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Abstract 

Communication's role is essential when it comes to fulfilling the citizen responsibilities, among which some are 

considered undesirable (e.g. payments of money to the government through taxes). How can the state intervene so that 

the citizen can realize the importance of these responsibilities? In our opinion, the schemes through which the 

population is educated by communicating the function and importance of taxation for the society. In this context the 

organizational communication can contribute towards transforming the attitude and behavior of individuals and 

groups. The organizational communication is influenced by the processes carried out inside the organization , which 

are in turn influenced by the vital human resources. Building on the topic regarding the importance of organisational 

communication we have decided to research the way this process is carried out inside the tax authority. For a better 

understanding of the phenomenon it is necessary to study the tax authority from the point of view of its main 

responsibilities and objectives. A rise in the voluntary compliance to declaring and paying the tax obligations, which is 

part of creating a more efficient tax collection process, cannot be obtained without creating a better public perception 

regarding the tax authority. We estimate that communication will play a crucial position in changing the organisational 

culture. The National Agency for Fiscal Administration needs to implement a modern communication model, 

implemented based on a scientific basis, making the use of communication strategies a primary objective.  
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1. Introduction 

 
Communication is defined as the information exchange between a minim of two persons, in which one conveys 

a message and the other side receives it, with the condition that the participants share a common language code. 

According to the Romanian dictionary and thesaurus [1], to communicate means to reveal clearly, to publicize, to 

inform, to tell. Communication also represents a way to reach certain objectives. Another definition illustrates 

communication as being the sum of actions which transmit informations under the form of messages, signs or symbolic 

gestures, written texts etc. between two participants named interlocutors, or, more formally, a sender and a receiver 

through means of a communication channel, with the objective of making an impact on the receiver.  
 

 
2. Communication inside the tax authority 

 

If people are the greatest asset of a corporation, communication therefore represents the most important tool to 

realize its objectives. An important role in these circumstances is held by the organizational culture which represent a 

system of values and norms in which the individuals partake. A particular form of communication is the communication 

in public institutions. Communication in public institutions is both internal and external, and is influenced by the size of 

the organization and the importance the management attributes to specific strategies. The studies carried out by 

specialists in the field of communication highlight the disfunctions of this process in the public institutions as compared 

to the way it is carried out in corporations. Most studies reveal the fact that not much importance is given to 

communication inside the public institutions, with no specific activities designed to sustain this process. The effect of 

this lack of action can be seen in the day to day life of the common citizen. Lack of coherence regarding the efficient 

communication regarding the objectives of the public institutions causes distrust among citizens (Popescu, 2007).[2] 

 Conveying the information through a “clerk-specific” language represents a communication barrier. 

Developing the communication abilities of the civil servants, adapting their language to the evolutions/trends in the 

modern society, decisional transparency, the periodical assesment of the communication process are only part of the 
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measures designed to ensure a change of the public institution's image in the eyes of the citizens. Such measures can be 

implemented by organising training courses in the field of communication and by creating specific teamwork 

processes, by listening to one another, through active listening during meetings, via teambuilding actitivies etc. An 

important role in promoting a modern communication is held by the management of the institution, which need to 

prove their ability. The management holds an essential posibition in evaluating the communication through a feedback 

process, which is the final step in the communication cycle. It is important for the sender to check whether his message 

was properly understood. Public relations is a management function that establishes and maintains mutually beneficial 

relations between the institution and the general public. Succesfully reaching its objectives is dependant upon this. 

Building on the topic regarding the importance of organisational communication we have decided to research the way 

this process is carried out inside the tax authority. For a better understanding of the phenomenon it is necessary to study 

the tax authority from the point of view of its main responsibilities and objectives.  
 The tax authority is identifiable with the tax offices, which are structured in Romania under the umbrella of 

the National Agency for Fiscal Administration, which in turn is subordinated to the Ministry of Public Finances. 

 National Agency for Fiscal Administration is organized into 8 Public Finance Regional Directorates [3]: 

- Regional Directorate BUCHAREST; 

- Regional Directorate PLOIESTI; 

- Regional Directorate TIMISOARA; 

- Regional Directorate CLUJ-NAPOCA; 

- Regional Directorate IASI; 

- Regional Directorate BRASOV; 

- Regional Directorate CRAIOVA 

- Regional Directorate GALATI. 

