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CONTEXT
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● During the year under review, the organisation went through enormous change .

● The damage caused by State Capture in general, cannot be underestimated and SARS 

was unfortunately also a casualty in the process; thankfully, the work in rebuilding 

SARS as an institution, as well as restoring public confidence has begun.

● The crippling effect on staff morale is being addressed through enhances employee 

engagements as well as visible rebuilding of the SARS leadership team

● We started to move away from tactical to more strategic measures



OUR VOLUMETRICS
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TAX VOLUMES PROCESSED

TAXPAYERS SERVED IN BRANCHES: 
A new auto assessment workflow was
introduced in June 2019 to auto assess a
segment of taxpayers, in an effort to reduce
the number of visits to branch offices by
taxpayers who did not need to do so. A total of
228 289 auto assessments issued by SARS
were accepted by taxpayers during the 2019
Filing Season.
In comparison with the 2018/19 year, the
number of complaints dropped by 31%. In
the same breath, we acknowledge that 1
complaint is one too many and we will
continue to strive for perfection.
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CUSTOMS VOLUMES PROCESSED

Annual Performance 1 April 2019 – 31 March 2020

For the 2019/20 financial year, SARS
performed 5 832 seizures with an
estimated value of R2.4 billion.

The most significant category of
seizures was Counterfeit Goods
valued at R1.1 billion for the year,
followed by narcotics valued at
R971.4 million and cigarettes valued
at R103.5 million.



THE PAST YEAR…
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During the past year, we commenced work on a few urgent matters with varying degree of progress. To 
mention a few:
● Governance, Integrity and Reputation

○ Address leadership integrity issues

● Building leadership competencies
○ Building leadership engagement with the top 60 leaders in SARS

○ Strengthen leadership arrangements in support of Strategic intent

● Revenue recovery and compliance
○ Re-established the Davis Tax Committee

○ Establish an internal revenue recovery programme

● Strengthening organisational capability
○ Formalised capacity to address illicit activities and tax crime

○ Reviewed the SARS Risk Profiling and case selection methodology



REFLECTING ON THE ECONOMY
● The February 2019 Budget estimated nominal GDP growth of 7.6% for the fiscal year 2019/20 with 

real growth at 2% and inflation at 5.5%. The total revenue estimate based on these assumptions 
was R1425bn. 

● The economy faced serious headwinds as it recorded a nominal GDP growth of 4.6% with real 
economic growth of 0.2% and inflation at 4.4%. The resultant revenue performance was R1356bn.

● These poor economic conditions, high public debt, underperforming SOE’s, unreliable electricity
supply, coupled with lower business confidence has begun to manifest measurably in weaker
economic activities especially in sectors such as Manufacturing and Financial Services.

● By Q4 2019, a contraction in real GDP of 0.4%, 2.9% and 1.0% was recorded respectively in the
Primary, Secondary and Tertiary sectors. This worsened to -11.8%, -7.5% and 1.3% respectively in
Q1 2020. We have seen an increase in retrenchment, lower wage settlements, reduced bonus
payments and a lower growth in consumer spending.
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REFLECTING ON THE ECONOMY
● SARS tax directives for retrenchments in the period under review reflected a total of 287,000 versus

239,000 for the prior year signaling an erosion of the tax base especially for PAYE i.e. the 287,000
represents a number of PAYE contributors that will are likely not to contribute to the FY2020/21 tax
base unless reabsorbed into employment.

● The official Quarterly Labour Force Survey (QFLS) reflected a quarter on quarter unemployment rate
increase of 1% for 2020 Quarter 1 to 30.1%, putting primarily employment taxes under pressure.

● In the year under review a total of 230 Business Rescue applications were received of which 9
related to large businesses and 221 to SMMEs.

