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U.S. Equal Employment Opportunity Commission 

INTERNAL REVENUE SERVICE – ANNUAL EEO PROGRAM STATUS REPORT 

MD-715
Parts A Through E 

Part A - Department or Agency Identifying Information 

Agency 
Second 
Level 

Component 
Address City State Zip

Code 
Agency 
Code FIPS Code 

Internal 
Revenue 
Service 
(IRS) 

N/A 
1111 
Constitution 
Avenue NW 

Washington DC 20224 TR93 11001 

Part B - Total Employment 
Total Employment Permanent 

Workforce 
Temporary
Workforce Total Workforce 

Number of 
Employees 74646 1320 75966 

Part C.1 - Head of Agency and Head of Agency Designee 
Agency Leadership Name Title 

Head of Agency Charles P. Rettig IRS Commissioner 

Head of Agency 
Designee Jeffrey Tribiano Deputy Commissioner of Operations 

(DCOS) 

Part C.2 - Agency Official(s) Responsible for Oversight of EEO
Program(s) 

EEO Program
Staff Name Title Occupational

Series 
Phone 

Number Email Address 
Pay 
Plan 
and 

Grade 

Principal Equal 
Employment 
Opportunity 
(EEO) 
Director/Official 

Elita I. 
Christiansen 

Chief 
Diversity 
Officer 

0340 ES-00 (202) 
317-5400

elita.i.christianse 
n@irs.gov 

Affirmative 
Employment 
Program (AEP) 
Manager 

Crystal 
Magruder 

Associate 
Director, 
Disability 
Services 
Division 

0260 IR-01 (202) 
317-3787

crystal.g.magrud 
er@irs.gov 
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EEO Program
Staff Name Title Occupational

Series 

Pay 
Plan 
and 

Grade 

Phone 
Number Email Address 

Complaint 
Processing 
Program 
Manager 

Elizabeth 
Flores-
Velasquez 

Section 
Chief, 
Internal 
/External 
Civil Rights 

0360 IR-01 (469) 
801-0447 

elizabeth.a.velas 
quez@irs.gov 

Diversity & 
Inclusion (D&I) 
Officer 

Melkia 
Ames 

Associate 
Director, 
Diversity & 
Inclusion 
Division 

0301 IR-01 

(202) 
317-6383 

melkia.l.ames@ 
irs.gov 

Hispanic 
Program 
Manager 
(SEPM) 

Linda 
Ortiz 

Diversity & 
Inclusion 
Specialist 

0301 GS-13 (737) 
800-7908 

rosalinda.ortiz@i 
rs.gov 

Women's 
Program 
Manager 
(SEPM) 

Brenda 
Gillison 

Diversity & 
Inclusion 
Specialist 0301 GS-13 (267) 

466-3006 
brenda.gillison@ 
irs.gov 

Disability 
Program 
Manager 
(SEPM) 

Brenda 
Gillison 

Diversity & 
Inclusion 
Specialist 0301 GS-13 (267) 

466-3006 
brenda.gillison@ 
irs.gov 

Special 
Placement 
Program 
Coordinator 
(Individuals with 
Disabilities) 

Sunny 
Heller 

Equal 
Employment 
Specialist 

0260 GS-14 (813) 
302-5601 

sunny.heller
browne@irs.gov 

Reasonable 
Accommodation 
(RA) Program 
Manager 

Crystal 
Magruder 

Associate 
Director, 
Disability 
Services 
Division 

0260 IR-01 (202) 
317-3787 

crystal.g.magrud 
er@irs.gov 

Anti-
Harassment 
(AH) Program 
Manager 

Stanton 
Chavers 

Section 
Chief, Anti-
Harassment 
Program 
Office 

0260 IR-05 (312) 
292-3557 

stanton.chavers 
@irs.gov 
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EEO Program
Staff Name Title Occupational

Series 

Pay 
Plan 
and 

Grade 

Phone 
Number Email Address 

Alternative 
Dispute 
Resolution 
(ADR) Program 
Manager 

Joseph 
Franklin 

Equal 
Employment 
Specialist 

0260 GS-13 (469) 
801-0476 

joseph.h.franklin 
@irs.gov 

Compliance 
Manager 

Maurice 
White 0260 IR-01 (202) 

317-6918 
maurice.a.white 
@irs.gov 

Associate 
Director, 
Equal 
Employment 
Operations 
Division 

Principal 
Management 
Directive (MD) 
-715 Preparer 

Maurice 
White 

Associate 
Director, 
Equal 
Employment 
Operations 
Division 

0260 IR-01 (202) 
317-6918 

maurice.a.white 
@irs.gov 

MD-715 
Preparer 

Ruth 
Garner 

Management 
Program 
Analyst 

0343 GS-14 (240) 
613-6577 ruth.l.garner@irs 

.gov 

MD-715 
Preparer 

Sharice 
Edwards-
Rutherford 

Equal 
Employment 
Specialist 

0260 GS-14 (240) 
613-5920 

sharice.edwards. 
rutherford@irs.g 
ov 

Part D.1 – List of Subordinate Components Covered in this Report 
Please identify the subordinate components within the agency (e.g., bureaus, regions, etc.). 

If the agency does not have any subordinate components, please check the box. 

Subordinate Component City State Country
(Optional) 

Agency 
Code 

FIPS 
Codes 

Appeals Washington DC TR 93 11001 

Office of Chief Financial Officer (CFO) Washington DC TR 93 11001 

Criminal Investigation (CI) Washington DC TR 93 11001 
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Subordinate Component City State Country
(Optional) 

Agency 
Code 

FIPS 
Codes 

Communications and Liaison (C&L) Washington DC TR 93 11001 

Facilities Management & Security 
Services (FMSS) Washington DC TR 93 11001 

Human Capital Office (HCO) Washington DC TR 93 11001 

Information Technology (IT) Washington DC TR 93 11001 

Large Business and International 
(LB&I) Washington DC TR 93 11001 

National Headquarters (NHQ) Washington DC TR 93 11001 

Privacy, Governmental Liaison and 
Disclosure (PGLD) Washington DC TR 93 11001 

Small Business/Self-Employed 
(SB/SE) Washington DC TR 93 11001 

Taxpayer Advocate Service (TAS) Washington DC TR 93 11001 

Tax Exempt and Government Entities 
Division (TE/GE) Washington DC TR 93 11001 

Wage and Investment Division (W&I) Washington DC TR 93 11001 

Part D.2 – Mandatory and Optional Documents for this Report 

In the table below, the agency must submit these documents with its MD-715 report. 

Did the agency submit the following mandatory
documents? 

Please respond
Yes or No Comments 

Organizational Chart Yes 

EEO Policy Statement Yes 

Strategic Plan Yes 

Anti-Harassment Policy and Procedures Yes 

Reasonable Accommodation Procedures Yes 

6



 
 

 
  

   

 

 

 

  

 
  

  

    

  
  

  
  

  
  

   
   

 
 

 

 
 

 

   

  

 

  
 

 

 
 

Did the agency submit the following mandatory
documents? 

Please respond
Yes or No Comments 

Personal Assistance Services Procedures (PAS) No 

The IRS will 
implement and 
post the PAS 
policy and 
procedures on 
its internal and 
external 
websites during 
the second 
quarter of fiscal 
year (FY) 
FY20. Please 
reference the 
associated Part 
H Plan. 

Alternative Dispute Resolution Procedures Yes 

In the table below, the agency may decide whether to submit these documents with its MD-715 report. 

Did the agency submit the following optional documents? Please respond
Yes or No Comments 

Federal Equal Opportunity Recruitment Program (FEORP) 
Report Yes 

Disabled Veterans Affirmative Action Program (DVAAP) 
Report Yes 

Operational Plan for Increasing Employment of Individuals 
with Disabilities under Executive Order 13548 Yes 

See Strategic 
Plan for 
Recruitment 
Hiring and 
Retention of 
IWD FY16
FY20. 

Diversity and Inclusion Plan under Executive Order 13583 Yes 

Diversity Policy Statement Yes 

The IRS has 
drafted an 
agency-wide D&I 
policy that is 
currently being 
vetted with EDI 
Senior 
Leadership and 
BOD 
Stakeholders. It 
is on track for 
obtaining 
Commissioner 
approval by 
05/29/2020. 
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Human Capital Strategic Plan Yes HCO PRF 
Plan attached. 

EEO Strategic Plan Yes 

Equity, 
Diversity and 
Inclusion (EDI) 
Business Plan 
attached. 

Results from most recent Federal Employee Viewpoint Survey 
or Annual Employee Survey Yes 
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Part E – Executive Summary 

All agencies must complete Part E.1; however, only agencies with 199 or fewer employees in permanent 
FT/PT appointments are required to complete Part E.2 to E.5. Agencies with 200 or more employees in 
permanent FT/PT appointments have the option to complete Part E.2 to E.5. 

Part E.1 - Executive Summary: Mission
This report covers the period of October 1, 2018 through September 30, 2019 and highlights the 
Internal Revenue Service’s accomplishments during FY19 in building and sustaining a model EEO 
Program. 

Overview of the Internal Revenue Service (IRS)
The Service is responsible for the collection of taxes and enforcement of tax laws. In doing so, 
the IRS provides top-quality service to America’s taxpayers by helping them to understand and 
meet their tax responsibilities and enforcing the law with integrity and fairness. 

The IRS is organized into three Commissioner-level organizations: Commissioner, Deputy 
Commissioner for Operations Support and Deputy Commissioner for Services and Enforcement. 

Each year IRS employees contact millions of taxpayers while administering tax laws and collecting 
the revenues that fund most government operations and services. The Service has offices in all 50 
states, the District of Columbia, Puerto Rico, the Virgin Islands, Guam and several foreign countries. 

Office of Equity, Diversity and Inclusion (EDI)
The Office of EDI oversees the Service’s EEO and D&I strategic initiatives. EDI provides services 
and resources to enhance the IRS’ ability to achieve its mission. EDI fosters workplace equality by 
ensuring that IRS follows EEO principles throughout the Agency and is committed to furthering the 
Service’s efforts to fulfill its obligations to operate a model EEO program and promote employment 
opportunities for all. During FY19, EDI was headed by the Chief Diversity Officer whose position was 
supported by four Divisional Directors. For the first-time, a new Deputy Chief Diversity Officer position 
was created and the position was filled during the third quarter of FY19. 

Building and Sustaining a Model EEO Program
The Equal Employment Opportunity Commission’s (EEOC) MD-715 requires federal agencies 
including the IRS to develop a model EEO program, seek out and eliminate barriers to equal 
participation at all levels of the workforce as well as promote recruitment, hiring and the advancement 
of individuals with disabilities and targeted disabilities. 

The Service is fully committed to maintaining a work environment free of discrimination, retaliation 
and harassment and ensuring a compliant EEO program for all. The IRS works to create and 
maintain a highly skilled, diverse and engaged workforce in which employees feel valued and can 
make significant contributions toward the Service’s mission. 

Part E.2 - Executive Summary: Essential Element A - F 
No longer required per Treasury guidance. 

9



       

  
  

  

   

   
  
    

 
 

   
    

 
   

   
   

   

 
  

     

  

 
   

    
   

 

  
     

  
   

   
  

 
   

 
  

  
   

 

Part E.3 - Executive Summary: Workforce Analyses 
This section of the report contains an abridged summary and explanation of the detailed workforce 
analyses found in Appendix C. Annually, the IRS completes a multi-year trend analysis of the 
overall workforce which includes permanent and temporary employees. The trend analyses cover 
five years of IRS workforce demographic data spanning from FY15 to FY19. 

Workforce Analytics (WFA) was the primary data source used with extracts taken from the Report 
Builder Query and the MD-715 Data Tables. The workforce data include all IRS organizations and 
offices except the Office of the IRS Chief Counsel. The multi-year analyses focus on gender, race, 
ethnicity, disability status, age, major occupations and other forms of demographic data such as 
hires, separations, senior executive feeder pool groups and exit survey data. 

The IRS conducted the multi-year analyses utilizing the National Civilian Labor Force (NCLF), the 
Occupational Civilian Labor Force (OCLF) and the Relevant Civilian Labor Force (RCLF) Statistics. 
Utilizing the RCLF provides the IRS with an opportunity to ensure that civilian labor force statistics 
are aligned with the types of positions that make-up the IRS workforce. 

The multi-year analyses, which spans from FY15 to FY19, indicate the IRS employed 75,966 
permanent and temporary employees at the close of FY19. The following were most populous 
mission-critical occupations during FY19: Internal Revenue Agent (GS-0512); Tax Examiner 
(GS-0592); Contact Representative (GS-0962); Internal Revenue Officer (GS-1169), Criminal 
Investigator (GS-1811) and Information Technology Management (GS-2210). 

The age range of IRS employees spanned from 17 to 96 years in FY19, with the average age 
being 49.9 years. Most IRS employees, 78.8 percent of the workforce, were 40 years and older. 
A steep decline in the participation rates of older age groups is evident as employees moved closer 
to common retirement ages. At the end of FY19, the average years of Federal service for the entire 
employee population was 16.5 years and the average years of IRS service was 16.1 years. 

The data also show the IRS workforce decreased each year for the past five years, resulting in the 
lowest workforce totals to date. When comparing the number of employees in FY15 to FY19, the 
data depicted a net loss of 9.2 percent in the workforce, resulting in a total loss of 7,737 employees 
over a five-year period. Budgetary and hiring constraints along with a high volume of separations 
due to retirements and resignations contributed to the decline in the population. 

The IRS’  workforce continued to decrease due to an increase in separations. There were many  
new hires at  the end of the FY19, but these  hires  will  not be reflected in the data until after they  
report to duty  during FY20.  At the close of FY19, the IRS’ total  workforce consisted of 75,966 
employees  with females serving in 49,641 positions and males occupying the remaining 26,325  
positions.  During the last five years, the  workforce decreased 9.2 percent  with female participation 
decreasing by 9.6 percent  and male participation decreasing by 8.6 percent.  

The demographic data also indicate males were hired at rates which were below the NCLF index 
of 52 percent each year from FY15 to FY19. In addition, male hiring rates were below their yearly 
participation rate except for FY19 which is explained below. Conversely, IRS hiring data suggest 
females were consistently hired at rates which surpassed the female NCLF index of 48 percent. 
The hiring rates for females exceeded the female workforce participation rate yearly except for 
FY19. The demographic data for FY19 revealed that males and females were hired at their 
respective participation rates of 52 and 48 percent. The data also indicate males separated less 
than their participation rate while females separated more than their participation rate during FY19. 

Notwithstanding the need to develop better recruiting strategies to increase the participation rate of 
male employees, the IRS is still meeting its commitment towards maintaining a diverse workforce. 
For more than a decade, the multi-year trend analyses have consistently revealed that IRS has 
sustained its diverse workforce. At the end of FY19, employees classified with racial and ethnic 
backgrounds other than White comprised 49.7 percent of the workforce. 
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A comparison of the participation rates for each racial and ethnic group to the corresponding RCLF 
benchmarks, show the participation rates for White, American Indian or Alaska Native (AIAN), and 
Two or More Races (TMR) employees were each less than their respective RCLF. The data also 
revealed the workforce participation rates for White and AIAN employees decreased while Black, 
Hispanic, Asian, and TMR employees increased in participation. Employees who identified as Black, 
Hispanic, Asian, NHPI, TMR, and female were also younger than the IRS average age of 49.9 years. 

The multi-year trend analyses also include a comprehensive assessment of disability workforce 
data. Ongoing analysis of the disability employee population remains a top priority for the Service. 
Additional emphasis has been placed on the analysis of disability workforce data since the EEOC 
issued new regulations regarding the Federal Government’s obligation to engage in affirmative 
actions for persons with disabilities (PWD) and persons with targeted disabilities (PWTD). 

The EEOC’s regulation brought about new Section 501 Rehabilitation Act goals which required all 
Federal agencies to adopt 12 percent and 2 percent employment hiring goals as of January 2018, 
for the PWD and PWTD communities, respectively. However, prior to the EEOC’s regulations which 
became effective two years ago, the Department of Treasury had established a 10 percent department 
goal for PWD and a 2 percent department goal for PWTD to adhere to Executive Order 13548 which 
was enacted in July 2010. As a result, the IRS was well postured to exceed the new 501 Rehabilitation 
Act goals with a participation rate of 12.25 percent for PWD and 3.64 percent for PWTD during FY19. 
IRS workforce data also show the Service has exceeded the new goals for the past two years. 

As outlined in more detail in Part J Plan,  the IRS has  achieved highly respectable workforce 
participation rates  within the PWTD community. For  example, 4.38 percent of employees  in grade 
cluster GS-1 to GS-10 have targeted disabilities and 2.76 percent  in the grade cluster GS-11 to SES  
have targeted disabilities. These rates substantially exceed the established goal  of 2 percent  
participation in the  workforce by PWTD.  While participation rates are not a direct  indicator  of  
effectiveness across the Service,  disability-related efforts continue to include targeted recruiting,  
providing reasonable accommodations, combating bias and promoting a truly inclusive work  
environment. Not only does this permit PWD and PWTD to enter the workforce but it also creates  
opportunities for PWD and PWTD to pursue long, productive careers in public  service. While the 
Service is proud of its accomplishments to date,  its efforts to further expand employment  
opportunities for PWD and PWTD continue in earnest.  

The overall results from the multi-year data analyses provided positive confirmation that the collective 
employment and affirmative action strategies are working to assist the IRS in creating a highly diverse 
culture of employees who are uniquely positioned to provide top-quality service to the nation’s diverse 
base of taxpayers. The comprehensive results from the FY19 trend analyses are contained in 
Appendix C. 

Part E.4 –
 
Executive Summary: Accomplishments
 

Anti-Harassment Process (AHP) – The AHP was assessed to identify and address barriers, gaps, and 
areas for improvements. The assessment yielded the need to reduce the Service's liability by eliminating 
aged inventory and creating additional guidance for the program. The improvements also provided 
clarification regarding the process, new training for employees, and revised training for managers. 

Achievements: 

•	 Hosted specialized CPE training for AH staff, where an in-depth presentation on harassment 
was given by the EEOC 

•	 Selected a Cross-functional Inquiry Official or (Quality Analyst) to conduct AH inquiries, based 
11



 

 
            

          
   
  

          
   

            
 

  
 

   
 

 

   
  

  
  

  
 

   
    

 
  

 
 

 
   

   
   

  
    

    
              

              
    

 
   

    
  

  
 

 
  

 
 

             
   
               

  
 

      
 

  

on recommendations from the Transformation Program Management Office (TPMO) 
•	 Began conducting cross-functional inquiries to identify potential conflicts of interest within 

one week of the Cross-functional Inquiry Official reporting to duty 
•	 Hired three AH Specialists 
•	 Conducted outreach and education training targeted towards swing, night shift, and 

management employees in Covington/Cincinnati/Florence and Puerto Rico ACS call sites 
•	 Created an 11x14 anti-bullying poster which is displayed in all IRS posts of duty to alert 

employees and managers that harassing behavior, including bullying, will not be tolerated 

D&I Leadership Making it a Practice – IRS linked manager’s responsibilities and commitments to 
diversity and inclusion (D&I) principles and created a class for front-line, senior, temporary and 
permanent managers that helps them connect their daily activities to D&I principles. 

Achievements: 

•	 Enrolled 501 managers in the class and 353 managers attended one of 18 training sessions 
•	 Hosted post class activities like “Making it a Practice Monday” in which 127 managers 

participated in discussions on workplace biases and creating the right environment 
•	 Reviewed feedback from participants and instructors regarding the course materials and class 

process to improve future classes 

Diversity Partners and Services – In collaboration with employee organizations and IRS personnel, 
IRS created and sustained mutually beneficial partnerships to influence the culture and climate of the 
workplace. To ensure impactful D&I Programs, DID developed and implemented improved processes 
to support an environment where stakeholders feel engaged, motivated and connected. 

Achievements: 
•	 Hosted the Commissioner’s Annual Employee Organizations (EOs) / Employee Resource 

Groups (ERGs) meeting during September 2019 
•	 Conducted 33 Lesbian, Gay, Bisexual, Transgender, and Questioning (LGBTQ) Awareness 

sessions across the Service with 2,272 persons attending in FY19, which represents a drastic 
increase in the number of sessions held (5) and attendees (209) since FY18 

•	 Held eight Special Emphasis Program (SEP) events with 1,584 employees attending either in 
person or virtually which represents a 60 percent increase in the number of events held as 
well as an 183 percent increase in attendance during FY19 when compared to FY18 

•	 Hired four Relationship Managers (RM) and conducted training for four territories in FMSS 
•	 Hired one Special Emphasis Program Manager(SEPM) 

Implementation of Section 501 of the Rehabilitation Act of 1973 – Developed and implemented a 
strategy to ensure the IRS is positioned to comply with new Affirmative Action regulations (concerning 
the employment of PWD requiring assistance with personal needs.) Reference: EEOC Final Rule 
issued January 28, 2017, concerning Section 501 of the Rehabilitation Act of 1973. 

Achievements: 
•	 Obtained opinion from Workforce Relations that no bargaining is required prior to 


implementation
 
•	 Sent draft Interim Guidance (IG) documents to all Business Units to secure their concurrence 

before issuing the IG and publication to the Service’s internal and external websites 
•	 Developed and shared with CFO cost projections for providing PAS 
•	 Coordinated with Treasury’s Office of Civil Rights & Diversity and IRS Procurement to begin 

establishing a Task Order for PAS against the Department’s Blanket Purchase Agreement 

Inclusion, Diversity, and Education Advisory Services (IDEAS) – Provided oversight for EDI 
educational services to IRS employees and managers and RM services to bridge the gap between EDI 
and the specific Business Units. 
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Achievements: 

•	 Delivered 281 sessions to 17,068 participants (14,726 employees and 2,342 managers), 
18 of the sessions were conducted virtually with 6,450 participants and nine of the sessions 
were Fundamental Management Skills (FMS) training in which 454 managers participated 

•	 Conducted 77 hand-on team building, climate assessments, and training to 768 employees 
and managers 

•	 Hired four Education Specialists 
•	 Completed the FMS course revisions to align delivery of curriculum by new training cadre 

Internal External Civil Rights (IECR) – Streamlined informal complaint processes to accelerate 
traditional counseling, ADR and resolution at the lowest level. This effort creates an optimal platform 
for identifying barriers and eliminating redundancy to swiftly schedule counselee interviews, 
management articulations and ADR mediations. 

Achievements: 
•	 Conducted three Taxpayer Civil Rights Town Hall meetings for Limited English Proficiency 

(LEP) communities; two sessions were held in in Laredo, TX for Spanish speakers and the 
other session was held in Los Angeles for Chinese, Korean, and Spanish speakers to 
educate the LEP communities of their taxpayerrights 

•	 Distributed the TPMO quick-hit of POD signage detailing all EDI services across the IRS 
•	 Reduced the average age of ADR cases from 34 days to 31 days in the 2nd quarter of FY19 
•	 Drafted a statement for the Commissioner towards the end of FY19 that will be sent to all 

IRS managers to encourage settlement and increase the ADR mediation rate 
•	 Established a Formal Complaint Support Section to better facilitate the formal complaint 

process owned by Treasury and to monitor settlement and resolution agreement terms 
•	 Initiated a work group with Treasury to explore streamlining the formal complaint process 

and IRS' support of the process 
•	 Collaborated with Treasury to streamline its formal complaint procedures and facilitate the 

EEO formal complaint investigativeprocess 
•	 Completed the TPMO quick hits for centralizing the *EEO mailbox and submitted outgoing 

messages on the EEO Care-line and KISAM (i.e., the Knowledge, Incident, Service, Asset 
Management system) 

•	 Hired a full-time Prevention of Sexual Harassment (POSH) Coordinator and expanded 
activities to include: conducting sexual harassment inquiries, providing POSH reports to the 
Business Units, and conducting  POSHeducation 

•	 Hired four EEO counselors in the Austin, Philadelphia, and Memphis Campuses to improve 
customer service and ensure EEO issues are resolved at the lowest possible level 

Kansas City Workforce Inclusion Initiative – The Kansas City (KC) Campus has the second 
highest number of complaints and/or conflicts at the IRS. This ongoing trend presents a risk for the 
Service in that KC is planned to be a long-term Individual Master File (IMF) processing site. Actions 
were taken to improve the culture and climate so the IRS can successfully execute its long-term vision 
for submission processing and examination activities at the KC Campus. 

Achievements: 
•	 Awarded contract for climate assessment to the Federal Management Partners (FMP) 

Consulting of Arlington, VA during FY19. 
•	 Provided FMP with preliminary background information on history, culture, and demographic 

data of the KC Campus during the onboarding and orientation process which included 
introducing FMP personnel to key players at KC and conducting a tour of the IRS tax pipeline 

•	 Identified three processes for employees to provide input for climate assessment: (1) random 
sampling +/120 employees in small group settings; (2) electronic flash survey distributed to 
100 percent of employee population at KC Campus; and, (3) drop boxes for employees to 
provide written feedback 
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Reasonable  Accommodation  Request Processing Cycle-Time –  Providing RAs to applicants  
and PWD in a timely manner is much more than a matter of compliance with established federal  
requirements, it  is fundamental to the IRS  objectives of fostering a work environment  inclusive of  
persons from all backgrounds.  While challenges  will  always exist  with the implementation and 
maintenance of  more complex multifaceted-accommodations, reducing RA  delivery  times and 
addressing technology-related issues confronting the PWD and PWTD community  remained a 
top priority for the Service during FY19.  

Achievements: 

•	 Closed more than 90 percent of the prior year over-aged RA cases 
•	 Adopted more meaningful and interim RA case processing cycle-times 
•	 Evaluated the appropriate use of extenuating circumstances to more accurately define RA 

processing cycle-times 
•	 Convened a cross-functional team to examine and/or address issues surrounding adaptive 

technology 
•	 Launched an enterprise-wide program whereby adaptive technology users may contact IT 

Service Desk representatives trained in addressing RA-related issues (more than 2,000 calls 
processed to date) 

•	 Expanded employment opportunities for PWD by building out a PAS program in accordance 
with revised federal regulations under Section 501 of the Rehabilitation Act 

•	 Developed proposed procedures for evaluating requests for PAS 
•	 Engaged in efforts to resolve data security concerns regarding PAS contract providers who 

would serve in the IRS workplace where taxpayer and other sensitive information is present 
•	 Initiated efforts to identify a funding mechanism in coordination with Treasury to develop 

procedures for tracking and reporting PAS requests and fulfillment activities 

Sign Language Interpreting and Transcription Service Delivery – The Sign Language Interpreting / 
Communication Access Real-time Translation (SLI/CART) Services Program has experienced several 
challenges over the years. Collaboration efforts with various stakeholders continued throughout FY19 
to address the SLI/CART Mapping and Modeling Quick-Hits as identified by TPMO. 

Achievements: 

•	 Completed seven of the eight quick-hit milestones and/or tasks from the TPMO Assessment to 
aid in increasing program effectiveness andefficiencies 

•	 Conducted a PGLD Business PII Risk Assessment (BPRA) review to evaluate IRS' compliance 
with privacy requirements during the administration of the SLI Program and ensure consistency 
with disclosure, records management and security policies 

•	 Significantly contributed to the Rebuild, Rebrand and Reinvent Disability Services efforts by 
successfully recruiting and filling two mission-critical occupations 
o Hired five Authorized Government Representatives (AGRs) 
o Successfully recruited two SLIs to onboard at the beginning of FY20 

•	 Widened the pool of qualified interpreters to allow for qualified versus certified interpreters 
whichincludes State-level and other forms of certifications 

•	 Partnered with C&L and HCO to update the American Sign Language versions of the IRS 
Mandatory Briefings (e.g., POSH, Unauthorized Access (UNAX), Records Management, and 
the new Ethics Overview of the Hatch Act and PoliticalActivity) 
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Part E.5 - Executive Summary: Planned Activities 
AHP – 

•	 Continue to eliminate aged case inventory (cases over 45 days old) 
•	 Incorporate AH claims, outcomes, and managerial experience data into outreach and education 

training 
•	 Issue communications regarding the AH process, identification of what creates an allegation, 

impact versus intent, and how inactions affect potential agency liability 
•	 Identify and enroll AH Specialist in basic Labor Relations (LR) training to increase
 

understanding of basic LR functions
 
•	 Follow-up with Information Technology (IT) and Small Business/Self-Employed (SB/SE) 

Divisions on establishing Inquiry Official Cadre 

Diversity Partners and Services – 
•	 Prepare input for MD-715 to report on results of Disability, Hispanic, and Executive Readiness 

(XR) Barrier Analyses, with the XR analysis focusing on female and male feeder grades into 
the Senior Executive Service (SES) such as GS-14, GS-15 and IR management positions 

•	 Host SEP events through out FY20 for instance a combined Veterans Day and American 
Indian/Alaska Native Program by the first quarter of FY20 

D&I Leadership Making It a Practice – 
•	 Evaluate post class activities 
•	 Identify targeted locations and strategies to maintain momentum and interest in class 
•	 Determine strategy to include in overall leadership curriculum 

Inclusion, Diversity, and Education Advisory Services (IDEAS) – 
•	 Review new website for content and prepare briefing and plan for implementation 
•	 Plan Certified Instructor Training for all EDItrainers 
•	 Finalize FY20 open enrollment schedule and beginmarketing 
•	 Prepare Strategic Action plan for Proactive Resolution Services, including a customer
 

satisfaction survey
 

Implementation of Section 501 of the Rehabilitation Act of 1973 – 
•	 Evaluate feedback from BUs regarding PAS Interim Guidance procedures 
•	 Issue and publish final IG 
•	 Establish a funding mechanism for PAS for a Task Order against the Treasury-wide 


contract and identification of a Contracting Officer Representative
 

Internal External Civil Rights – 
•	 Schedule new hires for Q2 EEOC and Treasury training 
•	 Issue Commissioner signed memo to SET and cascade to management 
•	 Plan and deliver mandatory Mediator CPE for FY20 to refresh cadre skills 
•	 Continue collaboration with Disability Branch for early resolution of RA denials 
•	 Transfer EEO Operations, assume Anti-Harassment Section to create firewall mandated 

by EEOC and stand up Formal Complaint Support Section 

Kansas City Workforce Inclusion Initiative – 
•	 Develop and launch marketing strategy to increase interest and participation in process 
•	 Identify questions for pulse survey and focus groups 
•	 Provide formal notice to the local National Treasury Employee Union (NTEU) Chapter
 

President, negotiate impact, and implement climate assessment
 
•	 Select participants for focus groups 

Reasonable Accommodation Processing Timeframes – 
•	 Collaborate with Treasury bureaus to ensure agency needs are included in the tailoring 

of the new RA Tracking System 
•	 Negotiate with NTEU regarding RA denial internal appeal processenhancements 
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• Finalize the workplan for addressing FY19 case inventory 

Sign Language Interpreting and Transcription Service Delivery – 
• Stand-up new organizational structure forDSS 
• Onboard new hires (SLI’s and DSS Chiefs) 
• Award Nationwide SLI/CART contract duringFY20 
• Implement recommended resolutions per the PGLD - BPRA to mitigate disclosure risks 
• Leverage technology to expand the use of remote SLI nationwide 
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EEOC FORM 
715-01 
PART F 

U.S. Equal Employment Opportunity Commission 

FEDERAL AGENCY ANNUAL EEO PROGRAM STATUS REPORT 

CERTIFICATION of ESTABLISHMENT of CONTINUING 
EQUAL EMPLOYMENT OPPORTUNITY PROGRAMS 

I, �������ȱ�ǯȱ	 ����� - Chief Diversity Officer - ES-00	 

(Insert name above) 	  (Insert  official  
title/series/grade above) 

am the 

Principal EEO Director/Official for Internal Revenue Service 
(Insert Agency/Component Name above) 

The agency has conducted an annual self-assessment of Section 717 and Section 501 programs 
against the essential elements as prescribed by EEO MD-715. If an essential element was not fully 
compliant with the standards of EEO MD-715, a further evaluation was conducted and, as 
appropriate, EEO Plans for Attaining the Essential Elements of a Model EEO Program, are included 
with this Federal Agency Annual EEO Program Status Report. 

