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FRAMEWORK — COMMUNICATIONS WITH TAXPAYERS

Response by Association of Taxation Technicians
Introduction

The Association of Taxation Technicians (ATT) is pleased to have the opportunity to respond to the Scottish
Government consultation document Modernising Revenue Scotland’s Tax Administration Framework —
Communications with Taxpayers (‘the Consultation’) issued on 23 March 20262,

The primary charitable objective of the ATT is to promote education and the study of tax administration and
practice. We place a strong emphasis on the practicalities of the tax system. Our work in this area draws
heavily on the experience of our members who assist thousands of businesses and individuals to comply with
their taxation obligations. This response is written with that background.

We welcome the Scottish Government’s ambition to improve efficiency, responsiveness and accessibility
through increased use of digital communications. However, such reforms must be carefully designed to
ensure fairness, accessibility, and legal certainty for all taxpayers and their agents.

We have responded to the consultation from the perspective of taxpayers and their agents. Our response
focuses on the implications for tax administration, interaction with Revenue Scotland, the role of professional
agents, security and fraud risks, and the experience of digitally excluded or vulnerable taxpayers.

We would be pleased to discuss any aspect of this submission further. Relevant contact details can be found
in Section 5.

Executive summary

We support the principle of electronic communications being the default, provided that this is implemented
within a robust legislative and operational framework. This framework must clearly define when
communications are sent and deemed received, and must include safeguards to address risks of non-receipt,
misunderstanding, or dispute.

T https://www.gov.scot/publications/modernising-revenue-scotlands-tax-administration-framework-communications-revenue-

scotland-taxpayers-consultation/
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The framework must also incorporate strong security and fraud protections. Moving to digital-first
communications increases exposure to risks such as phishing, spoofed messages and unauthorised access to
taxpayer information. Robust safeguards, including secure delivery mechanisms, authentication controls and
clear guidance for taxpayers, will be essential to maintaining trust in the system.

It is equally important that the system fully recognises the role of authorised agents. Many taxpayers rely on
professional advisers to manage their affairs, and the framework should ensure that agents have appropriate
visibility of communications. Without this, there is a risk of missed or delayed responses, leading to
unintended non-compliance.

The proposals should also support secure two-way digital communication, rather than focusing solely on
outbound messaging. Effective tax administration depends on the ability of taxpayers and agents to respond,
seek clarification and resolve issues promptly. Enabling interactive engagement would improve compliance
outcomes and reduce the risk of misunderstanding.

Maintaining accessibility and inclusion will be critical. While many taxpayers are able to engage digitally, not
all have the capability to do so. A clear opt-out mechanism and continued availability of non-digital channels,
including postal communication, are essential to ensure that no group is disadvantaged and the quality of
service provided by Revenue Scotland remains unaffected. In addition, effective digital and non-digital
channels should be available to secure resolution when issues arise..

The success of a digital-first model will also depend on robust testing, data quality and reliability. Accurate
and up-to-date contact information is fundamental to ensuring communications reach the intended recipient.
Processes for validation and regular updating of contact details should therefore be embedded within the
system.

Finally, effective implementation will depend on ongoing stakeholder engagement. We note the approach
taken by HMRC through forums such as the Digitising Post Forum, which enable collaboration with
professional bodies and help identify practical issues early. A similar approach, or active use of HMRC
learnings, would support the development of a system that is both technically robust and workable in
practice. We encourage Revenue Scotland to work collaboratively with HMRC to identify where best practice
can be shared.

Responses to questions posed by the Consultation

Question 1: Do you agree that there are challenges with Revenue Scotland’s current communications
practice, as described above? Please provide commentary to explain the basis of your answer.

There are clear challenges in the current communication framework, particularly the reliance on postal
delivery which introduces delays, costs, and administrative inefficiencies. This can impact compliance where
deadlines are tight or where correspondence is not received promptly.

At the same time, the current system provides a degree of legal certainty, especially where recorded delivery
is used. It is important that any modernised framework retains this certainty while improving efficiency.

We note that the proposal to move from a system based on explicit written consent to one based on digital
opt-out has the potential to streamline processes and reduce administrative burdens. However, it also
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represents a significant change in how taxpayer agreement to electronic communication is established, and
it will be important to ensure that taxpayers are fully aware of this shift and its implications.

