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STUDY OBJECTIVES

Understand existing customers’ perceptions of the GRA, including their likelihood to take desired actions (such as filing taxes) and 

barriers to those actions. 

The aim is also to understand the needs of taxpayers better, as well as identify the skill gaps on the part of GRA employees..

Measure and understand the current performance and areas for improvement of the GRA services. 

This will serve as a baseline read of customer satisfaction for the GRA, from which can be used to determine if any improvements

made after 6 months (recommended) have had an impact on customer satisfaction across various focus areas.

OBJECTIVE #2 - UNDERSTAND CUSTOMER PERCEPTIONS OF THE GRA

OBJECTIVE #1 - CONDUCT A BASELINE READ OF GRA CUSTOMER SATISFACTION

The aim of this research is to examine the performance of the Ghana Revenue Authority (GRA) and provide insight into Ghana

taxpayers’ needs.



STUDY DETAILS

Type of Research: Quantitative Approach

Length of survey: 10-minute survey

Methodology:

CATI surveys:
▪ CATI (computer aided telephonic interviews) surveys 

are administered through GeoPoll-trained call centre 
interviewers based locally. 

▪ GeoPoll’s mobile application for interviewers 
facilitates a  simple interviewer flow and faster data 
collection on any smartphone or tablet.

Screening Criteria:

Must fulfil at least 1 of the following:
1) Submitted/filed a tax return in the past year with the 
Ghana Revenue Authority (GRA) OR
2) Attempted to submit a tax filing with the Ghana 
Revenue Authority (GRA) in the past year OR
3) Registered with or contacted the Ghana Revenue 
Authority (GRA) in the past 6 months

Demographics:
▪ Age: 18-49
▪ Nationally representative sample across counties, age 

groups and gender

Languages: English & Twi

Fieldwork dates: 14 April - 10 May 2022
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KEY FINDINGS



OVERALL SATISFACTION OF SERVICE DELIVERY - Overall satisfaction is generally high at 71%
▪ Across area offices, satisfaction of service delivery is highest in Accra Central (82%) and lowest in Koforidua (60%).

▪ The GRA needs to focus on small business owners (in the retail/ecommerce or professional services sector) where overall satisfaction of service 

delivery is lower at 68%.

▪ Younger business owners have less interaction with the GRA when filing tax returns or updating taxpayer details.

SPEED OF SERVICE DELIVERY - Satisfaction of speed of service delivery is sightly lower at 68% 
▪ The satisfaction of speed of service delivery is consistent across all customers (across all demographics).

▪ Customers are happier with processing time (highest in Accra South), and less happy with queuing times (although more satisfied in Accra South).

SATISFACTION OF SERVICE DELIVERY ELEMENTS
▪ 71% of customers are happiest with politeness and courteousness of the GRA staff (especially in Takoradi at 80%) and least happy with knowledge on 

complaints procedures (consistent across all customers).

▪ Service delivery elements most important to customers include: user friendliness of GRA’s online and social media portals; clarity of information 

communicated by the GRA; and professionalism of staff and devotion to customer service.

SNAPSHOT 1 - CUSTOMER SATISFACTION

These are BASELINE findings which will be used as a benchmark for customer satisfaction and customer perceptions in future waves.

The recommendation is to repeat the survey every 6 months to continually and consistently do a pulse check on customer
satisfaction in Ghana.



SNAPSHOT 2 - CUSTOMER PERCEPTIONS

PERCEPTIONS OF GRA STAFF
▪ Customers are most happy with the competency of staff to handle customers, politeness in handling customers and willingness of staff to finding 

solutions. They are less happy with employees performing services right the first time.

▪ Spontaneously, customers feel that the GRA needs to improve mostly on educating the taxpayer (more so in Ashanti), giving prompt and clear 

information to customers, as well as customer service.

▪ Customers agree most that the GRA must do more to show citizens what taxes are used for (86%), citizens who cheat on taxes must be held 

accountable (74%) and it is a citizen’s duty to pay taxes (73%).

TOUCHPOINTS
▪ 67% of customers are most aware of the GRA Taxpayer Service Centre (consistent across all customers) and are least aware of customs offices 

at 35% (mostly females) and social media at 32%.

▪ Similarly, the GRA Taxpayer Service Centre is the most used (65%) and social media (15%) and customs offices (11%) are the least used.

▪ Customer satisfaction is highest with the GRA Taxpayer Service Centre, the GRA website and the Ghana Government Web portal.

BARRIERS TO FILING ONLINE
▪ The biggest barrier to filing online is poor process instructions which affects 29% of customers (however less of a barrier in Accra West).

DESIRABLE SERVICES FOR TAXPAYER SERVICE CENTRE OFFICES
▪ In future, 80% of customers would like periodic alerts for deadlines, a toll-free number for queries (79%) and for the GRA website to provide 

personal tax information (68%).
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SATISFACTION 
LEVELS



BASELINE SATISFACTION PERCEPTION INDEX

This is a snapshot of the satisfaction ratings overall, for overall speed, speed of service delivery elements as well as touchpoint ratings.

OVERALL SATISFACTION1

SATISFACTION OF TOUCHPOINT RATINGSSATISFACTION OF SERVICE DELIVERY ELEMENTS2

Overall satisfaction of service delivery

Overall satisfaction of speed of service delivery

71%

68%

User friendliness and ease of finding information

Clarity of information communicated by the GRA

69%

69%

Professionalism of staff and devotion to customer service

Technical knowledge of GRA staff

69%

69%

User friendliness of GRA’s online and social media portals

Timeliness of GRA’s service delivery and response

66%

63%

Ghana Revenue Authority Website

Ghana Government Web Portal

79%

78%

GRA Taxpayer Service Center

Customs Offices

73%

69%

Social Media Platforms

WhatsApp / SMS

67%

66%

4

Top 2 box scores have been used = Extremely satisfied + somewhat satisfied

62%Knowledge on complaints procedure

Politeness and courteousness of GRA staff 71%

SPEED OF SERVICE DELIVERY ELEMENTS

Processing time

Time between arrival and departure

65%

59%

Queuing times 54%

3



29%

42%

16%

8%
6%

Extremely satisfied Somewhat satisfied Neither satisfied nor dissatisfied Somewhat dissatisfied Extremely dissatisfied

Koforidua 60%

Accra Central 82%

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

OVERALL SATISFACTION – SERVICE DELIVERY

Base: Total n=1000

71% combined overall Overall satisfaction 
amongst business owners

64% combined overall

Most respondents are extremely somewhat or extremely satisfied (71%) with the service delivery their Taxpayer Service Centres.
Across area offices, overall satisfaction is rated highest in Accra Central (82%) and lowest in Koforidua (60%).

Q14. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC)?



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

SATISFACTION OF SPEED OF SERVICE DELIVERY

28%

40%

16%

9%
6%

Extremely satisfied Somewhat satisfied Neither satisfied nor dissatisfied Somewhat dissatisfied Extremely dissatisfied

Base: Total n=1000

68% combined overall No differences across demographics

More than a third of respondents are extremely satisfied or somewhat satisfied (68%) with the speed of service delivery of their
Taxpayer Service Centre.

Q18. How would you rate your overall satisfaction with the speed of service delivery of your Taxpayer Service Centre (TSC)?