 Within the National Agency for Fiscal Administration the General Directorate for Large Taxpayers was 

created. 

 Applying the tax legislation norms relates to interferences between, one one hand, the state through the 

National Agency for Fiscal Administration and its regional structures (collecting income of the general consolidated 

budget), and, on the other hand, the taxpayer, as well as other persons who possess  rights and obligations in this 

rapport [4]. 

 While exerting its duties the tax authority, through the responsible bodies, need to play an active role. Playing 

an active role involves letting the taxpayer know which are his rights and obligations in order to carry out its business 

activity in the spirit of the law, an objective examination of the state of facts and offering legal assistance to the 

taxpayer. When analyzing the legal stipulations, especially those stated in the Fiscal Code Procedure [5], and the way 

in which the actual fiscal administration function is carried out, one can derive the importance the communication has 

in this process. Declaring and enforcing the taxes and revenues, the tax registers of the taxpayers, judicial enforcement  

of tax obligations, tax refund, fiscal inspection and especially the activity of assisting and guiding the taxpayers are all 

examples of processes inside a tax administration which require an extensive level of communication between the 

public servants and the taxpayers. The way in which the communication takes place between the tax authority and the 

taxpayer is covered in the Fiscal Code Procedure [6]. We are therefore talking about a specific type of communication, 

covered by procedures and a strictly specialized code.  

According to Article 8 from the Fiscal Code Procedure the official language of communication inside the fiscal 

administration is the Romanian Language. 

Communication of the tax-related documents can be achieved in the following ways: 

- by handing it over to the taxpayer/fiscal representative, under signature for reception; 

- through registered mail with a receipt confirmation; 

- via electronic means of communication, if the taxpayer has opted for this; 

- by publicising a notice inside the tax office premises and on the official website of the National Agency for 

Fiscal Administration.  

According to the current law, communication by advertising is a last resort of transmitting the information 

regarding tax administrative documents and is only utilized when all other methods have failed. Communicating the tax 

administration documents and closely respecting the communication procedure plays a crucial role in the tax law, in the 

sense that all tax administration documents are binding to the taxpayer and become effective only if they were 

transmitted and at the date they were officially communicated by following this procedure. 

An important part of the tax administration is filling the income tax returns by the taxpayers. This process 

surely involves two-way communication, with the information flowing from the taxpayer to the tax authority. 

The income tax returns can be submitted in one of the following ways: 

- at the registration office of the competent tax office; 

- through registered mail with receipt confirmation; 

- by electronic means or by remote transmission systems. 

 Taxpayer guidance provided by the assistance department is achieved through: 
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- handing out the income tax return forms; 

- providing an electronic platform for filling and submitting the tax returns; 

- creating guides, brochures, flyers; 

- disseminating articles, press releases and other informative materials through the media; 

- working groups with various taxpayers; 

- special education programmes regarding taxation. 

 Taxpayer assistance is ensured through direct means of communication such as conversations at the tax office 

premises, written correspondence, email and phone calls. 

 The internal communication specific to the tax authority involves both horizontal and vertical communication. 

Inter-departmental collaboration is achieved according to the Organizational and Functioning Regulation and the 

Regulation of Internal Order. The flow of processes, activities, sub-activities specific to the tax authority are fulfilled by 

the human resource assets by means of direct, electronic and written communication. Public servants hired by the tax 

authorities have the right and the obligation to take part in the training courses organized by the institution according to 

the Annual Training Scheme. Over the past year, the internal training measures for the public servants from the tax 

administration body included communication models. 

