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1. Introduction and background.

MyEnquiries was launched in June 2015 and replaced Secure eMail. Users of Secure
eMail were automatically registered for MyEnquiries and could log on using their
Secure eMail login. Otherwise customers could register for MyEnquiries via a link
on the website.

MyEnquiries is a structured online contact facility that allows customers to securely
send and receive correspondence to and from Revenue instead of using email.
However, it should be noted that this facility does not have email functionality, i.e.
features such as cc, out of office, auto inclusion of signature, read/receipt option, etc.

From 12 September 2015, access to MyEnquiries has changed. For PAYE customers
aceess to.MyEnquiries is through myAccount. For business customers access to
MyEnquiries is through ROS.

1.1. . Access to historic enquiries
A small number of customers may be unable to view their historic enquiries from
myAccount and ROS. In order to address this issue, the link via www.revenue.ie
will remain open for aldimited period to enable them to view these enquiries. Since 12
September 2015 it will notbe possible to submit new enquiries via this link.

Furthermore, given that access to MyEnquiries is via myaccount or ROS, there is no
separate registration process for MyEnquiries (as has existed since June 2015).

1.2. © Agent enquiries

From September 2015, agents must aceess MyEnquiries via ROS if they wish to
enquire about their clients’ tax affairs.

2. Access to MyEnquiries via myAccount and ROS

2.1. myAccount
myAccount is a single access point, with a single loginand password, for a number
of Revenue’s online services including MyEnquiries, PAYE Anytime, Home
Renovation Incentive (HRI), Local Property Tax and €Form 12 Annual PAYE Tax
Return.

PAYE Anytime customers are able to:login to. myAccount using their existing PAYE
Anytime PIN. Customers not already registered for PAYE An¥ytime can register for
myAccount on www.revenue.ie.

2.2. ROS

Business customers who have a ROS digital certificate will be able to access
MyEnquiries and the HRI Online System from the *“My Services’ tab under ‘‘Other
Services”. Business customers who do not have an active ROS digital certificate can
either register for myAccount or register for ROS. Please note that if business
customers register for ROS in order to access MyEnquiries:ithey will receive their tax
returns and other correspondence electronically rather than in paper format.



http://www.ros.ie/PublisherServlet/info/setupnewcust
http://www.ros.ie/PublisherServlet/info/setupnewcust
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Foreign-based agents who have a TAIN but have no Irish tax reference number can
register for ROS using the TAIN (i.e. no tax reference number is required).

3. Customers who cannot access MyEnquiries via myAccount or ROS

There will be some customers who are unable to access MyEnquiries via
myAccount or ROS. These include non-residents who are not registered for tax in
Ireland and solicitors, receivers acting on behalf of their clients but who do not have a
TAIN. These customers should use the alternative communication methods including
standard email, post, phone or fax. Revenue does not recommend sending personal or
confidential information by unsecure (standard) email.

4. Alternatives to MyEnquiries

In addition to the types of customers mentioned in Para. 3, there are also some types
of contacts that are not suitable for MyEnquiries, such as third-party data exchanges.
At present, the only options for these customers to raise queries are by using standard
email; post, phone or fax. Revenue does not recommend sending personal or
confidential information by unsecure (standard) email.

Transport Layer Security (TLS) is a Government-wide encryption system that is used
to securely send emails. However, this is primarily for high-volume users and is not
suitable for individuals or organisations that may contact Revenue a few times a year.

For the medium term, Revenue is exploring the potential to provide a new, easy-to-
use.secure e-mail facility that will address many of these issues. Updates will be
provided as other solutions are developed.

5. Login to MyEnquiries via www.revenue.ie

When MyEnquiries is available in myAccount.and ROS, the access via
www.revenue.ie will remain available for a limited period to enable customers access
their historic enquities. However, it will not be possible to submit new enquiries via
this link.

When customers click on the ‘Login’ option on the MyEnquiries page on
www.revenue.ie they are brought to the screen below.

Revenue §: ——

Irish Tax & Customs Mc

MyEnquiries

Iﬂ—\CCS-UNT LOGIN
Welcome, please log in

Email Address

Password

Login

Figure 1 - Login screen

When customers login they are brought directly into the ‘Enquiries Record’ screen.
This screen provides a record of any previous enquiries and Revenue responses. The

3
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‘Add New Enquiry’ button will no longer be shown when logging in via
www.revenue.ie.

