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VISION STATEMENT
A World Class Revenue Authority Delivering 

Excellence in Revenue Collection, Border 

Protection, Trade and Travel Facilitation.

MISSION STATEMENT
Helping Fiji Grow As A Leading Contributor 

And Funder Of Sustainable Economic, 

Security And Social Initiatives.

CORE VALUES
One Organization 

Integrity 

Leadership

Valuing Employees

Results Focus

Partnership Development
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CEC  Customer Enquiry Centre

CIS  Compliance Improvement Strategies 

EMS  Employer Monthly Summary

FFIU  Fiji Financial Intelligence Unit 

FNPF   Fiji National Provident Fund

FRCS  Fiji Revenue & Customs Services

HWIs  High Wealth Individuals

IMF  International Monetary Fund 

MOU   Memorandum of Understanding 

PAYE  Pay as You Earn

RAPT  Risk Assessment & Planning Team 

REALB  Real Estate Licensing Board

RDF	 	 Risk	Differentiation	Framework	

SMEs  Small and Medium Enterprises 

SMS  Short Message Service

TALP  Tax Agent Lodgment Program

TCC	 	 Tax	Compliance	Certificate

VAT  Value Added Tax

ACRONYMS / ABBREVIATIONS
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I am delighted to present you the 2017 – 2018 Compliance Improvement Strategy which outlines a road map for us as an 

organization to improve our customer service delivery and consequently build a healthier community and a stronger Fijian 

economy.

The	process	of	formulating	the	Compliance	Improvement	Strategy	cascades	off	our	Strategic	Plan	that	has	enabled	us	to	

take stock of past successes and failures to determine our future goals. The four key strategic drivers to achieve our strategic 

goals are People, Technology, Legislation and Partnership.

The 2017 – 2018 Compliance Improvement Strategy is a testament of our resolve to achieve results through our core 

functions	as	well	as	our	duty	to	engage	stakeholders	and	the	community	to	fulfill	their	civic	duties	by	paying	their	taxes.	As	

an organization we aspire to better serve our customers and be responsive to the unprecedented challenges of the 21st 

century. Our main focus this year is VAT compliance as well as those who under-declare or do not declare their correct 

wealth.	We	have	also	shifted	our	focus	on	the	high	wealth	individuals,	who	have	a	number	of	assets	both	locally	and	off-

shore and are directors of various companies.

We have to ensure that compliance by the wealthiest individuals improves, so that the public can see that the administration 

is fair and that no individual, no matter how wealthy or well-connected is above the law.

Similarly, people should understand that VAT is trust money and once collected by the businesses, should be remitted to 

FRCS on time. This basically means VAT Registered Persons are only agents of the government who collect and remit VAT 

to FRCS. However, if VAT is only collected and not remitted, businesses are in fact stealing from the public which is a serious 

offence.	We	have	noted	in	the	past	that	businesses	whose	turnover	is	more	than	$100,000	a	year,	have	not	registered	for	

VAT.	Inflated	refund	claims,	falsifying	of	invoices	and	claiming	from	unregistered	suppliers	are	some	of	the	key	issues	that	

we continuously discover for VAT returns.

I	am	confident	that	with	the	collaboration	of	our	talented	staff	and	teams	together	in	partnership	with	our	Stakeholders	that	

the goals we aspire to achieve in time will translate into milestones which we can all be proud of.

Sincerely,

……………………………………

Mr. Visvanath Das

Chief Executive Officer

FOREWORD
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Fiji Revenue & Customs Service (FRCS) as a Tax and Revenue collecting agent for government, collects taxes in accordance 
with the law. Following the introduction of CIS 2016/2017, FRCS has collected a considerable amount of taxes through 
voluntary compliance, bearing in mind that non-compliance is kept to a minimum.

The key objective of CIS 2017/2018 is to take more proactive measures to enhance voluntary compliance. Tax obligations 
placed on a customer is going to vary from one tax type to another and from one jurisdiction to the next. However, the four 
major broad categories of customer obligations remain same for all customers, irrespective of jurisdiction, these are:

  Registration in the system

	 	 Timely	filing	or	lodgment	of	tax	returns

  
  Reporting of complete and accurate information

  Payment of taxes on time

INTRODUCTION

Tax Revenue Collection
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The CIS 2017/2018 will promote transparent and consistent treatment by FRCS to enhance customer	confidence	of	the	
self-assessment and voluntary compliance environment.