The agency has also analyzed its work force profiles and conducted barrier analyses aimed at 
detecting whether any management or personnel policy, procedure or practice is operating to 
disadvantage any group based on race, national origin, gender or disability. EEO Plans to Eliminate 
Identified Barriers, as appropriate, are included with this Federal Agency Annual EEO Program 
Status Report. 

I certify that proper documentation of this assessment is in place and is being maintained for 
EEOC review upon request. 

Digitally signed by Valerie
A. Gunter 
Date: 2020.04.23 
13:47:30 -04'00' 

Valerie A. 
Gunter 4/23/20

Signature of Principal EEO Director/Official 
Certifies that this Federal  Agency  Annual  EEO Program  Status  Report  is in  compliance  
with EEO MD-715. 

Date 

Digitally signed by
Charles P. Rettig 
Date: 2020.04.24
15:55:06 -04'00' 

Charles P. 
Rettig 

Signature of Agency Head or Agency Head Designee	 Date 
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MD-715 - PART G
 
Agency Self-Assessment Checklist
 

The Part G Self-Assessment Checklist is a series of questions designed to provide federal 
agencies with an effective means for conducting the annual self-assessment required in Part F 
of MD-715. This self-assessment permits EEO Directors to recognize, and to highlight for their 
senior staff, deficiencies in their EEO program that the agency must address to comply with MD
715's requirements. Nothing in Part G prevents agencies from establishing additional practices 
that exceed the requirements set forth in this checklist. 

All agencies will be required to submit Part G to EEOC. Although agencies need not submit 
documentation to support their Part G responses, they must maintain such documentation on 
file and make it available to EEOC upon request. 

The Part G checklist is organized to track the MD-715 essential elements. As a result, a single 
substantive matter may appear in several different sections, but in different contexts. For 
example, questions about establishing an anti-harassment policy fall within Element C 
(Management and Program Accountability), while questions about providing training under the 
anti-harassment policy are found in Element A (Demonstrated Commitment from Agency 
Leadership). 

For each MD-715 essential element, the Part G checklist provides a series of "compliance 
indicators." Each compliance indicator, in turn, contains a series of “yes/no” questions, called 
“measures.” To the right of the measures, there are two columns, one for the agency to answer 
the measure with "Yes", "No", or "NA;" and the second column for the agency to provide 
“comments”, if necessary. Agencies should briefly explain any “N/A” answer in the comments. 
For example, many of the sub-component agencies are not responsible for issuing final agency 
decisions (FADs) in the EEO complaint process, so it may answer questions about FAD 
timeliness with "NA" and explain in the comments column that the parent agency drafts all 
FADs. 

A "No" response to any measure in Part G is a program deficiency. For each such "No" 
response, an agency will be required in Part H to identify a plan for correcting the identified 
deficiency. If one or more sub-components answer “No” to a particular question, the agency-
wide/parent agency’s report should also include that “No” response. 

EEOC Part G Self Assessment 
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MD-715 - PART G 
Agency Self-Assessment Checklist 

Compliance
Indicator 

Measures 

A.1 – The agency issues an effective, up
to-date EEO policy statement. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

A.1.a Does the agency annually issue a signed 
and dated EEO policy statement on agency 
letterhead that clearly communicates the 
agency’s commitment to EEO for all 
employees and applicants? If “yes”, please 
provide the annual issuance date in the 
comments column. [see MD-715, II(A)] 

NO The Annual EEO Policy 
Statement for Fiscal Year 
2020 (FY20) was issued 
during the first quarter of 
FY20 in November 2019. 

A.1.b Does the EEO policy statement address all 
protected bases (age, color, disability, sex 
(including pregnancy, sexual orientation and 
gender identity), genetic information, national 
origin, race, religion, and reprisal) contained 
in the laws EEOC enforces? [see 29 CFR § 
1614.101(a)] 

YES 

Compliance
Indicator 

Measures 

A.2 – The agency has communicated EEO
policies and procedures to all employees. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

A.2.a Does the agency disseminate the following 
policies and procedures to all employees: 

A.2.a.1 Anti-harassment policy? [see MD 715, II(A)] NO Policy issued on 02/24/2020. 

A.2.a.2 Reasonable accommodation procedures? 
[see 29 C.F.R § 1614.203(d)(3)] 

YES 

A.2.b Does the agency prominently post the 
following information throughout the 
workplace and on its public website: 

YES 

A.2.b.1 The business contact information for its EEO 
Counselors, EEO Officers, Special Emphasis 
Program Managers, and EEO Director? [see 
29 C.F.R § 1614.102(b)(7)] 

YES 

A.2.b.2 Written materials concerning the EEO 
program, laws, policy statements, and the 
operation of the EEO complaint process? 
[see 29 C.F.R § 1614.102(b)(5)] 

YES 

A.2.b.3 Reasonable accommodation procedures? 
[see 29 C.F.R. § 1614.203(d)(3)(i)]  If so, 
please provide the internet address in the 
comments column. 

YES https://www.jobs.irs.gov/resour 
ces/equal-opportunity/people
disabilities/reasonable
accommodations 

A.2.c Does the agency inform its employees about 
the following topics: 
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A.2.c.1 EEO complaint process? [see 29 CFR §§ 
1614.102(a)(12) and 1614.102(b)(5)] If “yes”, 
please provide how often. 

YES The Internal Revenue Service 
(IRS) has several methods of 
conveying Equal Employment 
Opportunity (EEO) information: 

 The Office of Equity, 
Diversity and Inclusion (EDI) 
continuously partners with 
the IRS’ Communication & 
Liaison (C&L) Division as 
well as the Information 
Technology Division (IT) to 
ensure EEO Complaint 
information is maintained 
permanently online for 24
hour-level access as needed. 

Employees may access EEO 
Complaint information at any 
time using online search 
tools. Some of the common 
internal websites that 
maintain online EEO-related 
content include the 
Employee Resources Portal 
on IRS Source (IRS’ intranet 
site), EDI’s website, the 
iManage website and the 
Internal Revenue Manual 
(IRM). 

 All new IRS employees 
receive EEO and Disability-
related training during the on-
boarding process throughout 
the fiscal year. 

 New managers and those 
interested in serving in 
leadership positions receive 
training on the EEO 
Complaint process through 
the Front-Line Readiness 
Program (FRLP) and 
Fundamental Management 
Skills (FMS) training. 

 EEO and Disability-related 
training modules are also 
available to all IRS 
employees online. 

 Additionally, the “Where do I 
go for EEO? poster” is 
prominently displayed in post 
of duties across the United 
States and is also available 
online. 
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A.2.c.2 ADR process? [see MD-110, Ch. 3(II)(C)] If 
“yes”, please provide how often. 

YES Please reference the response 
provided for A.2.c.1.  The 
same communication 
mechanisms apply to the ADR 
Process. 

A.2.c.3 Reasonable accommodation program? [see 
29 CFR § 1614.203(d)(7)(ii)(C)] If “yes”, 
please provide how often. 

YES Please reference the response 
provided for A.2.c.1.  The 
same modes of 
communication apply to the 
reasonable accommodations 
(RA’s). 

A.2.c.4 Anti-harassment program? [see EEOC 
Enforcement Guidance on Vicarious 
Employer Liability for Unlawful Harassment 
by Supervisors (1999), § V.C.1] If “yes”, 
please provide how often. 

NO Updated anti-harassment 
program policy was approved 
in February 2020. Updated 
procedures are currently being 
disseminated to all 
employees. Please reference 
the applicable Part H Plan. 

A.2.c.5 Behaviors that are inappropriate in the 
workplace and could result in disciplinary 
action? [5 CFR § 2635.101(b)] If “yes”, 
please provide how often. 

YES The IRS Guide to Penalty 
Determinations, Doc 11500 is 
available to all employees 
online and is relied upon by 
the Workforce Relation 
Division (WRD) in addressing 
inappropriate behavior in the 
workplace that could result in 
disciplinary action. 

The Guide is available online 
and outlines inappropriate 
behaviors and the associated 
penalties, including penalties 
for repeat conduct or 
escalating inappropriate 
behavior. Employees have 
24-hour-level access as 
needed. 

Compliance
Indicator 

Measures 

A.3 – The agency assesses and ensures 
EEO principles are part of its culture. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Compliance Indicator 

A.3.a Does the agency provide recognition to 
employees, supervisors, managers, and 
units demonstrating superior 
accomplishment in equal employment 
opportunity? [see 29 CFR § 1614.102(a) (9)] 
If “yes”, provide one or two examples in the 
comments section. 

YES IRS awards for employees and 
managers include but are not 
limited to the following: 
Performance Awards, Special 
Act Awards and Suggestion 
Awards. Employees and 
managers may be recognized 
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individually or as part of a 
group / team. 

A.3.b Does the agency utilize the Federal 
Employee Viewpoint Survey or other climate 
assessment tools to monitor the perception 
of EEO principles within the workforce? [see 
5 CFR Part 250] 

YES 

Essential Element B: INTEGRATION OF EEO INTO THE AGENCY’S STRATEGIC MISSION 
This element requires that the agency’s EEO programs are structured to maintain a

workplace that is free from discrimination and support the agency’s strategic mission. 

Compliance
Indicator 

Measures 

B.1 - The reporting structure for the EEO
program provides the principal EEO
official with appropriate authority and
resources to effectively carry out a 
successful EEO program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

B.1.a Is the agency head the immediate supervisor 
of the person (“EEO Director”) who has day
to-day control over the EEO office? [see 29 
CFR §1614.102(b)(4)] 

NO The IRS Chief Diversity Officer 
has a dotted line to the IRS 
Commissioner for policy 
issues including but not limited 
to the following: EEO, Anti-
Harassment, ADR and 
Disability including federal 
disability hiring goals and 
reasonable accommodation. 

The IRS Chief Diversity Officer 
routinely meets with the IRS 
Commissioner throughout the 
year but may also meet on an 
as needed basis. 

B.1.a.1 If the EEO Director does not report to the 
agency head, does the EEO Director report 
to the same agency head designee as the 
mission-related programmatic offices? If 
“yes,” please provide the title of the agency 
head designee in the comments. 

YES IRS Deputy Commissioner for 
Operations Support (DCOS) 

B.1.a.2 Does the agency’s organizational chart 
clearly define the reporting structure for the 
EEO office? [see 29 CFR §1614.102(b)(4)] 

YES 

B.1.b Does the EEO Director have a regular and 
effective means of advising the agency head 
and other senior management officials of the 
effectiveness, efficiency and legal 
compliance of the agency’s EEO program? 
[see 29 CFR §1614.102(c)(1); MD-715 
Instructions, Sec. I] 

YES 

B.1.c During this reporting period, did the EEO 
Director present to the head of the agency, 
and other senior management officials, the 
"State of the agency" briefing covering the 
six essential elements of the model EEO 
program and the status of the barrier 
analysis process?  [see MD-715 Instructions, 

NO During the second quarter of 
FY20, the Chief Diversity 
Officer will brief the Senior 
Executive Team (SET) and 
Human Capital Advisory 
Council (HCAC). 
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Sec. I)] If “yes”, please provide the date of 
the briefing in the comments column. 

B.1.d Does the EEO Director regularly participate 
in senior-level staff meetings concerning 
personnel, budget, technology, and other 
workforce issues? [see MD-715, II(B)] 

YES 

Compliance
Indicator 

Measures 

B.2 – The EEO Director controls all 
aspects of the EEO program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 
New Compliance Indicator 

B.2.a Is the EEO Director responsible for the 
implementation of a continuing affirmative 
employment program to promote EEO and to 
identify and eliminate discriminatory policies, 
procedures, and practices? [see MD-110, 
Ch. 1(III)(A); 29 CFR §1614.102(c)] 

YES 

B.2.b Is the EEO Director responsible for 
overseeing the completion of EEO 
counseling [see 29 CFR §1614.102(c)(4)] 

YES 

B.2.c Is the EEO Director responsible for 
overseeing the fair and thorough 
investigation of EEO complaints? [see 29 
CFR §1614.102(c)(5)] [This question may not 
be applicable for certain subordinate level 
components.] 

N/A Treasury, Office of Civil Rights 
and Diversity (OCRD), is 
responsible for all aspects of 
the formal complaint process. 

B.2.d Is the EEO Director responsible for 
overseeing the timely issuance of final 
agency decisions? [see 29 CFR 
§1614.102(c)(5)] [This question may not be 
applicable for certain subordinate level 
components.] 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

B.2.e Is the EEO Director responsible for ensuring 
compliance with EEOC orders? [see 29 CFR 
§§ 1614.102(e); 1614.502] 

YES 

B.2.f Is the EEO Director responsible for 
periodically evaluating the entire EEO 
program and providing recommendations for 
improvement to the agency head? [see 29 
CFR §1614.102(c)(2)] 

YES 

B.2.g If the agency has subordinate level 
components, does the EEO Director provide 
effective guidance and coordination for the 
components? [see 29 CFR §§ 
1614.102(c)(2) and (c)(3)] 

YES 
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Compliance
Indicator 

Measures 

B.3 - The EEO Director and other EEO 
professional staff are involved in, and
consulted on, management/personnel
actions. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

B.3.a Do EEO program officials participate in 
agency meetings regarding workforce 
changes that might impact EEO issues, 
including strategic planning, recruitment 
strategies, vacancy projections, succession 
planning, and selections for training/career 
development opportunities? [see MD-715, 
II(B)] 

YES 

B.3.b Does the agency’s current strategic plan 
reference EEO / diversity and inclusion 
principles? [see MD-715, II(B)] If “yes”, 
please identify the EEO principles in the 
strategic plan in the comments column. 

YES The IRS Strategic Plan 
(FY 2018 – FY 2022) 
references EEO/Diversity and 
Inclusion principles. The two 
strategic goals that support 
EEO principles to promote 
equality, diversity and 
inclusiveness are as follows: 

• Cultivate a Well-Equipped, 
Diverse, Flexible and 
Engaged Workforce 

• Empower and Enable All 
Taxpayers to Meet Their 
Tax Obligations 

Compliance
Indicator 

Measures 

B.4 - The agency has sufficient budget
and staffing to support the success of its
EEO program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

B.4.a Pursuant to 29 CFR §1614.102(a)(1), has 
the agency allocated sufficient funding and 
qualified staffing to successfully implement 
the EEO program, for the following areas: 

B.4.a.1 to conduct a self-assessment of the agency 
for possible program deficiencies? [see MD
715, II(D)] 

YES 

B.4.a.2 to enable the agency to conduct a thorough 
barrier analysis of its workforce? [see MD
715, II(B)] 

YES 

B.4.a.3 to timely, thoroughly, and fairly process EEO 
complaints, including EEO counseling, 
investigations, final agency decisions, and 
legal sufficiency reviews? [see 29 CFR § 
1614.102(c)(5) & 1614.105(b) – (f); MD-110, 
Ch. 1(IV)(D) & 5(IV); MD-715, II(E)] 

YES 

B.4.a.4 to provide all supervisors and employees 
with training on the EEO program, including 
but not limited to retaliation, harassment, 
religious accommodations, disability 
accommodations, the EEO complaint 

YES 
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process, and ADR? [see MD-715, II(B) and 
III(C)] If not, please identify the type(s) of 
training with insufficient funding in the 
comments column. 

B.4.a.5 to conduct thorough, accurate, and effective 
field audits of the EEO programs in 
components and the field offices, if 
applicable?  [see 29 CFR §1614.102(c)(2)]

 NO Please reference the 
applicable Part H Plan. 

B.4.a.6 to publish and distribute EEO materials (e.g. 
harassment policies, EEO posters, 
reasonable accommodations procedures)? 
[see MD-715, II(B)] 

YES 

B.4.a.7 to maintain accurate data collection and 
tracking systems for the following types of 
data: complaint tracking, workforce 
demographics, and applicant flow data? [see 
MD-715, II(E)]. If not, please identify the 
systems with insufficient funding in the 
comments section. 

YES 

B.4.a.8 to effectively administer its special emphasis 
programs (such as, Federal Women’s 
Program, Hispanic Employment Program, 
and People with Disabilities Program 
Manager)? [5 USC § 7201; 38 USC § 4214; 
5 CFR § 720.204; 5 CFR § 213.3102(t) and 
(u); 5 CFR § 315.709] 

YES 

B.4.a.9 to effectively manage its anti-harassment 
program? [see MD-715 Instructions, Sec. I); 
EEOC Enforcement Guidance on Vicarious 
Employer Liability for Unlawful Harassment 
by Supervisors (1999), § V.C.1] 

YES 

B.4.a.10 to effectively manage its reasonable 
accommodation program? [see 29 CFR § 
1614.203(d)(4)(ii)] 

YES 

B.4.a.11 to ensure timely and complete compliance 
with EEOC orders? [see MD-715, II(E)] 

YES 

B.4.b Does the EEO office have a budget that is 
separate from other offices within the 
agency? [see 29 CFR § 1614.102(a)(1)] 

YES 

B.4.c Are the duties and responsibilities of EEO 
officials clearly defined? [see MD-110, Ch. 
1(III)(A), 2(III), & 6(III)] 

YES 

B.4.d Does the agency ensure that all new 
counselors and investigators, including 
contractors and collateral duty employees, 
receive the required 32 hours of training, 
pursuant to Ch. 2(II)(A) of MD-110? 

YES 

B.4.e Does the agency ensure that all experienced 
counselors and investigators, including 
contractors and collateral duty employees, 
receive the required 8 hours of annual 
refresher training, pursuant to Ch. 2(II)(C) of 
MD-110? 

YES 
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Compliance
Indicator 

Measures 

B.5 – The agency recruits, hires,
develops, and retains supervisors and
managers who have effective managerial,
communications, and interpersonalskills. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

B.5.a Pursuant to 29 CFR § 1614.102(a)(5), have 
all managers and supervisors received 
training on their responsibilities under the 
following areas under the agency EEO 
program: 

B.5.a.1 EEO Complaint Process? [see MD
715(II)(B)] 

YES 

B.5.a.2 Reasonable Accommodation Procedures? 
[see 29 C.F.R. § 1614.102(d)(3)] 

YES 

B.5.a.3 Anti-Harassment Policy? [see MD-715(II)(B)] YES 
B.5.a.4 Supervisory, managerial, communication, 

and interpersonal skills in order to supervise 
most effectively in a workplace with diverse 
employees and avoid disputes arising from 
ineffective communications? [see MD-715, 
II(B)] 

YES 

B.5.a.5 ADR, with emphasis on the federal 
government’s interest in encouraging mutual 
resolution of disputes and the benefits 
associated with utilizing ADR? [see MD
715(II)(E)] 

YES 

Compliance
Indicator 

Measures 

B.6 – The agency involves managers in
the implementation of its EEO program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

B.6.a Are senior managers involved in the 
implementation of Special Emphasis 
Programs?  [see MD-715 Instructions, Sec. I] 

YES 

B.6.b Do senior managers participate in the barrier 
analysis process? [see MD-715 Instructions, 
Sec. I] 

NO Please reference the 
applicable Part H Plan. 

B.6.c When barriers are identified, do senior 
managers assist in developing agency EEO 
action plans (Part I, Part J, or the Executive 
Summary)? [see MD-715 Instructions, Sec. I] 

NO Please reference the 
applicable Part H Plan. 

B.6.d Do senior managers successfully implement 
EEO Action Plans and incorporate the EEO 
Action Plan Objectives into agency strategic 
plans? [29 CFR § 1614.102(a)(5)] 

NO Please reference the 
applicable Part H Plan. 

Essential Element C: MANAGEMENT AND PROGRAM ACCOUNTABILITY 
This element requires the agency head to hold all managers, supervisors, and EEO

officials responsible for the effective implementation of the agency’s EEO Program and 
Plan. 
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Compliance
Indicator 

Measures 

C.1 – The agency conducts regular
internal audits of its component and field
offices. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

C.1.a Does the agency regularly assess its 
component and field offices for possible EEO 
program deficiencies? [see 29 CFR 
§1614.102(c)(2)] If ”yes,” please provide the 
schedule for conducting audits in the 
comments section. 

YES All IRS components are 
evaluated for possible EEO 
program deficiencies on a 
continuous basis. 

 The External Civil Rights 
Division in the Office of 
Equity, Diversity and 
Inclusion (EDI) ensures 
audits and compliance 
reviews are conducted 
annually to assess possible 
EEO program deficiencies 
with external stakeholders. 

 Additionally, Relationship 
Managers in EDI’s Diversity 
and Inclusion Division meet 
with managers to ensure 
action plans are 
incorporated into annual 
business plans. 

C.1.b Does the agency regularly assess its 
component and field offices on their efforts to 
remove barriers from the workplace? [see 29 
CFR §1614.102(c)(2)] If ”yes”, please 
provide the schedule for conducting audits in 
the comments section. 

YES Assessments are performed at 
varying intervals by different 
divisions within the IRS: 

 EDI External Civil Rights 
Division scheduled and 
conducted annual 
compliance reviews. A 
robust customer connection 
project was launched in 
FY18 and FY19 to meet with 
senior managers and 
executives in campuses and 
field offices to identify EEO 
opportunities for 
improvement. Also, the 
customer meetings focused 
on accessibility issues. 

 EDI Reasonable 
Accommodation Services 
POCs partnered with 
representatives from 
Information Technology (IT), 
Information Resources 
Accessibility Program (IRAP) 
to address technology and 
accessibility issues across 
the Agency. 
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C.1.c Do the component and field offices make 
reasonable efforts to comply with the 
recommendations of the field audit? [see 
MD-715, II(C)] 

YES Please reference the 
responses in C.1.a and C.1.b. 

Compliance
Indicator 

Measures 

C.2 – The agency has established
procedures to prevent all forms of EEO
discrimination. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

C.2.a Has the agency established comprehensive 
anti-harassment policy and procedures that 
comply with EEOC’s enforcement guidance? 
[see MD-715, II(C); Enforcement Guidance 
on Vicarious Employer Liability for Unlawful 
Harassment by Supervisors (Enforcement 
Guidance), EEOC No. 915.002, § V.C.1 
(June 18, 1999)] 

YES 

C.2.a.1 Does the anti-harassment policy require 
corrective action to prevent or eliminate 
conduct before it rises to the level of unlawful 
harassment? [see EEOC Enforcement 
Guidance on Vicarious Employer Liability for 
Unlawful Harassment by Supervisors (1999), 
§ V.C.1] 

YES 

C.2.a.2 Has the agency established a firewall 
between the Anti-Harassment Coordinator 
and the EEO Director? [see EEOC Report, 
Model EEO Program Must Have an Effective 
Anti-Harassment Program (2006] 

YES 

C.2.a.3 Does the agency have a separate procedure 
(outside the EEO complaint process) to 
address harassment allegations? [see 
Enforcement Guidance on Vicarious 
Employer Liability for Unlawful Harassment 
by Supervisors (Enforcement Guidance), 
EEOC No. 915.002, § V.C.1 (June 18, 1999)] 

YES 

C.2.a.4 Does the agency ensure that the EEO office 
informs the anti-harassment program of all 
EEO counseling activity alleging 
harassment? [see Enforcement Guidance, 
V.C.] 

YES 

C.2.a.5 Does the agency conduct a prompt inquiry 
(beginning within 10 days of notification) of 
all harassment allegations, including those 
initially raised in the EEO complaint process? 
[see Complainant v. Dep’t of Veterans 
Affairs, EEOC Appeal No. 0120123232 (May 
21, 2015); Complainant v. Dep’t of Defense 
(Defense Commissary Agency), EEOC 
Appeal No. 0120130331 (May 29, 2015)] If 
“no”, please provide the percentage of 
timely-processed inquiries in the comments 
column. 

YES 
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C.2.a.6 Do the agency’s training materials on its anti-
harassment policy include examples of 
disability-based harassment? [see 29 CFR 
1614.203(d)(2)] 

YES 

C.2.b Has the agency established disability 
reasonable accommodation procedures that 
comply with EEOC’s regulations and 
guidance? [see 29 CFR 1614.203(d)(3)] 

YES 

C.2.b.1 Is there a designated agency official or other 
mechanism in place to coordinate or assist 
with processing requests for disability 
accommodations throughout the agency? 
[see 29 CFR 1614.203(d)(3)(D)] 

YES 

C.2.b.2 Has the agency established a firewall 
between the Reasonable Accommodation 
Program Manager and the EEO Director? 
[see MD-110, Ch. 1(IV)(A)] 

YES 

C.2.b.3 Does the agency ensure that job applicants 
can request and receive reasonable 
accommodations during the application and 
placement processes? [see 29 CFR 
1614.203(d)(1)(ii)(B)] 

YES 

C.2.b.4 Do the reasonable accommodation 
procedures clearly state that the agency 
should process the request within a 
maximum amount of time (e.g., 20 business 
days), as established by the agency in its 
affirmative action plan? [see 29 CFR 
1614.203(d)(3)(i)(M)] 

YES 

C.2.b.5 Does the agency process all accommodation 
requests within the time frame set forth in its 
reasonable accommodation procedures? 
[see MD-715, II(C)] If “no”, please provide 
the percentage of timely-processed requests 
in the comments column. 

NO During FY19, 23% of the 
Reasonable Accommodation 
(RA) requests received were 
processed within the 
timeframes set forth in the 
Agency’s procedures. 
However, 77% of the RA 
requests were processed 
beyond the established 
timeframes. Please reference 
applicable Part H Plan. 

C.2.c Has the agency established procedures for 
processing requests for personal assistance 
services that comply with EEOC’s 
regulations, enforcement guidance, and 
other applicable executive orders, guidance, 
and standards? [see 29 CFR 1614.203(d)(6)] 

NO The current Personal 
Assistance Services (PAS) 
procedures are being vetted 
through the Business Unit 
review process to be uploaded 
in the Internal Revenue 
Manual (IRM). Please 
reference the applicable Part 
H Plan. 

C.2.c.1 Does the agency post its procedures for 
processing requests for Personal Assistance 
Services on its public website? [see 29 CFR 
§ 1614.203(d)(5)(v)] If “yes”, please provide 
the internet address in the comments 
column. 

NO Uploading the PAS procedures 
on the Agency’s internal and 
external sites will be 
completed by 07/30/2020. 
Please reference the 
applicable Part H Plan. 
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Compliance
Indicator 

Measures 

C.3 - The agency evaluates managers and
supervisors on their efforts to ensure
equal employment opportunity. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

C.3.a Pursuant to 29 CFR §1614.102(a)(5), do all 
managers and supervisors have an element 
in their performance appraisal that evaluates 
their commitment to agency EEO policies 
and principles and their participation in the 
EEO program? 