Customers have to login to myAccount or ROS if they wish to submit a new
enquiry.

Name: Test Test
Email Address: coconnel@test.ie

Enquiries Record

Search:
Enquiry My
D Date ¥ Enquiry Relates To More Specifically Reference
1508-89 2015/08/24 VAT Information and Mutual Assistance VAT MOSS
‘ 1735 (VIMA)
1508-88 2015/08/24 Deposit Interest Retention Tax (DIRT) First Time Buyer
17:34
1508-87 2015/08/24 PAYE (PAY As You Eamn) Changing jobs/Multiple jobs/application for a tax
17:33 employee/pensioner - Other credit cert (TCC)
1508-80 2015/08/21 Income Tax Income Tax Return Query
13:06

Showing 1 to 4 of 4 entries Previous Next

N

V FLr 2 nquiries Record screen
:// o ")x
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6. Forgot Password screen on www.revenue.ie

The Forgot Password screen on www.revenue.ie will remain available for a limited
period after the change to access MyEnquiries via myAccount and ROS.

If a customer has forgotten their password they can update it by clicking on the
‘Forgot Password’ link on the MyEnquiries page on www.revenue.ie. When they
click on this link they are brought to the following screens.

Revenue e ——
Irish Tax & Customs E—
MyEnquiries

IFDRGOT PASSWORD
Please enter your email address below:

Email Address

Continue

Figure 3 - Forgot Password screen

When the customer enters their email address and clicks on the ‘Continue’ button the
Password Challenge screen is displayed. The ‘Challenge Question’ that is asked of the
customer is that supplied'by them at the registration stage.

Revenue §: e

Irish Tax & Customs

'-MyEnquiries

IPASSWORD CHALLENGE QUESTION
Please answer the following quastion:

Question  What is your mother's maiden name?

Answer

Continue

Figure 4 - Password Challenge Question screen
5
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If the customer correctly answers the password challenge question they can update
their own password. However, if they enter an incorrect answer they will be
presented with the error message ‘You did not enter correct answer’.

See Paragraph 22 for information regarding any difficulties in using MyEnquiries.

Revenue i L m—

Irish Tax & Customs

_MyEnquiries

ENTER NEW PASSWORD

Enter your new password:

Enter & minimum of & characters or numbers. Passwords
are case-sensifive. Your password must contain both
letters and numbers. Passwords must contain both
uppercase and lowercase lefiers.

MNew Password

Confirm
Password

Continue

Figure 5 - Enter New Password screen

After entering and confirming a new password the following screen is displayed.

Revenue &= =

Irish Tax & Customs

7MyEnq uiries

PASSWORD SUCCESSFULLY UPDATED

Your password has been changed.

click hers to log in.

Figure 6 - Password Suecessfully Updated screen

The customer can log into MyEnquiries with their new password once it has been
successfully updated.
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7. Edit Profile Screen

The Edit Profile screen will remain available for a limited period after the change to
access MyEnquiries via myaccount and ROS.

If a customer wishes to change their password and/or ‘Challenge Question’ they can
do so by clicking on the ‘Edit Profile’ button on the ‘Enquiries Record’ screen and
they are brought to the screen below.

Irish Tax & Customs

Revenue
&
q

Back to Inbox
Personal Details

First Name Joe

Last Mame Biggs

Email Address cmulveyi@revenue ie
Password

Enter a minimum of 8 characters or numbers. Passwords are case
Mew Password | -sensitive. Your password must contsin both letters and numbers.
Pazswords must contain both uppercase and lowercase leffers.

Confirm Password
Password Challenge

Challenge R .
Question What is your mother's maiden name? [
Challenge Answer

Confirm Answer

Please enter your existing password to confirm profile changes.

Password Save Profile

7 - Edit Pro!le @

RS



Revenue Operational Manual 37-00-36

8. MyEnquiries link from ROS

For individual taxpayers the link to MyEnquiries can be found under the ‘My
Services’ tab in the ‘Other Services’ section.

