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Abstract 
In the process of our government's transformation to a "service-oriented" government, 
the tax department also began to focus more on providing efficient and high-quality tax 
services to taxpayers. With the continuous innovation of information technology, the 
existing "Internet + tax" service model can no longer meet the growing personalized 
needs of taxpayers. Under the background of the rapid development of big data, cloud 
computing, Internet +, artificial intelligence and other information technologies, this 
topic takes the "smart tax" service of Bengbu Tax Bureau as the research object, and 
combs the achievements of Bengbu "smart tax" service by analyzing the development 
process and construction ideas of Bengbu tax Bureau's "smart tax" service platform. On 
the basis of "wisdom" and "wisdom", the tax service department faces various 
theoretical challenges. Based on the objective problems faced by the current "smart tax" 
service construction, combined with relevant cases at home and abroad, this topic 
attempts to summarize some operable opinions and suggestions for the construction of 
"smart tax" service platform of grass-roots tax departments, so as to provide useful 
reference for further promoting the construction of Grass-roots "smart tax" service. 
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1. Current Situation of Tax Service of Bengbu Taxation Bureau from the 
Perspective of Smart Taxation 

1.1. Changes of Tax Service Forms in Bengbu under the Background of Smart 
Taxation 

In the era of rapid development of the Internet, the traditional tax service of Bengbu tax bureau 
can no longer meet the growing needs of taxpayers. This paper analyzes how Bengbu Tax 
Bureau integrates informatization into tax work and tax service. The positioning of traditional 
government and citizens has changed to some extent. By studying the theories of new public 
management theory and new public service theory, this paper analyzes a new service-oriented 
development framework, makes it clear that the function of the government in tax work is 
"service" rather than "control", and objectively emphasizes the importance of tax service. The 
new "service-oriented" government embodies the concept of people-oriented and the 
supremacy of civil rights, puts the supply of public services in the leading position of 
government affairs, breaks the shackles of the original "management" thinking, and encourages 
citizens to participate more in government management and services. According to the 
deployment of the State Administration of Taxation, Bengbu Taxation Bureau continues to 
explore and move forward on the road of informatization. During the "13th five year plan" 
period, Bengbu Taxation Bureau follows the development trend of the times and unswervingly 
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takes the road of promoting taxation through science and technology. Through the continuous 
integration, optimization and upgrading of the information system, the tax information 
construction of Bengbu Taxation Bureau has entered a "great leap forward" development stage. 
Since the full implementation of the "Internet + taxation" action plan, Bengbu Taxation Bureau 
has continuously promoted the informatization, networking and intelligent construction of tax 
collection and management and service with the Internet as the carrier. 

1.2. Research on the Impact of Smart Tax on Bengbu Tax Work 
During the Spring Festival of 2020, COVID-19 broke out. Epidemic prevention requirements 
make it impossible for taxpayers to go to the tax service hall to handle taxes on site. They must 
carry out "non-contact" tax handling through information means, which makes the demand for 
"smart tax" in all aspects of tax work more urgent. The challenge of the epidemic to tax work 
forces the tax authorities to speed up the construction of "smart tax" and promote the 
continuous and efficient transformation of new technologies into tax productivity. Bengbu 
Taxation Bureau has taken measures such as setting up a "smart tax" service connection bridge 
remotely and submitting reports on the "code" to make the best use of the Electronic Taxation 
Bureau to maximize the convenience of taxpayers and reduce the number of taxpayers visiting 
the hall. Using the "smart tax" service platform, Bengbu Taxation Bureau can reduce the tax cost 
of taxpayers, improve the work quality and efficiency of the tax service office, and broaden the 
tax channels. 