YES 

C.3.b Does the agency require rating officials to 
evaluate the performance of managers and 
supervisors based on the following activities: 

C.3.b.1 Resolve EEO 
problems/disagreements/conflicts, including 
the participation in ADR proceedings? [see 
MD-110, Ch. 3.I] 

YES 

C.3.b.2 Ensure full cooperation of employees under 
his/her supervision with EEO officials, such 
as counselors and investigators? [see 29 
CFR §1614.102(b)(6)] 

YES 

C.3.b.3 Ensure a workplace that is free from all forms 
of discrimination, including harassment and 
retaliation? [see MD-715, II(C)] 

YES 

C.3.b.4 Ensure that subordinate supervisors have 
effective managerial, communication, and 
interpersonal skills to supervise in a 
workplace with diverse employees? [see MD
715 Instructions, Sec. I] 

YES 

C.3.b.5 Provide religious accommodations when 
such accommodations do not cause an 
undue hardship? [see 29 CFR 
§1614.102(a)(7)] 

YES 

C.3.b.6 Provide disability accommodations when 
such accommodations do not cause an 
undue hardship? [ see 29 CFR 
§1614.102(a)(8)] 

YES 

C.3.b.7 Support the EEO program in identifying and 
removing barriers to equal opportunity. [see 
MD-715, II(C)] 

YES 

C.3.b.8 Support the anti-harassment program in 
investigating and correcting harassing 
conduct. [see Enforcement Guidance, V.C.2] 

YES 

C.3.b.9 Comply with settlement agreements and 
orders issued by the agency, EEOC, and 
EEO-related cases from the Merit Systems 
Protection Board, labor arbitrators, and the 
Federal Labor Relations Authority? [see MD
715, II(C)] 

YES 

C.3.c Does the EEO Director recommend to the 
agency head improvements or corrections, 
including remedial or disciplinary actions, for 
managers and supervisors who have failed in 

YES 
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their EEO responsibilities? [see 29 CFR 
§1614.102(c)(2)] 

C.3.d When the EEO Director recommends 
remedial or disciplinary actions, are the 
recommendations regularly implemented by 
the agency? [see 29 CFR §1614.102(c)(2)] 

YES 

Compliance
Indicator 

Measures 

C.4 – The agency ensures effective
coordination between its EEO programs
and Human Resources (HR) program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

C.4.a 
Do the HR Director and the EEO Director 
meet regularly to assess whether personnel 
programs, policies, and procedures conform 
to EEOC laws, instructions, and 
management directives? [see 29 CFR 
§1614.102(a)(2)] 

YES 

C.4.b Has the agency established 
timetables/schedules to review at regular 
intervals its merit promotion program, 
employee recognition awards program, 
employee development/training programs, 
and management/personnel policies, 
procedures, and practices for systemic 
barriers that may be impeding full 
participation in the program by all EEO 
groups?  [see MD-715 Instructions, Sec. I] 

YES Yes, the Human Capital Office 
(HCO) uses a Quality 
Assurance Support Plan and 
the Training Evaluation 
System (TEMPO) to support 
associated reviews. 

C.4.c Does the EEO office have timely access to 
accurate and complete data (e.g., 
demographic data for workforce, applicants, 
training programs, etc.) required to prepare 
the MD-715 workforce data tables? [see 29 
CFR §1614.601(a)] 

YES 

C.4.d Does the HR office timely provide the EEO 
office with access to other data (e.g., exit 
interview data, climate assessment surveys, 
and grievance data), upon request? [see 
MD-715, II(C)] 

YES 

C.4.e Pursuant to Section II(C) of MD-715, does 
the EEO office collaborate with the HR office 
to: 

C.4.e.1 Implement the Affirmative Action Plan for 
Individuals with Disabilities? [see 29 CFR 
§1614.203(d); MD-715, II(C)] 

NO Implementation/posting 
by 07/30/2020. Please 
see Part H Plan. 

C.4.e.2 Develop and/or conduct outreach and 
recruiting initiatives? [see MD-715, II(C)] 

YES 

C.4.e.3 Develop and/or provide training for managers 
and employees? [see MD-715, II(C)] 

YES 

C.4.e.4 Identify and remove barriers to equal 
opportunity in the workplace? [see MD-715, 
II(C)] 

YES 

C.4.e.5 Assist in preparing the MD-715 report? [see 
MD-715, II(C)] 

YES 
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Compliance
Indicator 

Measures 

C.5 – Following a finding of 
discrimination, the agency explores 
whether it should take a disciplinary
action. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

C.5.a Does the agency have a disciplinary policy 
and/or table of penalties that covers 
discriminatory conduct? [see 29 CFR § 
1614.102(a)(6); see also Douglas v. 
Veterans Administration, 5 MSPR 280 
(1981)] 

YES 

C.5.b When appropriate, does the agency 
discipline or sanction managers and 
employees for discriminatory conduct? [see 
29 CFR §1614.102(a)(6)] If “yes”, please 
state the number of disciplined/sanctioned 
individuals during this reporting period in the 
comments. 

YES A review of the FY18 cases 
revealed there were no 
cases deemed appropriate for 
issuing disciplinary actions or 
sanctions. 

C.5.c If the agency has a finding of discrimination 
(or settles cases in which a finding was 
likely), does the agency inform managers 
and supervisors about the discriminatory 
conduct? [see MD-715, II(C)] 

YES 

Compliance
Indicator 

Measures 

C.6 – The EEO office advises 
managers/supervisors on EEO matters. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

C.6.a Does the EEO office provide 
management/supervisory officials with 
regular EEO updates on at least an annual 
basis, including EEO complaints, workforce 
demographics and data summaries, legal 
updates, barrier analysis plans, and special 
emphasis updates? [see MD-715 
Instructions, Sec. I] If “yes”, please identify 
the frequency of the EEO updates in the 
comments column. 

YES Through the Business 
Performance Review, bi
annually through EDI’s Data 
Report, and annually 
through the MD-715 
reporting process. 

C.6.b Are EEO officials readily available to answer 
managers’ and supervisors’ questions or 
concerns? [see MD-715 Instructions, Sec. I] 

YES 

Essential Element D: PROACTIVE PREVENTION 
This element requires that the agency head make early efforts to prevent discrimination 

and to identify and eliminate barriers to equal employment opportunity. 

Compliance
Indicator 

Measures 

D.1 – The agency conducts a reasonable 
assessment to monitor progress towards
achieving equal employment opportunity
throughout the year. 

Measure 
Met? 

(Yes/No/NA) 

Comments 
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D.1.a Does the agency have a process for 
identifying triggers in the workplace? [see 
MD-715 Instructions, Sec. I] 

YES 

D.1.b Does the agency regularly use the following 
sources of information for trigger 
identification: workforce data; 
complaint/grievance data; exit surveys; 
employee climate surveys; focus groups; 
affinity groups; union; program evaluations; 
special emphasis programs; reasonable 
accommodation program; anti-harassment 
program; and/or external special interest 
groups? [see MD-715 Instructions, Sec. I] 

YES 

D.1.c Does the agency conduct exit interviews or 
surveys that include questions on how the 
agency could improve the recruitment, hiring, 
inclusion, retention and advancement of 
individuals with disabilities? [see 29 CFR 
1614.203(d)(1)(iii)(C)] 

YES 

Compliance
Indicator 

Measures 

D.2 – The agency identifies areas where 
barriers may exclude EEO groups 
(reasonable basis to act.) 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

D.2.a Does the agency have a process for 
analyzing the identified triggers to find 
possible barriers? [see MD-715, (II)(B)] 

YES 

D.2.b Does the agency regularly examine the 
impact of management/personnel policies, 
procedures, and practices by race, national 
origin, sex, and disability? [see 29 CFR 
§1614.102(a)(3)] 

YES 

D.2.c Does the agency consider whether any 
group of employees or applicants might be 
negatively impacted prior to making human 
resource decisions, such as re-organizations 
and realignments? [see 29 CFR 
§1614.102(a)(3)] 

YES 

D.2.d Does the agency regularly review the 
following sources of information to find 
barriers: complaint/grievance data, exit 
surveys, employee climate surveys, focus 
groups, affinity groups, union, program 
evaluations, anti-harassment program, 
special emphasis programs, reasonable 
accommodation program; anti-harassment 
program; and/or external special interest 
groups? [see MD-715 Instructions, Sec. I] If 
“yes”, please identify the data sources in the 
comments column. 

YES Data Sources: i-Complaints for 
EEO compliant-based cases; 
Workforce and Monster 
Analytics for workforce and 
applicant flow data; Automated 
Labor & Employee Relations 
Tracking System (ALERTS) for 
RA cases; e-Trak for Anti-
Harassment cases; and, 
SEPMs lend support to 
Employee Resource Groups. 
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Compliance
Indicator 

Measures 

D.3 – The agency establishes appropriate
action plans to remove identified barriers. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

D.3.a Does the agency effectively tailor action 
plans to address the identified barriers, in 
particular policies, procedures, or practices? 
[see 29 CFR §1614.102(a)(3)] 

YES 

D.3.b If the agency identified one or more barriers 
during the reporting period, did the agency 
implement a plan in Part I, including meeting 
the target dates for the planned activities? 
[see MD-715, II(D)] 

YES 

D.3.c Does the agency periodically review the 
effectiveness of the plans? [see MD-715, 
II(D)] 

YES 

Compliance
Indicator 

Measures 

D.4 – The agency has an affirmative
action plan for people with disabilities,
including those with targeted disabilities. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

New Indicator 

D.4.a 
Does the agency post its affirmative action 
plan on its public website? [see 29 CFR 
1614.203(d)(4)] Please provide the internet 
address in the comments. 

NO Implementation/posting by 
07/30/2020. Please 
reference the applicable 
Part H Plan. 

D.4.b 
Does the agency take specific steps to 
ensure qualified people with disabilities are 
aware of and encouraged to apply for job 
vacancies? [see 29 CFR 1614.203(d)(1)(i)] 

YES 

D.4.c 
Does the agency ensure that disability-
related questions from members of the public 
are answered promptly and correctly? [see 
29 CFR 1614.203(d)(1)(ii)(A)] 

YES 

D.4.d 

Has the agency taken specific steps that are 
reasonably designed to increase the number 
of persons with disabilities or targeted 
disabilities employed at the agency until it 
meets the goals? [see 29 CFR 
1614.203(d)(7)(ii)] 

YES 

Essential Element E: EFFICIENCY 
This element requires the agency head to ensure that there are effective systems for

evaluating the impact and effectiveness of the agency’s EEO programs and an efficient
and fair dispute resolution process. 

Compliance
Indicator 

E.1 - The agency maintains an efficient,
fair, and impartial complaint resolution 
process. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

Measures 
E.1.a Does the agency timely provide EEO 

counseling, pursuant to 29 CFR §1614.105? 
YES 
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E.1.b Does the agency provide written notification 
of rights and responsibilities in the EEO 
process during the initial counseling session, 
pursuant to 29 CFR §1614.105(b)(1)? 

YES 

E.1.c Does the agency issue acknowledgment 
letters immediately upon receipt of a formal 
complaint, pursuant to MD-110, Ch. 5(I)? 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.d Does the agency issue acceptance 
letters/dismissal decisions within a 
reasonable time (e.g., 60 days) after receipt 
of the written EEO Counselor report, 
pursuant to MD-110, Ch. 5(I)? If so, please 
provide the average processing time in the 
comments. 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.e Does the agency ensure all employees fully 
cooperate with EEO counselors and EEO 
personnel in the EEO process, including 
granting routine access to personnel records 
related to an investigation, pursuant to 29 
CFR §1614.102(b)(6)? 

YES 

E.1.f Does the agency timely complete 
investigations, pursuant to 29 CFR 
§1614.108? 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.g If the agency does not timely complete 
investigations, does the agency notify 
complainants of the date by which the 
investigation will be completed and of their 
right to request a hearing or file a lawsuit, 
pursuant to 29 CFR §1614.108(g)? 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.h When the complainant does not request a 
hearing, does the agency timely issue the 
final agency decision, pursuant to 29 CFR 
§1614.110(b)? 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.i Does the agency timely issue final actions 
following receipt of the hearing file and the 
administrative judge’s decision, pursuant to 
29 CFR §1614.110(a)? 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.j If the agency uses contractors to implement 
any stage of the EEO complaint process, 
does the agency hold them accountable for 
poor work product and/or delays? [See MD
110, Ch. 5(V)(A)] If “yes”, please describe 
how in the comments column. 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

E.1.k If the agency uses employees to implement 
any stage of the EEO complaint process, 
does the agency hold them accountable for 
poor work product and/or delays during 
performance review? [See MD-110, Ch. 
5(V)(A)] 

YES 

E.1.l Does the agency submit complaint files and 
other documents in the proper format to 
EEOC through the Federal Sector EEO 
Portal (FedSEP)? [See 29 CFR § 
1614.403(g)] 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 
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Compliance
Indicator 

Measures 

E.2 – The agency has a neutral EEO 
process. 

Measure 
Met? 

(Yes/No/NA) 

Comments 
Revised Indicator 

E.2.a Has the agency established a clear 
separation between its EEO complaint 
program and its defensive function? [see 
MD-110, Ch. 1(IV)(D)] 

YES 

E.2.b When seeking legal sufficiency reviews, does 
the EEO office have access to sufficient legal 
resources separate from the agency 
representative? [see MD-110, Ch. 1(IV)(D)] If 
“yes”, please identify the source/location of 
the attorney who conducts the legal 
sufficiency review in the comments column. 

YES General Legal Services 

E.2.c If the EEO office relies on the agency’s 
defensive function to conduct the legal 
sufficiency review, is there a firewall between 
the reviewing attorney and the agency 
representative? [see MD-110, Ch. 1(IV)(D)] 

YES 

E.2.d Does the agency ensure that its agency 
representative does not intrude upon EEO 
counseling, investigations, and final agency 
decisions? [see MD-110, Ch. 1(IV)(D)] 

YES 

E.2.e If applicable, are processing time frames 
incorporated for the legal counsel’s 
sufficiency review for timely processing of 
complaints? [see EEOC Report, Attaining a 
Model Agency Program: Efficiency (Dec. 1, 
2004)] 

YES 

Compliance
Indicator 

Measures 

E.3 - The agency has established and
encouraged the widespread use of a fair
alternative dispute resolution (ADR) 
program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

E.3.a Has the agency established an ADR program 
for use during both the pre-complaint and 
formal complaint stages of the EEO process? 
[see 29 CFR §1614.102(b)(2)] 

YES 

E.3.b Does the agency require managers and 
supervisors to participate in ADR once it has 
been offered? [see MD-715, II(A)(1)] 

YES 

E.3.c Does the agency encourage all employees to 
use ADR, where ADR is appropriate? [see 
MD-110, Ch. 3(IV)(C)] 

YES 

E.3.d Does the agency ensure a management 
official with settlement authority is accessible 
during the dispute resolution process? [see 
MD-110, Ch. 3(III)(A)(9)] 

YES 

E.3.e Does the agency prohibit the responsible 
management official named in the dispute 

NO Please reference the applicable 
Part H Plan. 
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from having settlement authority? [see MD
110, Ch. 3(I)] 

E.3.f Does the agency annually evaluate the 
effectiveness of its ADR program? [see MD
110, Ch. 3(II)(D)] 

YES 

Compliance
Indicator 

Measures 

E.4 – The agency has effective and
accurate data collection systems in place 
to evaluate its EEO program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

E.4.a Does the agency have systems in place to 
accurately collect, monitor, and analyze the 
following data: 

YES 

E.4.a.1 Complaint activity, including the issues and 
bases of the complaints, the aggrieved 
individuals/complainants, and the involved 
management official?  [see MD-715, II(E)] 

YES 

E.4.a.2 The race, national origin, sex, and disability 
status of agency employees? [see 29 CFR 
§1614.601(a)] 

YES 

E.4.a.3 Recruitment activities? [see MD-715, II(E)] YES 
E.4.a.4 External and internal applicant flow data 

concerning the applicants’ race, national 
origin, sex, and disability status? [see MD
715, II(E)] 

YES 

E.4.a.5 The processing of requests for reasonable 
accommodation? [29 CFR § 1614.203(d)(4)] 

YES 

E.4.a.6 The processing of complaints for the anti-
harassment program? [see EEOC 
Enforcement Guidance on Vicarious 
Employer Liability for Unlawful Harassment 
by Supervisors (1999), § V.C.2] 

YES 

E.4.b Does the agency have a system in place to 
re-survey the workforce on a regular basis? 
[MD-715 Instructions, Sec. I] 

YES 

Compliance
Indicator 

Measures 

E.5 – The agency identifies and
disseminates significant trends and best
practices in its EEO program. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

E.5.a Does the agency monitor trends in its EEO 
program to determine whether the agency is 
meeting its obligations under the statutes 
EEOC enforces? [see MD-715, II(E)] If “yes”, 
provide an example in the comments. 

YES Technical Advisors and 
managers routinely pull data 
reports and analyze them to 
improve processes. TPMO 
Project Office also 
recommends improvements. 

E.5.b Does the agency review other agencies’ best 
practices and adopt them, where 
appropriate, to improve the effectiveness of 
its EEO program? [see MD-715, II(E)] If 
“yes”, provide an example in the comments. 

YES EDI EEO contacted Army and 
Air Force in respect to Sexual 
Harassment procedures. ADR 
at the USDA was also 
reviewed for methods to 
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increase participation and 
resolution. 

E.5.c Does the agency compare its performance in 
the EEO process to other federal agencies of 
similar size? [see MD-715, II(E)] 

YES 

Essential Element F: RESPONSIVENESS AND LEGAL COMPLIANCE 
This element requires federal agencies to comply with EEO statutes and EEOC regulations, policy

guidance, and other written instructions. 

Compliance
Indicator 

Measures 

F.1 – The agency has processes in place
to ensure timely and full compliance with
EEOC Orders and settlement agreements. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

F.1.a Does the agency have a system of 
management controls to ensure that its 
officials timely comply with EEOC 
orders/directives and final agency actions? 
[see 29 CFR §1614.102(e); MD-715, II(F)] 

YES 

F.1.b Does the agency have a system of 
management controls to ensure the timely, 
accurate, and complete compliance with 
resolutions/settlement agreements? [see 
MD-715, II(F)] 

YES 

F.1.c Are there procedures in place to ensure the 
timely and predictable processing of ordered 
monetary relief? [see MD-715, II(F)] 

YES 

F.1.d Are procedures in place to process other 
forms of ordered relief promptly? [see MD
715, II(F)] 

YES 

F.1.e When EEOC issues an order requiring 
compliance by the agency, does the agency 
hold its compliance officer(s) accountable for 
poor work product and/or delays during 
performance review? [see MD-110, Ch. 
9(IX)(H)] 

YES 

Compliance
Indicator 

Measures 

F.2 – The agency complies with the law,
including EEOC regulations, management 
directives, orders, and other written 
instructions. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

Indicator moved from E-III 
Revised 

F.2.a Does the agency timely respond and fully 
comply with EEOC orders? [see 29 CFR 
§1614.502; MD-715, II(E)] 

YES 

F.2.a.1 When a complainant requests a hearing, 
does the agency timely forward the 
investigative file to the appropriate EEOC 
hearing office? [see 29 CFR §1614.108(g)] 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

F.2.a.2 When there is a finding of discrimination that 
is not the subject of an appeal by the agency, 
does the agency ensure timely compliance 
with the orders of relief? [see 29 CFR 
§1614.501] 

YES 
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F.2.a.3 When a complainant files an appeal, does 
the agency timely forward the investigative 
file to EEOC’s Office of Federal Operations? 
[see 29 CFR §1614.403(e)] 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

F.2.a.4 Pursuant to 29 CFR §1614.502, does the 
agency promptly provide EEOC with the 
required documentation for completing 
compliance? 

N/A Treasury (OCRD) is 
responsible for all aspects of 
the formal complaint process. 

Compliance
Indicator 

Measures 

F.3 - The agency reports to EEOC its
program efforts and accomplishments. 

Measure 
Met? 

(Yes/No/NA) 

Comments 

F.3.a Does the agency timely submit to EEOC an 
accurate and complete No FEAR Act report? 
[Public Law 107-174 (May 15, 2002), 
§203(a)] 

YES 

F.3.b Does the agency timely post on its public 
webpage its quarterly No FEAR Act data? 
[see 29 CFR §1614.703(d)] 

YES 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

A.1.a 

The Internal Revenue Service (IRS) has not issued a signed 
and dated Equal Employment Opportunity (EEO) Policy 
Statement on official Agency letterhead that clearly 
communicates the Agency’s commitment to EEO for all 
employees and applicants. The last EEO Policy Statement 
was issued to IRS employees more than two years ago on 
September 14, 2017. 

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective 
Target
Date 

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

09/23/2019 
To issue the Fiscal Year (FY) 2020 
EEO Policy Statement during the first 
quarter of FY20. 

12/31/2019 11/06/2019 

11/18/2019 

To institute a repeatable process for 
drafting and issuing a signed EEO 
Policy Statement by the IRS 
Commissioner on annual basis. 

03/31/2020 
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Responsible Official(s) 

Title Name 
Performance 

Standards 
Address the Plan? 

(Yes or No) 

Chief Diversity Officer, 
Office of Equity, Diversity and 
Inclusion (EDI) 

Elita Christiansen YES 

Director, Equal Employment 
Opportunity Division Maurice White YES 

Planned Activities Toward Completion of Objective 

Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

10/01/2019 

Establish a responsible official in EDI 
who will oversee the process of 
drafting and issuing a policy statement 
on an annual basis. 

YES 09/06/2019 

12/31/2019 

Continue partnering with the Office of 
the Commissioner and IRS Chief 
Counsel to issue the FY20 EEO Policy 
Statement during the first quarter of 
FY20 and ensure it is 508 Compliant. 

YES 11/06/2019 

03/31/2020 

Examine the entire document 
preparation process as well as the 
editorial review processes to gather 
best practices for issuing future policy 
statements on a timely basis. 

YES 12/06/2019 

03/31/2020 

Establish a timeframe for issuing the 
policy statement to IRS employees to 
ensure continued compliance with 
mandates set by the Equal 
Employment Opportunity Commission. 
Proposed timeframe: issue future 

YES 12/06/2019 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

statements during the first, second or 
third quarter of each fiscal year. 

Report of Accomplishments 
Fiscal Year Accomplishments 

2019 

In September 2019, EDI drafted an EEO Policy Statement for 
issuance by the Commissioner of the IRS. The Office of the 
Commissioner and IRS Chief Counsel initiated an editorial 
review of the proposed statement which was signed on 
November 6, 2019. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

A.2.a.1 

The Internal Revenue Service (IRS) has not issued an 
updated Anti-Harassment Program (AHP) Policy on official 
Agency letterhead that clearly communicates the Agency’s 
commitment to zero tolerance for harassment in the 
workplace. The last AHP Policy Statement was issued to IRS 
employees on November 24, 2015. The updated AHP Policy 
was signed February 3, 2020, by Commissioner Rettig and 
disseminated to employees on February 24, 2020. 

A.2.c.4 

The IRS has not issued updated AHP procedures that reflect 
the recommended actions noted in the Treasury OCRD 
Program Audit. The procedures and management guidance 
were contingent on the revised AHP policy issued February 
24, 2020. 

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective 
Target
Date 

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

09/23/2019 To issue the Fiscal Year (FY) 2020 
AHP Policy Statement during the first 
quarter of FY 20. 

12/31/2020 05/01/2020 02/24/2020 

11/18/2019 
To institute a repeatable process for 
drafting and issuing a signed AHP 
Policy Statement by the IRS 
Commissioner on annual basis. 

03/31/2020 12/10/2019 02/03/2020 
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Date 
Initiated 

(mm/dd/yyyy) 
Objective 

Target
Date 

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

10/01/2019 

To issue updated Anti-Harassment 
procedures that reflect the 
recommended actions noted in the 
Treasury OCRD Program Audit. 

12/31/2019 05/01/2020 03/31/2020 

Responsible Official(s) 

Title Name 
Performance 

Standards 
Address the 

Plan? (Yes or No) 

Chief Diversity Officer, 
Office of Equity, Diversity and 
Inclusion (EDI) 

Elita Christiansen Yes 

Director, Civil Rights and Anti-
Harassment Elizabeth Flores-Velasquez Yes 

Planned Activities Toward Completion of Objective 

Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

10/01/2019 

Establish a responsible official in EDI 
who will oversee the process of 
drafting and issuing an AHP Policy 
Statement on an annual basis. 

Yes 09/06/2019 

10/01/2019 

Continue partnering with the Office of 
the Commissioner and IRS Chief 
Counsel to issue the FY 20 AHP 
Policy Statement during FY 20 and 
ensure the Policy is 508 Compliant. 

Yes 09/30/2020 

10/01/2019 

Examine the entire document 
preparation process as well as the 
editorial review processes to gather 
best practices for issuing future policy 
statements on a timely basis. 

Yes 09/30/2020 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

10/01/2019 

Establish a timeframe for issuing the 
AHP Policy Statement to IRS 
employees to ensure continued 
compliance with mandates set by the 
Equal Employment Opportunity 
Commission. Proposed timeframe: 
issue future statements during the 
first, second or third quarter of each 
fiscal year. 

Yes 09/30/2020 

03/15/2020 

Establish comprehensive AHP 
procedures which outline timeframe 
for initiation of inquiries and who is 
responsible for each stage of the 
process. 

Yes 02/03/2020 

03/31/2020 

Update the AHP procedures to require 
managers to out-brief individuals 
alleging harassment on the outcome 
of harassment inquiries. 

Yes 02/03/2020 

04/15/2020 Revise AHP procedures to incorporate 
Inquiry Initiation within 10 Days. Yes 02/03/2020 

04/30/2020 
Disseminate and post AHP policy and 
procedures to internal and external 
websites. 

Yes 

Internal 
posting 
completed 
02/24/2020 

External 
posting 
pending 

03/30/2020 Revise management toolkit for 
conducting inquiries. Yes 

07/03/2020 Creation of inquiry official cadres for 
all BOD's. Yes 

07/03/2020 Conduct training for employees and Yes 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

managers on anti-harassment rights 
and responsibilities 

Report of Accomplishments 
Fiscal Year Accomplishments 

2019 

The program deficiencies noted above were preliminarily 
identified as a result of an IRS audit conducted by Treasury, 
OCRD. The FY 20 planned activities comport with actions 
required to address the preliminary findings. 

In FY 19, EDI was successful in identifying a responsible official 
that had oversight for ensuring the processing, drafting, and 
issuance of AHP policy statements on an annual basis. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

B.4.a.5 

The Internal Revenue Service (IRS) has not conducted 
thorough, accurate, and effective field audits of the EEO 
programs in components and the field offices, if 
applicable? [see 29 CFR §1614.102(c)(2)]. 

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective 
Target
Date 

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

01/03/2020 Evaluate the sufficiency of 
the Business Unit EDI plans. 07/03/2020 

Responsible Official(s) 

Title Name 

Performance 
Standards 

Address the 
Plan? 

(Yes or No) 

Chief Diversity Officer, 
Office of Equity, Diversity and 
Inclusion (EDI) 

Elita Christiansen Yes 

Acting Director, Equal 
Employment Opportunity Division Crystal Magruder Yes 

Equal Employment Manager 
Tax Exempt & Government 
Entities (TE/GE) 

Cynthia Dunn Yes 

47



  
 

 

 
 

 
  

 
    

 
   

 

 
  

 
 

     

  
 

  
 

 

 

 

 

  
     

    
    

   
      

     

      

 
   

  

   
 

Title Name 

Performance 
Standards 

Address the 
Plan? 

(Yes or No) 

Equal Employment Manager 
Large Business and International 
(LB&I) 

Rona Evans Yes 

Equal Employment Manager 
Wage & Investment (W&I) Yvonne Pitter Yes 

Equal Employment Manager 
Criminal Investigation (CI) Lisa Thomas Yes 

Equal Employment Manager 
Taxpayer Advocate Service 
(TAS) 

Ronald Young Yes 

Planned Activities Toward Completion of Objective 

Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020 Review and gather relevant EDI 
Business Unit policies Yes 

07/03/2020 Conduct focus groups with Business 
Unit employees Yes 

07/03/2020 Interview personnel involved with 
Business Unit EDI Policies Yes 

07/03/2020 Review opened and closed case files Yes 

07/03/2020 Evaluate data tracking systems Yes 

Report of Accomplishments 
Fiscal Year Accomplishments 

2020 None to report this fiscal year. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

B.4.a.5 

The Internal Revenue Service (IRS) has not conducted 
thorough, accurate, and effective field audits of the EEO 
programs in components and the field offices, if 
applicable? [see 29 CFR §1614.102(c)(2)]. 

During a program audit Treasury’s Office of Civil Rights and 
Diversity (OCRD) Division identified several architectural and 
accessibility barriers at the Taxpayer Assistance Centers 
located at the following locations: Austin and San Antonio, 
Texas and Washington, DC.  

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective 
Target
Date 

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

01/03/2020 

The IRS will address architectural 
barriers identified during the OCRD 
audit of the Austin and San Antonio, 
Texas TAC. 

07/03/2020 

01/03/2020 
The IRS will address architectural 
barriers identified during the OCRD 
audit of the Washington, DC TAC. 

07/03/2020 
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Responsible Official(s) 

Title Name 

Performance 
Standards 

Address the 
Plan? 

(Yes or No) 

Chief Diversity Officer, 
Office of Equity, Diversity and 
Inclusion (EDI) 

Elita Christiansen Yes 

Chief, Facilities Management and 
Security Services Richard L. Rodriguez Yes 

Planned Activities Toward Completion of Objective 

Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020 

Austin, TX TAC site - Replace 
Receptionist desk.  (Physical 
Accessibility) 

Order and install new counter for the 
receptionist desk which meets the 
requirements of a maximum height 
of 36" for side approach and 30" for 
a front approach. 