SATISFACTION OF SERVICE DELIVERY ELEMENTS

42%
29%

15%
7% 6%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

71% combined

POLITENESS AND COURTEOUSNESS OF GRA STAFF

29%
40%

15%
8% 6%

Extremely
satisfied

Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Extremely
dissatisfied

69% combined

USER FRIENDLINESS AND EASE OF FINDING INFORMATION

33% 36%

14%
8% 8%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

69% combined

CLARITY OF INFORMATION COMMUNICATED BY THE GRA

37% 32%

15%
8% 7%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

69% combined

PROFESSIONALISM OF STAFF & DEVOTION TO CUSTOMER SERVICE

1 2

3 4

KoforiduaTakoradi

Most are satisfied with the politeness and courteousness of GRA staff (71%), the user friendliness and ease of finding information (69%), 
the clarity of information communicated by the GRA (69%) and the professionalism of staff and devotion to customer service (69%).

Q15. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC) on the following. 

Green denotes 
significantly higher than 
TOTAL at a 95% 
confidence level (2 tailed)

Red denotes significantly 
lower than TOTAL at a 
95% confidence level (2 
tailed)



32% 37%

16%
7% 4%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

69% combined

TECHNICAL KNOWLEDGE OF GRA STAFF

33% 33%

12%
7% 7%

Extremely
satisfied

Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Extremely
dissatisfied

66% combined

USER FRIENDLINESS OF GRA'S ONLINE & SOCIAL MEDIA PORTALS

27%
37%

17%
10% 8%

Very… Somewhat… Neither satified… Somewhat… Very…

63% combined

TIMELINESS OF GRA'S SERVICE DELIVERY AND RESPONSE

24%

38%

16%
9% 7%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

62% combined

KNOWLEDGE ON COMPLAINTS PROCEDURE

5 6

7 8

SATISFACTION OF SERVICE DELIVERY ELEMENTS

Accra West

The remaining service delivery elements include technical knowledge of GRA staff (69%), user friendliness of GRA’s online & social media 
portals (66%), timeliness of GRA’s service delivery and response (63%) and knowledge on complaints procedure (62%).

Q15. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC) on the following. 

Green denotes 
significantly higher than 
TOTAL at a 95% 
confidence level (2 tailed)

Red denotes significantly 
lower than TOTAL at a 
95% confidence level (2 
tailed)



20%

34%

15%
12%

10%

Very
satisfied

Somewhat
satisfied

Neither
satisfied or
dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

22%

37%

16%

11%
8%

Very
satisfied

Somewhat
satisfied

Neither
satisfied or
dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

27%

38%

16%

9%
6%

Very
satisfied

Somewhat
satisfied

Neither
satisfied or
dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

59% combinedAccra South

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

SPEED OF SERVICE DELIVERY ELEMENTS

Base: Total n=1000

65% combined 54% combined

PROCESSING TIME TIME BETWEEN ARRIVAL & DEPARTURE

Accra SouthAccra Central

Processing time has the highest top 2 box (somewhat or very satisfied) rating (65%), followed by time between arrival and departure 
(59%) and queuing times (54%).

Q19. How would you rate the following on speed of service delivery? 

QUEUING TIMES



38%
31%

14% 9% 7%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

Ashanti
40-49

TOUCHPOINT RATINGS

The GRA authority website is the touchpoint with the highest top 2 box rating (very satisfied and somewhat satisfied) (79%), followed 
by the Ghana government web portal (78%), GRA service centre (73%) and customs offices (69%).

Q26. How would you rate your experience with these touchpoints from the Ghana Revenue Authority [GRA]? 

39% 40%

12%
6% 3%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

79% combined

GHANA REVENUE AUTHORITY WEBSITE

38% 40%

11% 6% 3%

Very
satisfied

Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Extremely
dissatisfied

78% combined

GHANA GOVERNMENT WEB PORTAL

26%

47%

15%
7% 4%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

73% combined

GHANA REVENUE AUTHORITY TAXPAYER SERVICE CENTRE

69% combined

CUSTOMS OFFICES

1 2

3 4

18-29

Females

Accra South

Accra South

Accra Central

Green denotes 
significantly higher than 
TOTAL at a 95% 
confidence level (2 tailed)

Red denotes significantly 
lower than TOTAL at a 
95% confidence level (2 
tailed)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOUCHPOINT RATINGS

Base: Total n=1000

35% 32%

17%
8% 6%

Very
satisfied

Somewhat
satisfied

Neither satified
nor dissatisfied

Somewhat
dissatisfied

Very
dissatisfied

67% combined

SOCIAL MEDIA PLATFORMS [TWITTER/ FACEBOOK/…]

35% 31%

9% 10% 14%

Very
satisfied

Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Extremely
dissatisfied

66% combined

WHATSAPP / SMS
5 6

Accra East
Takoradi

Social media platforms such as Twitter/Facebook (67%) and WhatsApp/SMS (66%), have lower levels of satisfaction and could 
potentially be focussed on to improve customer ratings.

Q26. How would you rate your experience with these touchpoints from the Ghana Revenue Authority [GRA]? 
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GRA 
PERCEPTIONS



8%

21%

22%

24%

26%

27%

40%

61%

Applications for refunds

Updating taxpayer details

Queries or support handling

Tax clearance or withholding certificates

Seek for tax education

Updating personal or business details

Registration of business

Filing tax returns

4%

4%

5%

5%

7%

8%

8%

9%

21%

23%

Agriculture

Health Services

Education

Finance/fintech

Manufacturing

Construction

Tourism & catering

Transport/ shipping & logistics

Business or professional services

Retail or E-commerce

BUSINESS OWNERSHIP

Base: Total n=1000

93%

7%
0%

Small - less than
50 employees

Medium - 50-250
employees

Don’t know

BUSINESS TYPE BUSINESS SECTORS MAIN INTERACTIONS WITH GRA

18-24

18-24

20% are business owners, which is much lower amongst 18-29-year-olds (12%) and much higher among 40-49-year-olds (33%). Most are
small sized business with less than 50 employees (93%). Main sectors include retail or e-commerce (23%), business or professional 
services (21%) and transport/shipping & logistics (9%).

Q11. Which sectors does your business operate in? 
Q12. When you interact with the Ghana Revenue Authority, 
is it mainly for… Q9. Are you a business owner? 

n=200 n=200

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)



MOST IMPORTANT ELEMENTS OF SERVICE DELIVERY

Base: Total n=1000

22% 22%

18%

11%
9% 8%

6%
4%

User friendliness of
GRA's online and

social media portals

Clarity of information
communicated by

the GRA

Professionalism of
staff and devotion to

customer service

Politeness and
courteousness of

GRA staff

User friendliness and
ease of finding

information

Technical knowledge
of GRA staff

Timeliness of GRA's
service delivery and

response

Knowledge on
complaints
procedure

No differences across demographics

Most important service delivery elements for respondents include user friendliness of GRA’s online and social media portals (22%), 
clarity of information communicated by the GRA (22%) and professionalism of staff and devotion to customer service (18%). 

Q16. In your opinion, which of the following is the most important when thinking about the service delivery of your Taxpayer Service Centre (TSC)?