2. Problems in Tax Service of Bengbu Taxation Bureau from the 
Perspective of Smart Taxation 

2.1. The Quality and Efficiency of Tax Services Need to be Improved 
In recent years, Bengbu's economy has developed rapidly and the number of taxpayers is 
increasing. With the continuous promotion of "non-contact" tax handling, the online business 
volume has increased exponentially. Because most of the existing operating platforms are still 
traditional database architecture, the data processing speed is limited, the horizontal expansion 
capacity is poor, and the bearing capacity cannot match the surge of business volume. During 
the centralized collection period, the user response time is often too long due to insufficient 
processing capacity, resulting in poor user experience. At present, the application of the "smart 
tax" service platform only diverts the matters that need to be handled in the office to the 
electronic tax bureau and online processing. The overall business volume has not been reduced, 
there is a lack of analysis and maintenance, and the real wisdom has not been realized. The 
mode of economic subject has also changed in a divergent way, with various types of business. 
The traditional working mode and passive office mode can not keep up with the requirements 
of the times. Many problems caused by the information asymmetry between the tax collectors 
and payers reflect the serious lag of the tax system in the development concept of keeping pace 
with the times. 

2.2. The Information Sharing Mechanism among Departments is Not Perfect 
New technologies such as big data, cloud computing and artificial intelligence are maturing and 
expanding. They have been applied to the daily management of the government and the 
provision of public services to varying degrees. They have become an important force to 
promote the openness of government affairs, optimize services and rule by law, and have laid 
out a beautiful blueprint for the people's office life. However, the "information island" still exists 
because each department has its own working platform and operating system, data standards 
are not unified, there is a lack of effective interface, lack of information sharing mechanism, 
collaborative sharing of data resources and interconnection between business systems can not 
be realized. The data transmission between departments mostly depends on the independent 
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declaration of taxpayers. There is no online transmission and automatic writing function of data, 
which increases the risk of tax evasion. Repeated data entry also increases the workload of 
government departments and prolongs the time limit for taxpayers' business processing. This 
is because the office systems of various departments are "independent", there is no unified 
information interaction platform, and the government has not carried out the unified planning 
and top-level design of intelligent government affairs as a whole. Breaking down the 
"information island", narrowing the "data gap" and promoting the sharing and utilization of 
information between tax departments and other departments are the urgent problems to be 
solved in the process of "smart tax" service construction of Bengbu tax bureau. 

2.3. The Function of Information Tax Service Platform Needs to be Improved 
As the e-tax bureau is still in the stage of continuous improvement, there are still deficiencies 
in convenience and stability, which reduces the taxpayers' sense of experience in online tax 
handling. The following points mainly make taxpayers have negative emotions. First, the 
stability and convenience of the electronic tax bureau. In terms of the stability of the e-tax 
Bureau, when taxpayers operate the e-tax Bureau, they often fail to log in because of the slow 
network speed, system jam and other reasons, or the SMS verification code cannot be sent when 
logging in. The frequent occurrence of these conditions directly reduces the taxpayer's trust in 
the e-tax Bureau and even the whole tax bureau. Second, the self-service tax handling 
equipment is poor. The hardware of the self-service tax area is relatively poor. They are all old 
computers with low configuration and prone to failure. The tax department needs to increase 
investment in this regard. Third, there are hidden dangers of information disclosure. Smart tax 
is a unique form of tax service in today's society. It is a high application of Internet technology. 
It is a complex project. In the process of data entry, transmission and reading, it is likely to cause 
data leakage and potential security risks. Especially with the popularity of online tax handling, 
many taxpayers are used to coming to the self-service tax area of the tax bureau to handle taxes, 
but they know little about the operation, It is easy to leak information when seeking help from 
others. 