The Compliance Strategies for this year will incorporate an additional three strategies for Customs – All Traders, High Wealth 
Individuals (HWI) and Value Added Tax (VAT). The following is the list of strategies for CIS 2017/2018:

• Customer Services
• Large & International customers
• Construction industry
• Real Estate industry
• Supermarket industry
• High Wealth Individuals (HWI)
• Value Added Tax (VAT)
• Customs – All Traders

The strategies in CIS 2017/2018 will enable FRCS to achieve its objective of serving ‘Traders, Travelers and Taxpayers’ towards 
committing to their tax obligations and enhancing Voluntary Compliance.
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OUR JOURNEY

Improved Tax Services

Customer education is the bridge, linking FRCS to its stakeholders and is the key tool to transform tax culture in Fiji. Through 
the recommendations of the CIS 2016, we have implemented a number of new initiatives in which FRCS has better access 
to its customers. The list of initiatives undertaken by FRCS are as follows:

Customer Call Centre
In order to improve customer service, FRCS has established a call center where customers can enquire 

about	their	tax	obligation	from	7am-6pm	by	our	experienced	staff.

JEDI Team
A team has been set up to issue FRCS/FNPF joint card to assist customers. Jedi team also visit remote 

areas to register customers.

Establishment of Outbound Call Centre
New Registrants are reminded of their tax obligations before the returns are due and are also assisted 

on	their	return	filing	by	the	outbound	call	centre.

E-Payment of Taxes
Customers can now pay their taxes online. This reduces queuing at the Customer Service Centre for 

tax payment. This ease of payment enables customers to access the internet at their own leisure time 

to pay their taxes accordingly.

Data Cleansing Project
FRCS is currently updating all Taxpayer Registration Information. This initiative is undertaken in line 

with	FRCS’s	strategy	to	modernize	its	processes	and	systems	to	provide	efficient	taxpayer	services	that	

will enable online lodgments, payments, real-time updates and access to tax information. This will be 

made possible in future with the introduction of a robust Online Taxpayer Portal.

Introduction of New Tax Forms
This initiative enables customers to have more user-friendly service while completing the relevant tax 

forms. The relevant sections are quoted from the tax legislations for any tax implications and penalties 

levied on the Notice of Assessment.

PAYE EMS Lodgment
Since	PAYE	has	become	a	final	and	self-assessed	tax,	employees	are	not	required	to	lodge	their	yearly	

income	tax	returns.	The	final	responsibility	has	now	shifted	to	the	Employers	who	lodge	an	Employers	

Monthly	Summary	 (EMS)	 that	specifies	 the	correct	amount	of	PAYE	deducted	 from	an	employee’s	

salary and remitted to FRCS.
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Public Education Programme

Enforcement

Tax Education Programs
Our Public Relations and Marketing team are continuously providing awareness to the general public 

on their tax obligations. This includes industry awareness, rural community visits, media talk back 

shows. A recent workshop to all construction industry enabled FRCS to better provide service to 

general contractors, sub-contractors, plumbers and electricians.

Social Media
FRCS is also using Facebook and YouTube to upload public notices and other tax information to create 

wide	public	awareness.	In	addition,	Facebook	profiling	for	‘Buying	and	Selling’	is	also	being	diligently	

monitored for recurring sales to ensure that qualifying customers are registered for tax and complying 

with the tax obligations.

Partnership
As part of its public education campaign, FRCS has partnered with various associations such as 

PITAA, OCO, FIA. Through this partnership, it is able to conduct events such as seminars, workshops 

and business clinics. At these events, taxpayers’ rights and responsibilities are made clear and the 

participants	are	familiarized	with	the	various	forms	for	filing	taxes	and	made	aware	of	any	changes	to	

tax policies.

Use of Third Party Information
FRCS has signed MOU’s with various stakeholders to extract third party data. Currently FRCS has MOU’s with 

Fiji Immigration Department, Fiji Police Force, FNPF, Registrar of Companies, Land Transport Authority, and 

other stakeholders. This enables FRCS to use data whenever required to conduct audit and investigations on 

fraudulent taxpayers.A Whistle Blower policy is also in place to enable customers to report FRCS any fraudulent 

activities been carried out and receive a commission of up to 10% of the amount recovered in taxes.