Note: Staff at desk will be advised to 
meet with customers from in front of the 
desk in the interim. 

Yes 

07/03/2020 

Austin, TX TAC site – Language 
Access Posters. 

Create and display language access 
poster on receptionist desk. 

Yes 01/16/2020 

07/03/2020* 
Austin, TX TAC site – Uni-sex 
Bathroom (Physical Accessibility) Yes 

50



  
 

  
 

 

 

 

 

 
  

 
 

 

 
 

 
 

  
 

   

 

  
 

 
  

 
 

 

   

 

  
 

 
 

 

 

    

 

  
 

 

  
 

  
  

 
 

  

   

Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

Request adjustment of unisex 
bathroom sink counter height to not 
exceed the 34" maximum height 
standard. 

07/03/2020* 

Austin, TX TAC site – Uni-sex 
Bathroom (Physical Accessibility) 

Request adjustment of unisex 
bathroom soap dispenser height to 
not exceed the 20" maximum 
standard reach. 

Yes 

07/03/2020* 

Austin, TX TAC site – Uni-sex 
Bathroom (Physical Accessibility) 

Request adjustment of unisex 
bathroom paper towel dispenser 
height to not exceed the 48" 
maximum standard reach 

Yes 

07/03/2020* 

Austin, TX TAC site – Uni-sex 
Bathroom (Physical Accessibility) 

Request adjustment of unisex 
bathroom water fountain height to 
meet the 27" maximum standard 
spacing 

Yes 

07/03/2020 

Austin, TX TAC site – Signage 
(Physical Accessibility) 

Order and install updated signs with 
Braille characters for cubicles. 

Note: Braille characters on clear plastic 
cards with an adhesive backing that can 
be applied to existing signage may be 
acquired from the Alternative Media 
Center in lieu of order new signage for 
cubicles when possible. 

Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020* 

Austin, TX TAC site – Parking 
Signage (Physical Accessibility) 

Request adjustment of accessible 
parking signs that do not meet 
minimum height requirement of 60" 

Yes 

07/03/2020* 

Austin, TX TAC site – Entrance to 
the Building – (Physical 
Accessibility) 

Request adjustment of the force of 
the front door to be less than 5 
pounds requirement and fix the push 
button. 

Yes 

07/03/2020* 

San Antonio, TX TAC site – 
Entrance to the Building (Physical 
Accessibility) 

Request adjustment of the push 
button so it works to open the door 

Yes 

07/03/2020* 

San Antonio, TX TAC site – 
Entrance to the Building (Physical 
Accessibility) 

Request adjustment of push-assist 
button (at front door) height to meet 
the 34" minimum standard 

Yes 

07/03/2020* 

San Antonio, TX TAC site – 
Entrance to the Building (Physical 
Accessibility) 

Request adjustment of the force of 
the second TAC door to be less than 
5 pound requirement 

Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020* 

San Antonio, TX TAC site – 
Entrance to the Building (Physical 
Accessibility) 

Staff at desk will be advised to meet 
with customers from in front of the 
desk while IRS remains in facility 
(IRS will be moving to a new facility 
in August 2020). 

Yes 

07/03/2020* 

San Antonio, TX TAC site – 
Entrance to the Building (Physical 
Accessibility) 

Order and install updated signs with 
Braille characters for cubicles. 

Note: Braille characters on clear plastic 
cards with an adhesive backing that can 
be applied to existing signage may be 
acquired from the Alternative Media 
Center in lieu of order new signage for 
cubicles when possible. 

Yes 

07/03/2020 

San Antonio, TX TAC site – 
Entrance to the Building (Physical 
Accessibility) 

Adjust entrance width of cubicle 
number 5 and unnumbered cubicle 
to meet the minimum 32" required 
width. 

Yes 

07/03/2020* 

San Antonio, TX TAC site – 
Women’s Bathroom (Physical 
Accessibility) 

Request adjustment side and back 
grab whose space does not meet the 
required 1.5" between grab and wall 

Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020* 

San Antonio, TX TAC site – 
Women’s Bathroom (Physical 
Accessibility) 

Request adjustment to the baby 
changing station that does not close 
to allow for proper clearance. 

Yes 

07/03/2020* 

San Antonio, TX TAC site – Men’s 
Bathroom (Physical Accessibility) 

Request adjustment side and back 
grab whose space does not meet the 
required 1.5" between grab and wall 
as the middle is uneven. 

Yes 

07/03/2020* 

San Antonio, TX TAC site – Men’s 
Bathroom (Physical Accessibility) 

Request adjustment to the Men's 
bathroom clearance space to turn 
around as it does not meet the 
required 60" x 56" standard. 

Yes 

07/03/2020* 

San Antonio, TX TAC site – 
Interview Room B (Physical 
Accessibility) 

Request adjustment of the force of 
the interview room B door to be less 
than 5 pound requirement 

Yes 

07/03/2020* 

San Antonio, TX TAC site – Parking 
(Physical Accessibility) 

Request adjustment to the curb 
ramp widths as one of the curb 
ramps does not meet the required 
36" minimum width 

Yes 

07/03/2020* San Antonio, TX TAC site – Parking 
(Physical Accessibility) Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

Request adjustment of van 
accessible parking spaces that do 
not meet minimum width 
requirement of 132" 

07/03/2020* 

San Antonio, TX TAC site – Parking 
(Physical Accessibility) 

Request adjustment of accessible 
parking signs that do not meet 
minimum height requirement of 60" 

Yes 

07/03/2020 

Washington, DC (K Street) TAC – 
Front Door (Physical Accessibility) 

Adjust the force of the front door to 
be less than 5 pounds requirement 

Yes 01/09/2020 

07/03/2020 

Washington, DC (K Street) TAC -
Signage (Physical Accessibility) 

Create or acquire a language access 
poster and display on reception desk 
area 

Yes 01/16/2020 

07/03/2020* 

Washington, DC (K Street) TAC – 
Unisex Bathroom (Physical 
Accessibility) 

Adjust the force of the front door to 
be less than 5 pounds requirement 

Yes 01/09/2020 

07/03/2020* 

Washington, DC (K Street) TAC – 
Unisex Bathroom (Physical 
Accessibility) 

Request adjustment of unisex 
bathroom sink counter height to not 
exceed the 34" maximum height 
standard. 

Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020* 

Washington, DC (K Street) TAC – 
Unisex Bathroom (Physical 
Accessibility) 

Request adjustment of unisex 
bathroom soap dispenser to not 
exceed the 20" maximum standard 
reach. 

Yes 

07/03/2020* 

Washington, DC (K Street) TAC – 
Unisex Bathroom (Physical 
Accessibility) 

Request adjustment of unisex 
bathroom back grab bar height to not 
exceed the 36" maximum standard 
reach. 

Yes 

07/03/2020* 

Washington, DC (K Street) TAC – 
Unisex Bathroom (Physical 
Accessibility) 

Request adjustment side and back 
grab whose space does not meet the 
required 1.5" between grab and wall. 

Yes 

07/03/2020 

Washington, DC (K Street) TAC – 
Signage (Physical Accessibility) 

Adjust height of directional sign at 
the lobby that does not meet 
maximum height requirement of 60". 

Yes 02/03/2020 

07/03/2020 

Washington, DC (K Street) TAC – 
Signage (Physical Accessibility) 

Order and install updated signs with 
Braille characters for cubicles 1 and 
2. 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

Note: Braille characters on clear plastic 
cards with an adhesive backing that can 
be applied to existing signage may be 
acquired from the Alternative Media 
Center in lieu of order new signage for 
cubicles when possible. 

07/03/2020* 

Landover, Maryland TAC – Entrance 
to the Building (Physical 
Accessibility) 

Request adjustment of the force of 
the front door to be less than 5 
pounds requirement. 

Yes 

07/03/2020* 

Landover, Maryland TAC – (Physical 
Accessibility) Height of Lobby 
Receptionist Desk 

Lobby is not part of IRS space. Will 
request that lessor instruct 
individual(s) working at desk which 
exceeds height maximums to greet 
customers in front of the desk rather 
than from behind the desk. 

Yes 

07/03/2020 

Landover, Maryland TAC – Signage 
(Physical Accessibility) 

Order and install an updated sign at 
the entrance of the TAC with Braille 
characters 

Note: Braille characters on clear plastic 
cards with an adhesive backing that can 
be applied to existing signage may be 
acquired from the Alternative Media 
Center in lieu of order new signage for 
cubicles when possible. 

Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020 

Landover, Maryland TAC – Height of 
Security Guard Desk (Physical 
Accessibility) 

Order and install new counter for the 
security guard desk which meets the 
requirements of a maximum height 
of 36" for side approach and 30" for 
a front approach. 

Note: Staff at desk will be advised to 
meet with customers from in front of the 
desk in the interim. 

Yes 

07/03/2020 

Landover, Maryland TAC – (Physical 
Accessibility) Height of Receptionist 
Desk 

Order and install new counter for the 
receptionist desk which meets the 
requirements of a maximum height 
of 36" for side approach and 30" for 
a front approach. 

Note: Staff at desk will be advised to 
meet with customers from in front of the 
desk in the interim. 

Yes 

07/03/2020* 

Landover, Maryland TAC – Women’s 
Bathroom (Physical Accessibility) 

Request that new bathroom 
entrance sign with braille characters 
be installed at a height that does not 
exceed 60". 

Yes 

07/03/2020* 

Landover, Maryland TAC – Women’s 
Bathroom (Physical Accessibility) 

Request adjustment of the force of 
the women's rest room door to be 
less than 5 pounds requirement. 

Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

07/03/2020* 

Landover, Maryland TAC – Women’s 
Bathroom (Physical Accessibility) 

Request adjustment of women’s 
bathroom paper towel dispenser 
height to not exceed the 48" 
maximum standard reach 

Yes 

07/03/2020* 

Landover, Maryland TAC – Women’s 
Bathroom (Physical Accessibility) 

Request adjustment of the side and 
back grab bar heights from the floor 
that to not exceed the maximum 
height of 36". 

Yes 

07/03/2020* 

Landover, Maryland TAC – Women’s 
Bathroom (Physical Accessibility) 

Request adjustment of the toilet bowl 
height that does not meet the 
minimum 17" from the floor. 

Yes 

07/03/2020* 

Landover, Maryland TAC – Men’s 
Bathroom (Physical Accessibility) 

Request adjustment to the Men's 
bathroom clearance space to turn 
around as it does not meet the 
required 60" x 56" standard 

Yes 

07/03/2020* 

Landover, Maryland TAC – Men’s 
Bathroom (Physical Accessibility) 

Request that new bathroom 
entrance sign with braille characters 
be installed at a height that does not 
exceed 60". 

Yes 

07/03/2020* 
Landover, Maryland TAC – Men’s 
Bathroom (Physical Accessibility) Yes 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

Request adjustment of the force of 
the men's rest room door to be less 
than 5 pounds requirement. 

07/03/2020* 

Landover, Maryland TAC – Men’s 
Bathroom (Physical Accessibility) 

Request adjustment of mens 
bathroom paper towel dispenser 
height to not exceed the 48" 
maximum standard reach 

Yes 

07/03/2020* 

Landover, Maryland TAC – Men’s 
Bathroom (Physical Accessibility) 

Request adjustment of men's 
bathroom sink counter height to not 
exceed the 34" maximum height 
standard. 

Yes 

07/03/2020* 

Landover, Maryland TAC – Men’s 
Bathroom (Physical Accessibility) 

Request adjustment side and back 
grab whose space does not meet the 
required 1.5" between grab and wall 
as the middle is uneven. 

Yes 

07/03/2020* 

Landover, Maryland TAC – Parking 
(Physical Accessibility) 

Request adjustment to the access 
aisles for the van accessible parking 
spaces that do not meet the width 
requirement of 60” 

Yes 

Report of Accomplishments 
Fiscal Year Accomplishments 

2020 None to report this fiscal year. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

 If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

B.6.b 

The Internal Revenue Service (IRS) does not have a corporate-
level working group that provides a consistent forum and 
systematic process for senior managers across the enterprise to 
collaboratively participate in the barrier analysis process 
throughout the year. 

B.6.c 

The IRS does not have a corporate-level working group that 
provides a consistent forum for senior managers across the 
enterprise to assist with developing agency-level action plans 
designed to address and/or resolve barriers associated with 
employment throughout the year. 

B.6.d 

The IRS does not have a corporate-level working group that 
provides a consistent forum for senior managers to collaboratively 
implement EEO Action Plans and to incorporate the respective 
objectives into applicable strategic plans. 

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective Target Date
(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

10/16/2019 
Establish a group to include EDI, HCO, 
and other stakeholders to facilitate the 
barrier analysis process. 

05/29/2020 

10/01/2019 

Establish individual work groups to 
include senior managers from the 
various business units, Relationship 
Managers, and other subject matter 
experts to work with SEPMs to 
address specific barriers/program 
areas. 

05/29/2020 
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Responsible Official(s) 

Title Name 
Performance 

Standards Address the 
Plan? 

(Y  N ) 
Chief Diversity Officer, 
Equity Diversity and 
Inclusion Office 

Elita Christiansen No 

Chief Human Capital Officer, 
Human Capital Office (HCO) Robin Bailey No 

Planned Activities Toward Completion of Objective 

Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

12/31/2019 Identify & establish oversight group to 
facilitate barrier analysis projects. 

Yes 

12/31/2019 

For ongoing barrier analysis projects, 
identify managers and subject matter 
experts to work on barrier analysis 
projects. 

Yes 

09/30/2020 
For barriers identified, working groups 
will develop action plans to remove 
barriers. 

Yes 

09/30/2020 
When barriers are identified, working 
groups will incorporate the EEO Action 
plans into agency strategic plans. 

Yes 

Report of Accomplishments 
Fiscal Year Accomplishments 

2019 No accomplishments during Fiscal Year 2019. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

C.2.b.5 

The Internal Revenue Service (IRS) has not met the goal of 
processing 90% of Reasonable Accommodation (RA) requests 
within the established Agency timeframes. 

Internal Revenue Manual (IRM) 1.20.2.5.4.1, Requests Not 
Involving Extenuating Circumstances, currently interprets the 
timeframe as being 15 business days. 

IRM 1.20.2.5.4.2, Requests Involving Extenuating 
Circumstances, also states extenuating circumstances that 
extend case processing should only be used in rare instances 
and should be applied to no more than 10% of RA cases 
processed each year. 

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective Target Date
(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

11/01/2014 

The Disability Services Branch 
(DSB) will take steps to 
reexamine the current RA 
procedures and establish 
appropriate metrics to ensure 
accurate timeframes are in 
place to improve the Agency’s 
timely processing of RA cases. 

09/30/2019 05/15/2021 
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Responsible Official(s) 

Title Name 
Performance 

Standards 
Address the 

Plan? (Yes or No) 

Associate Director, Disability 
Services Branch Crystal Grandison Magruder Yes 

Reasonable Accommodation 
Services (RAS) Technical Advisor, 
Disability Services Branch 

Kevin Deane Yes 

Planned Activities Toward Completion of Objective 

Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

08/01/2015 

The Agency will fully assess the 
Fiscal Year (FY) 14 RA closed 
case inventory by type to define 
RA timeliness measures to 
support the development of 
measures. 

Yes 05/30/2015 

10/01/2015 

The Agency will fully study the FY 
14 closed RA inventory to identify 
cases meeting the current 
extenuating circumstances 
definition to specifically 
understand where barriers are to 
delivery. 

Yes 07/30/2015 

07/30/2015 

The Agency will expand the 
assessment of case cycle-time to 
include FY 12 – FY 15 cases: a) 
identify where barriers to service 
delivery; b) evaluate the use of 
extenuating circumstance codes; 
and c) accurately define RA case 
processing timeframes.  FY 16 
will serve as a baseline year for 
testing the proposed measures, 
with continuous improvements 
being implemented in future 
years. 

Yes 06/30/2017 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

12/10/2018 
The Agency will re-examine 
current RA procedures through a 
mapping and modeling process. 

Yes 12/07/2018 

02/15/2018 

EDI will collaborate with the 
Human Capital Office (HCO) 
Automated Labor & Employee 
Relations Tracking System 
(ALERTS) database 
administrative team to initiate the 
identification and adding of new 
coding in the system to help 
address when various phases of 
the RA process cases should be 
suspended and to identify other 
inefficiencies. 

Yes 04/15/2019 06/30/2019 

04/30/2018 

The Agency will implement the 
approved cycle-time and 
procedures recommended 
following: a) approval of 
recommended cycle-time 
changes internally and through 
Treasury and the Equal 
Employment Opportunity 
Commission (EEOC), b) training 
of personnel on the new 
procedures and cycle-time; c) 
notice to Labor Relations 
Strategy & Negotiations (LRSN) 
of the changes for notification to 
National Treasury Employee 
Union (NTEU); d) revision of IRM 
1.20.2 and the National 
Agreement as necessary. 

Yes 05/15/2021 

09/30/2019 

Train the Reasonable 
Accommodation Coordinators 
(RACs) on the new PAS process 
and procedures. 

Yes 12/31/2019 09/15/2019 

11/15/2019 Develop and implement a 
communications strategy to notify Yes 06/30/2021 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

both managers, employees and 
strategic partners of the change 
in cycle timeframes. Some of the 
offices include: Facilities 
Management and Security 
Services (FMSS), Information 
Technology (IT) and Information 
Resources Accessibility Program 
Office (IRAP). 

12/30/2019 
Complete Lean Six Sigma (LSS) 
Project Selection Matrix and 
identify members of the LSS 
Project Team. 

Yes 12/11/2019 

02/28/2020 Conduct LSS Process Review. Yes 09/30/2020 

12/30/2020 Develop LSS Implementation 
Plan. Yes 07/30/2020 

Report of Accomplishments 
Fiscal Year Accomplishments 

2019 

RACs are making more effective and consistent use of applicable 
suspense codes for RA requests tracked in the ALERTS system. 

As a result of more accurate tracking and case handling enhancements, 
the IRS has experienced slight increases this fiscal year in the number 
of RA requests resolved within 30 days of the original request. 

2018 

A proposal was submitted to both Treasury and the EEOC to change the 
cycle-time for processing RA requests from 15 to 30 days. While awaiting 
a final decision, RACs were asked to process cases applying the 30-day 
timeframe. 

Prior to this change, IRS’s percentage of cases that were timely 
processed within established timeframes (15 days) in FY17 was 20% and 
beyond were 80%. FY18 data shows a slight improvement in the number 
of cases processed within 30 days, with 31% processed within this 
timeframe and 69% of RA cases processed beyond the internal 
timeframe. 

With additional changes in the way cases are processed and additional 
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2017 

usage of suspense codes, FY19 should result in a greater increase in the 
number of cases that are processed within the established timeframes. 

The IRS initiated analysis of RA case closures to determine if any 
changes were noted because of changes implemented in FY16. The 
analysis showed 88% of FY16 closed cases (1934) were closed more 
than the 15-business day timeframe and experienced work stoppages by 
one or more extenuating circumstances during case processing. We 
revealed that coding to capture the RA approval date and fulfillment date 
were not being captured in ALERTS. 

We also noted that requests for adaptive technology through IRAP 
averaged 64 business days to delivery; a 15% reduction from FY15. 
Requests for non-IRAP assistive devices and special equipment 
timeframes averaged 43 business days, a 17% reduction from FY15. 

Most RA categories reflected a decline in case processing timeframes of 
4-27% except for Parking and Flexible Leave, which showed increases. 

The IRS is exploring the cost and feasibility of providing assistive 
technology as a normal option when employees are hired, have their 
systems refreshed, and as an “on demand” option when requesting 
replacements. 

We conducted a review of 11,244 RA case closures FY12 –FY 16 
(10/1/2011 –9/30/2016). This analysis identified RA case processing 
cycle-time ranges from 45 –120 business days (low-end and high-end 
averages) for the 8,088 single category cases analyzed toward reaching 
EEOC’s 90% case processing goal. 

While the Agency refers to cycle-time in terms of business or work-days, 
the ALERTS database calculates cycle-time in calendar days. Therefore, 
all calculations for cycle-time FY12 through FY17 were manually 
calculated in EXCEL following a download of calendar-day reports from 
ALERTS. ALERTS Administrators advised that ALERTS cannot be re
programmed to calculate cycle-time in business or work-days without 
significant cost and time to the Agency. 

As a result, future cycle-time will be reported in calendar days beginning 
in quarter one FY18. Additionally, the study’s report was modified to 
include both calendar and business days when reporting on cycle-time. 
Data show most cases (i.e., 90%) were processed or closed within 148 
days. This means that approximately 90% of the cases fell within a 
processing range spanning from 1 day to 148 days which establishes an 
upper limit or range around 148 days for the entire population of cases 
examined. However, setting the cycle-time for all cases at this range (148 
days) would be unrealistic for those instances when the request can be 
and is granted within a short timeframe. 

Additionally, fiscal year average cycle-time comparisons of total cases 
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closed reflected annual incremental increases in cycle time. Pointing to 
the need to conduct an in-depth review of case histories (which is 
underway) to determine the reason for this progressive increase 
considering the advancements and efficiencies expected using 
technology, i.e., Outlook, OCS, automated ordering systems, etc. 

The analysis also revealed that cumulative and fiscal year averages do 
not accurately reflect cycle-time for most closed cases (90%) as required 
by the EEOC. Factors such as processing steps were found to be more 
informative as a guide to establishing cycle-times by RA category. 

2016 

A proposal was submitted to both Treasury and the EEOC to change the 
cycle-time for processing RA requests from 15 to 30 days. 

While awaiting a final decision, RACs were asked to process cases 
applying the 30-day timeframe. Prior to this change, IRS’s percentage of 
cases that were timely processed within established timeframes (15 days) 
in FY17 increased to 20% with 80% processed above the 15-day 
timeframe. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

C.2.c 

Although the Agency’s the Personal Assistance Services 
(PAS) procedures have been developed and approved, 
the procedures are being vetted through the Business 
Unit review process and will be incorporated in the 
Agency’s Internal Revenue Manual (IRM) for enterprise-
wide access by all employees and managers. 

C.2.c.1 The procedures for processing requests for PAS was not 
posted on IRS.gov during Fiscal Year 2019 (FY 19). 

C.4.e.1 The Affirmative Action Plan (AAP) for Individuals with 
Disabilities will be implemented starting in FY 20. 

D.4.a The updated AAP was not posted on IRS.gov during FY 
19. 

Objective(s) and Dates for EEO Plan 
Date 

Initiated 
(mm/dd/yyyy) 

Objective Target Date
(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

08/01/2018 

To close out this measure by 
ensuring the IRS Agency’s PAS 
procedures and policy are 
implemented and posted on the 
Agency’s internal and external 
websites. 

11/20/2019 09/30/2020 

08/01/2018 To close out this measure by 06/30/2019 09/30/2020 
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Date 
Initiated 

(mm/dd/yyyy) 
Objective Target Date

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

ensuring the IRS Agency’s AAP 
is implemented through ongoing 
barrier analysis identification and 
resolution.  Ensure AAP is 
posted to internal and external 
websites. 

Responsible Official(s) 

Title Name 
Performance 

Standards 
Address the Plan? 

(Yes or No) 

Associate Director, Disability 
Services Branch Crystal Grandison Magruder Yes 

Reasonable Accommodation 
Services (RAS) Technical 
Advisor, Disability Services 
Branch 

Kevin Deane Yes 

Planned Activities Toward Completion of Objective 

Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

06/04/2017 Updated the IRS RA procedures 
to incorporate changes. Yes 08/10/2018 

08/10/2018 

Submitted the RA Policy and 
Procedures to the Department of 
Treasury, Office of Civil Rights 
and Diversity (OCRD) for review 
and approval. 

Yes 08/10/2018 

08/13/2018 
Department of Treasury, OCRD 
provided feedback on updated 
policy and procedures. 

Yes 09/10/2018 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

09/11/2018 
Incorporated the Department of 
Treasury OCRD comments into 
the RA policy and procedures. 

Yes 10/01/2018 

02/28/2020 

Update IRM 1.20.2 (RA 
procedures) to incorporate 
editorial changes (fix broken 
hyperlinks, correct office/POC 
names/information). 

Yes 03/15/2020 

06/15/2020 
Secure OCRD/EEOC concurrence 
and update IRM 1.20.2 to reflect 
interim changes and upload to the 
Agency’s internal/external websites. 

Yes 06/15/2020 

08/30/2020 
Collaborate with HCO to conduct 
interim impact bargaining of 
sections of the RAP that do not 
have to be negotiated with NTEU. 

Yes 08/30/2020 

04/30/2021 

Conduct bargaining of remaining 
proposed changes to the RAP (i.e. 
changes in RA cycle times and any 
other changes resulting from the 
Lean Six Sigma (LSS) process) that 
require negotiation during the Fall 
session. 

Yes 04/30/2021 

05/30/2021 

Update IRM 1.20.2 to reflect any 
changes that are impacted by 
current Fall negotiations and upload 
to the Agency’s internal/external 
websites. 

Yes 

09/19/2018 

Complete the IRS Internal 
Management Document (IMD) 
process for the revised RA policy 
and procedures. 

Yes 01/31/2021 

09/20/2019 Implement and post the IRS Yes 10/30/2019 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

Agency’s FY 18 AAP to internal 
and external websites. 

09/30/2019 

Identify a PAS POC and a 
collateral duty Contracting 
Officer’s Representative (COR) 
who will be responsible for 
processing PAS cases and taking 
appropriate actions to address 
the contract administration 
portion of managing the PAS 
contract. 

Yes 11/30/2019 

09/30/2019 

Collaborate with Treasury OCRD 
and IRS Procurement to establish 
a task order and fund the 
Treasury-wide PAS Services 
multi-year contract. 

Yes 11/30/2019 

02/13/2020 
Attend OCRD training in 
preparation for obtaining PAS 
services from the vendor. 

Yes 02/13/2020 

10/15/2019 
Train the Reasonable 
Accommodation Coordinators 
(RACs) on the new PAS 
process and procedures. 

Yes 12/31/2019 09/15/2019 

04/30/2021 
Train the Reasonable 
Accommodation Coordinators 
(RACs) on the new RAP 
procedures. 

Yes 

11/15/2019 
Develop and implement a 
communications strategy to 
notify both managers and 
employees of the new PAS 
policy and procedures. 

Yes 01/30/2021 

05/30/2021 Develop and implement a Yes 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

communications strategy to 
notify both managers and 
employees of the new RAP 
policy and procedures. 

11/20/2019 
Post the IRS Agency’s PAS 
policy and procedures to 
internal and external websites. 

Yes 01/30/2021 

04/30/2020 

Implement and post the IRS 
Agency’s FY 19 AAP to 
internal and external 
websites. 

Yes 

Report of Accomplishments 
Fiscal Year Accomplishments 

2019 

PAS policy and procedures were developed. HCO determined that 
these procedures will not have to be negotiated with NTEU. PAS 
procedures and policy are currently going through the Internal 
Management Documents review & clearance process. 

The Service is working to resolve Privacy/Disclosure concerns 
pertaining to PAS providers in IRS facilities who would likely be 
exposed to sensitive taxpayer information. The IRS has also 
estimated cost projections and is moving to secure funding to 
support PAS as well as a Task Order for procuring PAS. 
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MD-715 – Part H
 
Agency EEO Plan to Attain the Essential Elements of a Model EEO 


Program
 

Please describe the status of each plan that the agency has implemented to correct deficiencies in the 
EEO program. 

If the agency did not address any deficiencies during the reporting period, please check the box. 

Statement of Model Program Essential Element Deficiency 
Type of Program

Deficiency Brief Description of Program Deficiency 

E.3.e Revise ADR policy to include language prohibiting the RMO 
from having settlement authority. 

Objective(s) and Dates for EEO Plan 

Date Initiated 
(mm/dd/yyyy) Objective Target Date

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

10/15/2019 

To issue the Fiscal Year (FY) 2020 
EEO Alternative Dispute Resolution 
(ADR) Policy Statement during the 
third quarter of FY 20. 

05/01/2020 

10/22/2019 

To institute a repeatable process for 
drafting and issuing a signed EEO 
ADR Policy Statement by the IRS 
Offices of the Deputy Commissioners 
of OS and SE on annual basis. 

05/01/2020 

01/12/2020 

Conduct a feasibility study to assess 
the scope/parameters for such a 
program change, impact on existing 
resources, identify potential resource 
shortfalls, and identify procedures/ 
processes that will need to be revised 
to accommodate the change. 

Report feasibility study results to EDI 
leadership with recommendation to 
adopt the change. 

09/30/2020 

74



 
 

 
 

 

 
 

 
 
 

 

 

 

 
 

   
 

   

 

 
 

 

 

 

  

 
 

 

 
 

 
 

 
   

 
   

 

 
 

 
 

 

 
 

 
 

 

 

 

 

 

 

 
  

    
 

 
 

 
  

  
   

 

 

 

 
 

  
 

 
 

 
 

 

 
  

    
 

Date Initiated 
(mm/dd/yyyy) Objective Target Date

(mm/dd/yyyy) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

Obtain EDI leadership decision on 
instituting the change. 

