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IRS Future State: Working with You to Transform a Vision into Action 

 (edited transcript) 
 
Good morning. My name is Dave Horton. I am the Deputy Commissioner for Tax 
Exempt & Government Entities, unless I’m going back to Online Services and somebody 
didn’t tell me. All right well you’re gonna have to do better than that. This is a big room 
and I need some interaction here, okay?  
 
So this morning we’re going to talk about and let me just make sure I’m all set here. 
We’re gonna talk about the IRS Future State and what we’re doing to move towards how 
we wanna be operating in the next five to ten years. We’re gonna talk about what that 
means and how we anticipate partnering with you to get us there. Now I think it’s kind of 
important for all of us because, really, for a couple of reasons:  One, we’re all taxpayers 
so we’d like to know, right, how this is gonna work us selfishly as a taxpayer.   
 
 
How am I gonna file my return, how am I going to be able to interact with the IRS? 
Excuse me. I thought DC was hot. This was just nuts this morning and I’m from Detroit 
so I’m still trying to get used to all these things called heat because we don’t know what 
that is up there. We just get in our cars and drive.  
 
So first it’s because you’re a taxpayer yourself and we may wanna know personally how 
this is gonna affect us. Second, based on what kind of resources and services we begin to 
provide, that’s going to matter to you as you service your clients. You’re gonna have 
options hopefully and you can direct your clients then on how to interact with us maybe 
more efficiently or more appropriately and, finally, we wanna make sure that you 
understand that you’re a critical part of what we’re doing.  
 
 
And it’s your partnership that is valuable to us.  
 
So what do we mean by Future State? Okay it’s not “Star Trek” or “Star Wars.” We’re 
not going to get in a spaceship and go somewhere but it is how are we going to continue 
to function and move forward? It’s an ongoing effort about being more proactive and 
helping taxpayers meet their obligations and we need to find a secure way for you to do 
that and we’re going to continue to work on that. So we’re going to talk about things. It 
isn’t just about technology.  
 
There are many efforts underway and we’re gonna walk through some of those and a lot 
of the booths that you’re gonna see this week also will be available and talking about 
services and movement forward so it is, it’s all about how we’re gonna interact, what 
services are gonna be provided.  
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It’s also about this idea of more – using more – data analytics and how we’re going to use 
that to better identify where we have issues. So let’s go forward. So you know as long as 
the tax system is complicated as it is now, taxpayers are gonna continue to need support 
and assistance from all of us. Taxpayers are gonna go to who they trust and who serves 
them the best so I think it’s interesting that 80 percent of American households either use 
a tax preparer or tax software to help them prepare and file their returns and it’s estimated 
that six in ten people say tax professionals are a very valuable source for getting tax 
advice for information. Now what I couldn’t find out is what they said about the other 
four.  
 
 
All right you’re doing better okay so all right here key takeaways. I’m not gonna walk 
you through these. We’re gonna talk about ‘em as we go but this is things that we hope 
you’ll have at least a better understanding of as we finish this session. We continue to be 
listening and talking with more of our partners and our stakeholders. We’re continuing to 
focus on people, processes and technology in order to be a better and more efficient 
system and frankly the sooner we address a problem in the process, the better off we’re 
going to be so we’d really like to put some of the issues people face to bed quickly so it 
doesn’t have a long, drawn-out process and none of you would know what I was talking 
about there about a long, drawn-out process, right?  
 
So okay.  
 
 
 
So here’s just the list of some of the Future State things we’re gonna talk about:  
Improving ways that we can connect with the IRS related to correspondence, taxpayer 
assistance centers, telephone assistance, collection appeals and online tools and there’s an 
awful lot not listed there because obviously there are other functions of the IRS that are 
also looking at improvements. Tax Exempt & Government Entities is doing a lot of work 
to be more efficient and effective in how we do things and we may talk about that if we 
have time.  
 
So these themes that we’re going to talk about are going to be incorporated into the next 
IRS Strategic Plan and a strategic plan, right, sets, sets the direction for what we’re going 
to be doing.  
 