In particular, appropriate safeguards and clear communication will be needed to ensure that taxpayers do
not inadvertently become subject to digital communications without a proper understanding of their rights
and options.

Question 2: Do you agree with the proposal for Revenue Scotland to move to electronic communications
by default, where a taxpayer has provided a means of electronic communication (except where they have
opted out or are otherwise digitally excluded)? Please provide an explanation for your answer.

We support electronic communications as the default in principle, as it has the potential to improve speed,
efficiency and record-keeping. It also aligns with wider digital transformation across tax administrations.

However, this must be supported by clear legal rules on when communications are deemed delivered and
received, alongside safeguards to ensure that taxpayers are not disadvantaged where communications are
not accessed or received or are misunderstood.

Question 3: Are there alternative approaches which Revenue Scotland could take to facilitate greater use
of electronic communications with taxpayers?

A phased implementation would reduce risk, allowing digital communication to be introduced initially for
non-statutory correspondence before extending to formal notices. We also recommend that any pilots of the
system should include users with varying levels of digital capability, non-native English speakers, and
authorised agents.

Integration of authorised agents from the outset is critical. Agent access should be fully integrated, with the
ability to receive, view and respond to all communications on behalf of clients within the same system.

Many taxpayers rely on advisers and failure to include agents risks communications being missed or not acted
upon. This is particularly the case for Land and Buildings Transaction Tax (LBTT), where taxpayers will
generally use an authorised agent such as an accountant or solicitor.

Limiting communications to a one-way channel from Revenue Scotland to taxpayers risks creating an
imbalance and reducing meaningful engagement. Modern digital services are generally expected to be
interactive, allowing users to respond, seek clarification, and manage their affairs efficiently.

A system that enables two-way communication, ideally through a secure portal with agent access where
appropriate, would enhance both usability and trust. Where Revenue Scotland can issue communications
electronically, but taxpayers or their agents must respond through slower or less convenient channels, this
introduces unnecessary friction and reduces the incentive to engage with the digital communication system.

Such an approach risks undermining the intended efficiency gains of digital transformation. It may also lead
to increased errors, delays, and reduced user satisfaction resulting in opt-out.

Question 4: Do you agree that the definition of electronic communications should provide Revenue
Scotland with the flexibility to communicate electronically through a range of measures? Please provide an
explanation for your answer.

A flexible definition of electronic communication is appropriate to ensure the framework remains
future-proof and adaptable to emerging technologies.
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In addition, flexibility must be supported by strong security standards and systems should enable two-way
communication rather than functioning as a one-way broadcast mechanism, as noted at paragraph 3.6 above.

Question 5: Are there any specific circumstances, excluding consideration of opt-out arrangements, where
you consider that the use of electronic communications would not be appropriate?

Electronic communications may not be appropriate in circumstances involving vulnerability or sensitive
matters such as bereavement or the appointment of a Power of Attorney to manage a taxpayer’s affairs.

A broad and inclusive definition of digital exclusion should be adopted, ensuring flexibility in the choice of
communication method depending on the tax or system involved. For example, if certain accessibility features
are phased in by tax type, a taxpayer may be able to use the system for one tax but not another.

Question 6: What process do you think Revenue Scotland should put in place to enable taxpayers to opt
out of receiving electronic communications?

The opt-out process should be straightforward and accessible via multiple channels, including telephone and
paper routes. Agents should be able to opt out on behalf of their client while retaining the ability to
communicate digitally themselves on behalf of the client. Having an agent who prefers to communicate
digitally should not imply that the taxpayer is not digitally excluded or able to opt out.

Taxpayers who choose to opt out should be provided with access to any additional support required to engage
effectively with Revenue Scotland.

Question 7: What measures should be put in place to ensure that taxpayers are aware of the opt out?

Taxpayers should be clearly informed of their right to opt out at key interaction points such as registration
and filing. Clear and simple guidance will be essential to ensure taxpayers understand their rights and the
implications of digital communications.

Question 8: Do you agree with the proposal that a copy of an electronic communication will be proof that
information was delivered by electronic communications, unless there is evidence to the contrary? Please
provide an explanation for your answer

We support the proposal that copies of electronic communications may serve as evidence of delivery, as this
reflects modern administrative processes. However, taxpayers should retain the ability to challenge this
presumption where there is evidence that communication was not received or accessible. For example, bulk
emails may be sent automatically to junk or spam folders, and depending on settings, may be automatically
deleted after a short period of time. Guidance should be given on how to add the sender to a ‘safe sender’
list.