Responsible Official(s) 

Title Name 
Performance 

Standards 
Address the 

Plan? (Yes or No) 

Chief Diversity Officer, 
Office of Equity, Diversity and 
Inclusion (EDI) 

Elita Christiansen Yes 

Director, Equal Employment 
Opportunity Division Maurice White Yes 

Planned Activities Toward Completion of Objective 

Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

10/15/2019 Review current ADR policy regarding 
RMO settlement authority Yes 10/15/2019 

10/22/2019 
Update ADR policy to include 
language prohibiting the RMO from 
having settlement authority 

Yes 10/22/2019 

10/22/2019 

Establish a responsible official in EDI 
who will oversee the process of 
drafting and issuing a policy 
statement on an annual basis. 

Yes 10/22/2019 

10/22/2019 Submit updated ADR policy for 
review/concurrence Yes 10/22/2019 
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Target Date
(mm/dd/yyyy) Planned Activities 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

05/01/2020 Obtain DCOS OS/SE signatures on 
ADR policy Yes 

05/01/2020 

Establish a timeframe for issuing the 
policy statement to IRS employees to 
ensure continued compliance with 
mandates set by the Equal 
Employment Opportunity 
Commission. Proposed timeframe: 
issue future statements during the 
first, second or third quarter of each 
fiscal year. 

Yes 

05/01/2020 Post updated ADR policy Yes 

09/30/2020 

Review current ADR policy to 
consider making ADR available for 
non-EEO-related disputes and for 
workplace disputes that do not enter 
into the EEO complaint process 

Yes 

Report of Accomplishments 
Fiscal Year Accomplishments 

2019 

The program deficiency noted above was preliminarily identified 
as a result of an IRS audit conducted by Treasury, OCRD. The 
FY 20 planned activities comport with actions required to 
address the preliminary findings. 
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MD-715 – Part I
 
Agency EEO Plan to Eliminate Identified Barrier
 

Please describe the status of each plan that the agency implemented to identify possible barriers in policies, 
procedures, or practices for employees and applicants by race, ethnicity, andgender. 

 If the agency did not conduct barrier analysis during the reporting period, please check the box. 

Statement of Condition That Was a Trigger for a Potential Barrier: 
Source of 

the Trigger 
Specific 

Workforce 
Data Table 

Narrative Description of Trigger
(Note: Triggers identified with 2% threshold) 

Tables A1, 
A4, A6, A7, 
A8, A9, A14 

Participation rates of Hispanic males in GS-12 through Senior 
Executive Service (SES) levels are below their potential availability in 
the permanent upward mobility workforce. 

A review of MD-715 tables and applicant flow analysis was conducted 
for Fiscal Year (FY) 14 - FY18 on four IRS major occupations: 

• Revenue Agent (RA, Series GS-512) 
• Revenue Officer (RO, Series GS-1169) 
• Criminal Investigator (CI, Series GS-1811) 
• Information Technology Specialist (IT, Series GS-2210) that lead

to SES 

The following triggers were identified: 

• Participation Rate - Hispanic males had a trigger in the major 
occupation of CI, RA and IT Management. 

• Grade Distribution - Hispanic males had a Glass Ceiling or 
Blocked Pipeline in the following grades: RO (GS-12 and 14), 
CI (GS-12 for FY18, GS-13 and 14 for FY14 - FY18), IT 
Management (GS-12, 13, 14 and 15) and RA (GS-12, 13 and 
14). 

• External Applicants - Hispanic males had a Glass Wall for 
external applicants in the following: RO (selected), CI 
(selected), and IT Management (selected). 

• Internal/Competitive Promotions - Hispanic males had a Glass 
Wall for internal promotions in the following: RO (selected). 

• Hires - The hiring rate of Hispanic males in CI and IT
management positions continue to be lower than expected. 
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EEO Group(s) Affected by Trigger 
EEO Group 

Hispanic or Latino males X 

Barrier Analysis Process 

Sources of Data 
Source 

Reviewed? 
(Yes or No) 

Identify Information Collected 

Workforce Data Tables Yes Participation rate (workforce and grade distribution), 
applicant flow analysis, hires and separations. 

Complaint Data (Trends) No 

Grievance Data (Trends) No 

Findings from Decisions 
(e.g., EEO, Grievance, 
MSPB, Anti-Harassment 
Processes) 

No 

Climate Assessment Survey 
(e.g., FEVS) Yes 

Review of the Federal Employee Viewpoint Survey 
(FEVS) data for FY14 - FY16 identified five questions 
with responses from Hispanics that were slightly lower 
than the IRS positive response for questions 10, 34, 
43, 47, and 68. 

The question with the most variance in the five 
questions was 34 – “Policies and programs promote 
diversity in the workplace.” 

Exit Interview Data Yes 

Exit survey data for Hispanics for FY16 - FY18 was 
consistent in showing the top five reasons for 
employees leaving were: 

• Retirement, transfer to another agency, 
resignation, accepting a position in the private 
sector and promotion in another federal agency. 

Focus Groups No 

Interviews No 

Reports (e.g., Congress, 
EEOC, MSPB, GAO, OPM) No 
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Sources of Data 
Source 

Reviewed? 
(Yes or No) 

Identify Information Collected 

Other (Leadership 
Development Programs) Yes 

The Leadership Development Program data was 
reviewed to determine Hispanic applicant and 
selection into the program(s). 

• In the Leading Leaders Readiness Course, the 
Hispanic participation rate was 5.01%, 
significantly less than the workforce participation 
rate (12.48%). In FY19, the Hispanic participation 
increase to 6.7%; there was one Hispanic male 
of the three Hispanics selected. 

• The Executive Readiness (XR) Program had no 
Hispanic participants selected in FY17. However, 
in FY18, they made up 10% of the selections. In 
FY19, there were 64 selections with 7.8% 
Hispanics and one male of the five Hispanics 
selected. 

• The Candidate Development Program (CDP) is 
the main feeder group for the career executive 
cadre. Hispanic participation rate in this program 
was 6.50%, which is less than the workforce 
participation rate of (12.48%). In FY18, 
participation rate was 5.4%. There was no 
announcement for this program in FY19. 

• In FY19, Hispanic participation rate (10.9%) is 
below the workforce participation rate (12.48%) 
in the Front-line Readiness Program (FLRP). 
With 38 Hispanics selected, 17 were Hispanic 
males. 

• In FY19, the Senior Manager Readiness 
Program (SMRP) had 3.7% Hispanic 
participation based on 6 Hispanic selections, 3 
were Hispanic males. 

Status of Barrier Analysis Process 
Barrier Analysis Process Completed?

(Yes or No) 
Barrier(s) Identified?

(Yes or No) 

No No 
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Statement of Identified Barrier(s) 

Description of Policy, Procedure, or Practice 

The agency has a history of low hiring rates of Hispanic males in CI, RO and IT positions which has 
impacted their participation rate in the higher grades for these positions. 

Objective(s) and Dates for EEO Plan 

Objective 
Date 

Initiated 
(mm/dd/yyyy) 

Target
Date 

(mm/dd/yyyy) 

Sufficient 
Funding

& 
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

Equity, Diversity and Inclusion 
(EDI), will collaborate with the 
Human Capital Office (HCO) 
to identify the reason(s) for 
the low participation rate of 
males meeting the education 
requirements for Series GS
512. (Series GS-1811 also 
has an education 
requirement; however, 
Hispanic males are qualifying 
for this occupation). 

04/01/2017 09/30/2018 10/12/2018 

EDI will collaborate with 
business units in the agency 
to identify barriers in the 
recruitment and selection 
process of Hispanic males in 
external and internal 
competitive promotions for CI 
(Series GS-1811) and IT 
positions (Series GS-2210). 

04/01/2017 06/30/2018 06/30/2020 

Recommend that an EDI 
representative participate as 
a non-voting member on the 
interview panels for CDP 
candidates. 

04/01/2017 09/30/2018 04/30/2018 

EDI will collaborate with the 
Retention and Engagement 
Team to review the FY19 
FEVS results to identify 
possible ways to increase 
retention of Hispanic males. 

05/22/2018 09/30/2018 07/30/2020 
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Responsible Official(s) 

Title Name 
Performance Standards 

Address the Plan? 
(Yes or No) 

Chief, Diversity Officer Elita Christiansen YES 

Chief, Human Capital Officer Robin Bailey YES 

Director, Leadership, Education, and 
Delivery Services (LEADS) Ronald Sanchez YES 

Supervisory HR Specialist, 
Employment, Talent, and Security Michelle Conway YES 

Planned Activities Toward Completion of Objective 

Target Date 
(mm/dd/yyyy) Planned Activities 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

11/30/2017 

Conduct a panel discussion for all managers to 
address retention, career development and 
upward mobility for the Hispanic workforce. EDI 
will lead the panel discussion. 

11/15/2017 

03/31/2018 Identify the HCO points of contact to focus on the 
SEPM participation in recruitment. 04/30/2018 04/26/2018 

03/31/2018 

Share the FY17 Hispanic Barrier Analysis 
information with HCO and discuss ways to 
enhance awareness on upward mobility potential 
for Hispanic males in the CI and IT occupations. 

08/31/2018 07/12/2018 

03/31/2018 

Partner with leaders from the Hispanic Internal 
Revenue Employees (HIRE) employee 
organization to share triggers identified and 
develop a method to gather information on 
upward mobility barriers in the Hispanic 
workforce. 

08/03/2018 08/03/2018 

06/30/2018 

Collaborate with HCO and the EDI Relationship 
Manager for IT to identify why there are low 
selection rates in the IT Specialist occupations for 
Hispanic males. 

06/30/2020 

04/30/2019 
Collaborate with the CI Embedded EEO office to 
identify why there are low selection rates in the CI 
position for Hispanic males. 

07/30/2020 
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Target Date 
(mm/dd/yyyy) Planned Activities 

Modified 
Date 

(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

09/30/2018 

Recommend training for hiring managers in IT 
and CI to address hidden biases at the selection 
stage of the hiring process. 

Training may include, but not limited to 
Unconscious Bias, EEO & Diversity and Conflict 
Management for Managers and Supervisors. 

08/30/2020 

12/31/2018 
Partner with an external organization to increase 
outreach in Hispanic community and increase 
recruitment/hiring potential (National Image, Inc.). 

11/21/2018 

09/30/2019 
Conduct a panel discussion for all employees to 
address career paths and upward mobility for the 
Hispanic workforce. EDI will host the discussion. 

10/03/2019 10/03/2019 

09/30/2019 

Conduct an in-depth review of Hispanic 
participation in the FLRP and other leadership 
programs: SMRP, Leading Leaders Readiness 
Course (LLRC), XR and CDP. 

08/30/2020 

Report of Accomplishments 
Fiscal Year Accomplishments 

FY2017 

EDI reviewed workforce participation data on Hispanic males by major 
occupation: RA (Series GS-512); RO (Series GS-1169); CI (Series GS
1811); and, IT Specialist (Series GS-2210). 

• We conducted an applicant flow analysis on these four major 
occupations for FY14 through FY16 to determine if Hispanic males 
were promoted at a higher or lower rate than their participation rate 
for external applicants as well as internal/competitive promotions. 

FY2018 

• EDI conducted a panel discussion on 11/15/2017 for all IRS 
managers to address retention, career development and upward 
mobility for the Hispanic workforce. 

• The Hispanic SEPM identified HCO POCs to partner on recruitment 
efforts. 

• The Hispanic SEPM met with the HIRE President and Vice-
President on 03/07/2018 to share the results from the Hispanic 
barrier analysis. 
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FY2019 

•	 The SEPM hosted a focus group meeting during the HIRE Business 
Meeting in August 2018 to gather information on possible barriers for 
upward mobility (GS-12 and above). As a result, the SEPM will 
partner with the HIRE Mentoring Program that will roll out in FY19. 
The SEPM will share job announcements with HIRE for 
dissemination. 

•	 In April 2018, the EDI Executive Director participated in the interview 
panel for CDP. 

•	 EDI issued a memorandum to the Information Technology Operating 
Division to encourage diversity in their hiring surge of IT 
professionals. 

•	 To assist with recruitment efforts: 
•	 The Acting Associate Director for the Diversity and Inclusion 

Division and the Hispanic Special Emphasis Program Manager: 
o	 Participated in the National IMAGEconference 
o	 Conducted five workshops 
o	 Met with the Executive Board of National IMAGE to 

discuss a possible MOU between the IRS and National
IMAGE. 

•	 The Acting Associate Director of the Diversity and Inclusion Division 
participated in the SES Roundtable and Speed Mentoring Event at 
the Department of Labor where she provided career advice and 
shared why IRS is an employer of choice. 

•	 In November 2018, the Chief Diversity Officer signed a 
Memorandum of Understanding with the President of National 
Image, Inc. an external employee organization, to engage in a 
partnership to identify issues of mutual interest and promote equal 
access to employment andcareer advancement opportunities. 

•	 An analysis of the 2018 data was provided for the four major 
occupations that have a career ladder which may feed to the SES 
level: RA, RO, CI and Information Specialist Management. Triggers 
were identified in the participation of Hispanicmales. 

•	 The IRS Hispanic SEPM attended monthly meetings with the 
National Council for Hispanic Employment Program Managers to 
identify hiring and retention best practices shared by other federal 
agencies. 

•	 The Hispanic SEPM was on detail during a majority of this period; as 
such, there were minimal actions taken during this reporting period. 
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MD-715 – Part I
 
Agency EEO Plan to Eliminate Identified Barrier
 

Please describe the status of each plan that the agency implemented to identify possible barriers in policies, 
procedures, or practices for employees and applicants by race, ethnicity, and gender. 

 If the agency did not conduct barrier analysis during the reporting period, please check the box. 

Statement of Condition That Was a Trigger for a Potential Barrier: 
Source of 

the Trigger 
Specific 

Workforce 
Data Table 

Narrative Description of Trigger 

A4 

The participation rates of male and female Hispanic, White, Asian and 
Black employees in the Executive Readiness (XR) program are below 
their availability in the GS-14 and GS-15 population in the IRS 
permanent workforce. 

EEO Group(s) Affected by Trigger 
EEO Group 

Hispanic or Latino Males X 

Hispanic or Latino Females X 

White Males X 

White Females X 

Black or African American Males X 

Black or African American Females X 

Asian Males X 

Asian Females X 

Barrier Analysis Process 

Sources of Data 
Source 

Reviewed? 
(Yes or No) 

Identify Information Collected 

Workforce Data Tables Yes Information collected from GS 14/15 feeder pools. 

Complaint Data (Trends) No 

Grievance Data (Trends) No 
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Sources of Data 
Source 

Reviewed? 
(Yes or No) 

Identify Information Collected 

Findings from Decisions 
(e.g., EEO, Grievance, 
MSPB, Anti-Harassment 
Processes) 

No 

Climate Assessment Survey 
(e.g., FEVS) No 

Exit Interview Data No 

Focus Groups Yes 

Top issues identified: 
• need to do a better job with leadership succession 

planning and forecasting leadership needs; 
• improvements needed in the application, ranking 

and rating processes; and, 
• need to identify potential candidates early in their 

careers. 

Interviews Yes 

Interviews with Human Capital Office (HCO) XR 
program managers, embedded HCO program 
managers and embedded EDI Directors revealed the 
top barriers to applying to the XR program were: 
• lack of mobility/relocation, near retirement;and, 
• applicants lack information on program 

requirements and how to apply for program, 
including writing and interviewingskills. 

Reports (e.g., Congress, 
EEOC, MSPB, GAO, OPM) No 

Other (Please Describe) 

Status of Barrier Analysis Process 
Barrier Analysis Process Completed?

(Yes or No) 
Barrier(s) Identified?

(Yes or No) 

No Yes, a potential barrier or trigger was identified. 

Statement of Identified Barrier(s) 
Description of Policy, Procedure or Practice 

In 2015, OPM determined that the IRS could not use the Executive Endorsement form in determining 
eligibility of applicants so that practice was discontinued.  Beginning in 2017, the IRS implemented 
the use of an Acknowledgement form (F15013) as part of the XR application process. The 
Acknowledgement form was used by the applicant’s business unit executive to provide an 

85



 

 
 

    
 

 

 

 
 

 
 
 

 
 
 

 
 

 
 

 

 
 

 

 

 
 

 

 
 

 

 
 

 

  

 
 

 
 

 
 

  
 

   

   

 
   

 

 

 
 

 
 
 

 

 
 

  
 

  
 

 

 

  
 

 

 

 

 

 

 
 

 

 
 

 
 

  

 
     

      
   

  

Description of Policy, Procedure or Practice 

assessment of the applicant and certify their Leadership Succession Review (LSR) rating. Since 
2018, F15013 is no longer mandatory; it is up to executives to decide if they want to use the F15013 
or not. The IRS used survey tools to determine the impact of this practice. As a result of 
inconsistency in the use of F15013, HCO recommended not using this form. In the interim, HCO 
modified the form to have zero bearing on an applicant’s rating. 

Objective(s) and Dates for EEO Plan 

Objective 
Date 

Initiated 
(mm/dd/yyyy) 

Target Date
(mm/dd/yyyy) 

Sufficient 
Funding &
Staffing?
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Date 
Completed
(mm/dd/yyyy) 

Review the qualifications, 
eligibility requirements and 
selection criteria to determine 
which factor(s) are causing 
the undesired results. 

10/02/2017 09/30/2020 Yes 

Responsible Official(s) 

Title Name 
Performance Standards 

Address the Plan? 
(Yes or No) 

Chief, Diversity Officer Elita Christiansen No 

Chief, Human Capital Officer Robin Bailey No 

Planned Activities Toward Completion of Objective 
Target Date 

(mm/dd/yyyy) Planned Activities Modified Date 
(mm/dd/yyyy) 

Completion
Date 

(mm/dd/yyyy) 

02/28/2018 Arrange qualification and selection data by 
gender. 03/30/2018 

04/28/2018 

Partner with HCO to review vacancy 
announcements, identify qualifications and 
assess standards/requirements for the 
program. 

07/30/2018 07/30/2018 

03/30/2018 
Conduct a meeting with IRS employee 
organizations to discuss methods to 
increase participation in the XR program. 

03/30/2018 03/30/2018 
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Target Date 
(mm/dd/yyyy) Planned Activities Modified Date 

(mm/dd/yyyy) 
Completion

Date 
(mm/dd/yyyy) 

06/30/2018 
Partner with the BU XR Points of Contact 
(POC) to obtain information they may have 
on the XR process. 

09/30/2018 08/30/2018 

06/302018 Partner with HCO XR POCs to validate 
information on the XR process. 09/30/2019 09/30/2019 

10/01/2018 

Conduct a survey of all GS-14/15 and IR 
equivalent (IR-01, 03 & 04) applicants to 
assess their experience in applying to the 
XR program. 

05/30/2019 05/30/2019 

09/30/2020 

Partner with HCO XR Readiness 
Assessment Team to review the entire 
Development Program and make 
recommendations. 

03/28/2019 Analyze preliminary data from HCO and BU 
XR POCs interviews and focus groups. 07/30/2019 07/30/2019 

08/31/2018 
Prepare a report to summarize interview 
data on the recruitment and selection 
processes. 

06/30/2020 

06/30/2020 Complete an analysis of focus group data 
and survey data. 

09/30/2020 
Prepare a report of the Assessment Team’s 
findings and recommendations and share 
with stakeholders. 

Report of Accomplishments 
Fiscal Year Accomplishments 

2018 

• Multi-year XR vacancy announcements reviewed to determine potential impact 
on XR selection process. 

• EDI presented a two (2) year overview of XR analysis and presented it to the 
Employee Organizations/Employee Resource Groups (EO/ERG). 

• EDI participated in the FY18 IRS Women’s History Month program. 
Presentation focused on IRS leadership development and mentoring 
programs. Nearly 150 employees participated. 

• FY18 XR program announcement was publicized on the IRS internal 
website. 
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• Lunch and Learn XR application preparation calls sent to EO/ERG 
Presidents in April for distribution. 

• Interviews were conducted with HCO XR national program managers, 
embedded XR program HCO personnel and the embedded EDI Directors to 
share XR program best practices. 

• Concerns raised included but not limited to: 
− XR Acknowledgement form 
− Many applicants close to retirement 
− Lack of mobility 
− Change in the tax law regarding moving expenses 

• An initial survey was conducted of all GS 14/15 and IR equivalent (IR 01, 03& 
04) applicants. 

• In July, Research, Applied Analytics & Statistics (RAAS) reviewed the survey 
and incorporated their suggestions. 

• In September, the final survey was modified to include all revisions and will be 
issued in FY19. 

2019 

• Analyzed data from interviews to identify preliminary barriers, actions that 
could improve the XR program, and bestpractices. 

• Concerns identified included but not limitedto: 
− XR Acknowledgement form 
− Many applicants close to retirement 
− Lack of mobility 
− Change in the tax law regarding moving expenses 

• A survey was developed in conjunction with Research, Applied Analytics & 
Statistics (RAAS) that was to be issued to all GS 14/15 and IR equivalent (IR 
01, 03 & 04) employees in FY19. However, this survey was not issued due to 
the formation of the HCO XR AssessmentProject. 

• During the first quarter of FY19, IRS implemented a cross-functional XR 
Assessment Team, of members from HCO, LB&I, W&I, SB/SE, CI and EDI, to 
conduct a 360-degree review of the XR program. The team conducted one-on
one interviews with executives, focus group discussions with recent XR 
graduates, and a survey of senior and front-line managers to understand their 
perceptions of the XR program and of senior manager development needs, 
respectively. 

• The team completed a process mapping of the XR process, defined the current 
problem and outlined the desired end state of the XR program. The team also 
completed a process redesign and developed two options that would address 
senior leadership concerns. 

• The team completed a preliminary review of the data gathered from the survey 
and focus group participants. Key themes identifiedwere: 
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− need to do a better job with leadership succession planning and 
forecasting leadership needs improvements needed in the application, 
ranking; and, 

− rating processes need to identify potential candidates early in their careers. 

• The team continues to look at additional policies, procedures and practices 
related to the XR program and results will be reported in FY20 and a final 
report from the XR Assessment Team is expected to be finalized by 9/30/2020. 

• In FY19, IRS continued to review and analyze the applicant, qualified, and 
selection data from the 2019 XR announcement which revealed there were no 
triggers in the applicant pool, qualified pool or selections for any groups except 
White Female applicants and Black Femaleselections. 

• This is a vast improvement from the last announcement and selections in 2017 
which saw triggers in Hispanic Males, Black Males, Black Females, Asian 
Males, and White Females. IRS will continue to monitor the impact on these 
groups as a result of any changes to the XR process and the XR Assessment 
Project. 
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MD-715 – Part J
 
Special Program Plan for the Recruitment, Hiring,Advancement,

and Retention of Persons with Disabilities 

To capture agencies’ affirmative action plan for persons with disabilities (PWD) and 
persons with targeted disabilities (PWTD), EEOC regulations (29 C.F.R. § 1614.203(e)) 
and MD-715 require agencies to describe how their plan will improve the recruitment, 
hiring, advancement, and retention of applicants and employees with disabilities. All 
agencies, regardless of size, must complete this Part of the MD-715 report. 

Section I: Efforts to Reach Regulatory Goals
EEOC regulations (29 C.F.R. § 1614.203(d)(7)) require agencies to establish
specific numerical goals for increasing the participation of persons with 
reportable and targeted disabilities in the federal government. 
Using the goal of 12% as the benchmark,  does  your  Agency have a trigger 
involving PWD by grade level cluster in the permanent  workforce? If “yes”, 
describe the trigger(s) in the text box.  

a. Cluster GS-1 to GS-10 (PWD)	 Yes 0 No X 
b. Cluster GS-11 to SES (PWD)	 Yes X No 0 

	 The PWD participation rate (13.82%) exceeded the 12% benchmark for the 
grade cluster GS-1 to GS-10 which is not a trigger. 

	 The PWD participation rate (10.41%) did not exceed the 12% benchmark for 
the grade cluster GS-11 to Senior Executive Service (SES) which is a trigger. 

Using the goal of 2%  as the benchmark, does  your  Agency have a trigger 
involving PWTD by  grade level cluster in the permanent  workforce? If “yes”, 
describe the trigger(s) in the text box.  

a.	 Cluster GS-1 to GS-10 (PWTD) Yes 0 No X 
b. Cluster GS-11 to  SES  (PWTD) Yes  0  No  X  

 The PWTD participation rate (4.38%) exceeded the 2% benchmark for the 
grade cluster GS-1 to GS-10 which is not a trigger. 

	 The PWTD participation rate (2.76%) exceeded the 2% benchmark for the 
grade cluster GS-11 to SES which is not a trigger. 
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2.  Describe how the Agency has communicated the numerical goals to the hiring  
managers and/or  recruiters.  

The Service’s goals are mandated goals provided by the Office of Personnel 
Management (OPM) for 12% of PWD and 2% of PWTD. 

The Human Capital Office (HCO), held a kickoff meeting (October/November 2018) 
on PWD with Internal Revenue Service (IRS) Business Operating Divisions (BOD) to 
outline current goals as outlined in the Affirmative Action Plan (AAP). By sharing 
current statistics and discussing where the Agency fell short in FY18 goals, BODs 
were better informed on where to focus their efforts to achieve FY19 Agency goals. 
PWD and PWTD hiring results are monitored at the HCO level and individual BOD 
performance levels are reported to the Deputy Commissioner Operations Support to 
identify opportunities for engagement, if appropriate. 

Criminal Investigations (CI) established a 25 percent hiring goal for all vacant CI 
positions for PWD and 30% or more Disabled Veterans in May of 2019. Additionally, a 
resource list was created in July 2019 for filling CI vacancies using Schedule A and 
Veteran hiring authorities. CI also conducted presentations to senior and middle 
management regarding employment goals for PWD and PWTD and posted the goals 
on their BOD’s Equity, Diversity and Inclusion (EDI) SharePoint site in October 2019. 

The Tax Exempt & Government Entities (TE/GE) EDI Director briefed the TE/GE 
Deputy Commissioner and Senior Leaders in February 2019 on the FY18 MD-715 
statistics and identified areas for improvement to achieve the EEOC’s numerical goal 
requirement. As of 9/20/19, TE/GE’s permanent workforce is at 12.44% PWD and 
3.41% PWTD; continuing to maintain the PWTD goal of 2% for the last five years. 

The Taxpayer Advocate Service (TAS) enhanced their communication through news 
articles on their internal welcome screen, provided regular briefings to hiring 
managers on their commitment to the employment of PWD/PWTD and the associated 
benefits of utilizing the Schedule A hiring authority throughout FY19. As of June 2019, 
TAS exceeded the EEOC mandates at 16.24% of PWD (GS-1 to GS-10), 12.67% of 
PWD (GS-11 to SES), 4.31% of PWTD (GS-1 to GS-10) and 3.89% of PWTD (GS-11 
to SES). 

Wage and Investment (W&I) briefed executives and senior leaders during the 
quarterly operation reviews and bi-annual executive briefings on the progress toward 
the workforce goals for PWD and PWTD. 

Section II: Model Disability Program 
Pursuant to 29 C.F.R. §1614.203(d)(1), agencies must ensure sufficient staff, training 
and resources to recruit and hire persons with disabilities and persons with targeted 
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disabilities, administer the reasonable accommodation program and special emphasis 
program, and oversee any other disability hiring and advancement program the Agency 
has in place. 

A.  PLAN  TO  PROVIDE  SUFFICIENT  & COMPETENT STAFFING  FOR THE DISABILITY  
PROGRAM  

1. 	 Has the Agency designated sufficient qualified personnel to implement  its 
disability program during the reporting period? If “no”, describe the 
Agency’s plan to improve the staffing for the upcoming  year.  

Yes X No 0 

2. 	 Identify all staff responsible for  implementing the  Agency’s disability 
employment program by  the office, staff employment status, and 
responsible  official.  

Disability 
Program Task 

# of FTE Staff by Employment Status Responsible Official 
(Name, Title, Office, Email) Full Time Part 

Time Collateral Duty 

Processing 
applications from 
PWD and PWTD 

0 0 7 Louis D. Blackshear 
Associate Director, Strategic Talent 
Analytics & Recruitment Solutions 
(STARS), Employment, Talent and 
Security Division (ETS), HCO 
louis.d.blackshear@irs.gov 

Answering 
questions from 
the public about 
hiring authorities 
that take 
disability into 
account 

1 0 7 Louis D. Blackshear 
Associate Director, STARS, 
Employment, ETS, HCO 
louis.d.blackshear@irs.gov 

Processing 
reasonable 
accommodation 
requests from 
applicants and 
employees 

31 

0 

0 

0 

0 

7 

Crystal Magruder 
Associate Director, Disability Services 
Branch (DSB), EDI 
crystal.g.magruder@irs.gov 

Louis D. Blackshear 
Associate Director, STARS, 
Employment, ETS, HCO 
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louis.d.blackshear@irs.gov 

Section 508 1 0 0 Anita Cunningham 
Compliance Schedule A Program Manager, HCO 

anita.m.cunningham@irs.gov 

Elizabeth Flores-Velasquez 
Supervisory Equal Opportunity 

42 0 0 Specialist, Civil Rights Unit, Operations 
Division, EDI 
elizabeth.a.velasquez@irs.gov 

Maureen Goulder 
Supervisory Supply Management 
Specialist, Wage and Investment (W&I), 

6 0 0 Customer Assistance, Relationship & Ed 
(Care), Media & Publications, 
Distribution, Knowledge Services 
maureen.p.goulder@irs.gov 

Yolonda R. Humphrey 
Supervisory IT Program Manager, 
Information Technology (IT), ACIO 

19 0 0 Strategy & Planning, Business Planning 
and Risk Management, Information 
Resources Accessibility Program (IRAP) 
Office 
yolonda.r.humphrey@irs.gov 

Architectural 0 0 375 Joseph J. Colaciello 
Barriers Act Program Manager, Facilities 
Compliance Management and Security Services 

(FMSS) 
joseph.j.colaciello@irs.gov 
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Special 
Emphasis 
Program for 
PWD and PWTD 

1 0 0 Anita Cunningham 
Schedule A Program Manager, HCO 
anita.m.cunningham@irs.gov 

Melkia Ames 
1 0 0 Diversity & Inclusion Associate Director, 

EDI, (D&I) Division 
melkia.l.ames@irs.gov 

Brenda Gillison 
Disability Special Emphasis Program 
Manager (SEPM), EDI, Diversity 
Strategy and Proactive Resolution 
Services 
brenda.gillison@irs.gov 

3. 	 Has the Agency provided disability program staff with sufficient  training to carry  
out their responsibilities during the reporting period? If “yes”, describe the 
training that disability program staff have received. If “no”,  describe the training  
planned for the upcoming  year.  