Audit and Investigation (Integrated Tax & Customs)
Black	 Economy	 profiling	 is	 now	 on	 the	 move!	 Businesses	 are	 making	 huge	 profits	 and	 not	 declaring	

their correct income to FRCS. These businesses generally do not issue receipts to customers and thus it is 

not recorded anywhere. Unfortunately, most of us do not demand a receipt from these SMEs. All high risk 

customers are referred to Audit & Compliance for thorough audit of customers. It is time that a door to door 

project is undertaken to track these customers, who are evading huge taxes.

Prosecution
All fraudulent cases are referred for investigation and legal prosecution. Currently FRCS is also publishing the 

fraudulent activities been carried out to make the public aware of the consequences and use of full brunt of 

laws for non-compliant behaviours.

Door to Door Project
This project is conducted to detect non-registration, non-issuance of tax receipts to consumers and 

identification	of	tax-evaders.	Door-to-door	visits	in	major	cities	and	towns	around	Viti	Levu	and	Vanua	Levu.	

Based	on	interviews	and	records	profiled	so	far,	the	level	of	non-compliance	over	various	tax	issues	are	as	

follows- Suva (Central) approximately 36 % and Lautoka (Western) – approximately 42%. In total 22 cases were 

referred for further investigation and possible prosecution.
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UNDERSTANDING COMPLIANCE
The strategic objective of the Compliance Improvement Strategy is to increase voluntary compliance whilst at the same time lowering 
compliance	costs	for	taxpayers.	Therefore,	FRCS	intends	to	influence	all	customers	to	comply	with	their	tax	obligations.	The	following	
compliance	areas	and	corresponding	risks	have	been	identified	through	our	risk	management	process:

The willingness and behavior of a customer to meet tax obligations has a major impact on compliance levels. In order to achieve the 
optimal	level	of	compliance,	it	is	necessary	to	pay	attention	to	customer	behavior	and	the	methods	of	influencing	behavior.	This	will	
assist	the	tax	administration	in	choosing	the	most	efficient	(low	costs)	and	effective	(best	outcome)	way	to	treat	such	behaviors.
This is better explained in the OECD Compliance pyramid and behavior model shown below: -

Compliance Areas Compliance Risks

Registration New & Existing businesses fail to register

Filing Failure	to	file	tax	returns	on	time

Payment Failure to pay taxes on time

Reporting Failure to accurately declare income



Compliance Improvement Strategy (CIS) 2017 - 2018

10

UNDERSTANDING COMPLIANCE
Moreover, according to the objective of voluntary compliance, it is important to determine the root cause of non-compliance. 
The	strategies	 identified	in	the	CIS	2017/2018	will	enable	FRCS	to	better	profile,	facilitate,	 identify	and	guide	customers	
towards voluntary compliance.

FRCS is now using internal and external data to target non-compliance. Below are some of the tactics we employ:

a)  A High Wealth Individual (HWI) database is currently being compiled. This will allow FRCS to place more emphasis on 
understanding	the	complexity	of	high	net	worth	individuals’	tax	affairs,	the	amounts	of	tax	revenue	potentially	at	stack	
through	aggressive	tax	planning	and	the	effect	of	the	compliance	behavior	on	the	overall	integrity	of	the	tax	system

b)  Data Matching through ASYCUDA World for customs related transactions.

c)  Extraction of country trade statistics online via IMF website. Access to Macroeconomic & Financial Data (Direction of 
Trade Statistics (DOTS).

d)  Implementation of SMS platform for new registrants, missing returns and payables

e)  Analysis of Data from 3rd parties such as Fiji Electricity Authority, Land Transport Authority, Car Dealers, Municipal 
Councils and Insurance Companies