GAEILGE ENGLISH ROS HELP

Revenue ﬁ & AUTO TEST sy | EXIT

B MY SERVICES REVENUE RECORD PROFILE WORK IN PROGRESS ADMIN SERVICES

Revenue Record: Returns and Payments Mo current tax clearance certificate. (Ahat's this?)

File a Retumn

Complete a Form On-line

Recard. Select a return you would like to complete now. You will be given the option of filing the return with or without a payment.
Services: | Select a tax type. .. o

“ou have 4 new documents in your Revenue

BE Manage T Upload Form(s) Completed Off-line
Selectthe type of return fram the drop-down list to upload a return completed off-line
| Select a return type T |

Submit a Payment
‘You can choose to make a payment or declaration against a registered tax by selecting a payment type from the below drop-down list,
| Select & payment type v |

Payment Details

You can choose to make and receive payments to and from Revenue using vour bank account by means of ROS Debit Instruction and Direct Debit You
can also make payments using MasterCard orVISA dehit and credit cards. Certain repayments or refunds can he made by means of Electronic Funds
Transfer.

Manage Bank Accounts €2
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GAEILGE | ENGLISH | ROSHELP

G FSC ZIFYPZ SQNYH BT
REVENUE RECORD PROFILE ADMIN SERVICES
Revenue Record: Clients
Find Clients
s . You can file returns, make payments and manage bank details for clients throuah Client Services. Select a client below to view their available Client Setvices.
ervices
Client Search Your Client List Last 10 Clients Accessed
Search by registration numper. VOu can access and exportyour full list of clients here. & OTMYY QNHCNUI FCHIYINLOME - 95530037
Select a tax type v Wiew Client List B} Export Client List & HZIWYU E RPYGG - 00017 329
Oryou can display all new clients from a certain date. & AAGNE LA KDNT £ LIFWADHIE VINFF -
Enter registration no Search ¥ " Pl 954681150

Enter date Displa:
Search by name ey &2

Enter sumame Search

Manage Client Registrations Register New Revenue Customer
Enter existing Client's details below to update, add or cancel registrations or AgentiClient links: You can now register new individuals, companies, parnerships
and trusts with Revenue.
Select existing tax typ ™ || Enter registration no. Enter narme Manage %

Renister Mew Revenue Customer &

Returns:

Y Upload Formis) Completed Off-line

Selectthe type of return fram the drop-down 1istto upload a return campleted ofFline. You can upload a P35Lfile and any of the Financial arWithholding taxes thraugh Client
Services

Select a returr type %

MyEnguiries

Information:

. The last Ingin with this certificate was on Thu 30 Jul 2015 at 11:16.
-l
| EERDID  RESHED EH S Eclas &5 Gasilge  Cerlification Practice Statement  Certificate Policy Statemert  Privacy Paliey  Terms & Conclitions

] Flgure 97 ROS access to MyEnquiries (Agent)

"'.-"u'

-\.U_,.-' .l.._. - -H-
. P

f’ROS Admlnlstratm{ aceess and management functions

=~

Access - -
For ROS admmlstratars the MyEnqulrles icon will always be shown. For ‘sub-users’
the icon will'only appear if the user has pe;rmlssmns on an active MyEnquiries email
address. Sub-users will not see the icon un,léss they have been set up for
MyEnquiries by the ROS Administrator. ,,f"f

& A o
To start using MyEnqq_“hes the ROS Admlmstrator must first set up an email
address to be used with’ MyEnqﬁulrles This app‘hes*whether or not the ROS
Administrator was preV1ously {eglstered for Secure eMail or MyEnquiries. Clicking
on the MyEnquiries button' on. the ‘My Services’ (mdrvldhal) or ‘Agent Services’
(agent) tab will redirect the Admmlstrator to the MyEnqu}rJes application, except in
the case of Administrators who have no MyEnqulrles ernall ad.dresses set up.