 
It’s usually a five-year plan. It’s in the process of being worked right now and we’re 
looking for it to be released in June of 2018. It’s going to give the IRS an actionable, 
prioritized set of strategic goals, objectives and measures so that the service can 
implement its vision for a future that’s more digitally and data-enabled and serves the 
taxpayers more effectively and that expands its collaboration with trusted partners, lot of 
words there but very important as to what we’re going to be doing. 
 
  



  
   
 

  Page 3 of 15 
 

So let’s talk about how we’re going to get there and one of the first factors that we talk 
about and we talked about -- it was listed two slides ago – is how far and fast can we go 
in all of these areas? Well, there’s 3 factors that really influence that:  Budget, workforce 
and technology.  
 
 
And basically all three of those have a ripple effect with what we’re able to do. It may be 
that if we don’t have budget or workforce or technology it means that we may have 
slower service, lengthier audits, system lockouts, choppy video feeds. All those kinds of 
things can happen when you don’t have those three factors available to you. We’re 
committed to working through this but that is one of the challenges we do face and I 
don’t think that’s any mystery when you follow the news and everything that’s going on, 
you know our budget is constantly being looked at and, frankly, has been cut every year 
since 2010, and pretty drastically in some of those years.  
 
All right I know this is a busy slide so we’re gonna try to dissect it a little bit and just tell 
you about what we’re looking at here. The map on the left was created to predict the 
technology environment at the IRS and how we’re organizing our thinking for IT around 
the Future State vision. At the center of the hub is data. You also see it’s designed to 
support paper and electronic interactions. The red ring depicts security, security firewalls 
and other protections and the outermost ring depicts primary investment areas for 
supporting the business needs of the Future State:  Intake, Account Management, 
Compliance, Case Management, Customer Service and Internal Support Operations.  
 
 
So the challenges are really many, you know? We’ve had to carry out new laws by 
Congress that we didn’t get funding for, aging of our infrastructure, about 60 percent of 
our hardware is out-of-date and 25 percent of our software is. We have cyber-security 
challenges. We have about 1 million attempts every day on our systems and we have 
workload – we have workforce – challenges related to hiring, retaining and training folks 
from top to bottom. We have heavy attrition and we have a lot of empty seats because we 
don’t have any budget. We aren’t hiring.  
 
 
So as we talk about things like telephone service and other things, trying to integrate our 
systems across platforms and make it more smooth and clean, those are gonna be the 
things that we’re still kinda gonna be challenged with as we have to update not only our 
computer technology but other things so – but we are making progress. So let’s talk a 
little bit about what’s happened over the last several years. This is again more about the 
budget and the workforce. I always have a tendency to get a little ahead of myself but 
let’s talk about this in a little bit more detail.  
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So if you look at the bar chart from left to right the numbers are for gross tax collection, 
total tax returns and the US population all increasing over time so the blue is the gross 
collections, the green is the tax returns filed and then the blue – then the darker color – is 
the US population. The white line at the top shows the number of employees over that 
same period. These trends I know the chart only goes through 2015 but the trends have 
continued in 2016 and 2017 and, as you can see by the chart, you’ll see that the number 
of employees we have is less now than it was in 1980 and then you can also see that 
everything else has grown tremendously.  
 
 
 
 
So one of the goals this morning is to recap what we’ve heard from you. We took 
feedback from last year’s Tax Forum and this is what we’ve heard. Well, you see on the 
screens it’s a result of a survey that you took. When you were asked to pick the top ways 
Future State initiatives could improve the taxpayer experience, more than 30 percent 
cited “Enhanced support and tools for taxpayers” and, overall, more than 20 percent cited 
“Agile, efficient and effective operations. We also asked you how you felt about the 
Future State affecting your work.  
 
As you can see on the right, you saw that the Future State you thought would expand 
your role, at least 50 percent of you felt that way.  
 
 
So you know we’re continuing to better understand what constitutes noncompliance and 
better serve those who need efficient and effective interactions with the IRS and it’s also 
about pivoting from the old way we do things, moving more into a greater use of 
analytics to find where issues are and a broader range of treatments to interact with 
taxpayers and tax professionals.  
 
