	Public Service Description 

	1. Public Service Title
	Contact Center for Supporting Taxpayers (K.E.F)

	2. Public Organization
	Independent Authority for Public Revenue (IAPR) – A.A.D.E.

	3. Service Description
	K.E.F. (Contact Center for Supporting Taxpayers) is an Integrated Information System designed for supporting Greek taxpayers (citizens and businesses) and Tax Administration employees in their interaction with the Greek Tax Administration. It is a multichannel support center providing interaction through telephone, e-mail, FAX and web page and it is structured in three levels for trivial or more complex requests.


	4. Describe delivery channels for the public service  

	· Requests via telephone: A.A.D.E. Call Center (3 telephone numbers for main tax categories, electronic cash registers and public servants’ assets declaration)
· Requests via FAX (multiple FAX numbers for main tax categories)
· Requests via e-mail (e-mail account for public servants’ assets declaration)
· Requests via web platform (Taxisnet request form)

	5. Describe External Services, consumed by the Public Service


	K.E.F. uses:
· The General (Tax and Custom) Registry
· The TAXISnet Authentication Service
· The European Base registry information source (EORI)
· The Document Management Service of the Ministry of Finance

	6. Describe the Service Workflow
	K.E.F. is operated by two distinct groups of users distributed in three levels. In the first level Call Center agents (1st level Agents) communicate directly with the taxpayers and receive request mainly via telephone, with real time response. They answer most of these requests instantly (First Call Resolution) and they forward the more specialized ones to the upper levels.
In the second level, 2nd level Experts (specialized employees of Department B of the Directorate) are handling these requests, distributing them to the various 2nd level groups of the Directorate of e-Governance (DHLED) or forwarding them to the 3rd level. 2nd level groups of DHLED are also receiving requests from Tax offices (DOY) employees. They process the requests, resolve them or forward them to the third level, where experts from the core of Tax Administration (3rd level Experts) process them.
In order to identify the taxpayer, K.E.F. uses the General (Tax and Custom) Registry. When a taxpayer uses the telephone channel, he is asked to dial his Tax Identification Number (AFM). The system then draws his personal information and presents them to the Agent that receives the call. If the caller is a EU citizen, registered in the European Base registry information source, asking for Custom services, instead of the AFM the system draws his personal information using the Economic Operator Registration and Identification Number (EORI).
If the taxpayer chooses to use the TAXISnet platform in order to communicate with K.E.F., he signs in using the TAXISnet Authentication Service. In that case he is fully identified through a username and a password provided to him by the Tax Administration. The system matches the username with the AFM and presents to the Agent handling the case the taxpayer’s personal information.
[bookmark: _GoBack]The Document Management Service of the Ministry of Finance is used by K.E.F. as a communication channel. The taxpayer submits his request written in paper and the document is digitalized and entered in the Document Management Service. Using a web service, the document is then sent to K.E.F. in order to be processed. In the same way, when a request is answered in K.E.F., it can be sent to the taxpayer as a document created in the Document Management Service.

	7. Describe any other useful information
	K.E.F. aims on the need for effectiveness and efficiency in a citizen-focused approach. Its main goals are to support taxpayers in the use of electronic services, communicate Tax Administration policies and encourage voluntary compliance, providing a timely, satisfying and value-added service. It involves extensive use of new technologies, elaborated tools and multiple channels of communication in order to answer questions and provide guidance. 
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