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

CONSUMER PERCEPTIONS OF GRA STAFF

Base: Total n=1000

63% 62%
59%

55%

48% 48%
44% 43%

39%

Competent staff
to handle
customers

Politeness in
handling

customers

Willingness of
staff to finding

solutions

Convenient
operating

hours

Safety of
customers in

the hands of the
GRA

Adequate info
about services

provided

Adequate staff
to serve all
taxpayers

Reliable staff
to deliver on

promises

Employees
perform

services right
the first time

Ashanti

Ashanti
Koforidua

Accra East

Accra West

Respondents claim that they are most happy with the competency of staff to handle customers (63%), politeness in handling customers 
(62%) and willingness of staff to finding solutions (59%). 

Q20. When thinking about the Ghana Revenue Authority [GRA] staff, which of the following would you say you are happy with? 



18%

14%

12%
11%

8%
7%

6%
5%

Educate the
taxpayer/ create

awareness

Prompt and clear
information

Customer
service

Improve the
portal/ system

Improve online
services

Competence of
employees

Staff training Employ more staff

Accra South

Base: Total n=1000

Ashanti

Accra East

Ashanti

Eastern

Ashanti

Ashanti

Accra South
Eastern

No differences across age & gender

Spontaneously, the main areas of improvement for the GRA or local tax service centres are educating the taxpayer, prompt and clear 
information and customer service.

Q21. In your own words, please tell us how the Ghana Revenue Authority [GRA] or your local tax service centre can improve on its service delivery to you.

GRA IMPROVEMENTS

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)



86%

74% 73%
66%

55%

42%

6% 5%

GRA must do
more to show

citizens what taxes
are used for

Citizens who
cheat on taxes
must be held
accountable

It is a citizen's
duty to pay

taxes

Paying taxes
ensures that the

Gov has resources
for development

It is every citizens'
responsibility to
report anyone
who cheats on

taxes

Taxpayers should
pay what they can

afford

Staff training Employ more staff

Females

Females

Koforidua

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TAX PERCEPTIONS

Base: Total n=1000

Males

18-29

Accra East
30-39

The main tax perceptions respondents agree with are that the GRA must do more to show citizens what taxes are used for (86%),
citizens who cheat on taxes must be held accountable (74%) and it is a citizen’s duty to pay taxes (73%).

Q22. When thinking about tax in general, which of the following statements do you agree with?
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TOUCHPOINTS



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOUCHPOINT AWARENESS

Base: Total n=1000

76% 75%
69%

35%
32%

29%

GRA Taxpayer Service
Center

GRA website Ghana Government Web
Portal

Customs Offices Social Media Platforms WhatsApp / SMS

Females

Takoradi Ashanti

Koforidua

The GRA Taxpayer Service Centre (76%), GRA website (75%) and Ghana Government Web portal (69%) are the service channels 
respondents are most aware of from the Ghana Revenue Authority.

Q24. Which of the following service channels are you aware of from the Ghana Revenue Authority [GRA]? 



65% 63%
58%

16% 15%
11%

GRA Taxpayer Service
Center

GRA Website Ghana Government
Web Portal

WhatsApp / SMS Social Media Platforms Customs Offices

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOUCHPOINTS EVER USED

Base: Total n=1000

Koforidua

Ashanti

Takoradi
No differences across age & gender

The main touchpoints respondents have ever used are the GRA Taxpayer Service Centre (65%), the GRA Website (63%) and the Ghana 
Government Web Portal (58%).

Q25. Which of the following service channels have you ever used from the Ghana Revenue Authority [GRA]?



TOUCHPOINT CONVERSION

76% 75%
69%

35% 32% 29%

65% 63%
58%

11%
15% 16%

GRA Taxpayer Service Center GRA website Ghana Government Web
Portal

Customs Offices Social Media Platforms WhatsApp / SMS

Touchpoint Awareness Touchpoint Ever Used

*86% *84% *84%

*31% *47% *55%

The main touchpoints with good conversion rates are the GRA Taxpayer Service Centre (86%), the GRA website (84%) and the Ghana 
Government Web portal (84%).

Q24. Which of the following service channels are you aware of from the Ghana Revenue Authority [GRA]? 
Q25. Which of the following service channels have you ever used from the Ghana Revenue Authority [GRA]?

The conversion rate refers to the number of users who are aware 
of the touchpoint and have also made use of the touchpoint

Base: Total n=1000
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ONLINE 
INTERACTIONS



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

ONLINE INTERACTION

Base: Total n=1000

59% 58% 57%
51%

43%

30%

Paying for personal or
business-related bills

Paying for products or
services from online
retailers/ suppliers

Using online banking for
personal or business-related

expenses

Using social media to
interact with companies

Applying for services
through websites

Booking and paying for
travel online

No differences across demographics

Whilst conducting business online or paying for services, respondents are mostly paying for personal or house-related bills (59%), 
paying for products or services from online retailers/ suppliers (58%) and using online banking for personal or business-related
expenses (57%).

Q23. Do you use any of the following when conducting business online or paying for services?



35%

29%
27%

23%

14%

3%

Nothing prevents me Poor process instructions Website doesn't load
properly

Unstable internet Was not aware of online
filing

Other

Accra West

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

BARRIERS TO FILING ONLINE

Base: Total n=1000

Most respondents claim that nothing prevents them from filing online (35%) and others claim that poor process instructions (29%)
and a faulty website (27%) prevent them from filing online. 

Q27. Which of the following prevents you from filing online?



80% 79%

68% 67%
63% 60%

56%

Periodic alerts for
deadlines

A toll-free number for
queries

GRA website that
provides personal tax

information

Ability to file and pay
electronically

Ability to SMS or email
queries directly to the

GRA

Accessible community
tax clinics

Payment applications

Female

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

DESIRABLE SERVICES FOR AREA OFFICES

Base: Total n=1000

40-49

Ashanti

Korforidua

Korforidua
Ashanti

Accra West

Accra West

Accra West

Respondents would be most interested in services such as periodic alerts for deadlines (80%), a toll-free number for queries (79%) 
and GRA website that provides personal tax information (68%). 

Q28. Which of the following services would you be interested in if offered to you by your Taxpayer Service Centre?



THANK YOU!
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APPENDIX



20%

80%

Yes No

32%

47%

21%

18-29 30-39 40-49

DEMOGRAPHIC PROFILE

59%

41%

Male Female

51%

18%

10%
5% 5% 4% 3% 2% 2% 1%

Greater
Accra

Ashanti Eastern Western Northern Central Brong
Ahafo

Volta Upper
East

Upper
West

A
G
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R
O

FI
LE

R
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N

A
L 

P
R

O
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LE

G
EN

D
ER

 P
R

O
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B
U
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N

ES
S 

O
W

N
ER

S

*Demographics have been mostly aligned to be as nationally representative of the market as possible



ACTIVITIES COMPLETED BY CUSTOMERS

Base: Total n=1000
Q8. Have you done any of the following activities?

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

The main activities completed by customers are registering with or contacting the GRA in the past 6 months (71%), submitting or 
filing a tax return in the past year with the GRA (65%) and attempting to submit a tax filing with the GRA in the past year (56%).

TOTAL AGE GROUP GENDER

18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Registered with or contacted the 
GRA in the past 6 months

71% 71% 71% 69% 71% 72%

Submitted/filed a tax return in 
the past year with the GRA

65% 60% 67% 68% 65% 64%

Attempted to submit a tax filing 
with the GRA in the past year

56% 48% 60% 58% 54% 58%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

71% Registered with or contacted 

the GRA in the past 6 months

65% Submitted or filed a tax return in 

the past year with the GRA

56% Attempted to submit a tax filing 
with the GRA in the past year



ACTIVITIES COMPLETED BY CUSTOMERS by AREA OFFICE

Base: Total n=1000
Q8. Have you done any of the following activities?