Yes X No 0 

All required training was provided by OPM, EEOC and the IRS via internal Enterprise 
Learning Management System (ELMS) training modules, which included a large 
range of topics that covered a broad scope of disability etiquette, non-competitive 
hiring authority regulations and processing reasonable accommodation requests. On
going training was provided to hiring managers to support the overall program. 

During FY19, the Agency allocated sufficient funding that resulted in both internal and 
out-service training and training materials for the Disability Services Branch (DSB) 
staff. Funding for travel provided opportunities to conduct in-person training and other 
informational presentations to both managers and employees. EDI successfully 
recruited and hired a total of 30 employees to fill mission critical DSB positions. 

CI hired two new Senior EEO Specialists to assist with furthering training, diversity 
outreach and recruitment, policy development, reasonable accommodation 
processing, engagement, inclusion and retention of talented and diverse staff and 
applicants for employment. These two new staff members will also be carrying out 
disability program SEPM responsibilities. Training funding for the new staff has been 
approved. 
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W&I funded training and cross-training for staff members as well as directed free 
training throughout the fiscal year. 

B.  PLAN  TO  ENSURE  SUFFICIENT  FUNDING FOR THE  DISABILITY  PROGRAM  
Has the  Agency provided sufficient  funding and other resources to successfully 
implement the disability  program during the reporting period? If “no”, describe 
the Agency’s plan to ensure all  aspects of  the disability program have sufficient 
funding and other resources.  

Yes X No 0 

Section III: Plan to Recruit and Hire Individuals with Disabilities 
Pursuant to 29 C.F.R. § 1614.203(d)(1)(i) and (ii), agencies must establish a plan to 
increase the recruitment and hiring of individuals with disabilities. The questions below 
are designed to identify outcomes of the Agency’s recruitment program plan for PWD 
and PWTD. 

A.  PLAN  TO  IDENTIFY  JOB APPLICANTS WITH  DISABILITIES  

1.	  Describe the programs and resources the  Agency  uses to identify  job 
applicants  with  disabilities,  including  individuals  with  targeted  disabilities.  

IRS STARS engaged in robust recruitment activities for Individuals with Disabilities 
(IWD) during FY19. The Agency designated a Schedule A Program Manager as the 
primary contact for all hiring, retention and promotion efforts under Employment, 
Talent and Security. In addition, HCO designated a Schedule A Service-wide 
Program Manager to oversee the Agency’s hiring operations and hired additional 
human resource specialists and project managers to ensure the Agency’s recruitment 
and hiring programs support PWD and PWTD are designated and appropriate. 
During FY19, all recruitment efforts were reviewed to ensure the appropriate 
candidate bases are reached to include colleges and universities with significant PWD 
student population. All events for PWD and PTWD include a review of their resumes; 
how to prepare a resume and instructions on how to apply under Schedule A hiring 
authority. The Agency continues to partner with Gallaudet University, National 
Technical Institute of Technology, James Madison University, Texas School for the 
Deaf, Careers and Disabled Expos, WDC, Viscardi Center Career Fair, Jo Manchin 
career Fair and Capitol Technology University on IRS Day. 

CI-EDI created a resource sheet for managers that includes offices and organizations 
they can use to expand recruitment outreach to PWD and PWTD. 
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W&I created a Standard Operating Procedure document containing established 
contacts with State Vocational organizations, Internal Revenue Manual (IRM), Self-
Identification of Disability (Form 256) and other information to assist in PWD/PWTD. 
W&I also recruited disabled Veterans through the Operation Warfighter Program 
(WRP) and associated database for Veterans and Non-Veterans with advanced 
degrees who were eligible and interested in non-competitive vacancies. 

2.	  Pursuant to 29 C.F.R. § 1614.203(a)(3), describe the Agency’s use of hiring 
authorities that take disability into account (e.g., Schedule A) to recruit 
PWD and PWTD for positions in the permanent  workforce.  

The IRS has established and continues to focus partnerships with public and private 
organizations that assist PWD and PTWD applicants with obtaining employment 
through utilizing the Schedule A Authority. The Agency provides timely information 
and guidelines required to apply under the Schedule A hiring authority to recruit PWD 
and PTWD in the federal workforce. The Schedule A Program Manager provides 
copies of resumes to selecting/hiring officials for review and consideration to fill 
vacancies. 

3.	  When individuals apply  for a position under a hiring authority that takes 
disability into account (e.g., Schedule  A), explain how the  Agency (1) 
determines if the individual is eligible for appointment under such authority 
and (2) forwards the  individual's application to the relevant hiring officials 
with an explanation of how  and when the  individual may be  appointed.  

The Schedule A Program Manager has developed a large tracking database of 
candidates to provide a quick response when a request is received to fill a mission 
critical position, filing season and ad hoc positions. In FY19, IRS conducted an IT 
Hiring Surge and the Schedule A Program Manager sent well over 75 IWD candidate 
resumes for consideration. The internal process for Schedule A hiring is to forward 
the resumes of qualified applicants to the hiring official for review and consideration. 
CI has created an internal policy to educate employees and managers on how to 
address CI-specific concerns, such as with the medical requirements for Special 
Agents. Additionally, CI will create and implement a plan to educate hiring managers 
about non-competitive authorities for hiring new employees and promoting current 
employees specific to disability employment and retention in FY20. 

4.	  Has the  Agency provided training to all hiring managers on the  use  of 
hiring authorities  that take disability into account (e.g.,  Schedule  A)? If 
“yes”, describe the type(s) of training and frequency. If “no”, describe the 
Agency’s plan to provide this training.  

Yes X No 0 N/A 0 
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HCO/ETS held recurring meetings with the BOD’s PWD and PTWD consultants to 
increase awareness and educate on the use of hiring authorities to include creating 
career plans that addressed the employee’s goals and how to include reasonable 
accommodations and gain insight into career pathing options. The Program Manager 
also held two-hour sessions with the IRS Chief and Deputy HCO outlining IWD 
employee concerns, physical and non-physical barriers to employment and growth. 
The training provides tips and techniques related to hiring candidates, provides 
disability etiquette, provides written documents or virtual training, addresses concerns 
on hiring and retaining persons with disabilities, interviewing techniques and how to 
address reasonable accommodation requests. 

B.  PLAN  TO  ESTABLISH CONTACTS WITH  DISABILITY  EMPLOYMENT  
ORGANIZATIONS  

Describe the Agency’s efforts to establish and maintain contacts with
organizations that assist PWD, including PWTD, in securing and maintaining 
employment. 
The Agency maintains relationships and partnerships with various organizations that 
support disability employment and career opportunities to include the Department of 
Vocational Rehabilitation, Gallaudet University, National Institute of Technology, 
James Madison University, Texas School for the Deaf, Careers and the disabled 
EXPO, WDC, Viscardi Center Career Fair and Capital Technology University. In FY19, 
IRS conducted an IT Hiring Surge and the Schedule A Program Manager sent over 75 
IWD candidate resumes for consideration. Additionally, over 50 30% disabled 
Veterans were sent to IT for consideration. The hire ratio was between 3-1 and 2-1 for 
GS12 – GS15 graded positions. The IRS adheres to Schedule A guidelines as outlined 
in the Code of Federal Regulations. Applicants are required to provide proof of 
permanent disability. Qualified candidates’ resumes are forwarded for review and 
consideration to the hiring officials for consideration. 

C.  PROGRESSION TOWARDS  GOALS  (RECRUITMENT  AND  HIRING)  
1.	  Using the goals of 12% for PWD and 2% for PWTD as the benchmarks, do 

triggers exist for PWD and/or PWTD among the new hires in the permanent 
workforce? If “yes”, please describe the triggers below.  

a.	  New Hires for Permanent  Workforce (PWD)  Yes 0  No X  
b.	  New Hires for Permanent  Workforce (PWTD)  Yes 0  No X  

• 	 The PWD new hires rate (12.52%)  exceeded the 12%  benchmark which is not  
a  trigger.  

• 	 The PWTD new hires rate (3.43%)  exceeded the 2% benchmark which is not a 
trigger.  
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 FY 2019 Series/Hires  Ext. Qualified vs. Hires  Ext. Qualified vs. Hires
 

 0512 had 449 hires.     PWD: 5.19% < 12.03%     PWTD: 2.27% < 2.00%
 

 0592 had 1,310 hires.     PWD: 8.20% < 12.60%     PWTD: 4.11% = 4.12%
 

 0962 had 2,304 hires.     PWD: 6.77% < 10.29%     PWTD: 2.90% < 3.13%
 

 1169 had 269 hires.     PWD: 6.13% < 20.07%     PWTD: 3.29% < 4.09%
 

 1811* had 78 hires.  ----  ---
 2210 had 659 hires.     PWD: 7.66% < 17.60%     PWTD: 3.99% > 2.73%**
 

   
    

2.	  Using the qualified applicant pool as the  benchmark, do triggers exist for 
PWD and/or PWTD  among the new hires for any of the mission-critical 
occupations (MCO)? If “yes”, please describe the triggers  below.  

a.	  New Hires for  MCO  (PWD)  Yes  0  No  X  
b.	  New Hires for  MCO  (PWTD)  Yes 0  No  X  

(*Note: The 1811 series for the CI  occupation, limits  the employment opportunities available 

for PWD and PWTD based on OPM established occupational prerequisites to be employed in 
this occupation.) 
 




**In conclusion for FY 2019, IRS did not have a trigger when comparing external qualified 

applicant rates to new hire rates for PWD or PWTD, except for 2210/PWTD.
 

3.	  Using the relevant applicant pool as the benchmark, do triggers  exist for 
PWD and/or PWTD  among the qualified internal applicants for  any of the 
mission-critical occupations (MCO)? If  “yes”, please describe the triggers 
below.  

a.  Qualified Applicants for MCO (PWD)  Yes 0  No X 
b.  Qualified Applicants for MCO (PWTD)  Yes 0  No X 
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  Qual. Int. App.     Int. Applicants vs. Int. Qualified   Int. Applicants vs. Int. Qualified 
 0512 had 4,705.     PWD: 5.22% > 4.78% 

 0592 had 12,061.  PWD:  8.09% > 7.89% 

 0962 had 5,461.     PWD: 6.98% > 6.70% 
 1169 had 3,108.     PWD: 5.45% = 5.41% 

1811*   ----
 2210 had 739.     PWD: 10.29% > 9.61% 

    PWTD: 1.73% > 1.21%
 

    PWTD: 3.99% = 3.91%
 

    PWTD: 2.54% > 2.36%
 

    PWTD: 2.56% > 2.48%
 

 ---
    PWTD: 4.40% < 4.60%
 

  
   






(Note: *The 1811 series  for  the CI occupation, limits  the employment opportunities available 

for PWD and PWTD based on OPM established occupational prerequisites to be employed in 
this occupation.) 
 

For FY 2019, IRS did not have a trigger when comparing internal applicants to internal
 
qualified rates for PWD or PWTD after applying the threshold.
 

4.	  Using the qualified applicant pool as the  benchmark, do triggers exist for 
PWD and/or PWTD  among employees promoted to any of  the mission- 
critical occupations (MCO)? If “yes”, please describe the triggers  below.  

a.	  Promotions  for MCO (PWD)  Yes X  No 0  
b.	  Promotions  for MCO (PWTD)  Yes X  No 0  
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FY19 Promotions Int. Qualified vs. Promotions Int. Qualified vs. Promotions
 

0512 had 612 promotions PWD: 4.78% > 3.43% PWTD: 1.21% > 0.98%
 

0592 had 1,916 promotions   PWD:  7.89% < 8.82% PWTD: 3.91% < 4.18%
 

0962 had 1,959 promotions   PWD:  6.70% > 6.38% PWTD: 2.36% > 2.19%
 

1169 had 410 promotions  PWD:  5.41% > 3.66% PWTD: 2.48% > 1.71%
 

1811* ---- ---
2210 had 125 promotions  PWD:  9.61% > 4.80% PWTD: 4.60% > 0.80%
 

  

   
  

 

 
 

 
  

  
   

 
  

 

 
 

           

(Note: *The 1811 series  for the  CI occupation, limits  the employment opportunities  available for 
 
PWD  and PWTD  based on OPM  established occupational  prerequisites  to be employed in this 
 
occupation.) 
 
Triggers Identified as:
 
For  the Revenue Agent (RA) series 0512, the PWD promotion rate  (3.43%) is significantly less
  
than the qualified rate ( 4.78%)  so there i s  a  trigger. 
 
For  the Revenue Officer  (RO) series 1169,  the PWD  promotion rate (3.66%) is significantly less
  
than the qualified rate ( 5.41%)  so there i s  a  trigger. 
 
For the IT  Specialist  series 2210, the PWD  promotion rate (4.80%) is significantly less than the 
 
qualified rate (9.61%) so  there is a trigger. 
 
For the IT Specialist series 2210, the PWTD promotion rate (0.80%) is significantly less than the
 
qualified rate (4.60%) so there is a trigger.
 

Section IV: Plan to Ensure Advancement Opportunities for 
Employees with Disabilities 

Pursuant to 29 C.F.R §1614.203(d)(1)(iii), agencies are required to provide sufficient 
advancement opportunities for employees with disabilities. Such activities might include 
specialized training and mentoring programs, career development opportunities, awards 
programs, promotions, and similar programs that address advancement. In this section, 
agencies should identify, and provide data on programs designed to ensure 
advancement opportunities for employees with disabilities. 

A.  ADVANCEMENT  PROGRAM  PLAN  

Describe the Agency’s plan to ensure PWD, including PWTD, have sufficient
opportunities for advancement. 

• 	 HCO/ETS held quarterly meetings with BOD PWD consultants to increase  
awareness,  educate on hiring authorities  and processes, to include  career  
development and address any myths.  Workshop topics included:  
−  creating a career plan that  addresses the employee’s goals and aspirations;  
− how to include reasonable accommodations aspects to their plan; and, 

100



 
     

  
 

 
 

    
   

   
    

 

   
 

   
 

   
  

 
    

 
    

   
 

   

−	 engaging PWD employees in all task force actions to gain insight in their career 
pathing options. 

•	 The Schedule A Program Manager held two-hour sessions with the IRD Chief and 
Deputy HCO outlining IWD employee concerns, physical and non-physical barriers to 
employment and growth and proposed the establishment of a Disability Working 
Group in support of this concept. The EDI DSB also conducts ongoing workshops to 
discuss the benefits of hiring PWD and promote the establishment and benefits of 
career path opportunities for these individuals. 

• 	 In FY19,  TAS introduced various career improvement programs  to support  employee 
advancement such as  revamping  the:  
−  Mentoring Program (available in  FY20);  
−  Frontline Manager  Training Program (FLRP); and,  
− Senior Manager Readiness Program (SMRP) classes (in FY19). 

As well as, other ongoing initiatives like:  
−  On-the-Job (OJR)  program  
−  Classroom  Instructor  Training  (CIT)  for  Case  Advocates  and  Technical  Advisors  
−  Career Learning Plan  (CLP)  
−  Annual Symposium  Training  
−  Acting  Assignments  
−  Serving on national  teams  
− ELMS and other self-study courses 

•	 TE/GE EDI hosted a series of virtual professional development lunch and learning 
sessions on topics such as “Moving from an Administrative to a Tech series” and 
“Overview of Service-Wide Opportunity Database.” As of September 2019, there 
were a total of 2,101 participants in attendance at these sessions. 

•	 TE/GE has also conducted training to TE/GE executives and managers on topics 
such as “Telework as a Reasonable Accommodation” and other mandatory training 
for executives to encourage their commitment to fostering an inclusive environment 
for PWD/PWTD and supporting employment goals. 
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B.  CAREER  DEVELOPMENT  OPPORTUNITIES  

1. 	 Please describe the career development opportunities that the  Agency 
provides to its  employees.  

The IRS offers career development opportunities to all employees for non
competitive details/promotions and internal merit promotions. In addition, leadership 
development opportunities are available for all employees to consider. 

2. 	 In the table below, please provide the data for career development 
opportunities that require competition and/or supervisory 
recommendation/approval to participate.  

Career Development 
Opportunities 

Total Participants PWD PWTD 

Applicants 
(#) 

Selectees 
(#) 

Applicants 
(%) 

Selectees 
(%) 

Applicants 
(%) 

Selectees 
(%) 

Internship Programs - - - - - -

Fellowship Programs - - - - - -

Mentoring Programs N/A 250 N/A 8.00% N/A 3.20% 

Coaching Programs - - - - - -

Training Programs - - - - - -

Detail Programs - - - - - -

Other Career 
Development 
Programs 

N/A 548 N/A 7.66% N/A 2.37% 

3. 	 Do triggers exist for  PWD among the applicants  and/or selectees for any  of 
the career development programs? (The appropriate benchmarks are the 
relevant applicant pool for the applicants  and the applicant pool for 
selectees.)  If “yes”,  describe the trigger(s) in the text  box.  

a.	  Applicants (PWD)  Yes X  No 0  
b.	  Selections (PWD)  Yes X  No 0  
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  Relevant Pool Applicants   Selections 

    GS 14-15s – PWD: 7.73%   5.48%  4.62% 
 

 

 
  Relevant Pool Applicants   Selections 

    GS 14-15s – PWTD: 2.64%   0.68%  1.54% 
 

 

 

   
  

   
    

 

  

   
    

Executive Readiness (XR) Program: 

The Agency continues to work on a Part I developed in FY18 to identify barriers in the 
Executive Readiness program. 

Do triggers exist for  PWTD among the applicants and/or selectees for  any of the 
career development programs identified?  (The appropriate benchmarks are the 
relevant applicant pool for applicants and the  applicant pool for selectees.) If 
“yes”, describe the trigger(s) in the text box.  

 

a.	  Applicants (PWTD)  Yes X No 0  
b.	  Selections (PWTD)  Yes X No 0  

Executive Readiness (XR) Program: 

The Agency continues to work on a Part I developed in FY18 to identify barriers in the 
Executive Readiness program. 

C. AWARDS 
1.	 Using the inclusion rate as the benchmark, does your Agency have a 

trigger involving PWD and/or PWTD for any level of the time-off awards,
bonuses, or other incentives? If “yes”, please describe the trigger(s) in the 
text box. 

a.  Awards, Bonuses,  & Incentives (PWD)  Yes X No 0  
b.  Awards, Bonuses,  & Incentives (PWTD)  Yes X No 0  

Total Time-Off Awards 1-10 Hours: 

•	 The inclusion rate for PWD (8.40%) was less than the no disability inclusion rate 
(9.66%) so there is a trigger. 

•	 The inclusion rate for PWTD (9.05%) was less than the no disability inclusion rate 
(9.66%) but not so afterapplying the threshold so there is not a trigger. 

Total Time-Off Awards 11-20 Hours: 

•	 The inclusion rate for PWD (3.80%) was less than the no disability inclusion rate 
(4.24%) but not so afterapplying the threshold so there is not a trigger. 
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•	 The inclusion rate for PWTD (3.44%) was less than the no disability inclusion rate 
(4.24%) but not so afterapplying the threshold so there is not a trigger. 

Total Time-Off Awards 21-30 Hours: 

•	 The inclusion rate for PWD (10.64%) was greater than the no disability inclusion 
rate (10.03%) so there is not a trigger. 

•	 The inclusion rate for PWTD (12.20%) was greater than the no disability inclusion 
rate (10.03%) so there is not a trigger. 

Total Time-Off Awards 31-40 Hours: 

• 	 The inclusion rate for  PWD (8.90%) was less than the no disability inclusion rate  
(9.09%) but  not so after applying the threshold so there is  not a trigger.  

•	 The inclusion rate for PWTD (8.79%) was less than the no disability inclusion rate 
(9.09%) but not so after applying the threshold so there is not a trigger. 

Total Cash Awards $500 Under: 
•	 The inclusion rate for PWD (6.00%) was less than the no disability inclusion rate 

(6.57%) but not so after applying the threshold so there is not atrigger. 

•	 The inclusion rate for PWTD (7.00%) was greater than the no disability inclusion 
rate (6.57%) so there is not a trigger. 

Total Cash Awards between $501 and $999: 

•	 The inclusion rate for PWD (15.45%) was less than the no disability inclusion rate 
(15.72%) but not so after applying the threshold so there is not a trigger. 

• 	 The inclusion rate for  PWTD (18.35%) was greater than the no disability inclusion 
rate (15.72%) so there is a not  trigger.  

Total Cash Awards between $1000 and $1999: 

•	 The inclusion rate for PWD (17.17%) was less than the no disability inclusion rate 
(25.30%) so there is a trigger. 

•	 The inclusion rate for PWTD (18.42%) was less than then the no disability 
inclusion rate (25.30%) so there is a trigger. 

Total Cash Awards between $2000 and $2999: 

•	 The inclusion rate for PWD (1.11%) was less than the no disability inclusion rate 
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(2.53%) so there is a trigger. 

•	 The inclusion rate for PWTD (1.06%) was less than the no disability inclusion rate 
(2.53%) so there is a trigger. 

Total Cash Awards between $3000 and $3999: 

•	 The inclusion rate for PWD (0.19%) was less than the no disability inclusion rate 
(0.39%) but not so after applying the threshold so there is not atrigger. 

•	 The inclusion rate for PWTD (0.07%) was less than the no disability inclusion rate 
(0.39%) but not so afterapplying the threshold so there is not a trigger. 

Total Cash Awards between $4000 and $4999: 

•	 The inclusion rate for PWD (0.05%) was less than the no disability inclusion rate 
(0.13%) but not so after applying the threshold so there is not atrigger. 

•	 The inclusion rate for PWTD (0.04%) was less than the no disability inclusion rate 
(0.13%) but not so afterapplying the threshold so there is not a trigger. 

Total Cash Awards greater than $5000: 

•	 The inclusion rate for PWD (0.05%) was less than the no disability inclusion rate 
(0.09%) but not so after applying the threshold so there is not atrigger. 

•	 The inclusion rate for PWTD (0.00%) was less than the no disability inclusion rate 
(0.09%) but not so afterapplying the threshold so there is not a trigger. 

2.	 Using the inclusion rate as the benchmark, does your Agency have a 
trigger involving PWD and/or PWTD for quality step increases or
performance-based pay increases? If “yes”, please describe the trigger(s)
in the text box. 

a.  Pay  Increases  (PWD)	  Yes 0 No  X  
b.  Pay  Increases  (PWTD)  Yes 0 No  X 
 

 The inclusion rate for PWD (3.02%) was less than the no disability inclusion 

rate (3.60%) but not so after applying the threshold so there is not a trigger.
 

	 The inclusion rate for PWTD (2.64%) was less than the no disability inclusion 
rate (3.60%) but not so after applying the threshold so there is not a trigger. 
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3.	 If the Agency has other types of employee recognition programs, are PWD 
and/or PWTD recognized disproportionately less than employees without
disabilities? (The appropriate benchmark is the inclusion rate.) If “yes”,
describe the employee recognition program and relevant data in the text
box. 

a.	  Other  Types of Recognition (PWD)  Yes 0  No 0  N/A X  
b.	  Other  Types of Recognition (PWTD)  Yes 0  No 0  N/A X  

Not Applicable 
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D. PROMOTIONS 
1. 	 Does  your  Agency have a trigger involving  PWD among the qualified 

internal  applicants and/or selectees for promotions to the senior grade 
levels? (The appropriate benchmarks are the relevant applicant pool for 
qualified internal applicants and the qualified applicant pool for  selectees.) 
For non-GS pay plans, please use the approximate senior grade levels. If 
“yes”, describe the trigger(s) in the text  box.  

a.	 SES 

i. 	 Qualified Internal Applicants  (PWD)  Yes 0  No X 

ii. 	 Internal Selections  (PWD)  Yes 0  No X 
 

b.	  Grade GS-15 
 

i.	   Qualified Internal Applicants (PWD)  Yes 0  No X 
 

ii.   I	 nternal Selections  (PWD)  Yes 0  No X 
 

c.  	Grade GS-14 
 

i.	   Qualified  Internal Applicants (PWD)  Yes 0  No X 
 

ii.	   Internal Selections  (PWD)  Yes 0  No X 
 

d.	  Grade GS-13 
 

i.	   Qualified Internal Applicants (PWD)  Yes 0  No X 
 

ii.	   Internal Selections  (PWD)  Yes 0  No X 
 

SES: 
There were four external executive hires in FY 19. Three were transferred into the 
Service from other agencies and the fourth was the IRS Commissioner. However, 
because the Service did not have a CDP class in FY 19, the SES qualified applicant 
pool could not be determined. 
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2. 	 Does  your  Agency have a trigger involving  PWTD among the qualified 
internal  applicants and/or selectees for promotions to the senior grade 
levels? (The appropriate benchmarks are the relevant applicant pool for 
qualified internal applicants and the qualified applicant pool for  selectees.) 
For non-GS pay plans, please use the approximate senior grade levels. If 
“yes”, describe the trigger(s) in the text  box.  

a.  SES  

i.  Qualified Internal Applicants  (PWTD)  Yes 0  No X 
ii.  Internal Selections  (PWTD)  Yes 0  No X  

b.  Grade GS-15 

i.   Qualified Internal Applicants (PWTD)  Yes 0  No X  

ii.   Internal Selections  (PWTD)  Yes X  No 0  

c.  Grade GS-14  

i.    Qualified Internal Applicants (PWTD)  Yes 0  No X  

ii.   Internal Selections  (PWTD)  Yes 0  No X  

d.  Grade GS-13 

i.   Qualified Internal Applicants (PWTD)  Yes 0  No X  

ii.   Internal Selections  (PWTD)  Yes 0  No X  

SES: 
The IRS hires its executive cadre internally from the graduates of its CDP program. In 
FY 2019, there was no CDP class. As a result, there were no internal executive hires 
in the year. 

GS Grade 15: 

GS-15 – PWTD: Applied: 2.74% - Qualified: 2.58% - Selected: 0.00% 

3. 	 Using the qualified applicant pool as the  benchmark, does  your  Agency 
have a trigger involving PWD among the new hires to the senior grade 
levels? For non-GS pay plans, please use the approximate senior grade 
levels. If “yes”, describe the trigger(s) in the text  box.  

a.  New Hires to SES (PWD)  Yes 0  No X  

b.  New Hires to GS-15 (PWD)  Yes 0  No X  

c.   New Hires to GS-14 (PWD)  Yes 0  No X  
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d.  New Hires to GS-13(PWD) Yes 0 No X 

SES: 
There were four external executive hires in FY 19. Three were transferred into the 
Service from other agencies and the fourth was the IRS Commissioner. However, 
because the Service did not have a CDP class in FY 19, the SES qualified applicant 
pool could not be determined. 

4. 	 Using the qualified applicant pool as  the benchmark, does your Agency have a 
trigger involving  PWTD  among the new hires to the senior grade levels? For non- 
GS pay plans, please  use the approximate senior grade levels. If “yes”, describe  
the trigger(s) in the text  box.  

a.  New Hires to SES (PWTD)  Yes 0  No X  

b.  New Hires to GS-15 (PWTD)  Yes 0  No X  

c.  New Hires to GS-14 (PWTD)  Yes 0  No X  

d.  New Hires to GS-13 (PWTD)  Yes 0  No X  

SES: 
Even though there were no PWTD SES hires in FY19, there is no way for us to 
determine the qualified applicant pool since there were no CDP classes in FY19. 

5. 	 Does your Agency have a trigger involving  PWD among the qualified internal  
applicants and/or selectees  for promotions to supervisory positions? (The  
appropriate benchmarks are the relevant  applicant pool  for qualified internal  
applicants and the qualified applicant  pool  for  selectees.) If “yes”, describe the  
trigger(s) in the text  box.  
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a.	  Executives 

i.	 Qualified Internal Applicants (PWD) Yes 0 No 0 

ii.	   Internal Selections (PWD) Yes 0 No 0 

b.	  Managers 

i.	   Qualified Internal Applicants (PWD) Yes 0 No 0 

ii.	   Internal Selections (PWD) Yes 0 No 0 

c.	  Supervisors 

i.	   Qualified Internal Applicants (PWD) Yes 0 No 0 

ii.	   Internal Selections (PWD) Yes 0 No 0 

The IRS has limited data available to determine if a barrier exists among the qualified 
internal applicants and/or selectees for promotions to supervisory positions. As a 
result, no barrier can be inferred. 

