






















































































































































































































































































































































































1. For existing cases: 

 For an open activity/case:  
 Contact the activity/case owner (including other business lines) to 

understand the scope of the activity/case and its impact on your case.  
 Discuss with the approving officer how to proceed with the case.  

 For other business line cases, if confirmation is received that the case 
officer will proceed to include your notifier, place a note on your case, and 
wait for the outcome of their case before taking any further action.  
Ensure you monitor their case. 

 Update Notes as required. 

 Where the open case is any of the following project names reallocate the 
case to the officer holding the ATO initiated case and change the EN 
case's project code as follows: 

 

 

 

 

 

The original ATO initiated case project named case can then be closed as 'Early exit'.   

  How to action the EN case: 
 The EN case is to remain open. 
 The cycle time of the original ATO initiated case is the EN 

case's new cycle time. 
 The ATO initiated case procedures are to be followed 

continuing from the stage of the ATO initiated case. 

 For a closed activity/case:  
 Access previous activities or case report/file. 
 Determine if your notifier’s issue has been previously addressed. If this is 

the case consider NFA 
 If information already obtained for another activity/case is relevant to your 

case add a note referencing the activity/case id. 

Project name Project code 

Disengaged Revisit Audit 1-BXB6YGX 

SG ATO Initiated Disengaged Revisit Audit Tracking 1-DET9674 

Stratified Sampling SG Compliance Engagement and Assurance  1-C6TBFKE 

SG Non EN High Risk Employer 1-796EPNC 

  

Determine whether to exit the case 

Task 

Obtain appropriate approval, if exiting the case.  

1. Created in error cases - for duplicated cases only  
o Where the case is still unallocated and it is identified that the case is a duplicate, 
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place a note in the case including the duplicate case ID and refer to the team 
leader to close the case "Created in Error" (no further action is required on the 
case) 

2. Early Exit cases: Where it is determined that the case can be early exited (Do not load 
the Early Exit  activity plan) 

o Record your decision to 'Early Exit' within the Decision tab: 
 Add the facts in the Facts tab 
 Add the decision to the Decisions tab. Refer to the Decisions and 

outcomes ACAP (2008/05) for details 
o Request approval for 'Early Exit' from the case approver: 

 Case approver is to approve all QC activities for the case, including the 
close QC point 

o Set all remaining activities to 'Done' after early exit has been approved. 
o Set the case status to 'Early Exit' when closing the case. 

  

Client/taxpayer profile and plan 

This procedure provides case officers with guidance on how to complete the 'Client profile and 
plan' step. 

This procedure requires the following tasks to be performed: 

Profile the client/taxpayer 

Task 
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Obtain information from internal and external sources. 

1. Review the SEPT profile which is attached to the employer's CCV 
o Identify any relevant information related to the case (STP profile information from 

the profile tree on the left hand side of RAPT profiler can be used to assist with 
case profiling) 

o identify whether there is a status of worker issue 
o Where applicable attach relevant documents which may include; MASCOT, 

RPDATA and AUSTRAC (links to these tools and others are included on the 
profile template or on SPR EA - Profiling and tracing the client). 

2. If no SEPT pre-filled profile is available obtain SEPT profile from RAPT and attach to 
case. You can also use the Enterprise Client Profile (ECP) to assist you in reviewing the 
client's details, profile and tax returns as well as the notifier's details. Where relevant, 
attach a copy of the ECP report to your Siebel case.  See SG - Source Analysis for 
further assistance on where and how to locate information. 

3. Check if the client associated with your case has a Key Client Manager. 
o Notify your regional Director if the client has a Key Client Manager. 
o Record and follow the instructions given by the business stakeholder. 

4. Where any of the following criteria is met use the referral form to refer to Debt: 
o The employer is part of a Phoenix entity or the director has SG shortfalls in 

relation to different entities. 
o The employer has an existing SG debt of more than $150,000. 
o The employer is dissipating assets, you receive intelligence that the employer is 

about to leave the country, or the employer is demonstrating other behaviour that 
indicates they are a risk to revenue. 

 Prepare or update client/taxpayer profile.  

1. Create an 'SG Employer details' profile in RAPT and attach to your case. 
2. If you identify that the Employer entity is not correct for either part or all of the complaint 

period: 
o Create a new case by: 

 completing the Report unpaid super contributions from my employer tool 
 use the receipt id provided to find the work management activity and add 

any relevant notes 
o Continue with the audit where the SEPT profile identifies that the employer is at 

risk of not complying with their SG obligations.  
3. Insolvent entities: Where the employing entity is a company (or a trust with a corporate 

trustee), check MASCOT/ASIC to determine if the company is insolvent or has strike-off 
action pending; Attach a copy of the MASCOT search to the case. 

o Where MASCOT identifies that the employing entity has any of the following, 
refer to the SG - Insolvent Companies admin method. 

 Administrator appointed 

 Deed of Company Arrangement (DOCA) 
 In Liquidation 

Where a receiver is appointed, you will need to determine whether they have full or partial control 
of the business.  Check Siebel notes/attachments or contact the receiver to make this 
determination. 

 Where the receiver is appointed over a specific charge (asset) of the business continue 
to action the case as business as usual.  

 Where the receiver is appointed with a charge over all the business, action the case as 
business as usual with the receiver. (When a receiver elects to continue to have the 
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company trade, usually in order to sell the business as a going concern, they would be 
known as a receiver and manager.) 

For additional information refer to IAL - Insolvency and bankruptcy guideline. A self-directed 
training course, Insolvency - corporate entities is available through Employee Self Service 
(ESS). 

  

o If the entity has any of the following actions pending, refer to the Deregistered 
company - Guide for SPR E&A to determine the correct action to be taken on the 
case. 

 Strike off 
 Deregistered 

o If the company or trust with a corporate trustee is solvent but does not have a 
Director, or the Director is bankrupt and has not been removed, continue with the 
audit as normal.  

o In the case of a company without office bearers, listed on 
MASCOT, correspondence should be addressed to 'The Public Officer'. 

o  Where applicable, follow the SG - Insolvent Companies admin method. 
o If you need further information, contact your site Deregistered Company 

Specialist  or Business Partner. 

4. Where an employer is an individual and insolvent refer to SG - Bankrupt employer. 
5. View if a SG write-off has occurred on the employers account following Write-off and 

waiver action and consider re-raising the SG debt if applicable. 

Check obligations met prior to audit 

1. Review the details of the early engagement letter. 
2. Check system for responses 

o Check whether employer is accessing the Amnesty and determine 
eligibility.  Refer to SG Amnesty. 

o Where response received proceed to 'Analyse information' to review and confirm 
compliance with obligations. 

3. View SBSCH payment information via ICP by following SMART procedure 'locate a 
payment' under Payments (SBSCH). Note: You will need to check the SBSCH role in 
ICP to view SBSCH payment information. 

Determine the focus period 

1. Review the profile information to determine the focus period for your case.  
2. The focus period does not need to be extended where the employer has responded to 

the early engagement letter by providing evidence that SG has been paid or lodged SGC 
statements.  The notifier must be included. 

3. Extend the focus period up to and including the current period in all other cases. 
4. Update the focus period on your Siebel case. 

Consider and manage the dispute risk process. 

1. Consider Step 1 and Step 2 of the Dispute risk procedure if required.  
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Prepare or proceed as per case plan. 

1. Calculate 120 days from 'Created date' to determine EN 4 month service standard and 
assist in your case prioritisation.  Consider including due date in Description field for your 
future reference. 