● Furthermore, in the period under review A total of 3,480 Liquidations applications were received of
which 61 related to large businesses and 3,419 to SMMEs.
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HIGHLIGHTS
● Growth of revenue collection outperformed economy (5.3% vs 4.6%)

● Nugent Commission recommendations substantively implemented

● Inbound Query volumes declined by >20%

● Taxpayer complaints down by > 30% 

● VAT refund turn-around time reduced from 27.88 to 18.5 days   

● Launched auto-assessment feature for PIT 

● Uptake of eChannel usage >70% (against target of 55%)

● Uptime for eChannels >99%

● 5832 Customs Seizures

● Compliance interventions yielding > R100bn

● SARS Scorecard achievement of 78.22% 
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REVENUE PERFORMANCE
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REVENUE PERFORMANCE FOR 2019/20

Annual Performance 1 April 2018 – 31 March 2019
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REVENUE PERFORMANCE

Annual Performance 1 April 2019 – 31 March 2020

The gross amount of R1.6 trillion revenue
collected represents a year-on-year growth
of (4.6%) amidst deteriorating economic
conditions.

For the financial year ending 31 March 2020,
gross collections were offset by refunds of
R292.0 billion, resulting in net collections of
R1 355.8 billion against the Revised
Estimate of R1 359 billion (R1 358.9 billion),
resulting in a deficit of R3.2 billion (-0.2%).
This represents a year-on-year growth of
R68.2 billion (5.3%).

The ratio of revenue collection growth to
GDP growth (tax buoyancy) is 1.16 for the
2019/20 financial year, which is above the
long-term average of 1.08. Furthermore, a
tax-to-GDP ratio of 26.3% was achieved in a
very weak economic growth environment.
This tax extraction rate is close to the long-
term average of 24.3%.



14

REVENUE PERFORMANCE PER TAX TYPE
PIT, CIT and VAT remain the largest sources of
tax revenue, comprising approximately 80% of
the total tax revenue collections.

The PIT contribution has increased to 39% in the
2019/20 financial year from 38.3% for the prior
year, mainly due to reduced fiscal drag relief.

There was a growth in CIT collections due to
improved company profits, particularly in the
mining and quarrying sector. However, this was
offset by the contraction in CIT provisional tax
payments mainly from the manufacturing and the
finance sectors. These sectors were negatively
impacted by the continuing unreliable electricity
supply, a weak business and consumer
confidence, as well as uncertainty about global
growth prospects.

Domestic VAT collections were below the RE by
R0.1 billion, as high unemployment, sluggish
household income growth and high indebtedness
continued to subdue consumer spending.



SARS DEBT BOOK
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• The debt book as at 31 March 2020 includes the established debt (undisputed) of R108.7 billion, as well 
as the uncertain debt of R68.3 billion, hence bringing the total debt book for the 2019/20 financial year to 
R177.0 billion. 

• SARS is in the process of migrating its tax and customs systems and processes from a modified cash 
basis of accounting to an accrual basis of accounting in line with Generally Recognised Accounting 
Practice (GRAP) standards, prescribed by the Accounting Standards Board.

• Accrual basis of accounting will be applied progressively on the basis of revenue classes/tax products.
• This will result in the simultaneous recognition and measurement of revenue, receivables (Debt book) 

and payables (Credit book) for the selected class of revenue/tax product so that a complete financial 
position is reflected. This change requires a detailed review of the debt management processes, to 
determine what constitutes receivables and payables, and to perform an assessment of what is 
collectable in terms of the applicable accounting standards and account/disclose accordingly inclusive of 
impairments and write offs. 

• This review will be performed on all taxpayer accounts, which includes accounts that have been 
temporarily written off in terms of section 195 and 196 of the Tax Administration Act. 

• Temporary write-offs are debts that may potentially be recoverable (partly or in full), but which are 
uneconomical to pursue at present on grounds of value for money.