Consideration should be given to supplementary alert mechanisms (for example SMS or app notifications) to
notify taxpayers that a communication is available, reducing the risk of missed messages. Any such
notifications should be sufficiently clear to enable the taxpayer to understand the purpose and context of the
communication.

Question 9: Do you agree with the proposal that a notice transmitted by electronic communications is
received on the day of transmission, unless there is evidence to the contrary? Please provide an explanation
for your answer
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Clarity on deemed receipt is essential to maintain legal certainty. While same-day receipt may be appropriate
in principle, safeguards are needed to account for non-access or technical issues. Clear distinction should be
made between “delivery” and “access”, particularly where communications are made available via a portal
rather than directly transmitted.

Power outages, broadband provider issues or even a global outage such as affected Microsoft products in July
2024 are examples of situations where same day receipt could not be presumed.

Clear guidance is required to ensure taxpayers understand how these timing rules operate and how they may
be challenged where appropriate. In addition, systems should provide a clear and accessible audit trail,
including timestamps for when communications are issued, accessed and, where relevant, acknowledged.

Question 10: If in agreement with the proposal, do you agree that it would be appropriate to align with the
presumptions already in operation for HMRC.

Alignment with HMRC’s approach would offer consistency and reduce complexity for taxpayers operating
across jurisdictions.

However, it is important that any alignment is adapted to ensure it works effectively within the specific
operational context of Revenue Scotland and the taxes involved, especially since Revenue Scotland’s systems
are likely to be more modern and adaptable than existing HMRC systems.

The ATT has been working with HMRC through its Digitising Post Programme Forum. This forum not only
involves professional bodies, tax agents and software providers but also charities supporting the digitally
excluded and those who may be able to communicate digitally but would require additional support or system
adaptation. A similar forum hosted by Revenue Scotland might prove useful and we would be interested in
participating in any such forum.

Question 11: What action could Revenue Scotland take to address the risks of error and uncertainty
highlighted above?

Measures to address risks should include validation of contact data, alerts for failed or unopened messages
and clear distinction between types of communications.

Cybersecurity risks must also be addressed, including the use of secure portals, authentication controls and
safeguards against phishing and unauthorised access. These measures will assist in maintaining taxpayer trust
in electronic communications.

Discussions at the HMRC forum have highlighted the need for agents to be copied in on all communications
and the need to educate the public on how to recognise a genuine communication. In addition, it would be
helpful if, when a taxpayer dies, they are either immediately removed from the electronic communications
system (perhaps via the ‘Tell Us Once’ system) and copies of any outstanding correspondence passed on to
the executors (or nominees) or the executors are given immediate electronic access.

Question 12: Do you consider that the audit process and support that Revenue Scotland has in place are
effective in supporting taxpayers in their interactions with Revenue Scotland? Please provide an
explanation for your answer.

Existing audit processes provide a useful foundation but should be enhanced to monitor digital delivery and
access where possible.
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Ongoing access to support channels will remain essential to ensure taxpayers can resolve issues and seek
clarification when needed.

Question 13: Do you agree that service by ordinary post is a proportionate alternative means of
communication to those taxpayers who do not have a digital means of communication or who otherwise
opt out of electronic communications? Please provide an explanation for your answer.

Ordinary post remains an essential alternative for taxpayers who are digitally excluded. Maintaining this
option is important to ensure inclusivity and continued access to the tax system.

However, we would highlight that if the ability to opt out is not restricted to the digitally excluded then the
numbers willing to communicate digitally may not be of a level to make the change cost effective.

Question 14: Do you agree with the opportunities, benefits, challenges and risks associated with the use of
ordinary post as set out above? Please provide an explanation for your answer.

The consultation correctly identifies both benefits and risks of postal communications, including cost savings
alongside the potential for delay or misdelivery.

Appropriate safeguards should be introduced to mitigate these risks and ensure reliability.

Question 15: Where correspondence is served by ordinary post, do you agree with the proposal that second
class post would primarily be used? Please provide an explanation for your answer.

