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In Belgium, all residents of 18 years and older (as well as minors with professional income and / or a
maintenance allowance (alimony)) must file a tax return. It is the role of the General Administration
Taxes within the Belgian Federal Public Service Finance to guarantee the correct and fair calculation
of taxes and withholding taxes due. As our name says, we are a federal public service and as such, we
want to support our taxpayers in fulfilling their tax obligations. As a tailored organization, we offer
personalized and accessible services for our various target groups (private individuals, small and
medium enterprises, and large enterprises). As an organization, we privilege automated services and
(online) self-service. At the same time, assistance and services through other channels (such as phone,

letter and face-to-face appointments) for non-digital citizens are an integral part of our CRM model.

About 59% of our target group (private individuals, self-employed persons not included) receive a so-
called proposed simplified return, which means that their tax return is pre-filled and that they no

longer need to file a tax return when everything is correct and complete.

The other taxpayers must file a tax return. If needed, they can count on help via different channels.

Digital citizens normally file their tax return by using our online application “tax-on-web” via our
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platform MyMinfin. Their online tax return is pre-filled and for various codes, a so-called wizard, an

online help tool, assists the taxpayer in calculating the amount to fill in.

Non-digital citizens can make an appointment to have their tax return filled in by one of our staff. We
mainly offer help by phone. Taxpayers who had an appointment the previous year receive a phone call
from our staff to suggest a new appointment, even before they receive their paper tax return by post
(“pro-active phase”). During the following “reactive phase”, taxpayers can themselves call a specific
phone number that is mentioned on the envelope of their paper tax return, in order to make an
appointment. When assistance by phone is not a suitable option for the taxpayer, a face-to-face
appointment in one of our offices can be made. In order to help deaf and hard of hearing people, our

administration cooperates with different non-profit organizations.

In addition, during the months of May and June, we organize so-called “consultation days” in various
towns and cities where our FPS does not have any offices. While the municipalities are in charge of
logistics as well as of scheduling the appointments, our civil servants are coming to their premises on

the agreed dates to help the pre-registered citizens to fill in their tax return.

An information exchange between our administration and municipalities is also possible: via a secured
online platform (sharepoint), the participating municipalities communicate the data of citizens who

contacted them for help, so that our staff can directly call those citizens and suggest an appointment.

Since 2022, we have been collaborating with the NGO WeTechCare. Every year in spring, we organize
a webinar for so-called “digihelpers”: we help the helpers by explaining how they can assist non- (or

less) digital citizens in filing their online tax return.

Last but not least, we are working on improving our digital services to make them more accessible for
citizens with basic digital skills. Prominent ongoing projects are the development of a new website
(“User Centered Website”), to be launched later this year, as well as a new version of our online
application for electronic personal income tax filing. This new “tax-on-web” application should

be more intuitive and tailored to the needs of our taxpayers so that they can complete their tax return

"step-by-step".