2. A case plan is not required.  

For field activities your plan should address the need to complete WHS Checklist — 
Working outside the ATO and attach to your Siebel case. 
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Contact client/taxpayer 

This procedure provides case officers with guidance on how to complete the 'Contact client and 
request information' step. 

This procedure requires the following tasks to be performed: 

 Contact client/taxpayer and request information  
 Conduct subsequent client/taxpayer interaction, and  
 Obtain further information, if required. 

  

Contact client/taxpayer and request information  

Task 
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Prepare for and contact the authorised contact. 

1. Prior to contacting the client check previous cases/activities for documentation or 
information which may be relevant to this case, to prevent requesting duplicate 
information. 

2. Navigate to Siebel Consolidated Client View:  
o Confirm the authorised contact 
o follow PORO - outbound procedure 
o check for compromised or potentially compromised identities and conduct 

alternative PORO when required.  The PORO profiler tool can be used to obtain 
the three items of proof 

 If you are unable to determine the authorised contact, refer to the 'Other 
Authorised Contacts' tab.  

 refer to speaking to a taxpayer's representative about SG matters 
 SG Contacts Table 

3. Review the SG - Employer compliance approach. 
4. Review the SG Amnesty. 
5. Review the SG – Choice risk method where appropriate. 

 Explain the purpose of the contact and the process to be followed.  

1. Contact employer by phone:  
o refer to the SG - key conversation points:  

 conduct the interview and  
 outline the process that will be followed during the audit. 

o where client contact is unsuccessful - refer to the Guidelines on 'how to proceed 
where initial contact with a client is unsuccessful'. 

2. Contact notifier by phone: 
o refer to the SG - key conversation points: 

 outline the process that will be followed during the audit. 
3. Consider using the 1 to 1 Email & SMS system where initial attempts to contact by phone 

are not successful, in accordance with sharing electronic information. Refer to 1-to-1 
Email & SMS System user guide for further information. 

 When using email, include a link to the 'Super for employers' page in your 
signature block. eg 'Check out Super for employers for your SG obligations.' 

Where status of worker issue identified: 

1. Phone principal and notifier explain the purpose of the contact and the process to be 
followed 

o Send the approved letter and Principal questionnaire 
o Send the approved letter and Worker questionnaire 

2. Refer to: SG Contractor-Employee Method and SG - key conversation points. 

1.  Refer to: SG Contractor-Employee Method and SG - key conversation points. 

Deceased directors/employers 

o If there are multiple directors, proceed with the case. 
o If your case relates to a sole deceased director: 

 Contact the executor of the estate to confirm if the estate has been 
finalised. 
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 If the estate has been finalised NFA the case. 
 If the estate has not been finalised, confirm the likelihood of funds being 

available, if so proceed with the case. 

Review focus period 

1. Review the focus period and update the focus period on your Siebel case. 

Send the appropriate confirmation of audit letter to the client/taxpayer 

1. Where evidence of payment to the fund has not been received or where the employer 
has not lodged SGC statements, issue the appropriate letter from eLetters. 

o Consider whether the Superannuation guarantee charge statement - quarterly 
(NAT 9599) can be sent via email.  Check sharing electronic information and 
ensure a clean/blank copy is provided. 

2. Where the notifier requests confirmation via letter or is unable to be contacted send the 
appropriate eLetter. 

3. Consider whether the letter can be sent using a digital option. Refer to sharing electronic 
information for further information and 1-to-1 Email & SMS System user guide for further 
guidance if required. 

4. Where the employer advised that payments were made to the Super Fund by the cut-off 
date, use eLetters to issue the appropriate eLetter and 'Details of SG payments made to 
Super Fund data sheet'. 

Record the communication details.  

1. Record all communications as they occur.  

2. Follow the SPR-Updating client details guidelines to complete updates to client details 
where requested to do so by the client, or escalate to the appropriate area.  

3. Record all client interactions (employers and notifiers) in the Notes tab: 
o where the space in the Note fields is insufficient, record details of the client 

interactions on a record of conversation, or separate document 
 attach the separate record to the case attachments tab 
 add a note to the Notes tab with a brief detail of the call (time/date etc.) 

and location of the record of conversation 

4. Attach all information to the case: 
o Send for back-scanning any documents received directly. 

5. Record each relevant fact: 
o on the facts tab (for single, non-complex issues) 

6. Electronic media received - refer to the Loading electronic media procedures  
o return originals as required using the appropriate letter from eLetters. 

Compare the documents or information received with that requested and follow-up 
outstanding documents or information.  

1. Determine whether all requested information has been received.  
o  identify any voluntary disclosure as required by the Office minute on voluntary 

disclosures 

2. Phone the client if additional information is required or the information received is 
incomplete or incorrect.  

3. Negotiate due date considering the ACAP for revised and negotiated due dates if 
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required: 
o discuss with the client any delays to obtain information including the impact those 

delays may have on the completion of the audit 
o determine the additional time required and obtain the client's approval for an 

extended due date to finish the case 
o record this extended due date as a separate note in the Notes tab  
o update the 'Negotiated due date' field on the case.  
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Conduct subsequent client/taxpayer interaction 

Task 

Confirm key tasks to be done.  

1. Go to ‘Obtain further information if required’. 

Develop or identify relevant scripts/questionnaires.  

Conduct and record interactions. 

Explain next steps to client/taxpayer. 

1. Contact the employer 7 days before the due date of their response to confirm action 
taken. 

2. Outline the process that will be followed during the audit. 
3. Consider sending the appropriate eletter. 

  

Obtain further information, if required 

Task 

Determine if additional information is required. 

1. Identify any gaps in information obtained.  

Ensure all requested documents/information have been obtained and follow up, if 
required. 

1. Confirm all requested information has been received. See Super EA - Documentation 
and Information.  

2. Follow up where necessary. 
3. Where it is identified that payment may have been made to the Small Business 

Superannuation Clearing House (SBSCH) and the employer has been unable to provide 
the evidence, you can view payment information via ICP by following SMART procedure 
'locate a payment' under Payments (SBSCH). Note: You will need to check the SBSCH 
role in ICP to view SBSCH payment information. 

Ensure all interactions have been recorded appropriately in Siebel.  

1. Update Notes tab, the Facts tab and RFD as required. 

Consider other options such as access and information gathering formal powers to obtain 
requested documents/information. 

  

Address risks 
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This procedure provides case officers with guidance on how to complete the 'Address risks' step. 

This procedure requires the following tasks to be performed: 

 Analyse information  
 Determine treatment 
 Finalise documentation. 

  

Analyse information  

Task 

Analyse all information.  

1. Review all information to establish the risk.  

2. If appropriate, check and/or cross reference other systems.  See SG- Source Analysis for 
further assistance on where and how to locate information. 

3. Check for additional or withdrawn ENs 
4. Where a preliminary view has been made that the worker is an employee 

o Send position paper to principal 
5. Where an early engagement letter was sent and obligations not met return to 'Contact 

client/taxpayer'.  Otherwise proceed. 
6. Where the audit is beyond the five year record retention period, review all available 

information and establish whether there is sufficient evidence to determine that the 
employer had not met their obligations. 

Identify and confirm the potential compliance risks, regulatory requirements and/or 
issues. 

Research electronically for the existence of an ATO view for the issues identified, 
including searching risks and issues in Siebel. 

1. Search ATO Law to determine if there is a published ATO view applicable to your case. 
Where there is an ATO view and we are not in the process of changing our view, the 
case is to be progressed based on the currently published ATO view.  