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

There are no significant differences in the activities completed by customers across the various taxpayer service centres.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Registered with or contacted the 
GRA in the past 6 months

71% 70% 72% 73% 75% 72% 76% 75%

Submitted/filed a tax return in the 
past year with the GRA

65% 65% 58% 71% 70% 62% 68% 65%

Attempted to submit a tax filing 
with the GRA in the past year

56% 55% 47% 47% 55% 58% 61% 47%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



BUSINESS OWNERSHIP

Base: Total n=1000
Q9. Are you a business owner?

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOTAL AGE GROUP GENDER

18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Yes 20% 12% 20% 33% 22% 17%

No 80% 88% 80% 67% 78% 83%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Are business owners

20% 

20% of the respondents are business owners, this is significantly lower in the 18-29-year-old age group (12%) and significantly higher 
in the 40-49-year-old age group (33%). Therefore, most business owners are older.



BUSINESS OWNERSHIP by AREA OFFICES

Base: Total n=469
Q9. Are you a business owner?

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

There are no significant differences in business ownership across the various taxpayer service centres.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Yes 20% 15% 28% 27% 15% 23% 14% 24%

No 80% 85% 72% 72% 85% 77% 86% 76%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



SIZE OF BUSINESS

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

93%

7%
0%

Small - less than
50 employees

Medium - 50-250
employees

Don’t know

TOTAL AGE GROUP GENDER REGION

TOTAL 18-29 30-39 40-49 MALE FEMALE
GREATER 

ACCRA

BASE n=200 n=39 n=93 n=68 n=132 n=68 n=99

Small - less than 50 
employees

93% 95% 92% 91% 93% 91% 93%

Medium - 50-250 
employees

7% 5% 8% 7% 6% 9% 6%

Don’t know 1% 0% 0% 1% 1% 0% 1%

DEMOGRAPHIC BREAK DOWN by AGE, GENDER, REGION

For the respondents who are business owners, majority of their business are small sized business with less than 50 employees (93%).

Base: Total n=200
Q10. What size is your business? 

*Only Greater Accra shown not due to low base sizes of other regions



BUSINESS SECTORS

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

4%

4%

5%

5%

7%

8%

8%

9%

21%

23%

Agriculture

Health Services

Education

Finance/fintech

Manufacturing

Construction

Tourism & catering

Transport/ shipping & logistics

Business or professional services

Retail or E-commerce

*Other 9%

TOTAL AGE GROUP GENDER REGION

TOTAL 18-29 30-39 40-49 MALE FEMALE
GREATER 

ACCRA

BASE n=200 n=39 n=93 n=68 n=132 n=68 n=99

Retail or E-commerce 23% 21% 22% 25% 20% 28% 25%

Business or professional services 21% 21% 26% 15% 22% 19% 13%

Transport/ shipping & logistics 9% 3% 6% 16% 10% 7% 9%

Construction 8% 5% 11% 4% 10% 3% 8%

Tourism & catering 8% 8% 11% 3% 7% 9% 6%

Manufacturing 7% 8% 3% 12% 7% 7% 9%

Education 5% 0% 1% 13% 5% 6% 6%

Finance/fintech 5% 3% 8% 1% 5% 3% 6%

Agriculture 4% 13% 3% 0% 4% 4% 3%

Health Services 4% 10% 1% 3% 2% 6% 4%

Other 9% 10% 9% 7% 7% 7% 8%

DEMOGRAPHIC BREAK DOWN by AGE, GENDER, REGION

Base: Total n=200
Q11. Which of the following sectors does your business operate in?

For the respondents who are business owners the main sectors they operate in are retail or e-commerce (23%), business or 
professional services (21%) and transport/shipping & logistics (9%).



TYPE OF INTERACTION WITH GRA

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

61% Filing tax returns

40% Registration of business

27% Updated personal/business details

8%

21%

22%

24%

26%

27%

40%

61%

Applications for refunds/tax
reliefs/exemptions/holidays

Update of taxpayer details

Queries or support handling

Acquisition of tax clearance
and withholding certificates

Seek for tax education

Updated personal or business
details

Registration of business

Filing tax returns
TOTAL AGE GROUP GENDER REGION

TOTAL 18-29 30-39 40-49 MALE FEMALE
GREATER 

ACCRA

BASE n=200 n=39 n=93 n=68 n=132 n=68 n=99

Filing tax returns 61% 44% 63% 68% 60% 63% 63%

Registration of business 40% 49% 37% 38% 39% 40% 35%

Updated personal and/or business details 27% 21% 30% 26% 28% 25% 24%

Seek for tax education 26% 26% 28% 24% 24% 29% 25%

Acquisition of tax clearance and 
withholding certificates

24% 15% 25% 26% 23% 24% 25%

Queries or support handling 22% 15% 25% 21% 22% 21% 22%

Update of taxpayer details 21% 10% 24% 22% 20% 21% 18%

Applications for refunds and tax 
reliefs/exemptions/holidays

8% 3% 11% 6% 7% 9% 6%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Amongst those who are mostly small business owners, the most common interactions 
with the GRA include filing of tax returns (61%), registration of business (40%) and 
updating of personal or business details (27%).

Base: Total n=200
Q12. When you interact with the Ghana Revenue Authority [GRA], is it mainly for…

Filing tax returns

Registration of business

Updated personal and/or business details

Seek for tax education

Acquisition of tax clearance and 
withholding certificates

Queries or support handling

Update of taxpayer details

Applications for refunds and 
tax reliefs/exemptions/holidays



INTERACTION FREQUENCY

Filing of tax returns happens mostly monthly, while updates of personal/business details and registration of business’s happens annually 
or less often. Queries or support handling happens less often than annually which needs to be a key area of focus for the GRA.

Base: Total n=200
Q13. How often do you do the following?

4%

60%

8% 2%
14% 11%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

FILING TAX RETURNS UPDATED PERSONAL AND/OR BUSINESS DETAILS

QUERIES OR SUPPORT HANDLING REGISTRATION OF BUSINESS

1 2

3 4

4%

17%

2% 6%

33% 33%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

5%
14%

7% 5%
12%

56%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

5% 4% 3% 3%

35%
47%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often



INTERACTION FREQUENCY

Base: Total n=200
Q13. How often do you do the following?

5% 7%
17%

2%

39%

22%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

UPDATE OF TAXPAYER DETAILS SEEK  TAX EDUCATION

ACQUISITION OF TAX CLEARANCE & WITHHOLDING CERTIFICATES APPLICATIONS FOR REFUNDS & TAX RELIEFS/EXEMPTIONS/HOLIDAYS

5 6

7 8

8% 10% 4% 8% 10%

58%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

4%

19%

2%
11%

32% 28%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

0%

20%
7%

0%

20%

47%

More than
once a month

Every month Every 3
months

Every 6
months

Anually Less often

Updating of taxpayer details and acquisition of tax clearance and withholding certificates happens mostly annually, whilst seeking tax 
education and applications for refunds and tax relief happens less often. 