. L

If no email address is set up, the Admﬁt}gt{a will receive ‘the/_fei 0w1ng message
when they click on the MyEnquiries ico eXplams how to §eﬁ? an email

address for use with MyEnquiries (i.e. in ths"‘Admm Services’ tab)

.n'_

MY SERVICES REVENUE RECORD PROFILE WORK IN PROGRESS ADMIN SERVICES -
MyEnquiries il
2%

Currently you do not have any MyEnquiries email addresses setup in ROS. Please go to the Admin Serdces screen and - ' £
click the Manage My Enguiries buthan ASRER,
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Figure 10 — ROS Informational screen

Management and administration functions

Clicking the ‘Admin Services’ tab at the top of the screen will bring the user to the
Admin Services page from where they can access the MyEnquiries administration
functions.

i

ann

AGENT SERVICES REVENLE RECORD PROFILE ADMIN SERVICES

Administration Services CANU

& To=zelect an individual, click on the Select item radio button to the left of the name
« Toapply for a cedificate for an individual to act on yvouricompany's behalf, click the Add Hew button
« You can View or Revise the permissions of the selected individual by clicking on the
relevant option box below.
« Additional information about these functions.

Select Surname Firstname ID Ref. System Password Certificate Password Status
TEST  TEST POIUYTREWE g o ACTIVE

Restore

Other Functions

You can suspend all the added individual's Certificates by clicking on the Suspend All button.

Yo can restare all the added individual's Cetificates by clicking on the Restore All button.

Restare Al

“ou can view a full list of permizsions by clicking on the View All Permissions hutton

You can add & nevy email address for MyEnguiries by clicking the Manage MyEnquiries button.

EOS Help | Exit | Accessibility
Terms & Conditions | Privacy Policy | Certificate Policy Staterent | Cerification Practice Staterment
Eolas as Gaeilge

Figure 11: ROS ‘Admin Services’ Screen

10
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The ROS Administrator can grant MyEnquiries access to sub-users by selecting the
sub-user and clicking the ‘MyEnquiries Permissions’ button. Access to MyEnquiries
is determined by email address and the tax registration number or TAIN associated
with the ROS digital certificate. It is possible to set up/link more than one email
address.

Sub-users who share the same (or group) email address for MyEnquiries will be able
to view the same enquiries and Revenue replies. It is the responsibility of the ROS
Administrator to manage sub-user access to MyEnquiries through the management of
email addresses. Sub-users with Administrator permissions will also have access to
the ‘Admin Services’ tab and the MyEnquiries management function buttons.

If there are no sub-users set up, the screen will look like this:

Revenue

MY SERVICES REVENUE RECORD PROFILE WORK IN PROGRESS ADMIN SERVICES

Administration Services CG TEST CASE AM
SANDCASTLE

= Toapply for & cedificete for anindividusl to act on yourfcompany's behalf, click the Add Hew button

There are currently no individuals linked to this certificate

Acldl Mew

You can add a new email addresses for MyEnguiries by clicking the Manage MyEnquiries button.

Figure 12: ROS ‘Admin Services’ Screen

Cin agus Custaln s Wireans— pry GERVICES REVENUE RECORD PROFILE WORK IN PROGRESS ADMIN SERVICES

MyEnquiries

i Add New Email Address

Enter New Email Address

Verify Email Address

i MyEnquiries Email Addresses

Show Removed Addresses? |

Showe 10 v Filter:
Email Address Status $ Action
MMCDOR03@REYENUE.IE ACTIVE @
Showing 1 to 1 of 1 entries Previous 1 et

Figure 13: Setting up an email address

11
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ROS Administrators can set up one or more email address for use with MyEnquiries.
Old email addresses can be deactivated but not deleted. The ROS Administrator will
have access to all enquiries submitted under any of the email addresses set up in this
way. To set up a sub-user for MyEnquiries, the email address of the sub-user must be
set up in the permissions first.

8.2.  Sub-User Access from ROS

ROS Administrators can give sub-users access to the MyEnquiries facility by
allowing them access to one of the email address that has been set up. Please note that
access to MyEnquiries is based on email address. If two users are given permission
to.access MyEnquiries with the same email address, they will see each other’s
queries, regardless of whether they are an Administrator or a sub-user.