2. Discuss with case approver, team leader or EL1 technical adviser if you believe you have 
a case that may be impacted by litigation:  

o confirm with Complex Technical Unit (CTU) if impacted. 
o progress case as per CTU advice.  

Determine if an issue needs to be escalated to CTU refer to 'How to refer a technical issue 
to SPR CTU'. 

Document findings. 

1. Update your risks and issues 
2. Update Notes tab, the Facts tab, Reasons for decision (RFD) as required. 
3. Complete your decisions and outcomes using Decisions and outcomes ACAP (2008/05). 
4. Ensure you complete the EN outcomes using SGIR Outcomes Decisions and outcomes 

ACAP.  Add additional EN outcome templates for each additional notifier. 
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Determine treatment 

Task 

Determine which identified risks are material. 

1. Discuss with the case approver/team leader when you consider identified risks may not 
be material:  

o Record outcome of discussion in Notes tab.  
2. Follow the SG - Employer compliance approach. 
3. Where Amnesty claimed check eligibility, follow SG Amnesty. 
4. Follow the SG – Choice risk method where appropriate. 

Determine credit or debit adjustments or regulatory treatment. 

1. Refer to Super AC - Guidelines for compliance treatment to determine the appropriate 
combination of compliance actions to be taken.  

2. Consider raising Default assessments 
o A default assessment may be made based on information provided by the 

employer or information obtained from other sources. Refer to PS LA 2007/10 for 
factors to consider when gather information to make an assessment. (Note: If the 
EN has not given permission to use their name, and the EN has not responded to 
contact requests, the EN is still to be included on the default assessments 
raised). 

o Where you are using previous financial years wage details for the default 
assessment, add CPI to determine the estimated liability. The CPI calculator is 
used for this purpose. 

o Refer to SG - Raise a default assessment and SGEN – Key default assessments 
for instructions on how to prepare default assessments. (Do not key into ICP at 
this stage) 

3. Where the amendment period is out of time consider the Fraud or evasion guidelines. All 
fraud or evasion decisions must be referred to the PGH Technical and Settlement Panel. 

Consider imposition and remission of penalties and charges. 

1. Review and consider PSLA 2011/28 Remission of Part 7 penalties and PSLA 2006/6 
reduction of choice shortfall when making decisions regarding Part 7 SGAA penalties and 
Choice liability reductions. 

2. Follow SG - Part 7 penalty method. 
3. Where you're amending an assessment consider imposing false or misleading statement 

shortfall penalty. Follow Administrative penalties- 01 - current. Review and consider 
PSLA 2012/5 Administration of penalties for making false or misleading statements that 
result in shortfall amounts. 

4. Clearly document your penalty decision on your case (Regardless of the penalty being 
imposed or not). 

Contact notifier 

1. Advise of outcome of audit or progress of audit where outside cycle time. 
2. Refer to SG - key conversation points.  

Determine recommendations for further action. 

Refer all aggressive tax planning information, including advisers and promoters 
associated with arrangements. 
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Refer all suspected fraud.  

Consider prosecution.  

Record decisions and outcomes.  

1. Attach all checklists, approvals and authorisations to the case.  

2. Follow the Decisions and outcomes ACAP (2008/05) to complete the Decisions and 
Outcomes tabs in Siebel.  

3. Ensure you complete the EN outcomes using SGIR Outcomes Decisions and outcomes 
ACAP.  Add additional EN outcome templates for each additional notifier. 

4. Add the reasons for decision under Reasons detail in the Decisions tab, or update/ add a 
separate RFD document as a case attachment.  

5. Ensure Outcomes are updated for any formal information gathering notices which were 
issued. 

6. Record intelligence identified during the case using ATOintelligence Discover as 
required. 

  

Finalise documentation 

Task 

Prepare case final report for approval, if required. 

1. Prepare reasons for decision documents where required, for example:      
o Part 7 penalties 
o Default assessments 
o  Status of the worker 

 To employer - 'Explanation for decision document' 
 To contractor - 'Reason for decision document' 

Prepare draft finalisation letter for approval. 

1. Prepare the relevant finalisation of audit letter using eLetters where required.  
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2. Attach all relevant documentation to the case. 

Sign off decisions  

This procedure provides case officers with guidance on how to complete the 'Sign off decisions' 
step. 

This procedure requires the following tasks to be performed: 

 Sign off decisions - Case owner, and  
 Sign off decisions - Case approver. 

Sign off decisions - Case owner 

Task 

Assign the quality control activity to the case approver for sign off.  

Non-streamlined officers only send for QC: 

 Default assessments 
 Part 7 penalties considered 
 SGC statement lodged 

 
(Note: not required to be sent for QC where payment already paid to super fund. Set 
activity to 'Not applicable'.) 

 Streamlined officers set activity to 'Not applicable'. 

  

Sign off decisions - Case approver 

Task 

Review the case activities undertaken and all case notes. 

Consider whether the activities undertaken are consistent with the case plan.  

1. If default assessments are to be raised, review the attached spreadsheets to ensure they 
are accurate and the notifier has been correctly included in the assessment. 

Decide whether the findings and evidence support the appropriate ATO view and/or ATO 
policy and ensure the compliance decision has taken into account the client/taxpayer's 
views. 

Ensure penalty and interest charge decisions have been supported by facts and evidence 
and the correct authorisation level has been obtained. 

1. Ensure remission decisions are supported with the completed Part 7 Penalty checklist or 
clearly documented. 

Ensure that all requirements for a quality settlement under the Code of settlement practice 
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have been completed, if applicable. 

Ensure that payment conversations have occurred where liabilities have been raised. (See 
Communicate outcomes to client) 

Ensure that the case is appropriately referred to Debt immediately where there is 
suspected dissipation of assets. 

Open and review the intended finalisation letter. Ensure the finalisation letter aligns with 
the facts and decisions. Ensure that the finalisation letter to the client/taxpayer refers to 
payment or payment options, not just the increased liabilities. If appropriate, approve and 
publish the finalisation letter.  

1. Publish the following documents if they are attached to the case:  
o documents created to support a fact in the Facts tab  
o  penalty checklists  
o RFD. 

2. Set the Decision and Outcome status to 'Approved' if not already done. 
3. Ensure the correct EN outcome has been used. 

Note: Do not set the 'Communicate the outcomes' activity to done. 

If no further action is required by the case owner, return to the Activities tab and set the 
'Sign off decisions' QC activity to 'Done'. 

If deficiencies need to be addressed, provide feedback and discuss with the case owner. 
Once completed set the 'Sign off decisions' QC activity to 'Done'. 

  

Communicate the outcomes to the client 

This procedure provides case officers with guidance on how to complete the 'Communicate the 
outcomes to the client' step.  

This procedure requires the following tasks to be performed: 

 Communicate outcomes to the client, and  
 Document outcomes of client interaction. 

  

Communicate outcomes to the client/taxpayer 

Task 

Communicate the outcomes to the client. 

1. Consider communicating the final outcomes to the client (employer and notifier) by 
phone:  

o discuss the results of the case, and  
o provide any further education as required. 

2. Where the early engagement letter requirements have been met contact the employer by 
phone to acknowledge the action taken by the employer and ask an additional 2 
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questions as provided in SG Key conversation points. 

Conduct a debt conversation 

1. A debt conversation is not required if SGC statement/s are lodged in response to the 
early engagement letter and prior to audit. 