6. 	 Does  your  Agency have a trigger involving  PWTD among the qualified 
internal  applicants and/or selectees for promotions to supervisory 
positions? (The appropriate benchmarks  are the relevant applicant pool for 
qualified  internal applicants and the qualified applicant pool for  selectees.) 
If “yes”, describe the trigger(s) in the text  box.  

a.  Executives  

i.   Qualified Internal Applicants (PWTD)  Yes 0  No 0  

ii.   Internal Selections  (PWTD)  Yes 0  No 0  

b.  Managers 

i.   Qualified Internal Applicants (PWTD)  Yes 0  No 0  

ii.   Internal Selections  (PWTD)  Yes 0  No 0  

c.  Supervisors  

i.   Qualified Internal Applicants (PWTD)  Yes 0  No 0  

ii.   Internal Selections  (PWTD)  Yes 0  No 0  
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The IRS has limited data available to determine if a barrier exists among the qualified 
internal applicants and/or selectees for promotions to supervisory positions. As a 
result, no barrier can be inferred. 

7. 	 Using the qualified applicant pool as the  benchmark, does  your  Agency 
have a trigger involving PWD among the selectees for new hires to 
supervisory positions? If “yes”, describe the trigger(s) in the text  box.  

a.  New Hires for  Executives  (PWD)  Yes  0  No  0  

b.  New Hires for  Managers  (PWD)  Yes  0  No  0  

c.  New Hires for  Supervisors  (PWD)  Yes  0  No  0  

The IRS has limited data available to determine if a barrier exists among the qualified 
internal applicants and/or selectees for promotions to supervisory positions. As a 
result, no barrier can be inferred. 

8. 	 Using the qualified applicant pool as the  benchmark, does  your  Agency 
have a trigger involving PWTD among the selectees for new hires to 
supervisory positions? If “yes”, describe the trigger(s) in the text  box.  

a.  New Hires for  Executives  (PWTD)  Yes  0  No  0  

b.  New Hires for  Managers  (PWTD)  Yes  0  No  0  

c.  New Hires for  Supervisors  (PWTD)  Yes  0  No  0  

The IRS has limited data available to determine if a barrier exists among the qualified 
internal applicants and/or selectees for promotions to supervisory positions. As a 
result, no barrier can be inferred. 

Section V: Plan to Improve Retention of Persons with Disabilities 
To be a model employer  for persons with disabilities, agencies must have policies and 
programs in place to retain employees with disabilities. In this section, agencies should:  
(1) analyze workforce separation data to identify barriers retaining employees with 
disabilities; (2) describe efforts to ensure accessibility of technology and  facilities;  and  
(3) provide information on the reasonable accommodation program  and workplace 
personal assistance services.  
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A.  VOLUNTARY A ND INVOLUNTARY  SEPARATIONS  

1. 	 In this reporting period, did the  Agency convert all  eligible Schedule  A 
employees with a disability into the competitive service after two years of 
satisfactory service (5 C.F.R. § 213.3102(u)(6)(i))? If “no”, please explain 
why  the  Agency did not convert all eligible Schedule  A employees.  

Yes 0 No X N/A 0 
In FY 2019, there were a total of 32 conversions due. 

•  (15) conversions were processed  timely  
•  (10)  conversions  were  processed  late  (PARS  were  submitted  late  by  the  BOD)  
•  (1) was not converted  when due but was later terminated. Employee had not  been 
fully successful in the position and manager was going to delay the conversion for 6  
months to allow time to improve. After the 6 months, employee was terminated and 
the reason  for termination was only noted on the PAR as “Termination of  Schedule A  
Appointment”.  

 
•  (6) have not yet been  converted:  

1.	  Conversion was due January 2019;  BOD notified of conversion eligibility  
on 09/17/18 and again on 04/26/19; It was later discovered that the 
BOD had submitted a Conversion to Excepted Appt effective 01/13/18,  
NTE  01/14/9 and an Extension to the appointment effective 01/15/19,  
NTE  01/11/20.  This was in error as  employee should not have been 
placed on a temporary appointment. Employment requested the BOD to 
convert employee, but  no action has  been taken by the  BOD.  

2.	 Conversion was due February 2019; Performance issue; BOD has been 
working with LR; As of 08/12/19, LR is still working on thecase. 

3.	 Conversion due September 2019; BOD was notified of conversion 
eligibility and BOD indicated employee was going to be converted but 
PAR has not yet been submitted. 

4.	 Employee was hired on a temporary appointment and is not eligible for 
conversion to a career-conditionalappointment. 

5.	 Conversion was due March 2019; BOD submitted PAR on 05/17/19 but 
not yet processed; Request was submitted to Employment to process. 

6.	 Conversion was due March 2015; BOD continuously notified; May 2015 
BOD delayed converting for 6 months to evaluate performance; January 
2016 & July 2016, BOD still not converting due to performance; 2017, 
employee was not in pay status enough to evaluate; 2018, BOD still not 
converting due to performance; 09/30/18 – Changed to Lower Grade 
from a Tax Examining position, GS-0592-05 to a Clerk position, GS
303-04. PAR should have been processed as a new Conversion to 
Excepted Appointment due to the change in position series. 
Employment reviewing to see about correcting this. 
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2. 	 Using the inclusion rate as the benchmark, did the percentage  of  PWD 
among voluntary and involuntary separations exceed that of persons 
without disabilities? If “yes”, describe the  trigger  below.  

a. Voluntary Separations (PWD)	 Yes X No 0 
b. Involuntary Separations (PWD)	 Yes 0 No X 

•  The inclusion rate for  PWD (10.90%)  exceeded the inclusion rate for persons  
with no disability (9.09%) for  voluntary  separations so there is  a  trigger.  

•  The inclusion rate for  PWD (1.02%) exceeded the inclusion rate of  persons  
with no disability (0.88%) but  not so after applying the threshold  for  involuntary  
separations so there is not  a  trigger.  

3.  Using the inclusion rate as the benchmark, did the percentage  of  PWTD 
among voluntary and involuntary separations exceed that of persons 
without targeted disabilities?  If “yes”, describe the trigger  below.  
Voluntary  Separations  (PWTD)  Yes  X  No  0  
Involuntary Separations (PWTD) Yes  0  No  X  

•  The inclusion rate for  PWTD (11.25%)  exceeded the inclusion rate  for persons  
with no disability (9.09%) for  voluntary  separations so there is  a  trigger.  

•  The inclusion rate for  PWTD (1.28%) exceeded the inclusion rate of persons  
with no disability (0.88%) but  not so after applying the threshold  for  involuntary  
separations so there is not  a  trigger.  

4.	 If a trigger exists involving the separation rate of PWD and/or PWTD, please 
explain why they left the Agency using exit interview results and other data 
sources. 

The PWD population, comprised 12.3% of the IRS workforce in FY19 and 13.8% of
 
the Agency’s total voluntary separations were attributable to this group. Of the 1,412 

individuals that participated in the exit survey,160 (11.3%) respondents identified as
 
having a disability.
 

Voluntary separations for PWD included:
 
Retirements (65.0%), Resignations (9%) and Personal Concerns (6%).
 

Work experience concerns were among the top drivers in PWD decisions to separate
 
in FY19. Job-related stress had the highest impact on PWD at 47.5%. Office morale 

was also a major contributor to PWD separations with 30.6% impact.
 
Concern over resources available to do the job was the third leading cause for PWD
 
voluntary separations with a 29.4% impact on separation decisions.
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B. ACCESSIBILITY OF TECHNOLOGY AND FACILITIES 

Pursuant to 29 C.F.R. § 1614.203(d)(4), federal agencies are required to inform 
applicants and employees of their rights under Section 508 of the Rehabilitation Act of 
1973 (29 U.S.C. § 794(b), concerning the accessibility of Agency technology, and the 
Architectural Barriers Act of 1968 (42 U.S.C. § 4151-4157), concerning the accessibility 
of Agency facilities. In addition, agencies are required to inform individuals where to file 
complaints if other agencies are responsible for a violation. 

1.	 Please provide the internet address on the Agency’s public website for its notice 
explaining employees’ and applicants’ rights under Section 508 of the 
Rehabilitation Act, including a description of how to file acomplaint. 

https://www.jobs.irs.gov/resources/equal-opportunity 

2.	 Please provide the internet address on the Agency’s public website for its notice 
explaining employees’ and applicants’ rights under the Architectural Barriers Act, 
including a description of how to file acomplaint. 

https://www.irs.gov/pub/irs-utl/taxpayer-accessibility-guide.pdf 

3.	 Describe any programs, policies, or practices that the Agency has 
undertaken, or plans on undertaking over the next fiscal year, designed to
improve accessibility of Agency facilities and/or technology. 

•	 In FY19, as a result of the continued collaboration between the EDI Internal 
External Civil Rights (IECR) Chief, Civil Rights Specialist and Disability Branch, 
FY19 Findings of Discrimination were reduced to one involving Reasonable 
Accommodation denials. IECR improved customer service by implementing 
centralized *EEO mailbox and filling 12 critical vacancies for the Prevention of 
Sexual Harassment (POSH) office, the Formal Support/Compliance section 
and Civil Rights Unit; all responsible for educating and raising employees and 
taxpayer’s awareness of their rights. These New Hires will assist with improving 
customer service Nationwide. 

•	 The EDI Civil Rights Unit (CRU) conducts annual Grantee site visits. In FY19, 
CRU conducted 60 more on-site compliance reviews than the previous fiscal year 
and further presented at 3 Townhalls informing taxpayers of their rights. These 
Townhalls in Laredo Texas and Los Angeles California reached approximately 200 
Spanish speaking and Chinese customers. In September 2019, CRU received a 
letter of concern from the National Association of the Deaf (NAD) concerning a 
taxpayer who requested an American Sign Language (ASL) interpreter for an 
appointment. CRU contacted W&I Field Assistance and arranged appropriate 
interpreters. After the appointment occurred, NAD expressed that “the two 
interpreters were excellent and [the taxpayer] is relieved to have been able to 
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have her questions and concerns addressed.” These Townhalls will continue to 
increase taxpayer’s awareness of their rights and improve the public perception of 
the Agency. 

•	 TAS designated a Headquarter Accessibility Coordinator (HAC) to better address 
corporate level barriers and issues related to accessibility. TAS also designated an 
Revenue Agent (RA) Program Manager to focus on the RA process. Through 
these efforts, TAS was better able to identify opportunities for improvement such 
as the sign language interpreting services fulfillment rate and reduced work 
delay/stoppage issues with assistive technologyequipment. 

•	 In September 2019, the TE/GE EDI Director and TE/GE Deputy Commissioner 
conducted 7 face to face site visits with 561 TE/GE employees (or 56.85%) to 
allow a forum for employees to identify any workplace deficiencies. 

•	 During FY19, CI, in coordination with FMSS made major modifications to a GSA-
leased building to ensure wheelchairaccess. 

•	 W&I joined the Assistive Technology Integrated Project team with IT and other 
BODs to examine and resolve issues with the delivery of assistive technology 
equipment and services to enhance end-to-end service delivery support and 
customer experience. 

C. REASONABLE ACCOMMODATION PROGRAM 

Pursuant to 29 C.F.R. § 1614.203(d)(3), agencies must adopt, post on their public 
website, and make available to all job applicants and employees, reasonable 
accommodation procedures. 

1.	 Please provide the average time frame for processing initial requests for
reasonable accommodations during the reporting period. (Please do not
include previously approved requests with repetitive accommodations,
such as interpreting services.) 

Average timeframe for processing RA requests for FY19 was 76 business days and 
111 calendar days. 
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2.	 Describe the effectiveness of the policies, procedures, or practices to
implement the Agency’s reasonable accommodation program. Some 
examples of an effective program include timely processing requests,
timely providing approved accommodations, conducting training for
managers and supervisors, and monitoring accommodation requests for
trends. 

•	 Disability Services Branch staff participated in a week-long TPMO sessionsand 
mapped and modeled both the Reasonable Accommodation Program and Sign 
Language Interpreting/CART Services programs. TPMO quick hit action items 
were identified to address programinefficiencies. 

•	 Revisions were made to the Agency’s RAP and forwarded to Treasury for review 
and final approval. Once approved, the RAP will be renegotiated with NTEU. RAS 
Territory Managers worked closely with RACs to reduce overage cases by 
continuing to conduct reviews that eliminated over 90% of the prior year cases. 

•	 EDI POCs also participated on a cross-functional Agency-wide team formed to 
address accessibility issues. RAS managers and senior specialist continued to 
strengthen relationships with strategic partners in FMSS, IT, and IRAP to identify 
and address workplace barriers and gaps that impact equality of opportunity. 

•	 During FY19, EDI leaders successfully trained 2980 managers and employees 
across the Service on RA policy, process, roles and responsibilities of allparties 
involved in the RA process. 

•	 TE/GE established an internal RA policy and developed a flowchart of the RA 
process for managers. TE/GE works closely with managers to assist in making 
final decisions on all RA requests. 

•	 TAS Local Accessibility Coordinators (LAC) serve as a liaison between TAS 
HAC, TAS employees and the TAS Business Modernization division to 
strategically address accessibility issues. 

•	 Due to these efforts, RA case closure timeframes have significantly improved and 
resulted in a more efficient process. TAS also proactively works with the IRS IRAP 
office and IRS employee organizations to ensure that assistive technology 
equipment interfaces with new software applications prior to migration to prevent 
any potentially negative impacts. 

•	 W&I formed a committee to review overaged RA cases to determine common 
factors. They also conducted a Disability Survey pilot to determine which services 
and programs may be affecting PWD/PWTD and needed improvement. The 
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results and recommendations of the pilot were presented to the W&I 
Commissioner and EDI leadership. As a result, EDI and W&I will collaborate and 
partner to survey all IRS PWD/PWTD and determine what policies, procedures, 
and/or practices are needed to increase their satisfaction of IRS programs and 
services. 

D. PERSONAL ASSISTANCE SERVICES ALLOWING EMPLOYEES TO PARTICIPATE IN 
THE WORKPLACE 

Pursuant to 29 C.F.R. § 1614.203(d)(5), federal agencies, as an aspect of affirmative 
action, are required to provide personal assistance services (PAS) to employees who 
need them because of a targeted disability, unless doing so would impose an undue 
hardship on the Agency. 

Describe the effectiveness of the policies, procedures, or practices to implement the 
PAS requirement. Some examples of an effective program include timely processing 
requests for PAS, timely providing approved services, conducting training for 
managers and supervisors, and monitoring PAS requests for trends. 

While the Service is presently addressing Privacy/Disclosure concerns pertaining to 
PAS providers and sensitive taxpayer information as well as securing funding and a 
contract vehicle for procuring PAS, the IRS expects the PAS program to be fully up 
and running in or about July 2020. 

Along with the stand-up of this program, EDI will have trained all Reasonable 
Accommodation Coordinators to recognize PAS requests including when intertwined 
with requests for reasonable accommodation. Dedicated specialized EDI staff will 
assess PAS requests against applicable standards in support of management officials 
responsible for approving/denying PAS requests. 

EDI will also use Service-wide internal communications such as Leaders Alert to 
further inform managers of the PAS program including their role in addressing 
requests for services. There will also be news articles from the BODs highlighting the 
program for all employees. A versatile training module for managers will be developed 
and made available for inclusion in EDI presentations as well as BOD CPEs and other 
training events. 

A recorded training session on PAS will also be made available for playback by 
anyone at the Service, FAQs will be posted, and Service PAS policy/procedures will 
be accessible by managers and employees. 
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Section VI: EEO Complaint and Findings Data 

A. EEO COMPLAINT DATA INVOLVING HARASSMENT 

1.	 During the last fiscal year, did a higher percentage of PWD file a formal
EEO complaint alleging harassment, as compared to the government-wide 
average? 

Yes 0  No X  N/A 0 
2.	 During the last fiscal year, did any complaints alleging harassment based

on disability status result in a finding of discrimination or a settlement
agreement? 

Yes 0  No X  N/A 0 
3.	 If the Agency had one or more findings of discrimination alleging 

harassment based on disability status during the last fiscal year, please 
describe the corrective measures taken by the Agency. 

Not Applicable 

B. EEO COMPLAINT DATA INVOLVING REASONABLE ACCOMMODATION 

1.	 During the last fiscal year, did a higher percentage of PWD file a formal
EEO complaint alleging failure to provide a reasonable accommodation, as 
compared to the government-wide average? 

Yes 0  No X  N/A 0 
2.	 During the last fiscal year, did any complaints alleging failure to provide

reasonable accommodation result in a finding of discrimination or a
settlement agreement? 

Yes 0  No X  N/A 0 
3.	 If the Agency had one or more findings of discrimination involving the

failure to provide a reasonable accommodation during the last fiscal year,
please describe the corrective measures taken by theAgency. 

Not Applicable 
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Section VII: Identification and Removal of Barriers 
Element D of MD-715 requires agencies to conduct a barrier analysis when a trigger 
suggests that a policy, procedure, or practice may be impeding the employment 
opportunities of a protected EEO group. 

1.	 Has the Agency identified any barriers (policies, procedures, and/or
practices) that affect employment opportunities for PWD and/or PWTD? 

Yes 0  No X 

2.	 Has the Agency established a plan to correct the barrier(s) involvingPWD 
and/or PWTD? 

Yes 0  No X 

3.	 Identify each trigger and plan to remove the barrier(s), including the identified 
barrier(s), objective(s), responsible official(s), planned activities, and, where 
applicable, accomplishments. 

Trigger 1 
The participation rate of PWDs at the GS-11/12/13/14 grade levels in the 
Agency’s major occupation of RA, GS-0512, is below the federal goal of 
12% (10.1%, 9.2%, 7.1%, 5.3% respectively). 

Barrier(s) No barriers have been identified associated with this trigger. 

Objective(s) To increase access to advancement opportunities for the RA position for 
PWDs at the GS-11/12/13/14 grade levels in the IRS. 

Responsible Official(s) 
Performance Standards Address 

the Plan? 
(Yes or No) 

Elita Christiansen, Chief Diversity Officer  

Robin Bailey, Chief Human Capital Officer 
Yes 

Barrier Analysis Process Completed? 
(Yes or No) 

Barrier(s) Identified?
(Yes or No) 

No No 

Sources of Data 
Sources 

Reviewed? 
(Yes or No) 

Identify Information Collected 

Workforce Data Tables Yes 

Table B6 shows GS-0512 overall 
participation of 7.37% which is below 
the 12% goal. Triggers in the GS
11(10.1%); GS-12 (9.2%); GS-13 
(7.1%); and GS-14 (5.3%). 
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Table B7 shows GS-0512 had a 
1.67% selection rate of 3.23% 
qualified. 

Table B9 shows GS-0512 had a 
1.40% selection rate of 2.86% 
qualified. 

Complaint Data (Trends) Yes There were no findings from PWDs 
in this occupation. 

Grievance Data (Trends) No 

Findings from Decisions (e.g., 
EEO, Grievance, MSPB, Anti-
Harassment Processes) 

Yes 

Of the FY15 to FY18, complaints 
filed there were no findings of 
discrimination based on allegations 
of disability discrimination related to 
non-selection for the position of RA. 

Climate Assessment Survey (e.g., 
FEVS) No 

Exit Interview Data Yes 

Of the 10,442 individuals that 
participated in the exit survey 
(issued to employees who voluntarily 
separate), 172 (1.6%) respondents 
identified as having a disability. 

Voluntary separations for PWD 
included: Retirements (61.8%), 
Resignations (23.7%) and Personal 
Concerns (13.5%). 

Focus Groups No 

Interviews Yes 

The perceptions of PWDs are that 
they are not advancing in the IRS at 
the same rate as Persons Without 
Disabilities (PWODs). 

PWDs have noted systemic bias in 
the selection process. 

Reports (e.g., Congress, EEOC, 
MSPB, GAO, OPM) No 

Other (Please Describe) Yes 
The position description revealed 
that there are no limitations for 
PWD/PWTD in RA positions. 
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Target Date 
(mm/dd/yyyy) 

Planned Activities Sufficient 
Staffing & 
Funding 
(Yes or No) 

Modified 
Date 

(mm/dd/yyyy) 

Completion 
Date 

(mm/dd/yyyy) 

10/17/2018 Conduct outreach to Agency 
leadership regarding the 
empowerment of PWDs in the 
workplace. 

Yes 10/17/2018 

10/30/2018 Meet with employee 
organizations to identify any 
issues employees encountered 
during the application/hiring 
process for a RA position. 

Yes 10/30/2018 

01/03/2019 Meet with the program manager 
responsible for the Service-wide 
Opportunities Listing to discuss 
strategies to ensure that all BUs 
post job vacancies on the 
Servicewide Opportunities Listing 
so that employees are aware of 
internal job opportunities. 

Yes 01/03/2019 

01/15/2019 Review position descriptions to 
determine if there are any 
mobility restrictions for this 
occupation. 

Yes 01/15/2019 

01/30/2019 Review the participation rate of 
PWDs in leadership programs to 
determine if barriers exist that 
are negatively impacting 
leadership opportunities for this 
group. 

Yes 01/30/2019 

01/30/2020 Establish a barrier analysis 
project team of EDI, HCO, and 
management to assist in 
identifying barriers impacting the 
participation rate of PWDs in GS
0512 and higher grades. 

Yes 09/30/2020 

03/03/2019 Connected recruitment with 
Denise Brown, President of the 
Greater Philadelphia Chapter of 
the National Federation of the 
Blind and FEMA Region III 
Disability Integration Specialist. 

Yes 03/03/2019 

12/30/2019 For FY 20 EDI will continue to 
identify the root cause for the 

09/30/2020 
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barrier for this group and 
establish action items to assist 
with removing the barrier. 

06/30/2020 Collaborate with HCO to review 
the IRS selection/hiring process. 

09/30/2020 Collaborate with HCO to review 
the promotion policy. 

Fiscal Year Accomplishments 
FY2018 A Disability Awareness program was conducted to educate and provide 

resources for managers to increase opportunities for PWDs. Members 
from the Employee Organization, Visually Impaired Employee Workforce 
(VIEW) were interviewed to identify any reason(s) for the low 
participation rate of RAs within the Agency. 

FY2019 Presentation was conducted on America’s Workforce, Empowering All. 
The Director of the Employer Policy Team at the Department of Labor’s 
Office of Disability Employment Policy (ODEP) provided managers and 
employees with information to assist them with employing and including 
PWD. 

The LB&I Director agreed to advertise all detail opportunities for RAs on 
the Servicewide Opportunities Listing so that employees are aware of 
internal job opportunities. 

Collaborated with the Greater Philadelphia Chapter of the National 
Federation of the Blind and FEMA Region III Disability Integration 
Specialist to provide resume’s to IRS Recruitment office. The 
Recruitment Office agreed to accept applications from these agencies 
for RA positions grades 11-14. 
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Trigger 2 
The participation rate of PWDs at the GS-12/13/14 grade levels in the 
Agency’s major occupation of RO, GS-1169, is below the federal goal of 
12% (8.1%, 7.4%, 2.3% respectively). 

Barrier(s) No Barriers have been identified associated with this trigger. 

Objective(s) To increase access to advancement opportunities for the RO position for 
PWDs at the GS-12/13/14 grade levels. 

Responsible Official(s) 
Performance Standards Address 

the Plan? 
(Yes or No) 

Elita Christiansen, Chief Diversity Officer 

Robin Bailey, Chief Human Capital Officer 
No 

Barrier Analysis Process Completed?
(Yes or No) 

Barrier(s) Identified?
(Yes or No) 

No No 

Sources of Data 
Sources 

Reviewed? 
(Yes or No) 

Identify Information Collected 

Workforce Data Tables Yes 

Table B6 shows GS-1169 overall 
participation of 7.37% which is below 
the 12% goal. Triggers in the GS-12 
(8.1%); GS-13 (7.4%); and GS-14 
(2.3%). 

Table B7 shows GS-1169 had a 
1.64% selection rate of 2.41% 
qualified. 

Table B9 shows GS-1169 had a 0% 
selection rate of 2.12% qualified. 

Complaint Data (Trends) Yes There were no findings from PWDs 
in this occupation. 

Grievance Data (Trends) No 

Findings from Decisions (e.g., 
EEO, Grievance, MSPB, Anti-
Harassment Processes) 

Yes 

Of the FY15 to FY18, complaints 
filed there were no findings of 
discrimination based on allegations 
of disability discrimination related to 
non-selection for the position of RO. 

Climate Assessment Survey (e.g., 
FEVS) No 
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Exit Interview Data Yes 

Of the 10,442 individuals that 
participated in the exit survey 
(issued to employees who voluntarily 
separate), 172 (1.6%) respondents 
identified as having a disability. 

Voluntary separations for PWDs 
included: Retirements (61.8%), 
Resignations (23.7%) and Personal 
Concerns (13.5%). 

Focus Groups No 

Interviews Yes 

The perceptions of PWDs are that 
they are not advancing in the IRS at 
the same rate as PWODs. 

PWDs have noted systemic bias in 
the selection process. 

Reports (e.g., Congress, EEOC, 
MSPB, GAO, OPM) No 

Other (Please Describe) Yes 
The position description revealed 
that there are no limitations for 
PWD/PWTD in RO positions. 

Target Date Planned Activities Sufficient Modified Completion 
(mm/dd/yyyy) Staffing &

Funding
(Yes or No) 

Date 
(mm/dd/yyyy) 

Date 
(mm/dd/yyyy) 

10/30/2018 Meet with PWDs to determine 
barriers encountered during the 
selection and hiring process 
when applying for a RO position. 

Yes 10/30/2018 

11/12/2018 Conduct outreach to Agency 
leadership regarding the 
empowerment of PWDs in the 
workplace. 

11/12/2018 

01/03/2019 Meet with the program manager 
responsible for the Service-wide 
Opportunities Listing to discuss 
strategies to ensure that all 
BODs post job vacancies on the 
Service-wide Opportunities 
Listing so that employees are 
aware of internal job 
opportunities. 

Yes 01/03/2019 
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01/15/2019 Review position descriptions to 
determine if there are any 
mobility restrictions for this 
occupation. 

Yes 01/15/2019 

01/30/2019 Review the participation rate of 
PWDs in leadership programs to 
determine if barriers exist that 
are negatively impacting 
leadership opportunities for this 
group. 

Yes 01/30/2019 

01/30/2019 Establish a barrier analysis 
project team of EDI, HCO, and 
management to assists in 
identifying barriers impacting the 
participation rate of PWDs in GS
1169 and higher grades. 

Yes 09/30/2020 

03/03/2019 Connected recruitment with 
Denise Brown, President of the 
Greater Philadelphia Chapter of 
the National Federation of the 
Blind and FEMA Region III 
Disability Integration Specialist. 

Yes 03/03/2019 

12/30/2019 For FY20, EDI will continue to 
identify the root cause for the 
barrier for this group and 
establish action items to assist 
with removing the barrier. 

09/30/2020 

06/30/2020 Collaborate with HCO to review 
the IRS selection/hiring process. 

09/30/2020 

09/30/2020 Collaborate with HCO to review 
the promotion policy. 

Fiscal Year Accomplishments 
FY2018 A Disability Awareness program was conducted to educate and provide 

resources for managers to increase opportunities for persons with 
disabilities. Members from the VIEW were interviewed to identify any 
reason(s) for the low participation rate of RO within the Agency. 
Members of VIEW feel that the reasons they are not being selected is 
because the selecting officials have an unconscious bias against PWD. 

FY 2019 Presentation was conducted on America’s Workforce, Empowering All. 
The Director of the Employer Policy Team at the Department of Labor’s 
Office of Disability Employment Policy (ODEP) provided managers and 
employees with information to assist them with employing and including 
PWD. 
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Collaborated with the Greater Philadelphia Chapter of the National 
Federation of the Blind and FEMA Region III Disability Integration 
Specialist to provide resume’s to IRS Recruitment office. The 
Recruitment Office agreed to accept applications from these agencies 
for RA positions grades 11-14. 

4. Please explain the factor(s) that prevented the Agency from timely completing 
any of the planned activities. 

Not Applicable 

5. For the planned activities that were completed, please describe the actual 
impact of those activities toward eliminating the barrier(s). 

•	 The EEO training provided to Agency managers has created a culture of 
awareness and inclusiveness as it relates to PWDs. The training specifically 
emphasized the importance of ensuring that PWDs are provided the same 
opportunities in selection, hiring, and advancement as PWODs so that they 
may maximize their abilities to the fullest potential. 

•	 By advertising all details for RA and RO positions on the Servicewide 
Opportunities Listing RAs and RO with disabilities will be provided with the 
opportunity to gain experience for the higher graded positions and demonstrate 
that they can perform the duties of the higher graded positions. This experience 
and exposure will provide them with an increased chance to be selected to the 
higher graded positions. 

6. If the planned activities did not correct the trigger(s) and/or barrier(s), please 
describe how the Agency intends to improve the plan for the next fiscal year. 

The Agency’s plan to correct identified triggers and barriers negatively impacting 
PWDs is still in progress. During the next fiscal year, the planned activities described 
in this Part J will continue until the barrier(s) have been identified and eliminated. The 
barrier analysis will review the Agency’s policies, practices, and/or procedures that 
are impeding the employment rights of PWDs in the MCOs indicated in Part J of this 
report. 
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 NOTE: With respe  ct to  tax litigation an  d the legal interpretation of tax law, the Chief Counsel also repor  ts to 
the Gen  eral Counsel of the Treasury Department.  On matt  ers solely relate  d to  tax policy, the Chief Counsel 
reports to the Treas  ury General Counsel. 
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Commissioner Rettig Supports Workplace 
Diversity and Equal Employment 
Opportunity 

November 6, 2019 

I am committed to fostering an inclusive workforce that reflects America's diversity through 
effective outreach, recruitment, hiring, and employee development. I pledge unequivocally to 
continue to carry out our long tradition of vigorously enforcing all applicable Federal equal 
employment opportunity (EEO) laws, rules, regulations, Executive Orders, and directives. We 
must ensure that no applicant for employment or employee of the IRS is denied equal 
opportunity under the law. 