 
So let’s talk about some improving ways to connect. So as we take all the feedback and 
adjusting along the lines in an ongoing effort, it leads us to the next point, which is we’re 
enhancing the tools and support we provide throughout the year and throughout the 
lifecycle of a tax return from pre-filing to post-filing.  
 
 
One thing we’ve heard at last year’s Tax Forum is validation for the demand for 
connecting the IRS through traditional services isn’t going away. So we’re not going to 
turn off the phones tomorrow and make you all go online because we understand that 
that’s still a valuable service and a lot of your clients still need that.  
 
 
So we’re gonna but – so let’s move on, though, to some new ways that we are trying to 
do this. Let’s talk about correspondence. So this is about the number of letters and 
correspondence and notices from the IRS. The letters and notices that we use and there 
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are 1,600 types of correspondence and they’re always changing because law can change 
and there’re often new notices that have to be developed. So as you can see we wanna 
provide income about – we wanna make sure that we carry out our new programs 
correctly.  
 
 
We wanna provide info about account activity. We want the notice to be as clear as it can 
and I’ve gotten one of those notices and had to read it about five times to figure out what 
they were asking, right, you know? So that’s a continued effort to make sure that they’re 
clear and understandable and we wanna be able to promote compliance. What we want 
that correspondence to do is what? Fix the problem, right?  
 
Get the answers so we can fix the problem. And the other statistic was very interesting 
that we sent over 200 million notices last year and with every notice becomes, right, work 
on your part and work on our part because if you – not only do you have to – send the 
notice then you have to deal with what the response to the notice is, right?   
 
 
 
So one of the examples of a treatment stream that we’ve tried to improve is the notice 
related to installment agreements and you can see that they’ve – we’ve – tried to put all 
information you need right on the first sheet. It shows you what your balance is that 
needs to be paid, in-full, or if you paid it over time, what it needed to be and then tells 
you how to go about taking care of it so, again, the idea here is so you can understand 
what’s going on and then to nudge you in the direction that you need to take in order to 
handle the liability that you owe.  
 
 
So according to the “National Taxpayer Advocate” there’re about 33 million taxpayers 
who don’t’ have broadband internet access and about 14 million taxpayers who don’t 
have any internet at all. So and then we simply have people who prefer to visit an IRS 
office for help so this leads us to our next conversation about Taxpayer Assistance 
Centers. So what you have here is you have a picture of the IRS Field Assistance and our 
partner locations during the filing seasons. The map shows 376 Taxpayer Assistance 
Centers in blue plus hundreds of grant-funded programs for low-income tax clinics and 
volunteer income-tax assistance, locations in green, and tax counseling for the elderly, 
located in gold.  
 
 
Although most people are within a driving distance of one of these kinds of services 
during the filing season, it’s not like a brick-and-mortar thing that you would have with 
the Post Office that every zip code is covered. We just don’t have the ability to do that, 
you know? Like other parts of the IRS, this operation has been significantly constrained 
due to staffing shortages. In fact we’ve lost nearly 20 percent of our workforce and field 
assistance in just the last 4 years. Many of our IRS Taxpayer Assistance Offices only 
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have 1 or 2 employees in them and, in past, you could’ve spent several hours waiting for 
services because of that. So how are we gonna try to improve this experience?  
 
 
Well, we’re doing it by trying to make accessible and more predictable. So things that 
we’re doing are services-by-appointment and then when we found when people call to 
make the appointment, more than half of them don’t actually need to have an 
appointment and we’re able to help them without having to do that. Self-service kiosks:  
If we’re making online payments, applying for an installment agreement, requesting 
printed forms and publications and many other tasks, simple things as better signage to 
help our visitors feel comfortable and find what they need. So we’ve done our signage in 
multiple languages in Taxpayer Assistance offices so that you can find what you need 
and virtual assistance installed in rural and underserved areas, including community 
libraries and other government offices.  
 
 
We call this our Virtual Service Delivery. How many of you have or had your clients use 
the Virtual Service? Okay thank you. We would like to be improving that but was it a 
good experience? Okay fair enough.  
 