2.4. The Protection of Taxpayers' Rights and Interests is Insufficient 
Protecting the legitimate rights and interests of taxpayers is an important part of smart taxation, 
for taxpayers, paying taxes according to law is their obligation, and for the tax system, providing 
corresponding reasonable services is a duty and a mission. First, there is still a one-way nature 
in the formulation of tax service policies. Many favorable policies are indeed based on the 
interests of taxpayers in the formulation process, but they rarely listen to the relevant opinions 
of taxpayers before the policy is formulated, or those opinions are not comprehensive, resulting 
in taxpayers not really participating in the policy formulation process, and the policies 
introduced also make taxpayers in a passive state. Second, taxpayers' rights protection 
channels are not smooth. There is a lack of rights protection institutions for taxpayers, special 
rights protection institutions such as labor arbitration commissions and consumer associations 
are still very scarce, taxpayers' awareness of rights protection is not strong, and the third is the 
high cost of tax compliance. In recent years, China has continued to pay reform dividends, but 
the cost of taxpayer compliance is still high. For example, tax-related enterprises. If you want 
to issue invoices, you need to bear the cost of tax control panels, service charges, printers, 
computers, etc. In addition, once the declaration is overdue, it is also necessary to bear the late 
payment fee. 
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3. Explanation of the Causes of Tax Service Problems of Bengbu Taxation 
Bureau from the Perspective of Smart Taxation 

3.1. There are Barriers in the Application of Tax Related Big Data 
At present, Bengbu tax authorities have not really realized what big data is, and the concept of 
big data remains superficial. They believe that tax related big data only superimposes the tax 
related information of all taxpayers, ignoring that after superposition, they can further excavate 
deeper high-end information and apply it to other fields, and fail to recognize the process of 
qualitative change caused by quantitative change. In addition, the sharing of big data 
information between the tax system and local governments needs to be improved. For example, 
the data of various units cannot be shared online in real time, and many data need to be 
transmitted manually, which affects the work efficiency. The inter departmental coordination 
mechanism needs to be improved, such as the collection of social insurance premiums, the 
failure to achieve national overall planning of insurance types, the data only stay at the county 
level, the failure to summarize the national data, and the data application efficiency is not high; 
For the collection of individual income tax, taxpayers actively fill in special additional deduction 
items. The data comparison and later follow-up investigation of housing, rental, pension, on-
the-job education and medical treatment have not been realized, and the authenticity of the 
data cannot be verified; In addition, there are information barriers between tax authorities and 
departments such as land and resources, social security and medical insurance, which affect the 
sharing and application of big data. 

3.2. Talent Reserve Does Not Match Development Needs 
In the era of rapid iterative development of technology, it is necessary to equip corresponding 
professional and technical talents. In recent years, the rapid development and iteration of 
information technology has greatly accelerated the rate of knowledge renewal and skill 
elimination. The contradiction that the existing tax cadres and technicians in Bengbu do not 
meet the needs of "smart tax" has become increasingly prominent. On the one hand, the reason 
is that the tax system is seriously aging, and the tax work needs to have the necessary 
professional knowledge. The older generation of tax workers have rich work experience and 
professional quality, but they lack the organic integration with modern technology. On the other 
hand, due to the limitations of the selection process of civil servants and the corresponding 
staffing, it is difficult for professional and technical talents to enter the tax field through this 
way to give full play to their professional skills. Although the posts recruited by civil servants 
also have fresh college graduates majoring in computer related majors, due to the lack of 
practical experience, their professional knowledge is also difficult to be organically applied in 
the field of tax work. 

3.3. Tax Service Needs to be Further Improved 
The improvement of tax service is not only reflected in the diversity and convenience of service 
forms, but also in the satisfaction of taxpayers. In order to obtain the first-hand satisfaction of 
taxpayers and understand the "difficulties, pain points and blocking points" of taxpayers in real 
time, Bengbu tax authorities should establish an effective feedback response mechanism. In 
case of any difficult tax related problems, they can timely and conveniently report to the tax 
authorities, so that the demands of taxpayers can be reflected in a way, respond to all kinds of 
demands, and form good communication and interaction. Publicity and promotion need to be 
strengthened. The construction of e-tax Bureau has not yet been deeply rooted in the hearts of 
the people. According to the survey, 80% of new tax personnel habitually work offline, 
especially in government affairs. Only "face-to-face" can they have a real sense of gain.  
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3.4. The Smart Tax Service System Lacks the Framework Design of New 
Technology 