Note: If there are reasons that a Debt conversation is not appropriate or required (including 
unable to contact) in your case you must add a case note as to why the Debt conversation was 
not attempted or conducted. 

2. Where any of the following criteria is met use the referral form to refer to Debt: 

o The employer is part of a Phoenix entity or the director has SG shortfalls in 
relation to different entities. 

o The employer has a SG debt of more than $150,000. 
o The employer is dissipating assets, you receive intelligence that the employer is 

about to leave the country, or the employer is demonstrating other behaviour that 
indicates they are a risk to revenue. 

o RAPT may assist in determining the relevant figure for the debt conversation – 
use the 'Profile employer SGC assessment summary' and/or 'Profile Employer 
SGC outstanding amounts'. 

Note: The debt referral can be actioned either when the case commences (if there is existing SG 
debt over $150,000) or at the communicate outcomes to client stage (if your SG audit results in 
an SG debt over $150,000) therefore a referral must be made if the employers SG debt is over 
$150,000. 

(If you enter into a payment plan with the employer during your case, the debt referral form is not 
required to be completed). 

3. Otherwise refer to SG Payment arrangements method. 

Issue the approved finalisation letter within 7 days of the approval of the decisions. 

1. Issue the appropriate finalisation letter from eletters if required. 
2. Include any approved RFD documents with the finalisation letter. 
3. Issue any required letters and reasons for decisions to related clients/other parties, for 

example: 
o  Manual finalisation letter to SG notifier where applicable. Ensure the SG notifier 

letter is attached to the notifier's CCV and classified as follows: 

 Capability – AC Case 
 Category – Correspondence 
 Type – Outbound client (Corr) 
 Interaction – Outbound Correspondence 

 For further information see SGIR Outcomes Decisions and Outcomes ACAP.  

o If an audit case has been manually created, you will need to create and issue 
manual versions of ALL SGIR letters as the case has been created outside of the 
automated SGIR model. Manual letters can be found on eLetters and the letters 
index page. 

o Consider whether the letter can be sent using a digital option. Refer to sharing 
electronic information for further information and 1-to-1 Email & SMS System 
user guide for further guidance if required. 
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2. Ensure you set the Close/Communicate Outcomes to Client activity to Done as soon as 
you have sent the finalisation letter. 

o This must be set to Done within seven days of the Decision approval activity 
being set to Done as our seven day service standard measurement is based on 
these two activities. 

  

Document outcomes of client/taxpayer interaction 

Task 

Record interaction appropriately and add an attachment in Siebel, if required. 

1. Update the Notes tab as required.  

2. Ensure all relevant documents are attached. 

  

Prepare to close the case 

This procedure provides case officers with guidance on how to complete the 'Prepare to close 
case' step. 

This procedure requires the following tasks to be performed: 

 Process amendments/assessments 
 Prepare to close case 
 Undertake document control, if required. 

  

Process amendments/assessments 

Contact your ICP Power User for E & A if you have any queries/issues in relation to the ICP 
keying process.  

  

Task 

Process assessments/amendments including penalty and charges. 

1. Finalise preparations to arrange for keying of original or amended assessments:  
o SG EN follow  Key SG Assessments. 
o Follow Keying an SG false or misleading shortfall penalty where required. 

2. Where Amnesty, follow SG Amnesty processing instructions including updating case 
‘Status’. 
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Ensure the correct assessments/amendments have been issued. 

1. Where keyed forms have a status of 'suspended' investigate and take appropriate 
rectification action to resolve the issue. 

2. View the assessment notice in the Summary tab of the client's Siebel Consolidated Client 
View screen.  

3. Create manual notices where required by manual work-around business rules, and 
following the Generate desktop correspondence - Siebel - create a new outbound 
correspondence activity process. 

Obtain confirmation that shortfall amounts, penalties and charges have been correctly 
posted to the client/taxpayer's accounts. 

1. View the ICP transactions.  

2. Confirm the correct liability is showing on the client's account, and that a debit balance 
exists. 

3. Ensure that there are no suspended Parent or Liability forms and that all liability forms 
have issued. 

4. If you are using RAPT and LPO is involved, refer to ICP to confirm correct figures. 
5. Update the values in your Outcomes.  

 This calculator can be used to help determine the amounts to enter in the values 
fields. 

  

Prepare to close case 

Task 

Undertake comparison of actual to planned outcomes, where required.  

1. Ensure that the status of all risks and issues are set to 'Closed', and update the 'Reason 
closed' field.  

Record intelligence, where required.  

1. Complete and submit intelligence via ATOiDiscover.  
o Cross reference any ATOiDiscover submission by loading and completing a non-

financial intelligence outcome to your case. 

Update ATO systems with client/taxpayer information.  

1. Follow the SPR-Updating client details guidelines to complete updates to client details 
where requested to so by the client, or escalate to the appropriate area. 

2. Ensure all Work management items which are related items to the case have been 
actioned and closed. 

Ensure all attachments are published. 

1. Check to ensure that all attachments have been published and are viewable. 

Ensure all Decisions and Outcomes are recorded in accordance with the Decisions and 
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Outcomes ACAP.  

1. Ensure the status of decisions has been set to Approved (must only be set by your case 
approver).  

o  The outcome status should remain as 'approved' and NOT set to done. 

Ensure the status of all activities has been updated appropriately. 

1. The status of all activities in the case has been updated to done, rejected or created in 
error where required, including:  

o non-mandatory activities  
o activities that have been linked to your case from the consolidated client view/tax 

practitioner consolidated view. 

Complete referrals, where required, and ensure the referral activities are in accordance 
with the Referrals and Escalations ACAP. 

Ensure all actions described above have been completed before the status of the case is 
updated to 'Close'. 

 Set the 'Sub-Status' to 'Outcome' or 'Nil outcome'.  

Refer to Active Compliance Approved Practice Case Status and sub status use in Active 
Compliance for further information. 

  

Undertake document control, if required 

Task 

Ensure the case management file is complete. 

Store and/or archive the case management file.  

Feedback and Comments 

Feedback to: Practice Management 
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Page Content  

The electronic version of this document is the only authorised version. 
Printed copies may be out of date. 

Overview 

Audit intermediate SG tailored involves the examination of client records to establish an 
employer's compliance with superannuation guarantee laws. 

Audit work conducted through this product will focus on employer compliance with super 
guarantee laws and seeks to achieve improvement of future compliance behaviour through the 
successful treatment of risks. 

The case context document (CCD) attached to the Siebel case will provide the risk description to 
be investigated as part of this audit activity. 
  
Flowchart 
  
The flowchart gives an overview of the SG standard audit process. 

Enterprise and Business Support 

 Enterprise Siebel Business 

Initiate the case 

This procedure provides case officers with guidance on how to complete the 'Initiate the case' 
step. 

This procedure requires the following tasks to be performed: 

 Understand the case  
 Check ATO activity, and  
 Determine whether to exit the case. 

  

Understand the case 

Task 
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Understand the risks identified.  

1.  Set the case status to "in progress"  
o If you are unable to view the client information (name, address, field etc.), the 

client may have a security assessed classification (SAC) of 'Protected'. Discuss 
with your team leader as the case may have to be reallocated to an officer with 
the appropriate SPIN access. 

2. Read and attach the case context document to the case using the Active Compliance 
Capability Naming Convention guidelines: 

o Repeat offender 
o Standard audit (generic context file) 

3. Add risks and issues as required to the case. 
4. Establish whether the audit period is beyond the 5 year record retention period.  Where 

outside this period consider Superannuation Practice Note 2007/09. Refer to Super EA - 
Documentation and Information for information to be requested. Note: This is a decision 
to commence audit activity and contact the employer for information. 