ACHIEVEMENT AGAINST 
STRATEGIC OUTCOMES
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OUTCOME 1 – INCREASED CUSTOMS COMPLIANCE

Annual Performance 1 April 2019 – 31 March 2020 17
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OUTCOME 2 – INCREASED TAX COMPLIANCE

Annual Performance 1 April 2019 – 31 March 2020

Compliance rates
Tax Actual Target
PIT filing 52.17% 92.00%

PIT payment 47.15% 75.00%

CIT filing 19.99% 75.00%

CIT payment 64.28% 85.00%

VAT filing 51.46% 90.00%

VAT payment 88.58% 90.00%

PAYE filing 57.38% 80.00%

PAYE payment 86.46% 90.00%

Audit 
Coverage 8.87%

Target: 6%
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Annual Performance 1 April 2019 – 31 March 2020

OUTCOME 3 – INCREASED EASE AND FAIRNESS OF 
DOING BUSINESS WITH SARS
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OUTCOME 4 – INCREASED COST EFFECTIVENESS AND 
INTERNAL EFFICIENCIES

Annual Performance 1 April 2019 – 31 March 2020
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OUTCOME 5 – INCREASED TRUST AND 
CREDIBILITY

Annual Performance 1 April 2019 – 31 March 2020



OUTCOME 5 – INCREASED TRUST AND CREDIBILITY

Annual Performance 1 April 2019 – 31 March 2020 22
Annual Performance 1 April 2019 – 31 March 2020

DELIVERY AGAINST SERVICE CHARTER COMMITMENTS

OUTCOME 5 – INCREASED TRUST AND 
CREDIBILITY



23Annual Performance 1 April 2019 – 31 March 2020

STAKEHOLDER MANAGEMENT

SARS’ credibility is key to the delivery of its mandate, and it is imperative that the organisation rebuild public 
trust. 



24Annual Performance 1 April 2019 – 31 March 2020

The 11 927 permanent employees are 561 less than in the previous year. This is mainly due to cost reduction 
requirements and the lack of funding hinders our ability to address capacity and representation. 

PEOPLE MANAGEMENT



GOVERNANCE, LEGAL AND RISK MANAGEMENT

Annual Performance 1 April 2019 – 31 March 2020

• During the year under review SARS has gone through enormous changes which were necessitated by
the need for SARS to realign itself with an ever changing environment.

• The damage caused by State Capture in general cannot be underestimated.
• Many of the recommendations in the Nugent Report have been substantially addressed.
• It will take resilience, consistent focused effort and time to reverse the breakdown in governance,

rebuild capability and restore public confidence.
• These will not be achieved without a commitment from National Treasury to provide SARS with

adequate resources.
• The work of rebuilding SARS as an institution, and restoring public confidence has begun.
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FINANCIAL INFORMATION
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EXPENDITURE FOR PERIOD 
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STRATEGIC INTENT

Annual Performance 1 April 2019 – 31 March 2020 28



IN-YEAR UPDATE
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COVID–19 FAST TRACKED OUR 
STRATEGIC INTENT AND VISION 2024

VISION 2024
To build a smart modern SARS, with unquestionable integrity, trusted and admired.



HOW DID WE RESPOND?



SARS RESPONSE: It was important for SARS that taxpayers were 
enabled to continue to fulfil their obligations whilst managing the risk of 

infection.We did this through:
 Appropriate Regulations under the Disaster Management Act
 Implementation of the COVID-19 Tax Relief measures
 Reconfigured our way of working by enabling our staff to work remotely
 Stepped up  technology enablement to encourage online engagement
 Increased the use of data and AI to improve the integrity of outcomes
 Branch visits by appointment to minimise the need for unnecessary Q’s
 Increased our communication to employees 
 Increased our communication to taxpayers, traders & tax practitioners

All during the first 100 days of lockdown!
32



2. COVID-19 RELIEF MEASURES



COVID-19 TAX RELIEF MEASURES – SUMMARIZED
SARS had to prepare its administrative systems under severe resource and time constraints to 

prepare for the implementation of the various Tax Relief measures:
1.Employment Tax Incentive extension