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

OVERALL SATISFACTION – SERVICE DELIVERY OF TSC

29%

42%

16%

8%
6%

Extremely
satisfied

Somewhat
satisfied

Neither
satisfied nor
dissatisfied

Somewhat
dissatisfied

Extremely
dissatisfied

Most respondents are extremely somewhat or extremely satisfied (71%) with the service delivery their Taxpayer Service Centres. 

Base: Total n=1000
Q14. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC)?

TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Extremely satisfied 29% 27% 27% 30% 28% 27%

Somewhat satisfied 42% 44% 40% 42% 42% 41%

Neither satisfied nor dissatisfied 16% 16% 17% 12% 13% 19%

Somewhat dissatisfied 8% 9% 8% 7% 8% 8%

Extremely dissatisfied 6% 3% 6% 8% 7% 3%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

71% combined



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

Across taxpayer service centres, overall satisfaction is rated highest in Accra Central (82%), whilst overall satisfaction is lowest in the 
Koforidua (60%). 

OVERALL SERVICE DELIVERY by AREA OFFICE

Base: Total n=1000
Q14. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC)?

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Top 2 box
Somewhat/extremely satisfied

71% 73% 64% 69% 82% 73% 60% 72%

Extremely satisfied 29% 25% 28% 35% 33% 29% 18% 27%

Somewhat satisfied 42% 48% 38% 34% 49% 44% 42% 45%

Neither satisfied nor dissatisfied 16% 13% 15% 13% 7% 14% 24% 16%

Somewhat dissatisfied 8% 4% 12% 8% 10% 5% 8% 4%

Extremely dissatisfied 6% 9% 6% 9% 0% 7% 4% 8%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



SERVICE DELIVERY ELEMENTS by OFFICE

TOTAL AREA OFFICES

TOP 2 BOX SCORES – SOMEWHAT OR VERY SATISFIED ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Politeness and courteousness of GRA staff 71% 71% 79% 75% 79% 73% 63% 84%

User friendliness and ease of finding information 69% 71% 73% 65% 70% 74% 58% 80%

Clarity of information communicated by the GRA 69% 72% 78% 69% 76% 69% 62% 71%

Professionalism of staff and devotion to customer service 69% 71% 74% 67% 69% 69% 68% 76%

Technical knowledge of GRA staff 69% 69% 80% 66% 72% 70% 61% 73%

User friendliness of GRA's online and social media portals 66% 70% 64% 71% 69% 72% 61% 67%

Timeliness of GRA's service delivery and response 64% 57% 64% 73% 67% 66% 60% 71%

Knowledge on complaints procedure 62% 56% 67% 68% 61% 68% 58% 63%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

Base: Total n=1000
Q15. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC) on 
the following. Please rate your answers from 1 to 5 where 1 is very dissatisfied and 5 is very satisfied.

Politeness and courteousness of GRA staff is rated highest in the western region (84%), whilst user friendliness and ease of finding 
information is lowest in the Eastern region (58%). Technical knowledge of GRA staff is significantly higher for the Kaneshie/ Achimota TSC.

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)



SERVICE DELIVERY ELEMENTS by DEMO’S

TOTAL AGE GROUP GENDER

TOP 2 BOX SCORES – SOMEWHAT OR VERY SATISFIED 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Politeness and courteousness of GRA staff 71% 70% 72% 71% 73% 69%

User friendliness and ease of finding information 69% 69% 69% 70% 68% 70%

Clarity of information communicated by the GRA 69% 68% 67% 75% 71% 66%

Professionalism of staff and devotion to customer service 69% 70% 68% 68% 69% 68%

Technical knowledge of GRA staff 69% 68% 68% 69% 71% 65%

User friendliness of GRA's online and social media portals 66% 63% 68% 63% 66% 65%

Timeliness of GRA's service delivery and response 64% 67% 63% 62% 63% 65%

Knowledge on complaints procedure 62% 61% 62% 62% 63% 60%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Base: Total n=1000
Q15. How would you rate your overall satisfaction with the service delivery of your Taxpayer Service Centre (TSC) on the 
following. Please rate your answers from 1 to 5 where 1 is very dissatisfied and 5 is very satisfied.

There are no significant differences among the gender and age groups on the service delivery elements.

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

MOST IMPORTANT ELEMENTS OF SERVICE DELIVERY

When respondents were asked which service delivery elements are the most important for their Taxpayer Service Centres, they 
mainly stated user friendliness of GRA’s online and social media portals (22%), clarity of information communicated by the GRA (22%) 
and professionalism of staff and devotion to customer service (18%). There are no significant differences among the gender and age 
groups for these service delivery elements.

Base: Total n=1000
Q16. In your opinion, which of the following is the most important when thinking about the service delivery of 
your Taxpayer Service Centre (TSC)?

4%

6%

8%

9%

11%

18%

22%

22%

Knowledge
on…

Timeliness of
GRA's…

Technical
knowledge…

User
friendliness…

Politeness
and…

Professionalis
m of staff…

User
friendliness…

Clarity of
information…

*Other 9%

TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=200 n=39 n=93 n=68 n=132 n=68

User friendliness of GRA's online and social media portals 22% 20% 22% 23% 23% 21%

Clarity of information communicated by the GRA 22% 22% 23% 20% 21% 23%

Professionalism of staff and devotion to customer service 18% 18% 18% 17% 18% 17%

Politeness and courteousness of GRA staff 11% 10% 10% 14% 11% 11%

User friendliness and ease of finding information 9% 11% 8% 8% 10% 8%

Technical knowledge of GRA staff 8% 9% 8% 7% 7% 9%

Timeliness of GRA's service delivery and response 6% 6% 7% 6% 5% 8%

Knowledge on complaints procedure 4% 4% 4% 4% 5% 3%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER
User friendliness of GRA's online and 

social media portals

Clarity of information communicated 
by the GRA

Professionalism of staff and devotion to 
customer service

Politeness and courteousness 
of GRA staff

User friendliness and ease of 
finding information

Technical knowledge of GRA staff

Timeliness of GRA's service 
delivery and response

Knowledge on complaints procedure



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

MOST IMPORTANT ELEMENTS OF SERVICE DELIVERY

Importance of elements is consistent across taxpayer service centres.

Base: Total n=1000
Q16. In your opinion, which of the following is the most important when thinking about the service delivery of 
your Taxpayer Service Centre (TSC)?

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

User friendliness of GRA's online and social media portals 22% 22% 15% 18% 16% 23% 21% 20%

Clarity of information communicated by the GRA 22% 23% 21% 22% 15% 19% 22% 27%

Professionalism of staff and devotion to customer service 18% 25% 24% 13% 18% 19% 17% 14%

Politeness and courteousness of GRA staff 11% 7% 16% 11% 13% 9% 12% 12%

User friendliness and ease of finding information 9% 9% 3% 16% 16% 8% 9% 2%

Technical knowledge of GRA staff 8% 6% 11% 4% 10% 9% 7% 12%

Timeliness of GRA's service delivery and response 6% 4% 7% 9% 7% 8% 7% 6%

Knowledge on complaints procedure 4% 4% 3% 7% 3% 4% 2% 6%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



QUERY RESOLUTION

Base: Total n=1000
Q17. Thinking about your latest interaction with the Ghana Revenue Authority [GRA] customer service, was the agent able to 
resolve your query?