Understand the revenue and market objectives, benchmarks, and channel to ensure they 
are suitable for the identified risks.  

(Not applicable) 

 Identify any potential conflicts of interest and take appropriate action. 

1. Determine whether you may have a conflict of interest in dealing with this client. 

 Record the case commencement date. 

1. Refer to Active Compliance cycle times - recording the commencement date for details 
on the importance of this action. 

Create a paper file, if required, and correctly classify and register the file. 

  

Check ATO activity 

Task 

Check ATO systems for activities and/or interactions relating to the client/taxpayer. 

1. Navigate to the Siebel Consolidated Client View:  
o Check the case summary tab for other cases 
o Check if the early engagement letter was issued.   

 Where you identify within 14 days of case creation that the early 
engagement letter was not sent and should have been sent, send an 
early engagement letter giving 28 days to respond. 

 If it's after 14 days, provide further time to respond in the notification of 
audit letter. 

2. Check whether employer is accessing the Amnesty and determine eligibility.  Follow SG 
Amnesty. 

Contact relevant stakeholders and coordinate any actions, if applicable. 
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1. For existing cases: 

 For an open activity/case:  
 Contact the activity/case owner (including other business lines) to 

understand the scope of the activity/case and its impact on your case.  
 Discuss with the approving officer how to proceed with the case.  

 For other business line cases, if confirmation is received that the case 
officer will proceed to include your notifier, place a note on your case, and 
wait for the outcome of their case before taking any further action.  
Ensure you monitor their case. 

 Update Notes as required. 

 Where the open case is any of the following project names reallocate the 
case to the officer holding the ATO initiated case and change the EN 
case's project code as follows: 

 

 

 

 

 

  
The original ATO initiated case project named case can then be closed as 'Early exit'.   

  How to action the EN case: 
 The EN case is to remain open. 
 The cycle time of the original ATO initiated case is the EN 

case's new cycle time. 
 The ATO initiated case procedures are to be followed 

continuing from the stage of the ATO initiated case. 

 For a closed activity/case:  
 Access previous activities or case report/file. 
 Determine if your notifier’s issue has been previously addressed. If this is 

the case consider NFA 
 If information already obtained for another activity/case is relevant to your 

case add a note referencing the activity/case id. 

Project name Project code 

Disengaged Revisit Audit 1-BXB6YGX 

SG ATO Initiated Disengaged Revisit Audit Tracking 1-DET9674 

Stratified Sampling SG Compliance Engagement and Assurance  1-C6TBFKE 

SG Non EN High Risk Employer 1-796EPNC 

SG Taskforce High Risk Employer Stratified Sampling 1-EKVKE2F 

  

Determine whether to exit the case 

Task 

Obtain appropriate approval, if exiting the case.  

1. Created in error cases - for duplicated cases only  
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o Where the case is still unallocated and it is identified that the case is a duplicate, 
place a note in the case including the duplicate case ID and refer to the team 
leader to close the case "Created in Error" (no further action is required on the 
case) 

2. Early Exit cases: Where it is determined that the case can be early exited (Do not load 
the Early Exit  activity plan) 

o Record your decision to 'Early Exit' within the Decision tab: 
 Add the facts in the Facts tab 
 Add the decision to the Decisions tab. Refer to the Decisions and 

outcomes ACAP (2008/05) for details 
o Request approval for 'Early Exit' from the case approver: 

 Case approver is to approve all QC activities for the case, including the 
close QC point 

o Set all remaining activities to 'Done' after early exit has been approved. 
o Set the case status to 'Early Exit' when closing the case. 

  

Client/taxpayer profile and plan 

This procedure provides case officers with guidance on how to complete the 'Client profile and 
plan' step. 

This procedure requires the following tasks to be performed: 

Profile the client/taxpayer 

Task 
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Obtain information from internal and external sources. 

1. Review the SEPT profile which is attached to the employer's CCV 
o Identify any relevant information related to the case (STP profile information from 

the profile tree on the left hand side of RAPT profiler can be used to assist with 
case profiling) 

o identify whether there is a status of worker issue 
o Where applicable attach relevant documents which may include; MASCOT, 

RPDATA and AUSTRAC (links to these tools and others are included on the 
profile template or on SPR EA - Profiling and tracing the client). 

2. If no SEPT pre-filled profile is available obtain SEPT profile from RAPT and attach to 
case. You can also use the Enterprise Client Profile (ECP) to assist you in reviewing the 
client's details, profile and tax returns as well as the notifier's details. Where relevant, 
attach a copy of the ECP report to your Siebel case.  See SG - Source Analysis for 
further assistance on where and how to locate information. 

3. Check if the client associated with your case has a Key Client Manager. 
o Notify your regional Director if the client has a Key Client Manager. 
o Record and follow the instructions given by the business stakeholder. 

4. Where any of the following criteria is met use the referral form to refer to Debt: 
o The employer is part of a Phoenix entity or the director has SG shortfalls in 

relation to different entities. 
o The employer has an existing SG debt of more than $150,000. 
o The employer is dissipating assets, you receive intelligence that the employer is 

about to leave the country, or the employer is demonstrating other behaviour that 
indicates they are a risk to revenue. 

 Prepare or update client/taxpayer profile.  

1. Create an 'SG Employer details' profile in RAPT and attach to your case. 
2. If you identify that the Employer entity is not correct for either part or all of the complaint 

period: 
o Create a new case by: 

 completing the Report unpaid super contributions from my employer tool 
 use the receipt id provided to find the work management activity and add 

any relevant notes 
o Continue with the audit where the SEPT profile identifies that the employer is at 

risk of not complying with their SG obligations.  
3. Insolvent entities: Where the employing entity is a company (or a trust with a corporate 

trustee), check MASCOT/ASIC to determine if the company is insolvent or has strike-off 
action pending; Attach a copy of the MASCOT search to the case. 

o Where MASCOT identifies that the employing entity has any of the following, 
refer to the SG - Insolvent Companies admin method. 

 Administrator appointed 

 Deed of Company Arrangement (DOCA) 
 In Liquidation 

Where a receiver is appointed, you will need to determine whether they have full or partial control 
of the business.  Check Siebel notes/attachments or contact the receiver to make this 
determination. 

 Where the receiver is appointed over a specific charge (asset) of the business continue 
to action the case as business as usual.  

 Where the receiver is appointed with a charge over all the business, action the case as 
business as usual with the receiver. (When a receiver elects to continue to have the 
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company trade, usually in order to sell the business as a going concern, they would be 
known as a receiver and manager.) 

For additional information refer to IAL - Insolvency and bankruptcy guideline. A self-directed 
training course, Insolvency - corporate entities is available through Employee Self Service 
(ESS). 

  

o If the entity has any of the following actions pending, refer to the Deregistered 
company - Guide for SPR E&A to determine the correct action to be taken on the 
case. 

 Strike off 
 Deregistered 

o If the company or trust with a corporate trustee is solvent but does not have a 
Director, or the Director is bankrupt and has not been removed, continue with the 
audit as normal.  

o In the case of a company without office bearers, listed on 
MASCOT, correspondence should be addressed to 'The Public Officer'. 

o  Where applicable, follow the SG - Insolvent Companies admin method. 
o If you need further information, contact your site Deregistered Company 

Specialist  or Business Partner. 