Whilst examining these factors, we are determined to fully understand the underlying issues driving non-compliant behavior. 
This will allow us to remedy the problems rather than focus on responding to their symptoms. As a result, we will improve 
services, develop sustainable increases in revenue and foster a well-functioning and fair business environment.
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OUR APPROACH TO 
IMPROVING COMPLIANCE
In many instances, aggressive Tax Planning and Tax Evasion 
are being proactively practiced as a normal part of doing 
business. Revenue Administrations Strategies to improve 
tax	compliance	differ	across	countries	and	regions.	One	size	
does	 not	 fit	 all	 emphasizing	 that	 compliance	 improvement	
strategies need to be tailored to each country’s circumstances. 
To address these issues, FRCS has put measures in place to 
engage customers in a more Pro-Active approach highlighting 
that non-compliance will not be tolerated whilst at the same 
time developing a framework that makes it easy for customers 
to comply.

a) Measures for Facilitating Compliance
A Risk management approach to compliance increases our 
efforts	 to	 differentiate	 our	 engagement	with	 large,	medium	
and small customers, based on the relative likelihood of 
non-compliance and the consequences of any potential non-
compliance. This enables compliance resources to be used in 
an	efficient	and	effective	ways,	for	example,	 if	a	customer	is	
in a lower risk category, FRCS support services assist them to 
comply and the lower intensity of our compliance activities 
reduces compliance costs.

Below are some of the compliance activities that will be 
undertaken by FRCS:
•   PAYE (Pay as you earn) – Site inspections to be carried out 

to ensure workers’ pay PAYE taxes and that EMS monthly 
returns	are	accurate	and	filed	on	time.

•   Public awareness of tax obligations by FRCS’s Public 
Relations Team

•   Guidelines available on the website for new registrants 
on their tax obligations

•   Workshops for construction companies enhance their 
registrations	and	filing	obligations

•   Lodgment Enforcement Unit (LEU) to visit customers who 
are	non-filers	and	de-register	where	applicable

•   Talk Tax articles available on website to update on the 
latest tax issues and changes in policies

•   MOUs with various entities to ease the release of relevant 
third party information in a timely manner

•			 FRCS	 officials	 to	 attend	 Fiji	 Institute	 of	 Accountants	
workshops and conferences to communicate better with 
tax agents, stakeholders and other associated parties

•   TV advertisement and media release for tax obligations
•   Awareness sessions with continuous VAT Refund and low 

VAT payable with high turnover
• VAT Monitoring System (VMS) to be implemented by 

December,2017
• Site inspection & surveillance for new registrants/

suspicious entities
• Awareness in the media for customers to demand 

receipts/invoices
• Publish names of periodic non-lodgers in the media

b) Measures for Dealing with Non-Compliance
The main tool for detecting non-compliance is analyzing and 
matching information reported to us by customers and third 
parties,	such	as	financial	institutions	and	regulatory	agencies.
FRCS’s Intelligence Network comes in the form of engagement 
in the community via associations, network of informants, the 
Whistle-Blower policy and foreign partner governments.
FRCS is also expanding its information matching capabilities 
and exploring MOU opportunities with related parties to 
extract	 useful	 information	 for	 risk	 management	 profiling	
and tax purposes. More intensive actions using the full force 
of	 the	 law,	 including	 investigations	 and	 audits,	 issuing	 final	
notices, imposing penalties and taking legal actions, such as 
an administrative summon, garnishee, and prosecution of tax 
evaders.
A recent survey by various sections of FRCS in addressing non-
compliance	is	reflected	below:
• Door to Door Project conducted to detect non-registration 

and non-issuance of a tax receipt to consumers
• Fiji Financial Intelligence Unit (FFIU) to disseminate 

confidential	 cross	 border	 information	 for	 audit	 cases	
involving tax evasion.

• Sending Vodafone SMS messages to remind customers 
of their tax obligations

• Blast email reminders for monthly lodgment of EMS
• Facebook	Profiling	for	recurring	sales
• RDF	profiled	customers	for	Audit	&	Compliance
• High Wealth Individual database being built
• Third-party data extraction from other related entities
• Pilot project on VAT Monitoring System (VMS)
• Audit of accounting systems, especially with large 

taxpayers, instead of individual transaction checking
• Integrated Audit (IT, VAT, Customs VAT)- FITS & ASYCUDA 

World data matching

Furthermore, CIS 2017/2018, our approach to improving 
compliance focuses on moving more towards Stakeholder 
Engagement Forums and Communication Strategies to assist 
customers and inform stakeholders on the importance of 
filing	tax	returns	correctly	and	on	time.	The	sectors	that	were	
part of these stakeholder forums are Construction, Tourism, 
Duty Free, Supermarkets, Hardware companies, Real Estate 
Sector and Retailers.