In the “Admin Services’ tab, select the sub-user and click the “MyEnquiries
Permissions” button.

evenue

Ciin agus Custaim na hEireann

MY SERVICES REVENUE RECORD PROFILE WORK IN PROGRESS ADMIN SERVICES

Irish Tax and Customs

Administration Services MR DFGBTBG DFBTRGBTR

To select an individual, click on the Select item radio button to the left of the name

To apply for & cerificate for an individual to act on youricompany's behalf, click the Add Hew button
You can View or Revise the permizsions of the selected individual by clicking on the

relesvant option box below.

Additional information about these functions.

Select Surname Firstname ID Ref. System Password Certificate Password Status

s TESTER1 ROB RTOO1 o o REGISTERED
TESTER2 ROBERT RTOO2Z g o REGISTERED
TESTER3 ROBERT RTOO3 g o REGISTERED
TESTER4 ROBERT RTOO4 g o REGISTERED

Figure 14: Sub-User Access

Which links to the ‘Permissions" screen.

12
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a MR DFGH

MY SERVICES REVENUE RECORD PROFILE WORK IN PROGRESS ADMIN SERVICES

MyEnquiries

i Permissions

You have selected the sub cedificate for user ROB TESTER. You can amend permissions for this certificate by using the
table below.

Show 1Q v Filter:

Email Address Status

MMCDONIZ@REVENUEIE _

Showing 110 1 of 1 entries FPrevious 1 IMext

Submit

% Figure 15: ‘Permissions’ screen

' Tick the Status’box beside the email address the sub-user is using for MyEnquiries.
Mhre than one email address can be selected. Submit the changes.

% ;Ilfe game process WQI'ES in.reverse — untick the box to remove permissions.

i -

8"'3!_,/ : Agcess1ng MyEn(LlﬁfPles from ROS

ROS A’Jmlnlstrator If more than one email address has been set up in ROS, users
have t'h@ optlor_l to select which o_f -thbs_e email addresses they want to use at that time.

i-' .'

Sub-user: If the ROS Admlmstrat’or has set up more than one email address for the
sub-user to use w1th MyEnquiries, they w1Il have to select the email address they

p - -'

wish to use at that time. - - & 5

& o “’H )

The Enquiries Recoi’ﬁfs/d{ééﬁ (inbox) for the selecteéd email address will be viewable.
A list of enquiries for the email address is dlsplayed Only one email address can be
viewed at a time. A user must exrt MyEnqulrles to select another email address.

Select eMail Address | TEST@REVENUE IE v i

Figure 16 — Email Selection screen

13
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Hame: Test Case
Tax Reference Numbers: 11773320 Tax Reference Type : CUST

Searcy

Engusry 1D Data - Enguary Relates To Mere Spacimeally Ly Reference Mo
150757 20150720 14 41 PAYE employée - CreditsReiels HEalth expenses
10T 62 20 OT 1438 PAYE employee - CreanuRelels Cher crecireie”
Shouing 115 2 of 3 elres Frosous Pt
. .
1

Enquiry’ button which will
agraph 11 for further

An enquiry can be su ed by clicking the ‘A

bring up the ‘Add a New Enquiry’ screen belo
information on how to subr@iries.
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Add A New Enquiry

My Enquiry Relates PAYE employee - Credits/Relic i And More | Health expenses v i
To* Specifically *
My Reference i For Attention Of i
(optional) (email address) Centact Locator

(optional)
Tax Reference T048745W i Tax Reference Type CUST i

' Humber

L] Enquiry Details

er further detail up to 2 000 characters

Please provide your email address below. Note your address will only be
4 used to notify you when there has been activity on your enquiry.

q Email Address CMULVEY @TEST.EE i

Email Confirmation CMULVEY@TEST.E i

Attach supporting Choose file | Mo file chosen +
information

* Denotes mandatory field.
o _ .
"’/Flgure 18 - ew Enquiry screen

If you are an Agenty’AIN field wi #opulated with your TAIN.

The Client Tax Refer@pe field has a dropdewn populated with a list of relevant

tax types e.g. PAYE/IT/VAT etc. This list has anded to include the following
m

tax types, CT, CGT, RCT, ise Licence, Cust cise, Stamp Duty, CAT,

% %
%, %

%“© ©O
/o
< 'y

)
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Add A New Enquiry

My Enquiry Relates PAYE employee - Credits/Relic v i And More | Home Carer Credit v i
To* Specifically *
My Reference i For Attention Of i
(optional) (email address) Contact Locator
(optional)

TAIN 00000A >

‘ Client Tax Reference i Client Tax Reference v i

i NHumber * Type*

Enquiry Details
Enter further detail up to 2,000 characters i

Please provide your email address below. Note your address will only be
used to notify you when there has been activity on your enquiry.