4. Where an employer is an individual and insolvent refer to SG - Bankrupt employer. 
5. View if a SG write-off has occurred on the employers account following Write-off and 

waiver action and consider re-raising the SG debt if applicable. 

Check obligations met prior to audit 

1. Review the details of the early engagement letter. 
2. Check system for responses 

o Check whether employer is accessing the Amnesty and determine 
eligibility.  Refer to SG Amnesty. 

o Where response received proceed to 'Analyse information' to review and confirm 
compliance with obligations. 

3. View SBSCH payment information via ICP by following SMART procedure 'locate a 
payment' under Payments (SBSCH). Note: You will need to check the SBSCH role in 
ICP to view SBSCH payment information. 

Determine the focus period 

1. Review the profile information to determine the focus period for your case.  
2. The focus period does not need to be extended where the employer has responded to 

the early engagement letter by providing evidence that SG has been paid or lodged SGC 
statements.  The notifier must be included. 

3. Extend the focus period up to and including the current period in all other cases. 
4. Update the focus period on your Siebel case. 

Consider and manage the dispute risk process. 

1. Consider Step 1 and Step 2 of the Dispute risk procedure if required.  
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Prepare or proceed as per case plan. 

1. Calculate 120 days from 'Created date' to determine EN 4 month service standard and 
assist in your case prioritisation.  Consider including due date in Description field for your 
future reference. 

2. A case plan is not required.  

For field activities your plan should address the need to complete WHS Checklist — 
Working outside the ATO and attach to your Siebel case. 
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Contact client/taxpayer 

This procedure provides case officers with guidance on how to complete the 'Contact client and 
request information' step. 

This procedure requires the following tasks to be performed: 

 Contact client/taxpayer and request information  
 Conduct subsequent client/taxpayer interaction, and  
 Obtain further information, if required. 

  

Contact client/taxpayer and request information  

Task 
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Prepare for and contact the authorised contact. 

1. Prior to contacting the client check previous cases/activities for documentation or 
information which may be relevant to this case, to prevent requesting duplicate 
information. 

2. Navigate to Siebel Consolidated Client View:  
o Confirm the authorised contact 
o follow PORO - outbound procedure 
o check for compromised or potentially compromised identities and conduct 

alternative PORO when required.  The PORO profiler tool can be used to obtain 
the three items of proof 

 If you are unable to determine the authorised contact, refer to the 'Other 
Authorised Contacts' tab.  

 refer to speaking to a taxpayer's representative about SG matters 
 SG Contacts Table 

3. Review the SG - Employer compliance approach. 
4. Review the SG Amnesty. 
5. Review the SG – Choice risk method where appropriate. 

 Explain the purpose of the contact and the process to be followed.  

1. Contact employer by phone:  
o refer to the SG - key conversation points:  

 conduct the interview and  
 outline the process that will be followed during the audit. 

o where client contact is unsuccessful - refer to the Guidelines on 'how to proceed 
where initial contact with a client is unsuccessful'. 

2. Contact notifier by phone: 
o refer to the SG - key conversation points: 

 outline the process that will be followed during the audit. 
3. Consider using the 1 to 1 Email & SMS system where initial attempts to contact by phone 

are not successful, in accordance with sharing electronic information. Refer to 1-to-1 
Email & SMS System user guide for further information. 

 When using email, include a link to the 'Super for employers' page in your 
signature block. eg 'Check out Super for employers for your SG obligations.' 

Where status of worker issue identified: 

1. Phone principal and notifier explain the purpose of the contact and the process to be 
followed 

o Send the approved letter and Principal questionnaire 
o Send the approved letter and Worker questionnaire 

2. Refer to: SG Contractor-Employee Method and SG - key conversation points. 

1.  Refer to: SG Contractor-Employee Method and SG - key conversation points. 

Deceased directors/employers 

o If there are multiple directors, proceed with the case. 
o If your case relates to a sole deceased director: 

 Contact the executor of the estate to confirm if the estate has been 
finalised. 
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 If the estate has been finalised NFA the case. 
 If the estate has not been finalised, confirm the likelihood of funds being 

available, if so proceed with the case. 

Review focus period 

1. Review the focus period and update the focus period on your Siebel case. 

Send the appropriate confirmation of audit letter to the client/taxpayer 

1. Where evidence of payment to the fund has not been received or where the employer 
has not lodged SGC statements, issue the appropriate letter from eLetters. 

o Consider whether the Superannuation guarantee charge statement - quarterly 
(NAT 9599) can be sent via email.  Check sharing electronic information and 
ensure a clean/blank copy is provided. 

2. Where the notifier requests confirmation via letter or is unable to be contacted send the 
appropriate eLetter. 

3. Consider whether the letter can be sent using a digital option. Refer to sharing electronic 
information for further information and 1-to-1 Email & SMS System user guide for further 
guidance if required. 

4. Where the employer advised that payments were made to the Super Fund by the cut-off 
date, use eLetters to issue the appropriate eLetter and 'Details of SG payments made to 
Super Fund data sheet'. 

Record the communication details.  

1. Record all communications as they occur.  

2. Follow the SPR-Updating client details guidelines to complete updates to client details 
where requested to do so by the client, or escalate to the appropriate area.  

3. Record all client interactions (employers and notifiers) in the Notes tab: 
o where the space in the Note fields is insufficient, record details of the client 

interactions on a record of conversation, or separate document 
 attach the separate record to the case attachments tab 
 add a note to the Notes tab with a brief detail of the call (time/date etc.) 

and location of the record of conversation 

4. Attach all information to the case: 
o Send for back-scanning any documents received directly. 

5. Record each material fact: 
o on the facts tab 
o where a reasons for decision is prepared which includes all material facts, refer to 

the RFD in your facts tab  
6. Electronic media received - refer to the Loading electronic media procedures  

o return originals as required using the appropriate letter from eLetters. 

Compare the documents or information received with that requested and follow-up 
outstanding documents or information.  

1. Determine whether all requested information has been received.  
o  identify any voluntary disclosure as required by the Office minute on voluntary 

disclosures 

2. Phone the client if additional information is required or the information received is 
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incomplete or incorrect.  
3. Negotiate due date considering the ACAP for revised and negotiated due dates if 

required: 
o discuss with the client any delays to obtain information including the impact those 

delays may have on the completion of the audit 
o determine the additional time required and obtain the client's approval for an 

extended due date to finish the case 
o record this extended due date as a separate note in the Notes tab  
o update the 'Negotiated due date' field on the case.  

Rele
as

ed
 un

de
r F

OI A
ct 

19
82

 

Aus
tra

lia
n T

ax
ati

on
 O

ffic
e



  

Conduct subsequent client/taxpayer interaction 

Task 

Confirm key tasks to be done.  

1. Go to ‘Obtain further information if required’. 

Develop or identify relevant scripts/questionnaires.  

Conduct and record interactions. 

Explain next steps to client/taxpayer. 

1. Contact the employer 7 days before the due date of their response to confirm action 
taken. 

2. Outline the process that will be followed during the audit. 
3. Consider sending the appropriate eletter. 

  

Obtain further information, if required 

Task 

Determine if additional information is required. 

1. Identify any gaps in information obtained.  

Ensure all requested documents/information have been obtained and follow up, if 
required. 

1. Confirm all requested information has been received. See Super EA - Documentation 
and Information.  

2. Follow up where necessary. 
3. Where it is identified that payment may have been made to the Small Business 

Superannuation Clearing House (SBSCH) and the employer has been unable to provide 
the evidence, you can view payment information via ICP by following SMART procedure 
'locate a payment' under Payments (SBSCH). Note: You will need to check the SBSCH 
role in ICP to view SBSCH payment information. 