 
All right let’s talk about telephone assistance, improving – approving -- the Practitioner 
Priority Service. About 81 percent of the level of service was 81 percent, in FY, in filing 
season, 2010, and a greater-than-a-million calls were answered by assistors. So we know 
this is still an area of concern so let me just give you a little bit of statistics here.  
 
 
In the filing season 2015 it took us over 43 minutes to answer a call. This past filing 
season it was under 7 minutes so we are making progress. Now the last presenter got 
cheers for that. I’m a little disappointed. Oh yeah, yeah, okay, all right so again we’re 
looking for other ways to communicate as well. I mean we like – you know we’d like – 
you to be on – we’d like you to use – online services, if that’s a choice you’d like to 
make. We’re also on Twitter.  
 
Do any of you follow us on Twitter? Do you know what Twitter is? Okay I just was 
making sure. All right so you can follow us on Twitter if you want. I don’t wanna make 
any cracks about it if you don’t have anything better to do in life, maybe you’d follow us 
on Twitter but you know I understand.  
 
 
 
All right so let’s look at now at the return has been filed, it’s been processed, we were 
able to answer your question in less than seven minutes but you still have an issue with 
probably maybe paying to your taxes. Now I showed you that cool notice, right? So you 
could look really quick and know which way maybe you could pay your tax, either click 
and pay it on-full or do it in an installment agreement. So one of the challenges we still 
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have is collection. So how are we changing what we’re going to do, based on some of the 
challenges we face?  
 
This screen shows you that we have lost 42 percent of our Revenue officers in the last 
four, five years.  
 
So the green are the agents that are no longer with us. So one of the things is okay, so if 
we have less people and we still have challenges related to collecting tax, what are the 
kinds of things we’re going to do to deal with that? A good example relates to 
employment tax. What we’re doing is we’re using data and indicators to try and figure 
out what’s going on. More than 70 percent of all tax collection relates to employment tax 
so it does make sense that we would focus on this.  
 
We also estimate there’s a $67 billion in unpaid tax from Forms 941 and so it is 
obviously a major contributor to the tax gap. So historically we’ve always gone after this 
with the business returns after they’re filed, you know? 
 
 
How many of you file a – help a client file a – 940 or a 941? All right that’s a little better. 
Everybody know what a 940, 941 I, right? Okay I’m just testing you. I’m trying to make 
sure you’re awake back there. So all right our Failure To Deposit Alert Program, what it 
does, it uses anomalies for Collection to identify an employer pattern of payroll deduction 
so what happens is we’re trying to interact with the taxpayer the first time a deposit’s 
missed versus so it can be corrected before it gets to the point where there’s so much 
back tax and penalties it’s just overwhelming to the taxpayer and we can’t get them back 
into compliance.  
 
 
So again looking at what’s happening, watching the patterns, interacting pretty quickly 
with a phone call or correspondence when that’s not done timely and we are trying to get 
to the point where within 72 hours we’re going to be reaching out to a taxpayer who 
failed to deposit. That’s the goal. We’re not quite there yet but we’re making tremendous 
strides.  
 
 
Another division that’s facing some tremendous challenges is our Appeals function. So 
obviously Appeals is from, right, is again, a downstream function, right?  
 
You have the return that’s been filed. You have some kind of either correspondence 
interaction or an exam interaction and there’s a disagreement about what’s happened.  
 
 
And you have a fair and independent place to go to appeal the action, which is our 
Appeals Division. Again it may be downstream but there’s an awful lot of inventory that 
comes to them so how do they better deal with and interact with their workload? And 
they’re trying to use it through Virtual technology to have virtual conferences versus 
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coming into an office because, again, part of their challenge is they don’t have people in 
every office anymore so one of the ways that they’re testing right now is having an online 
meeting with a taxpayer as long as they have an internet connection. They can use the 
visual technology and have that online interaction. It’s something we’re familiar with, 
right?  
 
We do it on phones and all this other stuff now. Why can’t we do it as we interact with 
the IRS?  
 
 
Don’t have a lot of feedback on it. We just started this process so it will be interesting I 
would assume next year we’ll be talking to you about some of the results and feedback 
that’s happened based on this.  
 
