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An Al-powered smart assistant acting as a spokesperson for a
government entity — the Zakat, Tax and Customs Authority being a
case in point.”
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Abstract

Government  agencies have recently been
competing with private entities in customer service,
and have gone further than the latter in their duty to
explain and simplify the law and its provisions for
those subject to it. To this end, users of government
* Corresponaing Author: websites now interact with automated chatbots or
salholiby@kfu.edu.sa intelligent assistants that answer their inquiries, guide
them to the required information, and may even direct
them to a legal ruling or administrative procedure.
DOLl: The tax administration in any country is one of the
https://doi.org/10.59759/law.v5i2.1798 government agencies most interested in
communicating with taxpayers and clarifying the
provisions of the tax law to them, especially given
what studies and reports indicate that the difficulty
and complexity of the tax law is one of the most
prominent reasons for weak compliance and increased
tax loss (Tax Gap). Some tax administrations around
the world have already begun using smart assistants to interact with taxpayers and their
inquiries at different levels.
This paper begins by defining smart assistants, explaining their mechanisms, and outlining
the objectives of their use in government agencies in the first section. The second section
focuses on the hypothetical case study: the use of smart assistants at the Zakat, Tax, and
Customs Authority (the Authority) in the Kingdom of Saudi Arabia. This use is then
legally regulated in the second section, leading into the third section, which examines the
regulatory implications for both the Authority and taxpayers. Assuming that the smart
assistant is trained and provided with information by the Authority to deliver helpful,
accurate, and reliable responses to taxpayers, the researcher intends to measure the smart
assistant's responses against the content of the informational and guidance manuals issued
by the Authority.
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Thus, it expresses its viewpoint and interpretation of zakat and tax regulations and bylaws,
and is binding on the authority if the conditions are met and there are no impediments. It
also has legal value and validity for the taxpayer if followed in good faith. While this
outcome may not appear to be in the interest of the administrative body, it ultimately
prioritizes the taxpayer's interests and ensures that government agencies take these tools
seriously and are held accountable for their actions, just as they are held accountable for
the content of their publications and guidelines.

Keywords: Artificial Intelligence, Smart Assistant, Smart Chat System, Chatbot, Tax
Administration, Zakat, Tax and Customs Authority.
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See OECD, Recommendation of the Council on Artificial Intelligence,
OECD/LEGAL/0449.

* European Union, REGULATION (EU) 2024/1689 OF THE EUROPEAN

PARLIAMENT AND OF THE COUNCIL of 13 June 2024 laying down harmonised rules

on artificial intelligence and amending Regulations (EC) No 300/2008, (EU) No

167/2013, (EU) No 168/2013, (EU) 2018/858, (EU) 2018/1139 and (EU) 2019/2144 and
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Directives 2014/90/EU, (EU) 2016/797 and (EU) 2020/1828 (Artificial Intelligence Act),
Article 3(1): ‘Al system’ means a machine-based system that is designed to operate with
varying levels of autonomy and that may exhibit adaptiveness after deployment, and that,
for explicit or implicit objectives, infers, from the input it receives, how to generate
outputs such as predictions, content, recommendations, or decisions that can influence
physical or virtual environments.
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2 Luo X, Tong S, Fang Z, Qu Z., Machines vs. Humans: The Impact of Artificial
Intelligence Chatbot Disclosure on Customer Purchases. Marketing Science, Vol. 38, No.
6, 2019, p. 937, https://doi.org/10.1287/mksc.2019.1192.
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See e.g., Mctear, Michael. (2020), Conversational Al: Dialogue Systems, Conversational

Agents, and Chatbots, Synthesis Lectures on Human Language Technologies. 13. 1-251;

Nirala, K. K., Singh, N. K., & Purani, V. S. (2022), A Survey on Providing Customer and

Public Administration Based Services Using Al: Chatbot, Multimedia Tools and
Applications, Vol 81 No 16, 22215-22246. https://doi.org/10.1007/s11042-021-11458-y.
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National Taxpayer Advocate, Annual Report to Congress 2024, Taxpayer Advocate
Service, Internal Revenue Service, 2024, pp. 104-117.
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California Franchise Tax Board (FTB), Identify areas of recurrent taxpayer
noncompliance: 2024 Taxpayer Bill of Rights Report, State of California, 2024,
https://www.fth.ca.gov/about-ftb/data-reports-plans/taxpayer-bill-of-rights/2024/identify-
areas-of-recurrent-taxpayer-noncompliance.htmi.
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