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What is eWhat is e--help?help?

ee--help is a full service support help is a full service support 
network skilled in providing network skilled in providing 
technical assistance to customers technical assistance to customers 
using electronic products and using electronic products and 
services.services.

Presenter
Presentation Notes
This is your support desk



ee--help Supports These help Supports These 
ProductsProducts

EFTPS

e-file
- IMF
- BMF
- Testing

e-Services
- Registration
- PTIN
- TIN Interactive
- e-file Application
- EAR 
- TIN Matching
- DA
- TDS 

Centralized 
Contractor 
Registration

ITIN
Acceptance Agent Application

Modernized e-file
- Forms 1040, 1120, 990 1065, 7004, 2290, 720 and 8849
- Testing

990-N Postcard

Presenter
Presentation Notes
As you can see, Electronic Products and Services Support provides supports a multitude of electronic products.



ee--help Quick Factshelp Quick Facts

• The e-help enterprise is comprised of 4 
sites:
– Andover
– Austin
– Cincinnati
– Ogden

Presenter
Presentation Notes
E-help is located in 5 sites – The enterprise consists of less than 300 employees.



These are some of the customers that e-help supports.



ee--help Quick Factshelp Quick Facts

• The e-help customer community 
includes:
– Tax Practitioners/CPA’s
– Enrolled Agents
– Software Developers
– Enrolled Return Originators (EROs)
– Attorneys
– Transmitters
– Reporting Agents
– Intermediate Service Providers
– Financial Institutions
– Large Corporations
– Governmental Agencies
– IRS TAC, TCE, VITA

Presenter
Presentation Notes
E-help is located in 5 sites – The enterprise consists of less than 300 employees.



These are some of the customers that e-help supports.



Services Provided by eServices Provided by e--helphelp

• Centralized tracking, trouble   
ticketing and reporting of issues 
specific to customers.

• Timely completion of issues.
• Historical information of issues 

reported by customers.
• Analysis of documented issue 

types, to improve offerings and 
service.

• Single toll-free number.

Presenter
Presentation Notes
Centralized tracking and ticketing is provided through a Customer Relations Management system.



Timely completion of issues.  E-help maintains over a 90% resolved on first contact rate. Analysis from the data gives us the ability to improve our service.







How can you contact the eHow can you contact the e--help help 
Desk?Desk?

All customers:
• Call 866-255-0654 within US
• Call 512-412-7750 outside US

Software Developers: 
• Email to expedite contact to software team
• Direct extensions to your software team 

members
• Silent prompt to eliminate holding in queue

Presenter
Presentation Notes
All customers may call the help desk using our toll free number



Software developers are given email as an additional channel to contact the e-help desk. This is to improve response time to the customer. Remember that when phone volumes are high, all assistors may be taking calls so contact to the software developer may not be instantaneous. What is quick response time to you? Our goal to respond within 2 hours.



How can you help us improve How can you help us improve 
service?service?

• Follow the appropriate telephone prompts. 
• Know your EFIN before you call.
• If calling about a reject, have your 

acknowledgement report available.
• Do not give the e-help phone number to 

your clients.
• Do not call the help desk for tax account 

related issues.

Presenter
Presentation Notes
Following the prompts are key to getting to an assistor that has the technical knowledge to assist you with your issue.



Knowing your EFIN and having all the information readily available before you call the helpdesk will expedite the call. When calling about a reject, the e-help desk is required to obtain specific tax return information to verify that the caller has the authority to receive the information. 



The e-help toll free number is for assisting tax professionals with issues pertaining to our products. If you give that number to your client it doesn’t allow us to assist you. The e-help desk does not answer questions about account related issues. If you have a question about your clients refund, you (if you have a POA) or your client should contact our Customer Service department for assistance.



866-255-0654

2010 e2010 e--help Desk Hours of help Desk Hours of 
OperationOperation

Standard Hours:
Weekdays: 6:30am – 6:00pm Central Time
Saturdays: 7:30am – 4:00pm Central Time (January -
April



• Significant changes were made to our 
software testing procedures last year 
which resulted in 104% increase in the 
number of packages passed by 12/21/09. 

• To continue to meet your expectations we 
ask that you come in as early as possible 
to complete your testing.

FY10 Software Testing 
Success  

Presenter
Presentation Notes
This slide it to address the concerns regarding conflicts between training of assistors and testing needs. 

Background - NATCP stated, “Training should be completed before testing begins. It has been industry’s experience that some training is taking place during the first week of testing. This unnecessarily slows down the process because assistors are not available to review the tests or answer questions. It is important for industry to get federal testing approval as quickly as possible. By finishing testing early it gives the software company more opportunity to send in additional federal test returns to better test the reject codes and all forms. It also allows the software company to concentrate on testing the 42 states early, thus delivering service to its customers accurately and timely.”



With 1040 MeF this past filing season we had an increase in software packages because we had SWD testing both MeF and Legacy (PATS) and still managed to show a 104% increase as early as December.







• Always reply to the Start Up e-mail.
• Don’t initiate a new e-mail this creates another 

e-case and can delay your response.
• During Start Up provide the e-mail addresses of 

the individuals who will be working the testing.
• Testing more than one form type? We 

recommend creating a form specific e-mail 
address (i.e. 1120software@XYZ.com) to 
ensure proper and prompt routing. 

e-mail Communication During 
Testing

Presenter
Presentation Notes
The start up e-mail is the e-mail sent to the testers by 10/31 that contains their questionnaire (for Form 1041 they receive by 11/30).

A question was raised by the NATCP regarding this issue. “An automated email was sent back stating that an e-case number had been assigned and that someone would be calling you in the near future.” 

When you do not respond to the Start up e-mail thread even if the e-case number is included a new e-case is systemically opened and automated confirmation e-mail is sent. When a new e-case is opened this will slow down the process. Because the new e-case needs to be manually associated with the original. But, when they do reply to the e-mail thread this routing is automatic.

On the questionnaire we ask them to provide the e-mail addresses of the people who will be performing the testing with the Desk. Frequently they only provide us with a primary e-mail address for an individual overseeing the process but not actually performing the testing. We use the e-mail addresses to establish routing to the teams. So, when they do not provide the necessary information correct routing will not be established. Additionally, individuals will change during testing and they do not update this information with the Desk, again proper routing cannot be established. Both resulting in a manual process to determine proper routing.

Also, many companies test a variety of form types and the same person performs all testing. Again, this creates a delay in properly routing the e-mails. To resolve this we would strongly recommend that the companies create different e-mail accounts for each form type they are testing i.e. 1120software@HRB.com. This would help us to quickly and accurately route the e-mail…especially if they do not respond to the e-mail thread. 

All this information needs to be provided on the questionnaire received with the start-up e-mail. 



• A minimum of two assistors are assigned 
to each package. 

• All Teams have an experienced assistor 
and a minimum of one back-up.

• The Start-up e-mail provides you with 
silent prompt instructions, direct 
extensions and an e-mail address

e-help Testing Contacts



Questions?Questions?
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