

Go to citizens advice bureau . ;:ﬁ: Specialist versus a specialist query

41%

SOURCE: 3.1B And would you look for general Information about vour personal tax affalrs by dolng any of the followlng? | Total mentons)
3.2B And would you leok for Information abouta specific tax query by doing any of the following 7 { Total mentons)

All rezpondents (1084}

All mentons over 1% shown

Of the 48% who had contacted HMRC in the past, the majority (79%) had called a helpline
and 18% had visited the website. Over half (53%) expected that they would call a helpline if
they wanted to contact HMRC (again) in the future, but three in ten said they would be likely
to use an online option.

Telephone was also the most preferred method for HMRC to get in touch with any queries,
with 39% selecting this as their preferred method of contact. 34% would prefer a letter and
24% would prefer email contact. Only those in social grade AB were more likely to prefer
email (35%) to the telephone (30%).
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