 
So now we’re gonna go on and talk a little bit about some of the online services and since 
I became the director of Online Services about 20 minutes ago – okay, well you’re doing 
a little better, all right. Let’s talk about this. There are gonna be some other seminars 
throughout this conference related to the Security – they’re gonna talk about the Security 
Summit and some other things that are going on with identity theft and cyber security. 
That’s not what we’re gonna talk about right now but you know, again, it’s very 
important that we protect and safeguard taxpayer data.  
 
 
So it’s going to help us talk about how you can protect your client and this pub is related 
to that.  
 
So I think this is going to be of great interest to you. How many of you would like to be 
able to go online and look at your client’s accounts? Okay pretty good. Do some of you 
have clients?  
 
Okay just checking. So we’re in the beginning of what’s going to be multiyear effort. 
This is not going to happen overnight. There are a lot of challenges we’re going to face 
related to giving you access to your clients’ information.  
 
 
It’s not available now and it likely won’t be available for a while but we know, based on 
feedback from last year and continued feedback that this is a tool that you wanna have 
available to you. Now just because you don’t see anything yet doesn’t mean we’re not 
working on this. We are actively working on this to try and figure out how we’re going to 
do this and, in fact, you can go to the booth and see a demonstration of a prototype of 
how this might look. I’ve been walked through it a couple of time. It’s pretty slick but at 
the end of the presentation I have to be reminded that it’s just a demo, okay?  
 
It isn’t functional. It isn’t operational yet but go see it.  
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They’re set up in the booth specifically so you can see what the idea and what the thought 
process is about how you would go in and be able to look at your clients, how you would 
be able to update a Form 2848 online, how you would even be able to terminate a 2848, if 
that’s what you need to do so that’s just a plug for the booth and it was specifically set up 
so you could see this. Yes, that’s in the Exhibit Hall. Sorry about that. Yeah, the IRS 
Future Data Service is in the Exhibit Hall. That’s what my notes say right now, so – so if 
I can’t let you go in and look at your clients’ information right now, what is available 
right now?  
 
 
So right now we have everything that we have we’ve got for individuals. We made 
significant progress with Return Filing, Tax Refunds, Forms and Publications and Tax 
Law Help and we’ve made some progress with Tax Payments, Tax Transcripts and on 
like accounts and you know there’s a big difference between what an individual can get 
right now and what a business can get, a whole lot more available online for individuals 
than there are for businesses. We’re working on that but the priority right now is the 
individual taxpayer just because of the sheer numbers of volume so we continue to see 
strong demand for the IRS website and, in fact, we’re currently right now in the process 
of revamping the entire irs.gov. 
 
 
It’s due to be finished in August and the idea is, one for it to be more user-friendly, to be 
more user-adaptable to different venues and I’m really gonna have to be careful here 
because it’s why I’m not the Director of Online Services because I am very technology-
challenged but, apparently, irs.gov in its current form is very hard to see on a mobile 
device. It’s hard to operate on a mobile device. It was never set up that way so it’s going 
through major renovations so that you can pick up your smartphone or other or your 
tablet and be able to navigate it much more efficiently than you can now because there’s 
such strong demand for it. In fact on some days the IRS website is visited more than the 
National Weather Service.  
 
 
I don’t know that that would be today based on the fact it’s going to be, what, be 109 here 
or something, is that what they said? Okay or it just feels like 109. Does anybody know 
who the person is that decides that it’s going to feel like 109, are they in a certain spot w 
here they try to figure that out? Folks, you gotta – okay.  
 
 
Okay so we do have the Online Account for Taxpayers. How many of you have gone in 
and checked your own account, online?  
 
I got to test it. They made it available to the executives first, as a test. It was pretty cool. 
Within 3 minutes I knew I didn’t owe any money, right?  
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Always relieved to know that, aren’t you? All right so the IRS Online Account first 
became available in the fall of 2016 and now it has several features, including what you 
see on the screen. You can determine – you can check – the amount you owe and so if 
you ever get – well, I never thought about it but we’ve all gotten those scam phone calls, 
right? Right? You either pay that money now or I’m throwing you in a jail or I’m gonna 
call the sheriff, you know? It was everything I could do when I got this scam, call.  
 