The reason why the "smart tax" service platform is not sound and powerful enough is that the 
platform is still in the early stage of construction, the application of new technologies in the 
platform is not comprehensive, and the reference to new technologies in the overall 
architecture design is not sufficient. At present, the "code office" non-contact tax service 
platform created by Bengbu Taxation Bureau is only in the initial stage of "smart tax" service. 
It is more to transfer the original "offline" business to "online" processing. The overall business 
volume has not been reduced, and the construction of the platform is blocked and long. With 
the development of economy and society and the progress of science and technology, the 
economic subjects are diverse, and the tax service needs of taxpayers are also diversified. The 
traditional tax service mode and simple "smart" tax can no longer meet the growing demand of 
modern taxpayers for intelligent tax service. Facing the new and higher requirements of tax 
service, the application of new technologies is not in place, which seriously affects the 
comprehensive ability of the function of the "smart tax" service platform. 

4. Countermeasures and Suggestions on Tax Service of Bengbu Taxation 
Bureau from the Perspective of Smart Taxation  

4.1. Comprehensively Establish a Smart Tax Service System 
Build Bengbu's existing e-tax Bureau and the "two platforms" of Golden Tax phase III system 
into a smart tax that completes the whole business and whole process. The goal of smart tax 
construction is to make full use of new technologies ("Internet" +, cloud computing, big data, 
artificial intelligence, etc.) in tax business, based on the cloud of infrastructure, and through the 
cloud application of business, form an efficient and unified e-tax bureau with "wisdom, 
convenience, accuracy and efficiency" as the key feature and based on the big data cloud 
platform, so as to create an all-weather, all-round and all-round business The whole process of 
intelligent tax system. The intelligent electronic tax bureau system is built based on the data 
support platform and consists of four major parts: the taxpayer-side platform, the electronic 
work platform, the shared service platform and the production library. The taxpayer-side 
platform includes web pages, clients, mobile APPS, self-service terminals and other channel 
applications; the electronic work platform includes the taxpayer-side business processing 
platform and the taxpayer-side business processing platform, the taxpayer-side business 
processing platform is used to process taxpayer business acceptance and result feedback from 
the taxpayer-side platform and the lobby, the taxpayer-side business processing platform is the 
core business processing platform for collection and management, taxpayers and tax personnel 
handle business through the electronic tax bureau, and the data is stored in the electronic tax 
bureau. And asynchronously synchronize the result data to the Golden Third system. The 
shared service platform includes public business and common function modules, which are 
called for supply. The production library is a distributed database of the electronic tax bureau, 
which stores and records the data.  

4.2. Train Professionals Who Meet the Requirements of Smart Tax 
Development 

Under the background of the rapid development of high-tech information technology, "smart 
tax" service needs to be accelerated in a professional, compound and basic way. At the same 
time, we should also recognize that at present, our talent security is far from enough. The first 
is to strengthen the cultivation of compound talents. Talent is the main force of human progress, 
the progress and development of society are inseparable from talents, especially in the era of 
big data, the development of smart taxation is closely related to talents, both need to be 
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proficient in tax law, proficient in business knowledge of talents, but also need young new 
talents who can skillfully operate computers, and the two are one, what is needed is compound 
talents. At present, in Bengbu Taxation Bureau, the front-line tax cadres are too old to operate 
computers step by step and cannot master them skillfully. At the same time, due to the heavy 
front-line work tasks, they need to face the taxpayers all the time and have no time to 
participate in long-term centralized training, and the short-term training has little effect. 
Therefore, we should focus on cultivating compound talents, find the focus of smart tax 
construction, grasp the key places and intersections of tax service and Internet technology, and 
cultivate new talents suitable for local tax development. The second is to strengthen the ability 
of the tax service department to reserve talents. Through the reward and punishment incentive 
system to ensure the participation of talents, for the performance of often at the bottom of the 
personnel, the implementation of the last place elimination system, so as to ensure the tax 
service department talent reserve, but also improve everyone's competitiveness, the good style 
of the front-line window to show the taxpayers. The third is to improve the talent pool. Smart 
taxation is different from the traditional tax work model, it is a new service system, highly 
professional, need to rely on big data and other advanced high-end technology, and the service 
mode is not limited, tend to diversify the service, sometimes the tax cadres have limited 
strength, and can not meet the requirements of taxpayers, which requires a professional team. 
Do a good job in the relevant talent introduction plan, formulate the corresponding talent 
incentive mechanism, and ensure the development and progress of smart taxation.  