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOTAL AGE GROUP GENDER

18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Yes 80% 76% 83% 80% 81% 79%

No 17% 21% 15% 17% 17% 18%

Don’t know 3% 3% 2% 3% 2% 3%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Of customers have had 
their query resolved by 
an agent through the 

GRA

80% 

Most respondents (80%) are able to have their query resolved by an agent through the GRA.



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

This is significantly higher in the Ashanti taxpayer service centre (88%).

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Yes 80% 76% 83% 84% 81% 88% 74% 75%

No 17% 21% 13% 13% 13% 11% 24% 20%

Don’t know 3% 2% 3% 4% 6% 1% 1% 4%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

QUERY RESOLUTION by AREA OFFICE

Base: Total n=1000
Q17. Thinking about your latest interaction with the Ghana Revenue Authority [GRA] customer service, was the agent able to 
resolve your query?

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

SPEED OF SERVICE DELIVERY

28%

40%

16%

9%
6%

Extremely
satisfied

Somewhat
satisfied

Neither
satisfied nor
dissatisfied

Somewhat
dissatisfied

Extremely
dissatisfied

More than a third of respondents are extremely satisfied or somewhat satisfied (68%) with the speed of service delivery of their
Taxpayer Service Centre.

Base: Total n=1000
Q18. How would you rate your overall satisfaction with the speed of service delivery of your Taxpayer Service Centre (TSC)?

TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Extremely satisfied 28% 24% 29% 29% 29% 26%

Somewhat satisfied 40% 39% 42% 39% 41% 39%

Neither satisfied nor dissatisfied 16% 20% 15% 12% 13% 21%

Somewhat dissatisfied 9% 9% 9% 11% 9% 10%

Extremely dissatisfied 6% 7% 4% 8% 7% 4%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

68% combined



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Top 2 box scores
Somewhat or extremely satisfied

68% 65% 76% 72% 72% 68% 64% 71%

Extremely satisfied 28% 27% 31% 39% 36% 24% 20% 20%

Somewhat satisfied 40% 38% 45% 33% 36% 46% 44% 51%

Neither satisfied nor dissatisfied 9% 11% 3% 8% 9% 9% 7% 16%

Somewhat dissatisfied 6% 9% 9% 6% 7% 6% 4% 6%

Extremely dissatisfied 16% 15% 11% 13% 12% 14% 24% 8%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

SPEED OF SERVICE DELIVERY by AREA OFFICE

Base: Total n=1000
Q18. How would you rate your overall satisfaction with the speed of service delivery of your Taxpayer Service Centre (TSC)?

Overall satisfaction of the speed of service delivery is consistent across Taxpayer Service Centres.

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

SPEED OF SERVICE DELIVERY ELEMENTS

There are no significant differences among the age and gender groups for the speed of service delivery elements.

54%

59%

65%

Queuing times

Time between
arrival and departure

Processing time

TOTAL AGE GROUP GENDER

TOP 2 BOX SCORES – SOMEWHAT OR VERY SATISFIED TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Processing time 65% 68% 64% 65% 66% 64%

Time between arrival and departure 59% 56% 59% 61% 61% 55%

Queuing times
54% 53% 54% 57% 55% 53%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Base: Total n=1000
Q19. How would you rate the following on speed of service delivery? Please rate your answers from 1 to 5 where 1 is very 
dissatisfied and 5 is very satisfied.



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

SPEED OF SERVICE DELIVERY by AREA OFFICE

Processing and queuing time is rated significantly higher in the Osu-Spintex taxpayer service centre.

Base: Total n=1000
Q19. How would you rate the following on speed of service delivery? Please rate your answers from 1 to 5 where 1 is very 
dissatisfied and 5 is very satisfied.

TOTAL AREA OFFICES

TOP 2 BOX SCORES – SOMEWHAT OR VERY SATISFIED ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Processing time 65% 66% 74% 78% 70% 64% 62% 69%

Time between arrival and departure 59% 59% 66% 69% 70% 54% 50% 67%

Queuing times 54% 57% 60% 67% 57% 50% 56% 57%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

PERCEPTIONS OF GRA STAFF

Respondents claim that they are most happy with the competency of staff to handle customers (63%), politeness in handling 
customers (62%) and willingness of staff to finding solutions (59%). 

Base: Total n=1000
Q20. When thinking about the Ghana Revenue Authority [GRA] staff, which of the following would you say you are happy with? 

39%

43%

44%

48%

48%

55%

59%

62%

63%

Employees perform
services right the first time

Reliable staff to deliver on
promises

Adequate staff to serve all
taxpayers

Safety of customers in the
hands of the GRA
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services provided

Convenient operating
hours

Willingness of staff to
finding solutions

Politeness in handling
customers

Competent staff to handle
customers

TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Competent staff to handle customers 63% 64% 64% 60% 62% 64%

Politeness in handling customers 62% 59% 63% 63% 61% 63%

Willingness of staff to finding solutions 59% 55% 58% 64% 57% 61%

Convenient operating hours 55% 56% 52% 58% 50% 61%

Adequate info about services provided 48% 49% 47% 49% 47% 49%

Safety of customers in the hands of the GRA 48% 50% 48% 45% 43% 56%

Adequate staff to serve all taxpayers 44% 47% 43% 41% 40% 50%

Reliable staff to deliver on promises 43% 42% 42% 46% 39% 48%

Employees perform services right the first time 39% 39% 40% 37% 35% 45%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

PERCEPTIONS OF GRA STAFF BY AREA OFFICE

This is generally consistent across taxpayer service centres.

Base: Total n=1000
Q20. When thinking about the Ghana Revenue Authority [GRA] staff, which of the following would you say you are happy with? 

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Competent staff to handle customers 63% 58% 58% 58% 66% 68% 72% 55%

Politeness in handling customers 62% 63% 61% 61% 63% 68% 60% 59%

Willingness of staff to finding solutions 59% 58% 54% 55% 51% 65% 56% 57%

Convenient operating hours 55% 50% 45% 51% 55% 57% 64% 47%

Adequate info about services provided 48% 43% 40% 48% 51% 54% 52% 35%

Safety of customers in the hands of the GRA 48% 37% 43% 47% 48% 56% 54% 43%

Adequate staff to serve all taxpayers 44% 37% 38% 41% 46% 44% 59% 41%

Reliable staff to deliver on promises 43% 38% 30% 34% 43% 55% 45% 51%

Employees perform services right the first time 39% 35% 35% 35% 37% 46% 39% 37%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



GRA IMPROVEMENTS by AREA OFFICE

The need for improvement in educating the taxpayer is most prevalent in the Ashanti taxpayer service centre, whilst least prevalent 
in Tema-Legon.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Educate the taxpayer/ create awareness 18% 10% 17% 18% 13% 25% 19% 22%

Prompt and clear information 14% 12% 15% 13% 15% 9% 11% 18%

Customer service 12% 14% 16% 12% 7% 10% 13% 10%

Improve the portal/ system 11% 10% 11% 5% 13% 12% 5% 10%

Improve online services 8% 7% 9% 9% 10% 4% 13% 12%

Competence of employees 7% 5% 11% 1% 12% 13% 3% 0%

Staff training 6% 10% 6% 4% 7% 6% 4% 8%

Employ more staff 5% 7% 12% 2% 1% 6% 4% 4%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

Base: Total n=1000
Q21. In your own words, please tell us how the Ghana Revenue Authority [GRA] or your local tax service centre 
can improve on its service delivery to you.