I wanted to say who I worked for but I behaved and just sent it to our folks but, you 
know, if I was really worried about that, one of the things available to me now is I could 
go online and check, right? So I needed peace of mind I have a quick way to do that now, 
through online services.  
 
 
You can see your payment history for up to 18 months so if a taxpayer gets a notice and 
says, “You owe money on this period” and they say, “Well, you know what? I’ve made 
that payment, maybe it got credited to the wrong period.” You could actually tell your 
client to go ahead and go online and look and see if that’s, in fact, what happened 
because the payment history for 18 months would be there. A very nice tool to see maybe 
where the problem is because sometimes that’s half the battle to figure out what 
happened. You can also make a payment in-full or in-part and you receive credit for the 
payment on the day it’s made now. For IRS that’s a big thing.  
 
That’s a major improvement and you can view your tax records by accessing Get 
Transcripts and it will give you the information related to your filing history.   
 
 
Now that’s just the start. We’re not done but those are some of the tools that are already 
available to you and if you’ve not had the opportunity to go on and do that, I encourage 
you to do so to see the progress that we have made.  
 
 
We’re also working on our Digital Communications. Now you know that means – that 
just doesn’t mean email, that means – all kinds of things like Secured Messaging, Text 
Chat, Video Chat and a Screen Share. Now most of these are not available right now. 
What we do have available right now is the email piece of it and, in fact, I have a video 
I’m gonna be able to show you related to how this Digital Communication is working.   
 
 
The IRS has introduced online capabilities that deliver faster and more efficient 
interactions between IRS employees and tax payers. Two new capabilities are secure 
messaging and text chat. These let the IRS and outside parties communicate in familiar 
ways online that are secure and do not require special software. Traditionally, we've 
reached tax payers by mail to verify their identity or ask for more information. The 
supporting documents that tax payers send us are sometimes incomplete or late. Then 
more letters, even IRS notices go back and forth, often crossing in the mail. Secure 
messaging helps get rid of these delays, costs and frustrations because it uses quick direct 
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communication. Here is an example where a tax payer is invited to use secure messaging 
with a paper flier in their exam letter.  
 
    
The tax payer can go online to get the process started. Secure messaging uses 
commercially developed software but operates as an IRS website in every way. It lets 
sensitive tax payer information be exchanged under IRS control, securely. Secure 
messaging uses the same secure access process as other newly improved IRS online tools, 
like Get Transcript, an online account. This means that tax payers only need one login 
and password to work with the IRS online. Secure access insures that the online tax payer 
is who they say they are, by asking a series of security questions and verifying financial 
account information before they get a login and password. Once the tax payer is logged 
in, they will see their secure messaging inbox. The inbox looks and feels very much like 
an email inbox. But because secure messaging is a closed secured environment, messages 
cannot be forwarded to traditional email addresses. Once at their inbox. the tax payer sees 
messages sent by the IRS employee assigned to their case. 
 
 
Secure messaging also lets tax payers attach documents to support their case, reducing 
back and forth communication. More and more tax payers are familiar with this process. 
Places like mortgage firms and insurance companies often have customers upload their 
documents. For the tax community, secure messaging also lets powers of attorney operate 
on behalf of their tax payer clients just as they do in traditional exams. Once the tax payer 
hits send, the IRS examiner gets the message immediately and the examination can 
proceed. Secure messaging offers great benefits for tax payers but it's also efficient for 
IRS employees. For example, commonly used responses are pre-written. The IRS 
examiner only needs to complete a few fields before sending a message. Other fields fill 
automatically. This ensures accuracy and efficiency. The tax payer now receives an email 
or text message to their mobile device alerting them that there is a new IRS secure 
message. They can now login and respond.   
 
 
After an audit, the tax payer may need to create an installment agreement to make tax 
payments. This can also be done online. The online payment agreement or "OPA 
application" allows a qualified tax payer or authorized representative like a power of 
attorney to avoid long telephone wait times or the need to visit or write to an IRS office 
to apply for an installment agreement. Once they complete the online process, they will 
receive immediate notification of whether the agreement has been approved. 
The IRS is focused on introducing new tools and improving the ones we already have. 
For OPA, the IRS is introducing live communications. Text chat, also common online 
will be added soon. 
 