Moreover, FRCS is now actively engaging with its stakeholders 
to educate and assist them on their tax obligations. Apart 
from stakeholder forums, FRCS is now proactively engaging 
and visiting business houses to educate them on their tax 
obligation	 and	 at	 the	 same	 time	 assisting	 them	 to	 file	 their	
tax returns correctly and on time. The proactive engagement 
is also complimented with tools such as an online platform 
where customers can update their details and raise queries 
from the comfort of their homes via the MySay and MyInfo 
portals on FRCS website.
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OUR APPROACH TO 
IMPROVING COMPLIANCE

UNDERSTANDING OUR 
COMPLIANCE STRATEGIES
The Compliance Strategies remain the same as launched last year but with an inclusion of Customs – All Traders, High 
Wealth Individuals (HWI) and Value Added Tax (VAT) is part of CIS 2017/2018:

•  Customer services
•  Large & International customers
• Construction industry
•  Real Estate industry
•  Supermarket industry
•  High Wealth Individuals (HWI)
•  Value Added Tax (VAT)
•  Customs – All Traders

Each strategy follows the same template and is comprised of seven panels of information. These panels are:
1.  Strategy Overview – A brief narrative describing the strategy.
2.		 Segment	Profile	–	The	key	characteristics	of	the	customers	the	strategy	applies	to.
3.  Key Compliance Risks – The risks that we are focused on for the year.
4.  Risk Treatments – The service and enforcement-related actions we will take.
5.  Compliance Indicators – Metrics we will monitor to ensure a strategy’s performance.
6.		 Workflows	–	Resources	reserved	to	support	a	strategy	for	the	year.
7.  Capacity Development – Internal activities to build necessary capabilities.

The strategies for each sector/industry is accompanied by an action/work plan together with a status report, which basically 
summarizes the One-Page Compliance Strategy. At a regular interval, the compliance indicators in each strategy (panel 5) 
will be reviewed by the FRCS Compliance Council which is made up of Executive members of FRCS and supported by the Risk 
Assessment and Planning team who regularly update quarterly on compliance activities undertaken by FRCS.

In extending our risk management approach, FRCS has also included Customs- for All Traders, High Wealth Individuals 
(HWIs) and Value Added Tax (VAT) in the Compliance Improvement Strategy for 2017/2018. This enables us to integrate data, 
internal	and	third	party	information	to	profile	traders,	travelers	and	taxpayers	under	one	umbrella	vastly	improving	our	risk	
management processes.

There	is	no	standard	definition	of	HWI,	but	it	is	generally	understood	to	mean	individuals	who	have	accumulated	net	worth	
to	the	level	that	places	them	at	the	very	top	of	the	wealth	scale	in	a	country,	or	globally.	Net	worth	or	wealth	is	defined	as	
the	value	of	financial	assets	plus	real	assets	(land	and	buildings)	owned	by	individuals	and	their	immediate	families,	less	
their liabilities.

In a similar manner, Value Added Tax (VAT) is a tax on spending that is levied on the supply of goods and services in Fiji at the 
rate of 9%. The VAT Decree requires most businesses and organizations involved in taxable activities in Fiji to:

• Register for VAT with FRCS within 21days of becoming so liable;
• Charge and collect 9% VAT applicable to the range of goods and services they supply
• Lodge their VAT Returns and pay the VAT collected to FRCS when due

An analysis of VAT customers for the past 3 years shows the following:
• 16% lodge nil returns
• 22% have refund claims
• 10%	pay	only	in	the	range	of	$0-$1000

This	analysis	provides	our	office	with	an	insight	on	which	customers	to	focus	on.	Improving	voluntary	compliance	shall	be	
our	first	option,	however	deliberate	attempt	to	avoid/evade	tax	will	be	subject	to	more	stringent	measures.
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THE RISK DIFFERENTIATION 
FRAMEWORK [RDF]
The RDF is a well implemented strategy that was introduced in the 2016 CIS. All customers based on their industry and 
segment	type	were	placed	in	four	different	quadrants.	These	were	high,	medium,	low	risk	and	key	customers.	A	brief	of	
each quadrant is discussed below.

