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• Primary IRS Customer Contact 
Organization with responsibility  for 
handling:
– Toll-free/International telephone calls

• Both tax law and account calls
– Taxpayer correspondence
– Amended returns

Role of Accounts Management 
(AM)
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• 10 Campus Locations 
• 15 Call Sites
• 17,400 employees overall

– 10,800 permanent full-time
– 6,600  seasonal/other

Accounts Management has 25 
Sites
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AM Site Map
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In FY 2009, AM handled:
• Telephone Contacts

– 39 million assistor calls
– 29 million automated calls

• AM Supported Web Services
– 55 million – “Where’s My Refund”
– 56 million – “How Much Was My Stimulus 

Payment”

Telephone and Web
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• In addition to answering taxpayer correspondence, Accounts 
Management employees also process individual and business:
– Amended returns 
– Net Operating Losses/Carrybacks
– Taxpayer Relations cases:

• Refund inquiries
• Statute cases
• Internally generated transcripts 

– International inquiries and claims
– Power of attorney authorizations
– Employer Identification Number (EIN) requests
– Preparer Taxpayer Identification Number (PTIN) requests
– Employee Plans and Exempt Organizations

Paper Programs – 20.2 M 
Contacts

Presenter
Presentation Notes
In FY 2009, AM closed 481,270  Restricted Interest or Carryback cases (201,197 IMF; 280,073 BMF)
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AM Paper Receipts – FY 2009

Individual Business

Correspondence 3,141,025 2,209,575

Amended Returns/Carrybacks 3,771,445 1,683,320

Taxpayer Relations Cases 4,458,009

International Inquiries and Claims 265,398 314,993

Power of Attorney Authorizations 3,488,468

EIN Requests 431,994

ITIN Requests 117,838

PTIN Requests 83,854

Employee Plans/Exempt Organizations 358,515

15,326,037 4,998,397

Presenter
Presentation Notes
Taxpayer Relations Cases (Refund Inquiry, Technical, Transcripts, Notices, and Combat Zone cases) 
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• Address growing customer demand with a 
relatively stable budget

• Balance the delivery of the telephone and paper 
adjustment programs to ensure that all taxpayers 
receive a correct and complete response in a 
timely manner

• Continually improve processes to enhance the 
customer experience and improve efficiency and 
quality

In FY 2010 and subsequent years, 
AM faces several major challenges
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• Fewer Math Errors
• Fewer Tax Law Questions
• Fewer requests for Tax Forms
• Increase in requests for prior year AGI or 

Electronic Filing Pin
• Increase in Amended Returns, and …
• Increased Customer Appetite for Refund 

Information

Electronic Filing Affect on AM Workload
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• Before Electronic Filing
– Customers got refund in 6-8 weeks

• After Electronic Filing
– Customers get direct deposit within 8-15 

days; paper check within 15-22 days
– Status available by telephone or web

Customer refund experience 
has changed…
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• With faster refunds, we expected to receive fewer refund 
inquiries, but we have received far more:

• FY 2000
– 22 million Refund Status Contacts
– No automated Web application

• FY 2009
– 83 million Refund Status Contacts

• Includes
– 55 million web contacts
– 23 million automated telephone contacts
– 5 million “assistor” telephone contacts

…but customer expectations 
have also changed

Presenter
Presentation Notes
Refund Assistor Calls

FY 2000 –  9.7 M

FY 2010 – 6.0 M



Automated Telephone

FY 2000 – 12.6 M

FY 2010 – 24.7 M



Automated WEB

FY 2000 – No web application

FY 2010 – 61.9 M



TOTAL

FY 2000 – 22.3 M

FY 2010 – 92.6 M
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• March 12 - John Doe and wife file their return 
electronically using approved software

• March 14 – John receives a message from provider that 
return was accepted by IRS
– Gets expected direct deposit refund date of March 26 OR
– Is provided with link to IRS Refund Cycle Chart which shows 

direct deposit will be sent to account on Friday, March 26
• He does not notice or does not understand the note* located 

at bottom of the chart  
* “The IRS does not guarantee a specific date that a refund 
will be deposited into a taxpayer’s financial institution account 
or mailed.”

Why?  Confusion? 
Take a look…
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IRS Refund Cycle Chart

The IRS does not guarantee a specific date that a refund will be 
deposited into a taxpayer’s financial institution account or mailed.

*
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• March 18 - Customer checks Where’s My 
Refund? on www.irs.gov
– Web application shows refund should be received by 

March 30 
• This is still just a projection based on date of filing
• Where’s My Refund adds 4 days to the sentsent date 

from the cycle chart, to estimate expected 
received date

Refund Tracking Process – 
Example

Presenter
Presentation Notes
Web application gives Tuesday date after projected Friday date to allow financial institution to post refund to account or mail delivery.



Customer may think refund date has changed after checking IRFOF due to the projected received date (Tuesdays). The Refund Cycle Chart gives the projected sent date (Fridays). Proposed changes are being explored to messages on IRFOF and the Refund Cycle Chart.
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Refund Tracking Process – 
Example

Presenter
Presentation Notes
Web application gives Tuesday date after projected Friday date to allow financial institution time to post refund to account or mail delivery.



Refund Cycle Chart – Gives projected sent date - Fridays

IRFOF displays received date – Tuesdays
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• March 30 – No refund
– John checks web for status
– Receives message that refund will be direct deposited on April 2
– Messages do not tell him that there has been a delay, or why

• He doesn’t know that a processing problem has caused a 
one week delay

• April 2 – No refund in his account
– He doesn’t know that his financial institution just hasn’t posted it 

yet
– Frustrated, he calls AM to ask an agent why his refund has been 

delayed 4 times

• April 3 – Refund posts to his account

Refund Tracking Process – 
Example
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• Same message; two voices (IRS, you)
• Reduce Confusion
• Partner to make things better (e.g. 

Electronic Filing Pin)
– Identify improvement opportunities
– Implement and promote process changes

How can we ensure our mutual 
customer’s experience is as good 

as possible?

Presenter
Presentation Notes
New web and automated self-service telephone applications deployed in mid-January 2010.

Provides a PIN for purpose of authentication when filing electronically, in lieu of prior year AGI.

Automated e-PIN systems provided help this year to 7.9 million customers

Web Application - 4.6 Million

Phone Application – 3.3 Million
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• Goal: Identify process improvement opportunities to
– Reduce customer confusion and burden
– Reduce refund status calls
– Focus agent resources on customers with complex issues which require 

agent contact for resolution

• Actions To Date:
– Conducted extensive analysis of customer contacts
– Reviewed customer feedback
– Reviewed automated system messages
– Working to improve/clarify customer messages on Where’s My 

Refund and the Refund Cycle Chart (Publication 2043)
– Formulating next steps

What Is Accounts 
Management Doing?

Presenter
Presentation Notes
Refund Tracking - Future Enhancements Being Explored

Provide Where’s My Refund functionality for amended returns

Increase customer contact channels to include Where’s My Refund application designed for mobile phone

Text / e-mail Notification

Provide the functionality for customers to register for and receive, email or text message updates on refund status
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• Clarify what expected refund date means in all 
messages to customers regarding their refund

• Advise customers to contact irs.gov around 
expected refund date to get updates

• Bring issues to the IRS as you identify them so 
we can work together towards a solution

What Can You Do?

Presenter
Presentation Notes
New verbiage proposed for Publication 2043 – e-File Refund Cycle Chart.
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• Questions ???

Question and Answer 
Session
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