 
Some OPA users cannot complete the online application for various reasons. Text chat 
will let tax payers who need help with process, chat with IRS employees for assistance. 
This will improve success rates for OPA users and will result in more efficient collection 
of taxes due. Here, messaging and text chat are just two examples of online services that 
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will help tax payers and their authorized representatives work with the IRS. Based on 
performance here, these tools may be expanded in the future, providing cost and time 
savings to both tax payers and IRS employees. 
 
 
[Audio of Digital Communication video] 
 
 
 
I don’t know if you’re excited about that. I’m really excited about that.  
 
 
We’re already testing it in small business and self-employment in certain areas. They’re 
testing it the Large Business & International function related to some of the Affordable 
Healthcare provisions with the pharmaceutical industry and then Tax Exempt & 
Government Entities is getting ready to launch a pilot related to tax-exempt bonds and the 
audits we do with those taxpayers there. Very much, we’re just as interested as you 
would be because it’s just going to help us resolve things so much sooner, related to all of 
this. So I think we’ve already really covered this. Again we’re going – you know the 
ability in the Digital Communication for the taxpayer representative to be able to 
participate in that is key and that is being worked out.  
 
 
 
And you saw on the video that it’s already happening in some of the instances we’re 
talking about  
 
 
so I’m not going to go through this but there is an awful lot of public forums and advisory 
groups that weigh in for tax-administrative issues. We continue to partner with all of 
them and they’re just listed there.  
 
So I want to encourage you to continue to reach out to us with ideas and concerns you 
have. I want you to go over to the booth and look at the presentations. Find out how this 
tool – we anticipate this tool – working and give your feedback. We also have some of 
our research friends here who are looking for some specific folks to participate in their 
focus groups and they still have some slots available.  
 
 
 
So if you would go in and sign up with them that would be greatly appreciated by us. 
There are still some slots available. With that that’s actually the end of the presentation.  
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There’s also an email address that if you have comments or other suggestions, you can 
use the email address to send them in. They are being monitored. I have just a few 
minutes.  
 
 
Does anybody have a question? Yes sir, can you --?  
 
How will you be accessing which piece of this, sir?  So how it will come? You will 
actually – the pilot is you – go into actually a secured space and you get the permission, 
based on the information you get in the flier, with the appointment letter. 
 
 
And then it’s a website you go into and put in the information needed in order to use the 
secured portal. That’s right unless it’s a specific taxpayer that got the ability to do it you 
won’t have access. Anybody else? Yes, sir. So the question is the statistic that I gave 
related to answers under seven minutes.  
 
I believe that’s the regular Telephone-assistor figures this year. I’ll verify that but that’s 
the information we were given.  
 
 
So it would be the regular call-in. 
 
Okay because I – I’ve never. It’s been anywhere from 45 minutes to an hour and half 
before I can even talk to somebody and that’s my biggest hurdle right now in my practice 
is the time required to get an issue resolved, staying on-hold for that period of time.  
 
Okay.  
 
[Applause] 
 
Well, hopefully we’ll have other avenues for you soon so it doesn’t have to be just a call-
in, anymore.  All right, anyone else? All right well I certainly appreciate your time and 
attention this morning. Thank you very much.  
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Glossary 

 
Get Transcripts – An online service that allows taxpayers to obtain various Form 1040-
series transcript types.  

 
 
 

LB&I - The Large Business and International Division serves corporations, subchapter S 
corporations, and partnerships with assets greater than $10 million. These businesses 
typically employ large numbers of employees, deal with complicated issues involving tax 
law and accounting principles, and conduct business in an expanding global environment. 
 

 
SB/SE – The Small Business/Self-Employed Division helps small business and self-
employed taxpayers understand and meet their tax obligations, while applying the tax law 
with integrity and fairness to all.    
 
 
TEGE – The Tax Exempt and Government Entities Division helps its customers to 
understand and comply with applicable tax laws.  
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