Higher Risk Customers
FRCS will assign more resources into these customers for continuous reviews. Reasons being these customers tend to know 
the tax legislations very well and are involved in tax avoidance / evasion tactics. FRCS will engage in comprehensive audit 
and other intensive risk based analysis. For higher risk customers, FRCS will use formal powers of information gathering if 
customers are not transparent in their dealings with us.

Medium Risk Customers
FRCS will undertake more targeted activities for these customers to deal with compliance issues. These activities are more 
likely to be reviews and audits. Customers may be contacted to seek assurance that a particular transaction has been treated 
correctly. These customers may fall into the high-risk category if an adequate response is not provided in a timely manner.

Lower Risk Customers
Customers	in	this	category	will	be	provided	more	tax	education	and	awareness	on	compliance	issues.	These	may	include	filing	
returns on time, correct declaration of income earned, paying taxes on time and an update on new policies implemented.

Key Customers
These	customers	generally	file	their	returns	and	pay	their	taxes	on	time.	Based	on	their	total	turnover,	a	fair	amount	of	tax	is	
also paid. Customers are expected to fully disclose their income and discuss with us any debatable issues as they arise. FRCS 
will assign the necessary resources to ensure a good working relationship and increase our understanding of these entities.

RDF Feedback
A	total	of	1169	high	risk	customers	from	all	industries	were	identified	for	the	2013	and	2014	tax	years.	From	these,	486	
customers	were	fully	audited	for	Income	Tax	and	VAT.	Ultimately,	this	generated	a	total	cash	collection	of	over	$18m	which	
shows	that	our	risk	profiling	systems	are	developing	and	improving	as	we	gain	more	experience	in	this	area.
FRCS Audit Team is currently investigating the remaining high risk cases with substantial additional taxes in the pipeline. In 
most cases, high risk customers are complex in nature and may take a lengthy period to fully complete the audit. FRCS’s Risk 
Assessment & Planning Team is now in the process of identifying high risk customers for the 2015 tax year.
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WORKING WITH YOU 
TO GROW FIJI
FRCS will be launching the CIS 2017/2018 by the end of October, 2017. This will enable FRCS to better gauge the compliance 
level	and	boost	voluntary	compliance.	Since	the	new	financial	year	ending	is	as	at	31st	July,	it	is	time	that	strategies	are	set	
before	the	new	financial	year,	to	achieve	the	ultimate	level	of	compliance	and	enhance	revenue	collection	in	Fiji.

To improve voluntary compliance and tax awareness FRCS will undertake the following activities through our Public Relations 
and Marketing team:

Advertisement Particulars

Television Media Coverage atleast once a week

Newspaper Media Coverage atleast once a week

FRCS Website Public Notice, Press Release, Video Tutorials, TV 
Ads.
Banner rotation on a monthly basis (latest updates)

Tax Talk Articles 1 article per month

Facebook page Public Notices, Press Releases, TV Ads, Video 
Tutorials

YouTube Channel Public Notices, TV Ads & Video Tutorials

Radio Talk Back Shows Partnership with Ministry of Information

Ads in Customer Enquiry Centre Use of TVs in CEC for awareness

FRCS looks forward to all readers to follow the compliance strategies and indicators to see the 
percentage of customers who are compliant and the level of non-compliance in Fiji. Let’s hold 
hands and help Fiji Grow, for the betterment of all Fijians.
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COMPLIANCE STRATEGIES 
FOR 2017/2018
In	the	remainder	of	this	document,	you	will	find	our	annual	strategies	for:

1.  Customer Services

2.  Large Customers

3.  Construction

4.   Real Estate

5.  Supermarket

6.  High Wealth Individuals (HWI)

7.   Value Added Tax (VAT)

8.  Customs (All Traders)
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Compliance Strategy: Customer Services
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Compliance Strategy: Large & International Customers
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Compliance Strategy: Construction Industry
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Compliance Strategy: Industry – Real Estate
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Compliance Strategy: Industry – Supermarkets
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Compliance Strategy: High Wealth Individuals (HWIs)
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Compliance Strategy: Value Added Tax (VAT)
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Customs Compliance Strategy: All Traders
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