 National Agency for Fiscal Administration – through its General Directorate for Human Resources, after 

analyzing the yearly staff performance evaluation reports, has identified the need to develop the communication ability 

of the employees. To this end a great deal of employees took part in communication courses. A rise in the voluntary 

compliance to declaring and paying the tax obligations, which is part of creating a more efficient tax collection process, 

cannot be obtained without creating a better public perception regarding the tax authority. Therefore, in 2015, the 

Capital Magazine [7] published the findings of a survey carried out by the National Agency for Fiscal Administration 

regarding the voluntary compliance. The survey was applied to a number of 13.500 taxpayers and 1.500 public servants 

and has highlighted the fact that whilst 96% of the taxpayers report their income voluntary, only 1/3 of them fulfills the 

tax obligations out of their own initiative. According to the survey, the factors making the voluntary compliance more 

difficult are: 
 

Table no. 1 - From the point of view of the taxpayers 

Reason Taxpayers (%) 

Legislation 53 

Tremendous fiscal pressure 28 

Ambigous procedures 30 

Economic crisis 15 

Negative attitude (indifference, distrust, bad intentions) 7 

Lack of information 6 

Lack of education in the fiscal field 5 

Corruption 3 

Others (high costs, dishonest competition) 16 

Refused to answer/Do not know 3 

Source: Survey carried out by the NAFA, published in Capital Magazine 
 

 

 

 
Table no. 2 - From the point of view of the public servants 

Reason Taxpayers (%) 
Legislation 46 
Tremendous fiscal pressure 17 
Ambigous procedures 19 
Economic crisis 38 
Negative attitude (indifference, distrust, bad intentions) 10 
Lack of information 18 
Lack of education in the fiscal field 9 
Corruption 1 
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Others (high costs, dishonest competition) 23 
Refused to answer/Do not know 0 

Source: Survey carried out by the NAFA, published in Capital Magazine 
 

Table no. 3 - Based on taxpayer categories 
Category Natural Persons Small 

Enterprises 
Medium 

Enterprises 
Large 

Enterprises 
Neutral/indecisive 9 9 9 11 
Voluntary Compliance 26 28 29 32 
Compliance through 

enforcement procedures 

32 31 26 19 

Licit tax evasion  17 19 25 31 
Illegal tax evasion 15 14 10 7 

Source: Survey carried out by the NAFA, published in Capital Magazine 
 
 
 
3. Conclusions 

 

When looking at the factors making voluntary compliance difficult and at the voluntary compliance numbers 

based on taxpayer categories, the following reasons appear to be important: 

• ambigous procedures; 

•  negative attitude (indifference, distrust, bad intentions); 

• lack of information. 

It is our opinion that these factors are caused both directly and indirectly by a deficitary communication. The 

National Agency for Fiscal Administration objective to increase the degree of voluntary compliance, to increase the 

taxpayer's satisfaction with the integrity of this institution and the quality of the services provided, cannot be achieved 

without making important changes to the organisational culture first. We estimate that communication will play a 

crucial position in changing the organisational culture. The National Agency for Fiscal Administration needs to 

implement a modern communication model, implemented based on a scientific basis, making the use of communication 

strategies a primary objective. The measures proposed by us relate to different communication strategies based on the 

level of competence. Therefore, it is necessary to establish a Bureau of Information inside each tax office, a department 

which will provide general informations about the institution, its responsibilities, the working schedule, management 

availability for appointments with the taxpayers etc. Moreover, the “One stop counter” concept needs to be 

implemented so that all enquiries related to taxation can be centralized. The “One stop counter” will be able to hand 

documents generated by other tax office on the taxpayer's request (proof of income, certificates of fiscal residence etc.). 

This will enable the organisation of the entire fiscal activity through a front-office and back-office system, a 

delimitation which will require a rigurous personnel selection process to assist the functioning of the newly-established 

structures. 

Tax-related problems with a complex nature, which involve the interpretation of the norms laid out in the Fiscal 

Code and Fiscal Procedure Code will from thereon be solved by the “Services for taxpayers” department. Such 

measures [8] regarding the organizational culture need to be implemented at the same time with revising the work 

procedures, continuing the training schemes for the public servants in the field of communication, development and 

promotion of electronic channels of communication. We believe that discussions with the representatives of the civil 

society would be particularly useful, with the aim of promoting the importance of tax collection. Succesfully achieving 

the communication strategy objective involves the elaboration of an annual communication plan. This will comprise of 

clear steps, implementation deadlines, responsibilities, measuring techniques and performance indicators. The measures 

taken to improve the communication of the tax authority will lead to a higher level of trust in the institution and a 

higher degree of voluntary compliance to report and pay of the fiscal obligations.   
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