Ensure all interactions have been recorded appropriately in Siebel.  

1. Update Notes tab, the Facts tab and RFD as required. 

Consider other options such as access and information gathering formal powers to obtain 
requested documents/information. 

  

Address risks 
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This procedure provides case officers with guidance on how to complete the 'Address risks' step. 

This procedure requires the following tasks to be performed: 

 Analyse information  
 Determine treatment 
 Finalise documentation. 

  

Analyse information  

Task 

Analyse all information.  

1. Review all information to establish the risk.  

2. If appropriate, check and/or cross reference other systems.  See SG- Source Analysis for 
further assistance on where and how to locate information. 

3. Check for additional or withdrawn ENs 
4. Where a preliminary view has been made that the worker is an employee 

o Send position paper to principal 
5. Where an early engagement letter was sent and obligations not met return to 'Contact 

client/taxpayer'.  Otherwise proceed. 
6. Where the audit is beyond the five year record retention period, review all available 

information and establish whether there is sufficient evidence to determine that the 
employer had not met their obligations. 

Identify and confirm the potential compliance risks, regulatory requirements and/or 
issues. 

Research electronically for the existence of an ATO view for the issues identified, 
including searching risks and issues in Siebel. 

1. Search ATO Law to determine if there is a published ATO view applicable to your case. 
Where there is an ATO view and we are not in the process of changing our view, the 
case is to be progressed based on the currently published ATO view.  

2. Discuss with case approver, team leader or EL1 technical adviser if you believe you have 
a case that may be impacted by litigation:  

o confirm with Complex Technical Unit (CTU) if impacted. 
o progress case as per CTU advice.  

Determine if an issue needs to be escalated to CTU refer to 'How to refer a technical issue 
to SPR CTU'. 

Document findings. 

1. Update your risks and issues 
2. Update Notes tab, the Facts tab, Reasons for decision (RFD) as required. 
3. Complete your decisions and outcomes using Decisions and outcomes ACAP (2008/05). 
4. Ensure you complete the EN outcomes using SGIR Outcomes Decisions and outcomes 

ACAP.  Add additional EN outcome templates for each additional notifier. 
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Determine treatment 

Task 

Determine which identified risks are material. 

1. Discuss with the case approver/team leader when you consider identified risks may not 
be material:  

o Record outcome of discussion in Notes tab.  
2. Follow the SG - Employer compliance approach. 
3. Where Amnesty claimed check eligibility, follow SG Amnesty. 
4. Follow the SG – Choice risk method where appropriate. 

Determine credit or debit adjustments or regulatory treatment. 

1. Refer to Super AC - Guidelines for compliance treatment to determine the appropriate 
combination of compliance actions to be taken.  

2. Consider raising Default assessments 
o A default assessment may be made based on information provided by the 

employer or information obtained from other sources. Refer to PS LA 2007/10 for 
factors to consider when gather information to make an assessment. (Note: If the 
EN has not given permission to use their name, and the EN has not responded to 
contact requests, the EN is still to be included on the default assessments 
raised). 

o Where you are using previous financial years wage details for the default 
assessment, add CPI to determine the estimated liability. The CPI calculator is 
used for this purpose. 

o Refer to SG - Raise a default assessment and SGEN – Key default assessments 
for instructions on how to prepare default assessments. (Do not key into ICP at 
this stage) 

3. Where the amendment period is out of time consider the Fraud or evasion guidelines. All 
fraud or evasion decisions must be referred to the PGH Technical and Settlement Panel. 

Consider imposition and remission of penalties and charges. 

1. Review and consider PSLA 2011/28 Remission of Part 7 penalties and PSLA 2006/6 
reduction of choice shortfall when making decisions regarding Part 7 SGAA penalties and 
Choice liability reductions. 

2. Follow SG - Part 7 penalty method. 
3. Where you're amending an assessment consider imposing false or misleading statement 

shortfall penalty. Follow Administrative penalties- 01 - current. Review and consider 
PSLA 2012/5 Administration of penalties for making false or misleading statements that 
result in shortfall amounts. 

4. Clearly document your penalty decision on your case (Regardless of the penalty being 
imposed or not). 

Contact notifier 

1. Advise of outcome of audit or progress of audit where outside cycle time. 
2. Refer to SG - key conversation points.  

Determine recommendations for further action. 

Refer all aggressive tax planning information, including advisers and promoters 
associated with arrangements. 
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Refer all suspected fraud.  

Consider prosecution.  

Record decisions and outcomes.  

1. Attach all checklists, approvals and authorisations to the case.  

2. Follow the Decisions and outcomes ACAP (2008/05) to complete the Decisions and 
Outcomes tabs in Siebel.  

3. Ensure you complete the EN outcomes using SGIR Outcomes Decisions and outcomes 
ACAP.  Add additional EN outcome templates for each additional notifier. 

4. Add the reasons for decision under Reasons detail in the Decisions tab, or update/ add a 
separate RFD document as a case attachment.  

5. Ensure Outcomes are updated for any formal information gathering notices which were 
issued. 

6. Record intelligence identified during the case using ATOintelligence Discover as 
required. 

  

Finalise documentation 

Task 

Prepare case final report for approval, if required. 

1. Prepare reasons for decision documents where required, for example:      
o Part 7 penalties 
o Default assessments 
o  Status of the worker 

 To employer - 'Explanation for decision document' 
 To contractor - 'Reason for decision document' 

Prepare draft finalisation letter for approval. 

1. Prepare the relevant finalisation of audit letter using eLetters where required.  
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2. Attach all relevant documentation to the case. 

Sign off decisions  

This procedure provides case officers with guidance on how to complete the 'Sign off decisions' 
step. 

This procedure requires the following tasks to be performed: 

 Sign off decisions - Case owner, and  
 Sign off decisions - Case approver. 

Sign off decisions - Case owner 

Task 

Assign the quality control activity to the case approver for sign off.  

Non-streamlined officers only send for QC: 

 Default assessments 
 Part 7 penalties considered 
 SGC statement lodged 

 
(Note: not required to be sent for QC where payment already paid to super fund. Set 
activity to 'Not applicable'.) 

 Streamlined officers set activity to 'Not applicable'. 

  

Sign off decisions - Case approver 

Task 

Review the case activities undertaken and all case notes. 

Consider whether the activities undertaken are consistent with the case plan.  

1. If default assessments are to be raised, review the attached spreadsheets to ensure they 
are accurate and the notifier has been correctly included in the assessment. 

Decide whether the findings and evidence support the appropriate ATO view and/or ATO 
policy and ensure the compliance decision has taken into account the client/taxpayer's 
views. 

Ensure penalty and interest charge decisions have been supported by facts and evidence 
and the correct authorisation level has been obtained. 

1. Ensure remission decisions are supported with the completed Part 7 Penalty checklist or 
clearly documented. 

Ensure that all requirements for a quality settlement under the Code of settlement practice 
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have been completed, if applicable. 

Ensure that payment conversations have occurred where liabilities have been raised. (See 
Communicate outcomes to client) 

Ensure that the case is appropriately referred to Debt immediately where there is 
suspected dissipation of assets. 

Open and review the intended finalisation letter. Ensure the finalisation letter aligns with 
the facts and decisions. Ensure that the finalisation letter to the client/taxpayer refers to 
payment or payment options, not just the increased liabilities. If appropriate, approve and 
publish the finalisation letter.  