Email Address TEST@REVENUE.EE i
Email Confirmation  TEST@REVENUE.E i
Attach supporting No file chosen + i
information
" Denotes mandatory field. Submit Enquiry

lﬁll‘e 19 <Add a new w creen (TAIN inserted)

See Paragraph 11 (, information on how te submit enquiries.

Q
7 /‘3}
@6 O¢

CE

7
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9. MyEnquiries link from myAccount

MyEnquiries can be accessed from myAccount by clicking on the MyEnquiries
‘Enter’ button on the myAccount Homepage.

Revenue J m y Account 2 My Profile v = My Enquiries @

4 Tax services

PAYE Anytime Form 12 Local Property Tax Home Renovation
Incentive

Submit a return of Claim tax relief on

Income and a claim the renovation of a
for tax credits E property
Learn more

Learn more

G

=) My Enquiries g

-

¥

>
F .

-

Figure 20— myAccount screen

You will theﬁ.bg-t:)'r:)ught_directly to the E_Iilflll,l_il‘ies Record screen (inbox).
= & = L . '_.."

r Ll " The
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Hame: Test Case
Tax Reference Number 11773320

Enquenas Record

Tax Reference Type : CUST

Searcn
Enguiry 10 Date s  Enguiry Relites To Mure Specibeally Iy Reterence No
1507-5T 2ANSF0T20 1441 PAYE employée - CredityRe s AT SpENSes
150764 EOT0 1438 PAYE employ e - CreansReels Clher crecivreme’
Showing 110 2 of I enires

Privy DS Mt

-%

Figure 21 —Enquiries Record screen (Inbox)
You can submit an enquiry by clicking the ‘Add Ne button which will

bring you to the ‘Add a New En reen below. S%@ for further
A

information on how to submit enquiri // : < ’
C/ O
/&
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Add A New Enquiry

Tax Reference Number 72520604 i Tax Reference Type CUST i
My Enquiry Relates Capital Gains Tax (CGT) = i And More Specifically *  Capital Gains Tax -Retumn  [+] i
To™

My Reference (optional) i

Enquiry Details

Enter further detail up to 2,000 characters

Please provide your email address below. Note your address will only be used
to notify you when there has been activity on your enquiry.

Email Address ~ i

Email Confirmation * i

Attach supporting BErowse... + -
* information |

* Denotes mandatory field.

= , MT —Add a New Enquiry screen

Submit Enquiry
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10. MyEnquiries link from Local Property Tax (LPT)

MyEnquiries can be accessed from LPT by clicking on the MyEnquiries button at
the top of your LPT screen.

Local Pro perty Tax 2 CULUZ YTTM (0001379J)
including Household Charge arrears

Review your records -

You can access your other records using the "'Review your Records' dropdown above.

PROP, ;

Cork County Council
(32768040H)

Contact us if the Loecal Authority is wrong

Your Household Charge Please update your HC arrears
arrears: £200.00 © Update your HC arrears record ;z::::.::-fom setting up a

@ You have not yet paid your Household Charge arrears. O Claim DIRT F.T.E Refund

@ You have an action outstanding for yo

Current Status:

@ You have an action outstanding for
@ You have an action outstanding for you

Help me with this page

Figure 23 — LPT screen

You will then be brought directly to the Enquiries Record screen (Inbox).