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)



42%

55%

66%

73%

74%

86%
GRA must do more to show citizens what taxes 

are used for

Citizens who cheat on taxes must be held 
accountable

It is a citizen's duty to pay taxes

Paying taxes ensures that the Gov has resources 
for development

It is every citizens' responsibility to report anyone 
who cheats on taxes

Taxpayers should pay what they can afford

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TAX PERCEPTIONS

The main tax perceptions respondents agree with are that the GRA must do more to show citizens what taxes are used for (86%),
citizens who cheat on taxes must be held accountable (74%) and it is a citizen’s duty to pay taxes (73%).

Base: Total n=1000
Q22. When thinking about tax in general, which of the following statements do you agree with?

TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

GRA must do more to show citizens what taxes 
are used for

86% 87% 84% 85% 84% 88%

Citizens who cheat on taxes must be held 
accountable

74% 74% 73% 74% 69% 81%

It is a citizen's duty to pay taxes 73% 73% 73% 74% 71% 75%

Paying taxes ensures that the Gov has resources 
for development

66% 67% 64% 69% 62% 72%

It is every citizens' responsibility to report 
anyone who cheats on taxes

55% 56% 55% 51% 53% 57%

Taxpayers should pay what they can afford 42% 51% 36% 41% 40% 45%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER



The perception that citizens who cheat on taxes must be held accountable is significantly higher in the Eastern office (83%), while 
the perception that taxpayers should pay what they can afford is significantly lower in the Tema-Legon (32%) office.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

GRA must do more to show citizens what taxes are 
used for

86% 82% 89% 80% 82% 86% 89% 80%

Citizens who cheat on taxes must be held accountable 74% 69% 69% 66% 76% 77% 83% 69%

It is a citizen's duty to pay taxes 73% 70% 73% 71% 75% 74% 77% 65%

Paying taxes ensures that the Gov has resources for 
development

66% 64% 62% 65% 61% 71% 73% 61%

It is every citizens' responsibility to report anyone 
who cheats on taxes

55% 51% 49% 54% 51% 58% 58% 49%

Taxpayers should pay what they can afford 42% 32% 37% 39% 43% 49% 45% 43%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

TAX PERCEPTIONS by AREA OFFICE

Base: Total n=1000
Q22. When thinking about tax in general, which of the following statements do you agree with?

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOUCHPOINT AWARENESS

The GRA Taxpayer Service Centre (76%), GRA website (75%) and Ghana Government Web portal (69%) are the service channels 
respondents are most aware of from the Ghana Revenue Authority.

Base: Total n=1000
Q24. Which of the following service channels are you aware of from the Ghana Revenue Authority [GRA]? 

29%

32%

35%

69%

75%

76%

WhatsApp / SMS

Social Media Platforms

Customs Offices

Ghana Government Web Portal

GRA website

GRA Taxpayer Service Center
TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

GRA Taxpayer Service Center 76% 76% 75% 76% 74% 77%

GRA website 75% 73% 78% 74% 74% 76%

Ghana Government Web Portal 69% 66% 69% 71% 72% 64%

Customs Offices 35% 33% 35% 37% 38% 29%

Social Media Platforms 32% 35% 30% 30% 30% 34%

WhatsApp / SMS 29% 30% 28% 31% 29% 30%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

This is mostly consistent across taxpayer service centres, with significantly lower awareness of the GRA website in the Western TSC. 
Awareness is significantly higher in the Eastern TSC for the Ghana Government Web Portal, whilst awareness is significantly lower in Ashanti.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

GRA Taxpayer Service Center 76% 74% 75% 71% 78% 80% 73% 69%

GRA website 75% 77% 76% 73% 76% 76% 71% 61%

Ghana Government Web Portal 69% 74% 60% 67% 73% 61% 81% 69%

Customs Offices 35% 40% 29% 40% 33% 36% 35% 37%

Social Media Platforms 32% 27% 34% 32% 31% 36% 33% 22%

WhatsApp / SMS 29% 26% 25% 24% 33% 30% 30% 29%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

TOUCHPOINT AWARENESS by AREA OFFICE

Base: Total n=1000
Q24. Which of the following service channels are you aware of from the Ghana Revenue Authority [GRA]? 

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

TOUCHPOINTS EVER USED

The main touchpoints respondents have ever used are the GRA Taxpayer Service Centre (65%), the GRA Website (63%) and the Ghana 
Government Web Portal (58%).

Base: Total n=1000
Q25. Which of the following service channels have you ever used from the Ghana Revenue Authority [GRA]?

11%

15%

16%

58%

63%

65%

Customs Offices

Social Media Platforms

WhatsApp / SMS

Ghana Government Web Portal

GRA Website

GRA Taxpayer Service Center TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=990 n=314 n=469 n=207 n=586 n=404

GRA Taxpayer Service Center 65% 63% 66% 64% 63% 68%

GRA Website 63% 58% 67% 63% 62% 66%

Ghana Government Web Portal 58% 52% 62% 60% 60% 56%

Social Media Platforms 15% 17% 13% 14% 13% 17%

WhatsApp / SMS 16% 16% 17% 16% 14% 19%

Customs Offices 11% 9% 11% 14% 13% 9%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

For the touchpoints respondents have ever used, the GRA website (75%) is significantly lower in the Western office (61%), while the Ghana 
Government Web Portal (69%) is significantly lower in the Ashanti office (61%) and significantly higher in the Eastern (81%) office.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

GRA Taxpayer Service Center 76% 74% 75% 71% 78% 80% 73% 69%

GRA website 75% 77% 76% 73% 76% 76% 71% 61%

Ghana Government Web Portal 69% 74% 60% 67% 73% 61% 81% 69%

Customs Offices 35% 40% 29% 40% 33% 36% 35% 37%

Social Media Platforms 32% 27% 34% 32% 31% 36% 33% 22%

WhatsApp / SMS 29% 26% 25% 24% 33% 30% 30% 29%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

TOUCHPOINTS EVER USED by AREA OFFICE

Base: Total n=1000
Q25. Which of the following service channels have you ever used from the Ghana Revenue Authority [GRA]?

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



TOUCHPOINT RATINGS by DEMO’S

TOTAL AGE GROUP GENDER

TOP 2 BOX SCORES – SOMEWHAT OR VERY SATISFIED 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=197 n=311 n=133 n=368 n=273

Ghana Revenue Authority [GRA] Website 79% 78% 79% 79% 79% 78%

Ghana Government Web Portal 78% 80% 79% 77% 79% 77%

Ghana Revenue Authority [GRA] Taxpayer Service Center 73% 65% 77% 74% 77% 68%

Customs Offices 69% 72% 75% 53% 63% 81%

Social Media Platforms [Twitter/ Facebook/ Instagram] 67% 71% 67% 63% 71% 64%

WhatsApp / SMS 66% 66% 68% 64% 64% 69%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Experience with the GRA Taxpayer Service Centre is rated lower amongst 18–29-year-olds (65%). Experience with the customs office is 
rated significantly higher amongst females and lower amongst 40–49-year-olds. 

Base: Total n=1000
Q26. How would you rate your experience with these touchpoints from the Ghana Revenue Authority [GRA]? 