4.3. Optimize Cloud Infrastructure Services 
The Cloud-based Electronic TaxAtion Bureau needs to break the traditional process 
development model and adopt the service-oriented design concept for development. The 
cloudification of the business of the electronic tax bureau needs to adopt the service-oriented 
design concept, reasonably split the business, convert the tight and complex business logic of 
the past into a microservice business management unit with independent functions, flexibly 
assemble various applications according to business needs, and realize a variety of business 
processes through service invocation. The conversion of long transactions to short transactions 
reduces the repetitive development of the system and lays the foundation for the microservices 
design of high cohesion and low coupling. Through the basic resource cloud platform, 
distributed application and distributed database technology are used to transform the data that 
was physically centralized, only serially stored, and calculated serially into data that is 
physically distributed, parallelly saved, and computed, thereby supporting the innovation and 
expansion of highly concurrent massive services and applications. Through the design of micro 
services, Yunhua Electronic Taxation Bureau comprehensively combs business matters and 
business processes, combs and connects the whole business process, abstracts and refines 
shareable service components based on business splitting, and forms a system wide business 
sharing platform; Finally, the tax handling mode of the whole business and whole process is 
realized. At the same time, combined with dynamic credit and dynamic risk, the business 
process is flexible and configurable to realize the classification and classification of tax 
management. Different processes are applicable to different levels of taxpayers. The process 
can effectively realize business handling by invoking micro services. 

4.4. Introduce Third-party Services to Broaden Tax Service Channels 
The tax bureau should link tax payment services and tax intermediaries, guide the development 
of more tax-related intermediary service institutions, and exert its own strength to contribute 
to smart taxation. On the one hand, third-party tax-related service institutions are encouraged 
to develop rapidly. Give appropriate fiscal and tax policies to tax-related intermediary 
institutions, and focus on counseling and training for the professional capabilities of 
practitioners to help the development of tax-related intermediary institutions. In addition, 
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based on the law of market development, guide the development of third-party tax-related 
service agencies, respect the principle of survival of the fittest, select a group of intermediary 
institutions with good service attitude and strong business capabilities, meet the needs of 
taxpayers, and solve the problem that taxpayers cannot operate platforms such as the 
electronic tax bureau due to their age. On the other hand, strengthen the supervision and 
management of tax-related intermediary institutions. Strictly implement the access standards 
of third-party tax-related institutions, strengthen the supervision of third-party institutions, 
clarify the access mechanism, for newly established third-party institutions, it is necessary to 
have the qualifications of tax accountants to practice and eliminate the phenomenon of 
"hanging certificates"; at the same time, according to the credit and scale of third-party tax-
related institutions, clarify the scope and authority of participation in tax management, 
according to the situation reflected by taxpayers and the assessment results of tax authorities, 
regularly assess third-party tax-related institutions, increase support for good credit, and 
conversely reduce their authority. And severe penalties were imposed, adding to the "blacklist" 
of tax-related intermediaries, forcing enterprises to abide by the rules of good faith, so as to 
promote the healthy and rapid development of the intermediary service industry and solve the 
problems of taxpayers in handling taxes.  
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