2.Employees’ tax deferral

3.Provisional tax deferral

4.Extension of time periods

5.Streamlined special tax dispensation for funds established to assist with COVID-19 disaster relief efforts

6.Skills development levy holiday

7.Fast tracking VAT refunds

8.Deferral for payment of excise taxes on alcohol and tobacco

9.Deferral for filing and first payment of carbon tax

10.Expanding access to living annuity funds

11.Increasing deduction available for donations to Solidarity Fund

12.Adjusting employees’ tax for donations to Solidarity Fund made through an employer

13.Postponing implementation of some Budget 2020 measures

14.Application to SARS for waiving of penalties 34



COVID-19 FINANCIAL RELIEF – QUANTIFIED
The tax relief provided can widely be classified into two categories, namely:
• Deferral of payment – which represents a shift in a due liability from one period in the financial year 

to another but still within the financial year and
• Revenue Cost Impact – which represents an erosion in the revenue base. 
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3. RECONFIGURED 
OUR WAY OF WORKING



OUR WAY OF WORK

WORK

DIGITAL PLATFORM

CONTACT CENTRE

WORK REMOTELY

WORK ON-SITE

VPN ACCESS

- BY APPOINTMENT
- ROTATIONAL SCHEDULES
- FULL TIME 

- PUBLIC HEALTH
- OCC HEALTH (D.O.C)
- SOCIAL DISTANCING MEASURES 3

7

- eFiling
- Mobi App
- SARS Website

- IVR
- Inbound Call
- Help-you-eFile

VIRTUAL AGENT

BASIC ACCESS
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WORK FROM HOME
In light of the ongoing challenges of conducting business during the COVID-19 pandemic, we have
leveraged enabling technology that allow our workforce to work from home through remote working
productivity capabilities.

• We have progressively increased our remote working capability from an initial 3000 users at the
beginning of the lockdown to 9 220 (77%) users working remotely to date - these include our
functional areas such as our Service Channels, Debt Management, Compliance, Back Office
Processing

• Introduction of 2 021 remote virtual agents in our service channels:
• Contact Centre - 638 agents (99%)
• Branch Offices – 1 383 agents (85%)

• Our next phase of this journey focuses on our Auditing and Investigative areas - we are busy
exploring the required enabling technologies to enable complete remote working capability.



HOW WE HAVE ADAPTED OUR MODE OF WORK 
AND RESPONSE AS AN ORGANISATION

Staffing productivity:
To ensure Taxpayer & Trader services during the duration of lockdown, SARS Operations had been
mobilised to sustain services through enabling remote and scheduled in office working arrangements.

The overall productivity rate based on staff availability through our new mode of working – has
progressively improved from Week 1 = 13% through to Week 25 = 94%.

To date R 92 million COVID-19 related expenses: 

(excluding enhanced technology measures costs)

• Expenditure to date R 58m

• Planned expenditure R 32m

3
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4. TECHNOLOGY ENABLEMENT
5. USE OF DATA & AI 
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TECHNOLOGY & DATA ENHANCEMENTS
Change in our routine that we service taxpayers & traders – expanding our reach as well as moving 
from physical engagements to that of virtual engagements through our various Digital Platforms.

• Implemented +30 additional technology and data enhanced functionalities to our digital offering including 
– to name a few:
○ Automated registration for PIT – 139 000
○ Notice of Registration for VAT now available on e-filing – 29 000
○ Taxpayer visits through our  new Branch e-booking system – 176 000
○ Non-filers can now submit supporting documents via the web – 94 000
○ Suspended the need for VAT interviews as a pre-registration requirement – 13 000
○ Developed a streamlined banking details verification process – 440 000
○ Communication via our Unsolicited eMail solution – 133 000
○ Tax Directives applications via eFiling (individuals & practitioners) – 3 200

These enhancements translates into approx. 518 000 taxpayer interactions being 
converted to our digital offering as compared to a previous branch office interaction.

