POINT OF VIEW CFIiB

RESULTS: Canada Revenue Agency (CRA)

Survey method: Web & Mail, Mandate 229 During the past 3 years, have you been contacted by the
Survey period: December - March 2008 CRA to provide additional information on any of the
Tabulation date: April, 2008 following areas? (Select as many as apply)

Total responses: 8271 55.5 GST, HST (excl. Quebec-based businesses)

511 Income Tax (corporate and/or personal)
576 Payroll deductions (El, C/QPP)
71 Other (Please specify)

% Responses

1. How has the service you received from the Canada
Revenue Agency (CRA) changed during the past 3 years?

(Slefg Better only) 4. During the past 3 years, have you contacted the CRA to

59.8 obtain information about any of the following areas?
Same (Select as many as apply)

186 \\orse 53.4 GST, HST (excl. Quebec-based businesses)

49.6 |ncome Tax (corporate and/or personal)

106 pon't know
58.8 Payroll deductions (El, C/QPP)

2. How do you rate the current service of the CRA on each 82 Other (Please specify)
of the following customer service measures? (Select one for
each line)
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g ~ 5. Has your business been visited by a CRA auditor during
) Z the past 3 years? (Select one answer only)
Overall Service 129 599 229 43 242 Yes
Accessibility of staff 83 404 437 76 758 No (Skip to question 9)
Knowledge of staff 13.4 561 226 7.9
Treatment by staff 16.6 538 219 7.7

. 6. If yes, what type of audit was undertaken by the CRA?
Promptness of written response 57 350 378 215 (Select as many as apply)

52.4 GST, HST (excl. Quebec-based businesses)

Clarity of written response 6.5 425 303 207 387
" Income Tax (corporate and/or personal)

Promptness of telephone

response 82 429 371 118 29.9 Combined audit (Both income tax and GST/HST)
Clarity of telephone response 97 515 280 109 35.9 payroll deductions (El, C/QPP)
Availability of information 12.7 527 287 59
Readability, simplicity of

. . 7.4 444 420 6.2
information

User friendliness of CRA Web site  10.6 433 247 215 7. How do you rate the CRA auditor(s) on each of the

foIIowmg" Select one for each line)

Availability of information on o 2 -

. 122 477 194 20.7 3 =t 3
CRA web site 8 g g

illi | Iri <
Willingness to answer inquiries 97 450 330 123 o

over the telephone Overall professionalism 447 411 142
Consistency of telephone

) .. 7 43. 22 17.

inquiries 6 36 3 5 Courtesy 476 381 143
COnS|StenCy of 4.2 36.5 325 26.8 KnOWledge 38.6 43.9 17.6

rulings/interpretations
Speed of rulings/interpretations 33 319 370 2738

Speed of refunds 85 46.1 33.1 124
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10.

12.

During the past 3 years, approximately how much time
did your business spend in complying with CRA audit(s)?
Complying is defined as anything you are asked to do

to meet the demands of the auditor. (Please enter the number
of hours OR number of days.)

Mean

Number of Days 105
OR

Number of Hours 68.7

During the past 3 years, have you used any of the
following CRA electronic services? (Select as many as apply)
18.5 Business Registration online

121 Corporation Internet Filing

28.2 GST/HST NETFILE and TELEFILE

L My Business Account

222 Electronic Payments

236 T4 Internet Filing

409 None of the Above (Skip to question 11)

How do you rate the following CRA electronic services?
(Select one for each line)

: 2

I

9 § o = %
Business Registration online 200 297 48 455
Corporation Internet Filing 176 285 33 506
GST/HST NETFILE and TELEFILE 312 312 43 333
My Business Account 114 258 50 5738
Electronic Payments 252 285 44 419
T4 Internet Filing 225 309 45 420

Note: The remaining questions focus on the tax
administration associated with applicable taxes at the
federal, provincial and municipal level.

Who mainly deals with the tax administration and

paperwork for your business? (Select one answer only)
45.3 Business owner/manager

2l Employee

311 outside professional firm (e.g., accountant)

1.9 Other (Please specify)

13.

14.

15.

16.

Approximately, how much does your business spend per
year for complying with federal, provincial and municipal
tax obligations?

Mean $ Dollar

Outside tax assistance (e.g.,

tax accountant, lawyer) >910.8
In-house expense (e.g.,

staff salaries, software, 15671.1
overhead, etc.)

Total expense (Outside tax

assistance + In-house 18321.1

expense)

To what extent are the following a contributing factor

to the cost of complying with the tax system? (Select one for
each line)
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Complexity of "federal" tax 494 331 63 112
system
Complexity of "provincial" tax 451 359 75 114
system
Frequent changes to tax 39.9 365 87 118
legislation
Amount of paperwork 65.0 251 35 64

Different rules across jurisdictions  29.6 27.9 222 20.2

Dealing with multiple audits

. 24. 25. 27. 23.
(federal and provincial) > = 0 230

How has the overall administrative burden of tax
obligations on your business changed during the past 3
years? (Select one answer only)

2.8 Decreased

278 No noticeable change

393 |ncreased

In terms of the total amount of time that you spend
dealing with taxes, approximately what proportion of

time per year do you spend on the following? (insert a
percentage for each of the items below. All percentage values should add to
100%)

Mean

Income Tax (personal and corporate) 265

GST/HST 253

Provincial Sales Taxes 13.1

Payroll Taxes (C/QPP, EI, WCB, Etc.) 28.6

Property Taxes 6.4
100%