20



Revenue Operational Manual 37-00-36

Hame: Test Case
Tax Reference Number 11773320

Enquenas Record

Tax Reference Type : CUST

Searcn
Enguiry 10 Date s  Enguiry Relites To Mure Specibeally Iy Reterence No
1507-5T 2ANSF0T20 1441 PAYE employée - CredityRe s AT SpENSes
150764 EOT0 1438 PAYE employ e - CreansReels Clher crecivreme’
Showing 110 2 of I enires

Privy DS Mt

-%

Figure 24 — Enquiries Record sci (Inbox)
You can submit an enquiry by clicking the ‘Add Ne& > button which will
bring you to the ‘Add a New En reen below. See Par h 11 for further
/-

information on how to submit enquiri // : < ’
C/ O
/&
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Add A New Enquiry

Tax Reference Number 72520604 i Tax Reference Type CUST i
My Enquiry Relates Capital Gains Tax (CGT) = i And More Specifically *  Capital Gains Tax -Retumn  [+] i
To™

My Reference (optional) i

Enquiry Details

Enter further detail up to 2,000 characters

Please provide your email address below. Note your address will only be used
to notify you when there has been activity on your enquiry.

Email Address ~ i

Email Confirmation * i

Attach supporting BErowse... + -
* information |

* Denotes mandatory field.

= , MT —Add a New Enquiry screen

Submit Enquiry
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11. Submitting Enquiries

Customers can view all of their enquiries and Revenue responses on the ‘Enquiries
Record’ screen (Inbox).

Hame: Test Case
Tax Reference Numbar 11773320 Tax Reberence Typs : CUST

Enquenas Recond

Searcn

Engquiry 1D Date ¥ Enquiry Relates To More Specincally iy Reference No
1507-5T 201 EOT0 1441 PAYE employée - CreditvReiefs FEath S3pEnses
150764 20 50T 1438 FAYE emphryes - Cresditueers Clher Creonineine”

Shoing 1 b 2 of T ebres

==

Figure 26 - Enqulrles" Recdrd screen (Inbbx) & .

Customers can make enquiries by using ‘Add New Enqmry as above. They will be
assisted by dropdown lists of categories and related- sub categorles (see fields ‘My

Enquiry Relates To’- ‘And More Specifically’). .-_:;:‘.- A "
Customers can view the details of a particular enqulry b}(xc’hcklng on the relevant rbw
on the Enquiries Record screen. They will be brought to thewIn ﬁractlon screen ’//5_"1 o
Figure 28). L N v -
Enquiries are worked in the Integrated Contacts system (iC) (a list of the various r 2 5
dropdown options and their associated iC categories is provided in Appendix A). T 4
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11.1. Add a new enquiry

The ‘Add a new Enquiry’ screen opens when the customer clicks on the ‘Add New
Enquiry’ button on the ‘Enquiries Record’ screen. The Tax Reference Number and
Tax Reference Type fields will be prepopulated with your tax details.

Add A New Enquiry

@mher 5745206FA > Tax Reference Type

My Enquiry Relates Capital Gains Tax (CGT) [=] i
To™

My Reference (optional) i

Enquiry Details
Enter further detail up to 2,000 characters

Please provide your email address below. Note your address will only be used
to notify you when there has been activity on your enquiry.

Email Address * i

Email Confirmation ™ i

Attach supporting
information |

“ Denotes mandatory field.

And More Specifically ©

Capital Gains Tax - Retumn

Figure 27 - Add a new Enquiry screen

(=

Submit Engquiry

The option to attach a’file is only available after the “My Enquiry Relates To” and
“And More Specifically” fields are populated.

In order to allow the customer to remove an attachment, a minus field has been added
to the ‘Add a new Enquiry’ screen. The minus field will only be available after a file

has been uploaded.
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English / Gaeilge

Revenue a

Cain sgus Custaim na hireann
Irish Tax

30/06/2015 - Excise - Garda - Data Request

30/06/2015 ot ﬂ
15:34
i 50712015 Filzs Uploaded by Revenue ﬁ
1:33 sl | xmaDOC

jafl Linst =
A ﬂ:rz["& Files Uploaded by Revenue ﬂ
1 | | xma.DOC, fts-amos.paf >

bt Llest

Attach supporting = Choose file | Mo file chosen
information Choosa file | No file chosen

* Denotes mandatory field.

Figure 28 - Interaction screen

In order'to allow the customer to remove an attachment, a minus field has been added
to the Interaction screen. The minus field will only be available after a file has been
uploaded

11.2. Assignment of enquiries

In most cases enquiries are directed to the customer’s local Revenue office based on
the Tax Reference Number provided. If, however, the enquiry relates to a subject that
is dealt with centrally, regionally or nationally, then the.enquiry will be directed to the
central, regional or national office, e.g. payment or offset queries will be routed to the
Collector-General’s office.