TOUCHPOINT RATINGS by AREA OFFICE

TOTAL AREA OFFICES

TOP 2 BOX SCORES – SOMEWHAT OR VERY SATISFIED ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=86 n=52 n=54 n=41 n=122 n=62 n=31

Ghana Revenue Authority [GRA] Website 79% 86% 71% 89% 86% 79% 76% 76%

Ghana Government Web Portal 78% 82% 86% 83% 83% 79% 76% 76%

Ghana Revenue Authority [GRA] Taxpayer Service Center 73% 74% 73% 89% 78% 72% 77% 84%

Customs Offices 69% 71% 71% 67% 50% 44% 79% 67%

Social Media Platforms [Twitter/ Facebook/ Instagram] 67% 73% 67% 71% 75% 73% 69% 60%

WhatsApp / SMS 66% 53% 64% 67% 63% 71% 63% 90%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

Base: Total n=1000
Q26. How would you rate your experience with these touchpoints from the Ghana Revenue Authority [GRA]? 

Experience with the GRA website and the GRA Taxpayer Service Centre is rated higher in the Osu-Spintex office. Experience with the 
customs office is rated significantly lower in the Osu-Spintex and Ashanti offices.

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Paying for personal or business-related bills

Paying for products or services from online 
retailers/ suppliers

Using online banking for personal or 
business-related expenses

Using social media to interact with 
companies

Applying for services through websites

Booking and paying for travel online

Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

ONLINE INTERACTION

Whilst conducting business online or paying for services, respondents are mostly paying for personal or house-related bills (59%), 
paying for products or services from online retailers/ suppliers (58%) and using online banking for personal or business-related
expenses (57%).

Base: Total n=1000
Q23. Do you use any of the following when conducting business online or paying for services?

30%

43%

51%

57%

58%

59% TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=1000 n=319 n=473 n=208 n=592 n=408

Paying for personal or business-related bills 59% 64% 58% 55% 58% 61%

Paying for products or services from online 
retailers/ suppliers

58% 63% 58% 51% 55% 63%

Using online banking for personal or business-
related expenses

57% 55% 59% 53% 54% 61%

Using social media to interact with companies 51% 57% 47% 49% 47% 56%

Applying for services through websites 43% 44% 43% 41% 43% 43%

Booking and paying for travel online 30% 32% 29% 30% 29% 31%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

ONLINE INTERACTION by AREA OFFICE

This is consistent across taxpayer services centres.

Base: Total n=1000
Q23. Do you use any of the following when conducting business online or paying for services?

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Paying for personal or business-related bills 59% 58% 56% 62% 52% 61% 60% 51%

Paying for products or services from online retailers/ suppliers 58% 54% 55% 60% 52% 61% 63% 47%

Using online banking for personal or business-related expenses 57% 55% 49% 53% 55% 62% 55% 43%

Using social media to interact with companies 51% 47% 53% 48% 46% 54% 48% 41%

Applying for services through websites 43% 43% 37% 45% 34% 50% 42% 25%

Booking and paying for travel online 30% 29% 35% 39% 21% 28% 30% 12%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

BARRIERS TO FILING ONLINE

Most respondents claim that nothing prevents them from filing online (35%) and others claim that poor process instructions (29%)
and a faulty website (27%) prevent them from filing online. 

3%

14%

23%

27%

29%

35%

Other

Was not aware of online filing

Unstable internet

Website doesn't load properly

Poor process instructions

Nothing prevents me TOTAL AGE GROUP GENDER

TOTAL 18-29 30-39 40-49 MALE FEMALE

BASE n=975 n=307 n=464 n=204 n=579 n=396

Nothing prevents me 35% 34% 36% 37% 34% 37%

Poor process instructions 29% 24% 29% 35% 30% 28%

Website doesn't load properly 27% 28% 26% 27% 24% 32%

Unstable internet 23% 24% 24% 22% 27% 19%

Was not aware of online filing 14% 17% 12% 14% 16% 11%

Other 3% 4% 3% 3% 3% 4%

DEMOGRAPHIC BREAK DOWN by AGE AND GENDER

Base: Total n=1000
Q27. Which of the following prevents you from filing online?



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

Poor process instructions affects significantly more people in the Kaneshie/ Achimota taxpayer service centre.  

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=975 n=134 n=86 n=82 n=64 n=174 n=94 n=50

Nothing prevents me 35% 36% 33% 34% 27% 40% 38% 26%

Poor process instructions 29% 25% 40% 26% 28% 25% 33% 30%

Website doesn't load properly 27% 25% 30% 23% 25% 21% 32% 34%

Unstable internet 23% 23% 26% 24% 28% 22% 28% 30%

Was not aware of online filing 14% 11% 21% 23% 17% 10% 14% 12%

Other 3% 3% 2% 2% 6% 4% 2% 4%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

Base: Total n=1000
Q27. Which of the following prevents you from filing online?

BARRIERS TO FILING ONLINE by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

Poor process instructions affects significantly more people in the Kaneshie/ Achimota taxpayer service centre.  

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=975 n=134 n=86 n=82 n=64 n=174 n=94 n=50

Nothing prevents me 35% 36% 33% 34% 27% 40% 38% 26%

Poor process instructions 29% 25% 40% 26% 28% 25% 33% 30%

Website doesn't load properly 27% 25% 30% 23% 25% 21% 32% 34%

Unstable internet 23% 23% 26% 24% 28% 22% 28% 30%

Was not aware of online filing 14% 11% 21% 23% 17% 10% 14% 12%

Other 3% 3% 2% 2% 6% 4% 2% 4%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

Base: Total n=1000
Q27. Which of the following prevents you from filing online?

BARRIERS TO FILING ONLINE by AREA OFFICE

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)



Green denotes significantly higher than TOTAL at a 95% confidence level (2 tailed)

Red denotes significantly lower than TOTAL at a 95% confidence level (2 tailed)

Of the services respondents were asked which ones they would be interested in, the Ashanti office (86%) is significantly higher than 
the total (80%) for periodic alerts for deadlines. While the Kaneshie/ Achimota office (66%) is significantly lower than the total (79%) 
for a toll-free number for queries.

TOTAL AREA OFFICES

ACCRA EAST ACCRA WEST ACCRA SOUTH ACCRA CENTRAL ASHANTI KOFORIDUA TAKORADI

BASE n=1000 n=136 n=89 n=85 n=67 n=180 n=98 n=51

Periodic alerts for deadlines 80% 74% 74% 82% 78% 86% 82% 71%

A toll-free number for queries 79% 73% 66% 79% 82% 83% 83% 80%

GRA website that provides personal tax information 68% 67% 57% 76% 64% 69% 73% 65%

Ability to file and pay electronically 67% 61% 62% 69% 67% 65% 78% 65%

Ability to SMS or email queries directly to the GRA 63% 62% 54% 60% 58% 66% 72% 53%

Accessible community tax clinics 60% 55% 53% 66% 52% 63% 71% 65%

Payment applications 56% 52% 44% 51% 54% 64% 66% 47%

DEMOGRAPHIC BREAK DOWN by AREA OFFICE

DESIRABLE SERVICE FOR AREA OFFICES

Base: Total n=1000
Q28. Which of the following services would you be interested in if offered to you by your Taxpayer Service Centre?

*Regions not shown due to low base sizes: Tamale (46), Central (38), Sunyani(25), Volta (23), Upper East (15), WA (14)