...AND OF COURSE WE PREPARED OUR SYSTEMS TO ALLOW AN “AUTO-ASSESSMENT” FOR 
ABOUT 3.1 MILLION TAXPAYERS



6. BRANCH VISITS BY 
APPOINTMENT



NEW! SARS eBOOKING APPOINTMENT SYSTEM

43

Taxpayer visits through our  
new Branch e-booking 

system – 176 000...



7. COMMUNICATIONS 
EMPLOYEES



Staff Communications - personalized letters, video messages, newsflashes...
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COMMUNICATIONS - INTERNALLY



8. COMMUNICATIONS 
TAXPAYERS, TRADERS & 

PRACTITIONERS 



Taxpayers & Traders - personalized letters, social media, website, TV, webinars, newsprint...
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COMMUNICATIONS - EXTERNALLY



FILING SEASON 2020
Commitment: To invite more than 3 million taxpayers to participate in the expanded use of our auto assessment feature and trust the 
majority will find it easy to use. 

• 3.6 million Auto assessments were invited to participate in the auto-assessment feature.
• The total number of returns filed for the 2020 Tax Season comprises 2 046 464, of which 1497 086 were from taxpayers who were in the auto 

assessment population
• 91.9% returns were received electronically through our eFiling and MobiApp channels
• 477 103 taxpayers that used to file in the branch have opted to file electronically this season
• 174 523 taxpayers filed at one of our branches 
• 86 787 eBookings were made
• More than 1 million taxpayers who were part of the auto-assessment population and who already filed accepted their auto-assessments, which 

represents an overall acceptance rate of 69%.
• 713 664 Accepted the auto-assessment outright
• 783 422 elected to Edit their returns, however, 313 221 did not make any adjustments to their returns

Commitment: To provide at least 8 out of every 10 taxpayers with an assessment outcome in under 3 seconds. This will largely be 
dependent on the infrastructure used by taxpayers e.g. speed of the internet connection used to connect to SARS.

• 85.11% of taxpayers have been assessed in under 5 seconds. 

Commitment: Pay at least 7 out of every 10 taxpayers their refund if it’s due, within 72 hours if nothing else is required to be rectified such 
as a data mismatch, invalid or outstanding banking details, outstanding returns, other outstanding compliance aspects, etc. 

• 90.79% of taxpayers have been refunded within 72 hours

• R13.4bn in refunds have been paid out to 1 240 882 taxpayers 48



FILING SEASON 2020

Commitment: Be specific when we request any outstanding information that is holding up your assessment. 

Commitment: Conclude 7 out of every 10 audits, when an audit is required within 30 days; alternatively improve our 
communication with you to manage expectations. This will be dependent on taxpayer participation and we urge you to be 
responsive when requested to submit additional information in time. 

• 89.23% of Audits have been completed within 21 days (excluding waiting time for taxpayer)

Commitment: Issue letters for late and outstanding returns and impose penalties as prescribed in law immediately after the closing 
dates. We also draw your attention to Government’s approach to the design of incentives and relief measures, which is premised on 
those who are tax compliant.

• No data point (Nb! measured at the end of filing season period)

Commitment: Enforce the administrative steps in terms of the Tax Administration Act including the prosecution of those who fail to 
respond appropriately.

• No data point (Nb! measured at the end of filing season period)

Commitment: Name and shame those convicted of criminal offences. Whilst we are passionate to make it easy for taxpayers to 
comply, we are equally focused on stepping up our ability to detect non-compliance on all fronts.

• No data point (Nb! measured at the end of filing season period)
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CHALLENGES
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● The global and local economic conditions are likely to remain subdued 
and challenging for tax collection.

● The impact and prevalence of corruption are also not useful for tax 
morale.

● Low compliance levels are apparent almost across our entire tax 
base.  

● Funding constraint resulting from continuous cuts in our grant hinders 
our ability to achieve our Vision. 
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