1. Publish the following documents if they are attached to the case:  
o documents created to support a fact in the Facts tab  
o  penalty checklists  
o RFD. 

2. Set the Decision and Outcome status to 'Approved' if not already done. 
3. Ensure the correct EN outcome has been used. 

Note: Do not set the 'Communicate the outcomes' activity to done. 

If no further action is required by the case owner, return to the Activities tab and set the 
'Sign off decisions' QC activity to 'Done'. 

If deficiencies need to be addressed, provide feedback and discuss with the case owner. 
Once completed set the 'Sign off decisions' QC activity to 'Done'. 

  

Communicate the outcomes to the client 

This procedure provides case officers with guidance on how to complete the 'Communicate the 
outcomes to the client' step.  

This procedure requires the following tasks to be performed: 

 Communicate outcomes to the client, and  
 Document outcomes of client interaction. 

  

Communicate outcomes to the client/taxpayer 

Task 

Communicate the outcomes to the client. 

1. Consider communicating the final outcomes to the client (employer and notifier) by 
phone:  

o discuss the results of the case, and  
o provide any further education as required. 

2. Where the early engagement letter requirements have been met contact the employer by 
phone to acknowledge the action taken by the employer and ask an additional 2 
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questions as provided in SG Key conversation points. 

Conduct a debt conversation 

1. A debt conversation is not required if SGC statement/s are lodged in response to the 
early engagement letter and prior to audit. 

Note: If there are reasons that a Debt conversation is not appropriate or required (including 
unable to contact) in your case you must add a case note as to why the Debt conversation was 
not attempted or conducted. 

2. Where any of the following criteria is met use the referral form to refer to Debt: 

o The employer is part of a Phoenix entity or the director has SG shortfalls in 
relation to different entities. 

o The employer has a SG debt of more than $150,000. 
o The employer is dissipating assets, you receive intelligence that the employer is 

about to leave the country, or the employer is demonstrating other behaviour that 
indicates they are a risk to revenue. 

o RAPT may assist in determining the relevant figure for the debt conversation – 
use the 'Profile employer SGC assessment summary' and/or 'Profile Employer 
SGC outstanding amounts'. 

Note: The debt referral can be actioned either when the case commences (if there is existing SG 
debt over $150,000) or at the communicate outcomes to client stage (if your SG audit results in 
an SG debt over $150,000) therefore a referral must be made if the employers SG debt is over 
$150,000. 

(If you enter into a payment plan with the employer during your case, the debt referral form is not 
required to be completed). 

3. Otherwise refer to SG Payment arrangements method. 

Issue the approved finalisation letter within 7 days of the approval of the decisions. 

1. Issue the appropriate finalisation letter from eletters if required. 
2. Include any approved RFD documents with the finalisation letter. 
3. Issue any required letters and reasons for decisions to related clients/other parties, for 

example: 
o  Manual finalisation letter to SG notifier where applicable. Ensure the SG notifier 

letter is attached to the notifier's CCV and classified as follows: 

 Capability – AC Case 
 Category – Correspondence 
 Type – Outbound client (Corr) 
 Interaction – Outbound Correspondence 

 For further information see SGIR Outcomes Decisions and Outcomes ACAP.  

o If an audit case has been manually created, you will need to create and issue 
manual versions of ALL SGIR letters as the case has been created outside of the 
automated SGIR model. Manual letters can be found on eLetters and the letters 
index page. 

o Consider whether the letter can be sent using a digital option. Refer to sharing 
electronic information for further information and 1-to-1 Email & SMS System 
user guide for further guidance if required. 
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2. Ensure you set the Close/Communicate Outcomes to Client activity to Done as soon as 
you have sent the finalisation letter. 

o This must be set to Done within seven days of the Decision approval activity 
being set to Done as our seven day service standard measurement is based on 
these two activities. 

  

Document outcomes of client/taxpayer interaction 

Task 

Record interaction appropriately and add an attachment in Siebel, if required. 

1. Update the Notes tab as required.  

2. Ensure all relevant documents are attached. 

  

Prepare to close the case 

This procedure provides case officers with guidance on how to complete the 'Prepare to close 
case' step. 

This procedure requires the following tasks to be performed: 

 Process amendments/assessments 
 Prepare to close case 
 Undertake document control, if required. 

  

Process amendments/assessments 

Contact your ICP Power User for E & A if you have any queries/issues in relation to the ICP 
keying process.  

  

Task 

Process assessments/amendments including penalty and charges. 

1. Finalise preparations to arrange for keying of original or amended assessments:  
o SG EN follow  Key SG Assessments. 
o Follow Keying an SG false or misleading shortfall penalty where required. 

2. Where Amnesty, follow SG Amnesty processing instructions including updating case 
‘Status’. 
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Ensure the correct assessments/amendments have been issued. 

1. Where keyed forms have a status of 'suspended' investigate and take appropriate 
rectification action to resolve the issue. 

2. View the assessment notice in the Summary tab of the client's Siebel Consolidated Client 
View screen.  

3. Create manual notices where required by manual work-around business rules, and 
following the Generate desktop correspondence - Siebel - create a new outbound 
correspondence activity process. 

Obtain confirmation that shortfall amounts, penalties and charges have been correctly 
posted to the client/taxpayer's accounts. 

1. View the ICP transactions.  

2. Confirm the correct liability is showing on the client's account, and that a debit balance 
exists. 

3. Ensure that there are no suspended Parent or Liability forms and that all liability forms 
have issued. 

4. If you are using RAPT and LPO is involved, refer to ICP to confirm correct figures. 
5. Update the values in your Outcomes.  

 This calculator can be used to help determine the amounts to enter in the values 
fields. 

  

Prepare to close case 

Task 

Undertake comparison of actual to planned outcomes, where required.  

1. Ensure that the status of all risks and issues are set to 'Closed', and update the 'Reason 
closed' field.  

Record intelligence, where required.  

1. Complete and submit intelligence via ATOiDiscover.  
o Cross reference any ATOiDiscover submission by loading and completing a non-

financial intelligence outcome to your case. 

Update ATO systems with client/taxpayer information.  

1. Follow the SPR-Updating client details guidelines to complete updates to client details 
where requested to so by the client, or escalate to the appropriate area. 

2. Ensure all Work management items which are related items to the case have been 
actioned and closed. 

Ensure all attachments are published. 

1. Check to ensure that all attachments have been published and are viewable. 

Ensure all Decisions and Outcomes are recorded in accordance with the Decisions and 
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Outcomes ACAP.  

1. Ensure the status of decisions has been set to Approved (must only be set by your case 
approver).  

o  The outcome status should remain as 'approved' and NOT set to done. 

Ensure the status of all activities has been updated appropriately. 

1. The status of all activities in the case has been updated to done, rejected or created in 
error where required, including:  

o non-mandatory activities  
o activities that have been linked to your case from the consolidated client view/tax 

practitioner consolidated view. 

Complete referrals, where required, and ensure the referral activities are in accordance 
with the Referrals and Escalations ACAP. 

Ensure all actions described above have been completed before the status of the case is 
updated to 'Close'. 

 Set the 'Sub-Status' to 'Outcome' or 'Nil outcome'.  

Refer to Active Compliance Approved Practice Case Status and sub status use in Active 
Compliance for further information. 

  

Undertake document control, if required 

Task 

Ensure the case management file is complete. 

Store and/or archive the case management file.  

Feedback and Comments 

Feedback to: Practice Management 
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