Using second class post as a default for routine communications is reasonable from a cost perspective.
However, consideration should be given to taxpayers who reside overseas, for example individuals liable for
LBTT on the purchase of a holiday home in Scotland. In such cases, standard second class post would not be
appropriate. Systems should therefore be capable of identifying overseas addresses and applying the correct
postal method and associated costs.

A risk-based approach should ensure more urgent or sensitive communications are sent using faster methods
including the ‘Signed For’ service.

Question 16: Do you agree with the proposed rebuttable presumptions of delivery for service by first and
second class ordinary post within the UK? Please provide an explanation for your answer.

Introducing rebuttable presumptions of delivery provides clarity and consistency in the legal treatment of
postal communications.

These presumptions must be capable of challenge where there is credible evidence of non-delivery. For
example, we are aware that estimated delivery dates are extended at certain times of year such as over the
Christmas period. In addition, in some rural areas second class post is only delivered once a week due to staff
shortages.

Question 17: If presumptions were introduced, on what grounds do you think these should be rebuttable
by the intended recipient?

Grounds for rebuttal should include incorrect addressing, non-delivery and external disruption such as postal
delays.

These reflect realistic circumstances where communications may not reach the intended recipient.
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Question 18: Relatedly, what steps could be taken to address the risks set out above? Are there other risks
or issues which should be considered and addressed?

Risks associated with postal communications should be addressed through maintaining accurate address data
and providing clear mechanisms for updating details.

Consistency between digital and postal risk mitigation approaches will be important. For example, where bulk
communications are to be sent, both post and electronic databases should be checked to ensure compliance
with GDPR and ensure that communications are sent to the appropriate recipient.

Question 19: How much notice would taxpayers and agents need for these changes, and how could
Revenue Scotland best communicate it?

A transition period of 612 months would support effective implementation and awareness raising and allow
taxpayers and agents time to adapt. Contacting existing taxpayers and agents by existing means is essential
to advise of the changes and to provide confidence that any future digital communications received are
genuine.

Consideration could also be given to a period of parallel operation of digital and postal communications to
support transition and build user confidence.

Ongoing stakeholder engagement is critical; adopting a model similar to HMRC's Digitising Post Forum (see
3.20 above) would help identify practical issues and improve system design. Professional and trade bodies
can assist with communications.

Question 20: Do you have any information which could inform a draft BRIA relating to the proposals set
out in this consultation?

The proposals are likely to give rise to both transitional costs and longer-term benefits, with impacts varying
across different types and sizes of organisation.

In the short term, implementation will require investment in systems, secure communication channels, and
processes to manage electronic delivery and access. Ongoing administrative requirements are likely to
include maintaining accurate contact details, managing opt-out requests, and ensuring appropriate agent
authorisation and access. For taxpayers and agents, changes to internal processes and increased monitoring
of communications may be required to ensure deadlines are met, with proportionately greater impact on
smaller organisations with limited resources.

Over time, electronic communications should improve efficiency through faster delivery, reduced reliance on
post, and improved record-keeping, helping to reduce administrative costs and support more timely
engagement. There is also an opportunity to improve user experience through more responsive and
accessible systems, particularly where two-way communication and agent access are supported.

The proposals may support increased use of digital tools within the tax compliance market, creating
opportunities for software providers and suppliers of secure communication and identity services. Care will
be needed to ensure that system design does not create barriers to entry or favour particular providers, with
open and interoperable approaches supporting competition and innovation.

Larger organisations and those with established digital infrastructure are likely to adapt more easily and
realise benefits sooner, while smaller businesses, sole practitioners and those with limited digital capability
may face greater relative costs and require additional support. Organisations supporting digitally excluded or
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vulnerable taxpayers may also experience increased demand, making the continued availability of non-digital
channels and appropriate support important to mitigate these impacts.

Question 21: Are you aware of any examples of particular current or future impacts, positive or negative,
on young people (children, pupils, and young adults up to the age of 26) of any aspect of the proposals in
this consultation?

Younger taxpayers may benefit from familiarity with digital systems, potentially improving engagement and
responsiveness.

Guidance will still be required to support those with limited tax knowledge or experience. A poll carried out
by the Scottish Government in September 2025 highlighted that 52% of people did not understand the
devolved taxes system?.

Question 22: Are you aware of any examples of potential impacts, either positive or negative, that you
consider any of the proposals in this consultation may have on the environment?