11.3. Attachments
Customers can attach documents to their enquiry subject to a file size limit of 10MB
for individual files and the maximum number of attachments 15 10.

The following file types are supported: .pdf; tiff, tif; txt,.jpg, .jpeg .doc, .docx,
xls,.xlsx, .xlsm, .P30, .xml, .zip, .7z, .dat, .p35, .p35L, .p45, .p453,..¢35, .rct, .vt3
11, .pay, .46g, .46gc, .i38, .transit, .int, .vie, .eus, .roml, .sd, .fl1f, .fI, .ctl, .f35,
.dwt, .cdsl, .csv, .png, .log, .cfg, .p12, .pl12.bac, p12(1).bac, .html, . pptx, .mht,
.htm, .gif, .msg, .0001 .xps and .odt.

114. Enquiry Details field
There is a limit of 2,000 characters in the Enquiry Details field.
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11.5. Invalid characters in the Enquiry Details field

Customers may receive an error message regarding invalid characters within the
Enquiry Details field/text box, “Your message contains an invalid character. Please
forward it as an attachment.”. This can arise if material is prepared in another
application, e.g. Word or Excel, and copied into the Enquiry Details text box. If this
error message persists the customer should forward their message as an attachment
and enter a note to that effect in the Enquiry Details field/text box.

11.6. Submit Enquiry
When the customer clicks on ‘Submit Enquiry’ their enquiry will then be viewable on
the/Enquiries Record screen.

11.7. Notification to customer that response has issued

When Revenue issues a response to an enquiry an email is sent to the customer
informing them that a response has issued and can be viewed in their Enquiries
Record sereen in MyEnquiries.

11.8. Search function

When the customer logs in to the system they are presented with a list of their
enquiries and Revenue responses on their Enquiries Record screen. They can view a
specific enquiry by double-clicking on the required row. New unread messages appear
in bold. A search facilityris available that allows the customer to locate a particular
enquiry in the Enquiries Record by entering a key word, e.g. CGT, or a partial word,
e.g. ‘def’ (deferral).

11.9. Export facility for enquiry thread

When a customer clicks on a particular enquiry on the Enquiries Record screen they
are brought to a screen that shows all the'interactions relating to a particular enquiry.
The detail of the full ,enquiry thread can be exported to a PDF document by clicking
the ‘Save As PDF’ button at the bottom of the sereen. That document can be saved to
their own computer.
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English

Cain
Irish

Revenue ﬁ

24/03/2015 - LPT Query - Deferral of payment {5642)

24/032015

I'wiould like to add a new enguiny

| >

(For Attention OF: test@revenue.com)

Hell
10:34 =
2410312015 new infarmtaion
10:36

Enter a new update
Attach supporting
informati

Browse.. | Mofile selected.

e

=~

b "\.%'f e,
Figui‘e .26 - Sereen showing enquiry thread

5,

Submit

PDF output of your Enquiry Thread in relation to - HC Declaration -
Exempt - Subject to commercial rates wholly used as dwelling

Enquiry |D: 1503-1

Joe Bloggs 24/03/2015 13:29

Interaction
Date

18/03/2015
14:33

23/03/2015
15:03

- My Reference No.: 0

Enquiries and Responses

est

test reply

-'l"\-\.\_ "'\._.

3

Figure 30 - Representative of PDF document
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11.10.  iC location mapping override

12. How to check the mapping from MyEnquiries to iC

er re confidentiality of taxpayer information

@lity for Reve@ff to initiate a contact

14.1. Adding amment
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14.2. Search function

15. MyEnquiries items in iC

16. Replying to enquiries

tmg a document to a reply
ew EnWhread

Notification @quiry has been received

ating enquiries in

16.1. A
N

18. Secure eMail
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19. Setting up users in iC

20. Working items in iC

ration, login etc.
ifficulties in using MyEnquiries, they should email

i i is worked by IQ ivision who will deal with any enquiries
i gaﬁon of MyE S.
Appendix Ado‘v‘v‘n optio

ssociated iC categories.
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