Digital communications may have positive environmental impacts through reduced paper use and transport
requirements. Nonetheless, this must be measured against the additional energy required to power systems
particularly if artificial intelligence is to be introduced.

Question 23: Are you aware of any examples of how the proposals in this consultation may impact, either
positively or negatively, on these with protected characteristics (age, disability, gender reassignment,
marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex and sexual
orientation)?

Digital communication may enhance accessibility for some users, particularly where assistive technologies
are used.

Risks of exclusion remain and must be mitigated through inclusive design and alternative communication
options. Any alternative must be sustainable, properly resourced, and equivalent in status and timeliness, so
that digitally excluded or vulnerable individuals are not disadvantaged in complying with their obligations.

Question 24: Are you aware of any examples of potential impacts, either positive or negative, that you
consider any of the proposals in this consultation may have on groups or areas at socio-economic
disadvantage (such as income, low wealth or area deprivation)?

Socio-economic factors may limit digital access for some taxpayers, including availability of devices or internet
access.

Maintaining non-digital communication options is essential to avoid widening inequalities.

Question 25: Are you aware of any examples of how the proposals in this consultation might impact,
positively or negatively, on island communities in a way that is different from the impact on mainland or
other areas?

Island communities may face connectivity challenges that limit effective use of digital communication
systems.

A flexible approach, including continued access to timely postal services, will be important.

2 Scottish Budget 2026 to 2027: public attitudes to tax - gov.scot
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Question 26: Are you aware of any examples of how the proposals in this consultation might impact, either
positively or negatively, on rural communities on mainland Scotland?

Rural communities may face similar connectivity issues®, which should be considered in system design.

A mixed-channel approach will ensure continued accessibility together with a commitment to providing
suitable broadband connectivity to all areas.

Question 27: Are you aware of any examples of how the proposals set out in this consultation may impact,
positively or negatively, on consumers in Scotland?

Consumers may benefit from improved speed and convenience under a digital system.

However, risks such as missed communications and security concerns reinforce the need for a secure,
two-way and well-supported framework.

Conclusion

We support the move toward a digital-first communications framework, recognising the potential benefits
for efficiency and taxpayer experience.

Success will depend on systems that are secure, inclusive, legally robust and capable of supporting effective
two-way communication, supported by appropriate safeguards and ongoing stakeholder engagement. Any
new system should be appropriately resourced throughout its lifecycle, from development and
implementation, through to managing operational issues once live.

It will be important that the framework fully recognises the role of authorised agents, ensuring that they have
appropriate and timely access to communications and are able to act on behalf of their clients without
unnecessary restriction or duplication. Maintaining taxpayer trust and confidence will also be critical and will
depend on clear and consistent communication, reliable systems, and effective safeguards against error and
fraud.

This includes ensuring that the agent authorisation process for digital systems is designed to be
straightforward and user-friendly, while maintaining appropriate levels of security and flexibility to
accommodate clients of agents who may themselves be digitally excluded.

A phased and carefully managed implementation, including appropriate piloting and transition arrangements,
will be important to ensure that the system operates effectively in practice.

Contact details

We would be pleased to join in any discussion relating to this consultation. Should you wish to discuss any
aspect of this response, please contact us at atttechnical@att.org.uk.

The Association of Taxation Technicians

3 How can digital connectivity be improved across rural and remote areas of Scotland? MPs launch inquiry and survey for views -

Committees - UK Parliament
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6 Note

6.1 The Association is a charity and the leading professional body for those providing UK tax compliance services.
Our primary charitable objective is to promote education and the study of tax administration and practice.
One of our key aims is to provide an appropriate qualification for individuals who undertake tax compliance
work. Drawing on our members' practical experience and knowledge, we contribute to consultations on the
development of the UK tax system and seek to ensure that, for the general public, it is workable and as fair as
possible.

Our members are qualified by examination and practical experience. They commit to the highest standards of
professional conduct and ensure that their tax knowledge is constantly kept up to date. Members may be
found in private practice, commerce and industry, government and academia.

The Association has more than 10,000 members and Fellows together with over 7,000 students. Members and
Fellows use the practising title of 'Taxation Technician' or ‘Taxation Technician (Fellow)’ and the designatory
letters 'ATT' and 'ATT (Fellow)' respectively.
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