The IRS will not tolerate harassment or any other form of discrimination based on race, color, 
sex (gender, pregnancy, sexual orientation, gender identity, and transgender status), national 
origin, religion, age (40 and over), disability (mental or physical), parental status, protected 
genetic information, and retaliation for engaging in the EEO process. This applies to all aspects 
of employment including promotion, evaluation, transfer, assignment, training, benefits, and 
separation. The IRS is further committed to providing reasonable accommodations for qualified 
individuals with disabilities and for religious practices, in accordance with applicable 
authorities. All personnel decisions are to be based solely on legitimate business considerations. 

You should immediately report incidents of harassment or other forms of discrimination to an 
EEO official or management. The IRS will address any allegations promptly and fairly. 

To pursue a claim of discrimination, you must contact an EEO Counselor within 45 calendar 
days of the alleged discriminatory event. Employees may report allegations of discrimination 
including harassment based on sex, retaliation for participating in EEO activities or any other 
prohibited bases, by contacting EEO through the Employee Resource Center via IRS Source or by 
calling 866-743-5748. Sexual Harassment may also be reported by calling the Sexual 
Harassment Hotline at 866-298-7672. 

— Charles P. Rettig 
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Your rights as a taxpayer 

The IRS Mission 

Provide America’s 
taxpayers top-quality 
service by helping 
them understand 
and meet their tax 
responsibilities and 
enforce the law with 
integrity and fairness 
to all. 

The Taxpayer Bill of Rights
	
1. The Right to Be Informed 
Taxpayers have the right to know
what they need to do to comply with
the tax laws. They are entitled to
clear explanations of the laws and
IRS procedures in all tax forms,
instructions, publications, notices, and
correspondence. They have the right
to be informed of IRS decisions about 
their tax accounts and to receive clear 
explanations of the outcomes. 
2. The Right to Quality Service 
Taxpayers have the right to receive
prompt, courteous, and professional
assistance in their dealings with the IRS,
to be spoken to in a way they can easily
understand, to receive clear and easily
understandable communications from 
the IRS, and to speak to a supervisor
about inadequate service. 
3. The Right to Pay No More than 
the Correct Amount of Tax 

Taxpayers have the right to pay only
the amount of tax legally due, including
interest and penalties, and to have the
IRS apply all tax payments properly. 
4.  The Right to Challenge the IRS’s 
Position and Be Heard 

Taxpayers have the right to raise
objections and provide additional
documentation in response to formal IRS
actions or proposed actions, to expect
that the IRS will consider their timely
objections and documentation promptly
and fairly, and to receive a response if the
IRS does not agree with their position. 
5.  Th e Right to Appeal an IRS 
Decision in an Independent Forum 

Taxpayers are entitled to a fair and 
impartial administrative appeal of most 
IRS decisions, including many penalties, 
and have the right to receive a written 
UHVSRQVH�UHJDUGLQJ�WKH�2I¿FH�RI�
Appeals’ decision. Taxpayers generally 
have the right to take their cases to court. 
6. The Right to Finality 
Taxpayers have the right to know the
maximum amount of time they have 

to challenge the IRS’s position as well 
as the maximum amount of time the  
IRS has to audit a particular tax year 
or collect a tax debt. Taxpayers have 
the right to know when the IRS has 
¿QLVKHG�DQ�DXGLW� 
7. The Right to Privacy 
Taxpayers have the right to expect
that any IRS inquiry, examination, or
enforcement action will comply with
the law and be no more intrusive than 
necessary, and will respect all due
process rights, including search and
seizure protections and will provide,
where applicable, a collection due
process hearing. 
���7KH�5LJKW�WR�&RQ¿GHQWLDOLW\ 
Taxpayers have the right to expect that
any information they provide to the IRS
will not be disclosed unless authorized 
by the taxpayer or by law. Taxpayers
have the right to expect appropriate
action will be taken against employees,
return preparers, and others who
wrongfully use or disclose taxpayer
return information. 
9.  The Right to Retain 
Representation 

Taxpayers have the right to retain 
an authorized representative of their
choice to represent them in their
dealings with the IRS. Taxpayers have
the right to seek assistance from a
Low Income Taxpayer Clinic if they
cannot afford representation. 
10.  Th e Right to a Fair and Just  
Tax  System 

Taxpayers have the right to expect 
the tax system to consider facts 
and circumstances that might affect 
their underlying liabilities, ability to 
pay, or ability to provide information 
timely. Taxpayers have the right 
to receive assistance from the 
Taxpayer Advocate Service if they 
DUH�H[SHULHQFLQJ�¿QDQFLDO�GLI¿FXOW\�RU�
if the IRS has not resolved their tax 
issues properly and timely through its 
normal channels. 
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About this Document 

7KH�6WUDWHJLF�3ODQQLQJ�WHDP�ZLWKLQ�WKH�&KLHI�)LQDQFLDO�2I¿FH�UH¿QHG�DQG�GRFXPHQWHG�
years of work in setting the IRS vision and strategy into this FY2018-2022  Strategic  Plan. 
This plan was developed through a deliberate and inclusive process, which engaged all 
IRS employees, leaders, advisory groups and key stakeholders, including the Department 
of the Treasury. We designed this plan to allow employees to see their contribution to the 
IRS mission, and to set forth key goals to guide our agency over the next four years. 

Please direct all questions and comments to CFO.Strategic.Planning@IRS.gov 

4 

mailto:CFO.Strategic.Planning@IRS.gov


   

 

 
 

 
 

 

 
 
 

 
 
 

 

 
 

 

Internal Revenue Service | Strategic Plan 2018-2022 

Message from 
the Acting Commissioner 
The IRS administers the tax system that funds our nation. We work to make it 
easier for taxpayers to understand and meet their tax obligations, and we enforce 
the tax laws to ensure fairness for all. The IRS’s highest priority is implementing 
WKH�7D[�&XWV�DQG�-REV�$FW��3XEOLF�/DZ����������WKH�PRVW�VLJQL¿FDQW�UHYLVLRQ�RI�
the U.S. tax code in more than 30 years. Administering the new law will require 
extensive implementation work in calendar years 2018 and 2019. 

Efforts to implement the new legislation are already underway, and the IRS
is providing taxpayers and practitioners with information to address new tax
compliance obligations timely and accurately. The IRS expects to publish
additional guidance as we continue to analyze how the new law affects 
taxpayers. 

Providing service to taxpayers is a vital part of the IRS mission, and helping 
taxpayers voluntarily comply with the law strengthens our tax system. Our 
¿YH�\HDU�6WUDWHJLF�3ODQ�IRFXVHV�RQ�VL[�JRDOV�WKDW�ZLOO�KHOS�GULYH�FRQWLQXHG�
improvements in the customer experience. We’ll continue to provide, expand and 
improve service where, when and how taxpayers and tax professionals want 
and expect it. We’re modernizing our approach to make taxpayers’ experiences 
similar to the way they interact with private sector institutions. We’re working 
toward providing a wide array of electronic tax account options, while improving 
service over the phone and face-to-face. 

As we make these improvements, we’ll enforce the tax code fairly and uphold
taxpayer rights. IRS employees value these rights and ensure that taxpayers
have access to the assistance and resources afforded by the Taxpayer Bill of
Rights. 

We’ll continue to innovate on approaches to address our challenges using
public-private partnerships. Our continued collaboration with state tax agencies,
the tax industry and other stakeholders through the Security Summit, an annual
meeting of the tax community focused on security, will help us sustain progress 
in combating identity theft. 

Our diverse workforce is integral to our success. As we confront the challenges
of the future, we’ll continue to develop top talent with in-demand skillsets like data
analytics and cybersecurity. With a large portion of our workforce retirement-
eligible, we’ll also focus on knowledge transfer and succession planning to
preserve our institutional excellence. 

'XULQJ�WKH�LPSOHPHQWDWLRQ�RI�WKH�6WUDWHJLF�3ODQ��ZH¶OO�LQFUHDVH�RXU�HIIRUWV�WR�¿QG�
RSHUDWLRQDO�HI¿FLHQFLHV��EH�JRRG�VWHZDUGV�RI�WKH�UHVRXUFHV�ZH�UHFHLYH�DQG�WDNH�
innovative approaches to achieve our goals.  

Tax Cuts and Jobs Act 
of 2017 

The Tax Cuts and Jobs Act is the 
most significant revision of the 
U.S. tax code in more than 30 

years. The new law will 
require extensive administrative 
work — updates to 140 computer 
systems and 450+ tax forms — 

for the IRS in calendar years 
2018 and 2019. 

David J. Kautter 
Acting Commissioner of Internal Revenue 
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Commissioner Rettig Supports Workplace 
Diversity and Equal Employment 
Opportunity 

November 6, 2019 

I am committed to fostering an inclusive workforce that reflects America's diversity through 
effective outreach, recruitment, hiring, and employee development. I pledge unequivocally to 
continue to carry out our long tradition of vigorously enforcing all applicable Federal equal 
employment opportunity (EEO) laws, rules, regulations, Executive Orders, and directives. We 
must ensure that no applicant for employment or employee of the IRS is denied equal 
opportunity under the law. 

The IRS will not tolerate harassment or any other form of discrimination based on race, color, 
sex (gender, pregnancy, sexual orientation, gender identity, and transgender status), national 
origin, religion, age (40 and over), disability (mental or physical), parental status, protected 
genetic information, and retaliation for engaging in the EEO process. This applies to all aspects 
of employment including promotion, evaluation, transfer, assignment, training, benefits, and 
separation. The IRS is further committed to providing reasonable accommodations for qualified 
individuals with disabilities and for religious practices, in accordance with applicable 
authorities. All personnel decisions are to be based solely on legitimate business considerations. 

You should immediately report incidents of harassment or other forms of discrimination to an 
EEO official or management. The IRS will address any allegations promptly and fairly. 

To pursue a claim of discrimination, you must contact an EEO Counselor within 45 calendar 
days of the alleged discriminatory event. Employees may report allegations of discrimination 
including harassment based on sex, retaliation for participating in EEO activities or any other 
prohibited bases, by contacting EEO through the Employee Resource Center via IRS Source or by 
calling 866-743-5748. Sexual Harassment may also be reported by calling the Sexual 
Harassment Hotline at 866-298-7672. 

—dCharles P. Rettig 
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Our Six Strategic Goals
 

Empower and enable all taxpayers to meet their tax obligations 
:H�ZLOO�HPSRZHU�WD[SD\HUV�E\�PDNLQJ�LW�HDVLHU�IRU�WKHP�WR�XQGHUVWDQG�DQG�PHHW�WKHLU�¿OLQJ��UHSRUWLQJ�
and payment obligations. We continue to add and enhance tools and support to improve taxpayers’ 
and tax professionals’ interactions with the IRS on whichever channel they prefer. 

Protect the integrity of the tax system�by encouraging compliance through administering
and enforcing the tax code 
The American tax system is based on voluntary compliance and supported by appropriate 
enforcement. As part of our efforts to close the tax gap1, we will pursue innovative approaches to 
understand, detect and resolve potential noncompliance. We will use behavioral insights on how 
people process and react to information. This will inform how we design programs to encourage 
voluntary compliance. 

Collaborate with external partners proactively to improve tax administration 
Partnerships with our stakeholders enrich service to taxpayers. Collaboration will yield innovative
solutions to pressing problems, improving the taxpayer experience. We will engage partners
to improve service and outreach to taxpayers, enhance global collaboration and share leading
practices. 

&XOWLYDWH�D�ZHOO�HTXLSSHG��GLYHUVH��ÀH[LEOH�DQG�HQJDJHG�ZRUNIRUFH 
Our employees are committed to serving the American taxpayer. We strive for a culture that values
innovation, welcomes multiple perspectives and celebrates diversity. Our approach to development
will be complemented by a forward-looking talent management strategy that considers future
business and stakeholder needs. 

$GYDQFH�GDWD�DFFHVV��XVDELOLW\�DQG�DQDO\WLFV�WR�LQIRUP�GHFLVLRQ�PDNLQJ�DQG�LPSURYH�
operational outcomes 
We’ll continue to use data to drive decisions and make the most effective use of our resources. 
Advancements across the full data lifecycle — from collection to storage to access to analysis —
will allow us to better deploy data and implement insights. Improving data and analytics provides a
repeatable process for selecting and assigning work. 

'ULYH�LQFUHDVHG�DJLOLW\��HI¿FLHQF\��HIIHFWLYHQHVV�DQG�VHFXULW\�LQ�,56�RSHUDWLRQV 
We will focus on streamlining and simplifying our business processes to serve taxpayers better and 
LPSURYH�RXU�VWHZDUGVKLS�RI�WD[SD\HU�UHVRXUFHV��(I¿FLHQW�RSHUDWLRQV�DQG�PRGHUQ�LQIUDVWUXFWXUH�DUH�
the foundation of a stable, reliable organization and are essential elements of sustaining excellent 
service and enforcement capabilities. Strong data systems are critical to safeguarding taxpayer 
and employee data from threats. 

7 
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Overview of the Internal 
Revenue Service 

ORIGIN 
The roots of the IRS date to the Civil War, when in 1862 President Lincoln and Congress created the
position of commissioner of Internal Revenue and enacted an income tax to pay war expenses. The
income tax was repealed 10 years later. Congress revived the income tax in 1894, but the Supreme
Court ruled it unconstitutional the following year. 

16th AMENDMENT 
,Q�������:\RPLQJ�UDWL¿HG�WKH���WK�$PHQGPHQW��SURYLGLQJ�WKH�WKUHH�TXDUWHUV�PDMRULW\�RI�VWDWHV�
necessary to amend the Constitution. The 16th Amendment gave Congress the authority to enact an 
income tax. 

HOW WE SERVE TODAY 
We take pride in collecting more than 90 percent of the revenue that funds the United States. One of 
WKH�ZRUOG¶V�PRVW�HI¿FLHQW�WD[�DGPLQLVWUDWRUV��WKH�,56�VSHQW�MXVW����FHQWV�IRU�HDFK������LW�FROOHFWHG�2   
Some key performance achievements in FY2017 included:  

246M 
Federal Tax 

Returns and Forms 
Processed 

$3.4T 
Collected in 
Gross Taxes 

$2,862 
Average 

Individual Refund 

$56.9B 
Enforcement 

Revenue Collected 

OUR MISSION 
Provide America’s taxpayers top-quality service by helping them understand and meet their tax
responsibilities and enforce the law with integrity and fairness to all. 

OUR VISION 
We will uphold the integrity of our nation’s tax system and preserve the public trust through our
talented workforce, innovative technology and collaborative partnerships. 

OUR VALUES 
Honesty and Integrity Inclusion 
Respect Openness and Collaboration 
Continuous Improvement Personal Accountability 
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IRS Strategic Goals
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DIGITAL INTERACTION SAVINGS 
In FY2016, taxpayers had 384M digital 
interactions with the IRS; these 
interactions had a much lower per-
transaction cost than traditional channels. 

Empower and Enable All 
Taxpayers to Meet Their Tax 
Obligations 
Our goal is to make it as easy as possible for taxpayers and their representatives
to understand and meet their tax obligations. We will reduce taxpayer burden by: 

���6LPSOLI\LQJ�WKH�SURFHVVHV�IRU�WD[�¿OLQJ��FRUUHFWLRQ�DQG�SD\PHQW� 

• 	Improving education and outreach on taxpayer rights and obligations and 

• 	Modernizing and expanding our service channels to meet  
taxpayer expectations. 

We aim to increase voluntary compliance through outreach and education. 
Expanding our proactive communications to taxpayers and tax professionals will 
DGGUHVV�FRPSOLDQFH�TXHVWLRQV�SUHHPSWLYHO\��)RU�LQVWDQFH��UHFHLYLQJ�D�QRWL¿FDWLRQ�
DERXW�TXDOL¿FDWLRQV�IRU�WD[�FUHGLWV�PD\�KHOS�WD[SD\HUV�WR�FODLP�FUHGLWV�SURSHUO\��
We’ll listen to taxpayers and understand what they need from the IRS. We’ll use 
LQVLJKWV�IURP�RXU�WD[SD\HU�SUHIHUHQFH�UHVHDUFK��¿QGLQJV�IURP�EHKDYLRUDO�VFLHQFH�
and input from partners in the tax community to engage taxpayers where, when 
and how they prefer. 

We’re expanding our digital service options, including making our web services
mobile-friendly in response to taxpayer and tax professional demand. This
means increasing the availability and quality of self-service interactions, as well
as providing taxpayers and third parties with convenient and secure means
to resolve questions. These enhancements also will generate cost savings by
reducing demand for labor-intensive, manual processes. 

We remain committed to improving services offered through telephone
assistance, taxpayer assistance centers and mail correspondence. We’ll train our
employees on the new tax law provisions and requirements to ensure taxpayers
receive knowledgeable, courteous service when they need it most — regardless
of channel preference. 

The IRS has high phone and face-to-face

customer service rates
 

LEVEL OF SERVICE 
Level of service is the relative success 
rate of taxpayers that call the toll-free 

number seeking assistance from a 
Customer Service Representative. 

56M 
90% 
77% 
89% 

Call in & face-to-face 
assistance 

(total interactions) 

Toll-free assistance 
customer 

satisfaction rate 

Toll-free assistance 
level of service 

Face-to-face
 assistance customer 

satisfaction rate 

*Statistics from FY2017 
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Trends and Challenges
	

IMPLEMENTING CHANGES IN TAX LEGISLATION 
The IRS recognizes that the legal and regulatory environment continues to evolve, given legislative
developments around tax reform and the complex nature of tax policy. Implementing the Tax Cuts and Jobs Act
�3XEOLF�/DZ����������WKH�PRVW�VLJQL¿FDQW�UHYLVLRQ�RI�WKH�8�6��WD[�FRGH�LQ�PRUH�WKDQ����\HDUV��LV�WKH�,56¶V�KLJKHVW�
priority. 

:H�HVWDEOLVKHG�WKH�7D[�5HIRUP�,PSOHPHQWDWLRQ�2I¿FH�WR�KHOS�QDYLJDWH�WKH�FKDQJHV�DVVRFLDWHG�ZLWK�WD[�UHIRUP��
In conjunction with the Department, we will provide timely guidance for the new law and any future legislation to
assist taxpayers in addressing their new tax compliance obligations seamlessly. 

IRS will implement the new law in a way that serves taxpayers, facilitates tax compliance, and protects sensitive
data. IRS will focus initially on the following areas: 

• 	Creating new and revised taxpayer forms, instructions and publications. 

• 	Providing technical support to taxpayers on issues involving interpretations of the law
and of related published guidance. 

• 	Training IRS employees on the new law and helping the public, tax professionals and
other industry partners understand how the law applies to them by issuing timely guidance. 

• 	Reprogramming information technology systems, with special focus on return 
processing and compliance systems (the backbone of the tax system). 

MEETING EXPECTATIONS OF TAXPAYERS 
Our taxpayers increasingly expect high-quality service akin to what they receive in the private sector. This also
DSSOLHV�WR�FRUSRUDWLRQV��WUXVWV��HVWDWHV��H[HPSW�HQWLWLHV�DQG�RWKHUV�WKDW�KDYH�D�UHVSRQVLELOLW\�WR�¿OH�ZLWK�WKH�,56��
As a direct service provider, the IRS remains attuned to taxpayer preferences and needs. The IRS is updating its
service approach with innovative, multi-channel offerings (e.g., online webpages, mobile applications,
face-to-face assistance, phone, mail correspondence, etc.). 

In addition to offering taxpayers more choices in how they interact with us, the IRS’s multi-channel strategy has
the potential to increase overall levels of service. Updates to IRS digital services may reduce the number of
simple, informational interactions on the phone or in person for many taxpayers, allowing us additional time to
serve taxpayers with more complex service needs. 

11 



   

 

 

 

  

 

 

 

  

 
 

     
 

 
 

 

81% 

37% 

57% 

19% 

87% 

53% 

2007 2012 2017 

e-File Rate: Individual Income Tax Returns 

e-File Rate: Business Tax Returns 

ELECTRONIC FILING (E-FILING) 
When taxpayers file electronically 

(vs. paper), they receive refunds much 
faster and the IRS experiences cost 
savings of potentially $13-29M/year. 
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OBJECTIVES AND SUPPORTING ACTIVITIES 
6LPSOLI\�WKH�SURFHVV�RI�¿OLQJ��FRUUHFWLRQ�DQG�SD\PHQW�IRU�DOO�WD[SD\HUV�DQG�
their representatives. 
– 	Expand the use of plain language in taxpayer-facing communications and 
resources. 

– 	Develop additional self-assistance and correction tools, including 
enhanced Online Account capabilities for both taxpayers and representatives. 

– 	Equip employees, taxpayers and partners with the information needed to
enable a timely resolution. 

Help taxpayers understand their rights and responsibilities through 
proactive education and tailored outreach. 
– 	Develop and test the effect of proactive communications on taxpayer and
tax professional behavior and implement effective communications 
accordingly. 

– 	Use behavioral research insights to tailor outreach based on taxpayer needs
and preferences consistent with the Taxpayer Bill of Rights. 

– 	Provide avenues for dialogue on IRS initiatives, products and policies,
including timely communications with third parties. 

Expand secure digital options for taxpayers and professionals to interact
HI¿FLHQWO\�ZLWK�WKH�,56��ZKLOH�PDLQWDLQLQJ�DQG�LPSURYLQJ�WUDGLWLRQDO�
service options. 
– Develop new digital tools and channels and expand functionality and capacity 
on existing digital channels. 

– Conduct behavioral research to identify taxpayer preferences for current 
and future services. 

– 	Continue enhancements to traditional channels (e.g., telephone, Taxpayer
Assistance Centers, correspondence) to reduce taxpayer wait times, increase
service transparency, and accommodate taxpayer schedules. 

5online 
tools 

that didn’t exist in 2010 include: 

Direct Pay 
Online Account 
Interactive Tax Assistant 
IRS2Go Mobile App 
“Where’s My Amended Return?” 

±����,QFUHDVH�HOHFWURQLF�¿OLQJ� 

Measuring Success 

The IRS will utilize a combination of new and existing performance metrics to 
evaluate progress toward the goal of empowering and enabling all taxpayers to 
meet their tax obligations. These include the telephone level of service rate (the 
percentage of toll free callers that successfully speak to a Customer Service 
Representative or receive informational messages); the availability of critical 
¿OLQJ�VHDVRQ�WD[�IRUPV�DQG�LQVWUXFWLRQV��DQG�WKH�(QWHUSULVH�6HOI�$VVLVWDQFH�
Participation Rate, among others. Performance is reported annually in the IRS’s 
&RQJUHVVLRQDO�%XGJHW�-XVWL¿FDWLRQ�DQG�WKH�'HSDUWPHQW�RI�WKH�7UHDVXU\¶V�$JHQF\�
Financial Report. 

23M 
these account for 

interactions 

Enterprise Self-Assistance Participation Rate (ESAPR) – This measures 
the percent of instances where a taxpayer uses one of the IRS’s self-assistance 
service channels (i.e., automated calls, web services) versus needing 

*Based on data for FY2010 to 2017 support from an IRS employee (i.e., face-to-face, over the phone, via paper 
correspondence). 
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Protect the Integrity of the Tax System 
by Encouraging Compliance through 
Administering and Enforcing 
the Tax Code 

One of the IRS’s key responsibilities is to ensure taxpayers comply with the tax 
law. We will develop innovative approaches to understand, detect and resolve 
SRWHQWLDO�QRQFRPSOLDQFH�WR�NHHS�WD[SD\HU�FRQ¿GHQFH�LQ�RXU�WD[�V\VWHP�VWURQJ��
Analyzing new tax laws and regularly assessing trends in noncompliance 
will enable a more proactive approach. We will respond to high-risk  areas 
thoughtfully.  
When noncompliance occurs, we’ll use behavioral insights and robust data
analysis to address the noncompliance in the most appropriate way. This will
include expanding self-correction options and early intervention treatments,
allowing taxpayers and tax professionals to resolve errors quickly, without
compounding issues over time. Enhancing our ability to select cases and
implementing a new case management system will shorten the time from when
an issue is detected to when it is resolved. Feedback throughout this process will
help improve our deterrence, detection and treatment of compliance issues in the
future. 
We understand many taxpayers experience stress when learning they have a
potential compliance issue that needs to be addressed. We will help taxpayers
navigate the process of issue resolution, ensuring they’re aware of the Taxpayer
Bill of Rights and the resources available to them. While working to help
taxpayers who want to comply, we’ll pursue those who intentionally violate the tax
code. 

$2.038T 
Paid 

$458B 
Gap 

TAX GAP 

The gross tax gap is the amount of true tax 
liability that is not paid voluntarily and timely. 

Taxpayers owe ~$2.496T/year, but 
only pay ~$2.038T on time. 

$2.496T 
owed by 
taxpayers 

*information reflects estimates 
from 2008-2010 data 

Trends and Challenges 

SERVING AN INCREASINGLY COMPLEX TAX BASE 
The U.S. tax base is becoming more complex. Economic and demographic changes in our society have 
fundamentally changed the way citizens earn money and the way we live. U.S. workers earning income through 
FRQWUDFWLQJ�RU�IUHHODQFLQJ�LV�SURMHFWHG�WR�LQFUHDVH�DV�PRUH�ZRUNHUV�SXUVXH�ÀH[LEOH�DUUDQJHPHQWV�RU�HDUQ�LQFRPH�
through digital platforms and app-based businesses (the “gig economy”).3 This shift in income sources requires 
the IRS to adapt its outreach and enforcement efforts. According to one assessment, in the gig economy, nearly 
one-third of those earning money through app-based platforms were unaware of their tax status as small-
business owners.4  This likely affects the rate of voluntary tax compliance. 
In addition to changes in employment trends, family structures and living habits are shifting. A record number 
of Americans live in multigenerational households, a dynamic that could affect a taxpayer’s ability to claim 
deductions and credits accurately.5 This highlights the growing need for IRS to communicate eligibility 
requirements and verify compliance. 
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Early Interaction Initiative 

$360M 
ANNUAL 
INCREASE 
IN NET 
PAYMENTS 

ANNUAL 
DECREASE 
IN PENALTIES 
& INTEREST 

FOR EMPLOYERS

$47M 

This initiative expands the IRS Federal Tax Deposit 
 Alert Program by issuing educational alerts to

 employers when they may be behind in
 depositing withheld payroll taxes. 

This earlier contact with potentially non-compliant
 employers improves the likelihood that they will
 meet their payroll tax depositing requirements. 

*Based on data for FY2017 

Taxpayer Digital Communication (TDC) program 

The IRS launched the TDC program in 2017 to test 
the use of secure digital messaging. TDC enables 

taxpayers and tax professionals to interact with the 
IRS electronically, enabling the immediate exchange 

of information in place of more time-intensive
 mail correspondence. 

This modern, digital communication 
channel will enable IRS employees 
to resolve taxpayer issues more 
efficiently – lowering communication 
costs, providing more transparency 
and certainty, reducing operational tasks, 
and increasing taxpayer satisfaction. 

OBJECTIVES AND SUPPORTING ACTIVITIES 
,GHQWLI\�DQG�SODQ�IRU�FRPSOLDQFH�ULVNV�SURDFWLYHO\� 
– 	Analyze the risk landscape continuously to determine priority compliance
issues. 

– 	Create comprehensive strategies to prevent and address noncompliance in
high-risk areas (e.g., Large Business & International’s compliance campaigns). 

– 	Identify resource and skill needs to support high-priority risk areas and
incorporate them into workforce planning. 

5HGXFH�WKH�WLPH�EHWZHHQ�¿OLQJ�DQG�FRPSOLDQFH�LVVXHV�UHVROXWLRQ� 
±���'HYHORS�HDUO\�ZDUQLQJ�DQG�QRWL¿FDWLRQ�V\VWHPV�WR�LGHQWLI\�SRWHQWLDO�LVVXHV�
as they occur and engage taxpayers earlier in the process to resolve issues
faster. 

±��5HYLHZ�DQG�UH¿QH�ULVN�EDVHG�¿OWHUV�WR�GHWHFW�DQRPDOLHV�HDUO\� 
Match potential compliance issues to the most appropriate solution 
informed by behavioral insights. 
– 	Assess taxpayer and tax professional compliance behavior to identify
opportunities for early intervention treatments and other new approaches to
compliance. 

– 	Test and analyze the effectiveness of various treatments on taxpayer and
preparer compliance and burden. 

– 	Share insights from compliance efforts and testing across operating divisions
for continuous improvement of issue routing. 

Investigate criminal violations of the tax code to enforce accountability
and maximize deterrence. 
– 	Share data and coordinate on cases within and across relevant business units. 
– 	Expand the Cyber Crimes Unit in response to the ongoing threat of virtual
¿QDQFLDO�FULPHV� 

– 	Raise public awareness of the outcomes of IRS criminal investigations. 

Measuring Success 

Time to Start Compliance Resolution – This measures the percentage of total  
instances where IRS compliance enforcement divisions contact a noncompliant  
taxpayer within one year of receiving a taxpayer’s return (or when a taxpayer  
VKRXOG�KDYH�¿OHG�WKHLU�UHWXUQ��EXW�PD\�QRW�KDYH�� 
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Collaborate with External Partners 
Proactively to Improve Tax 
Administration 

We are committed to strengthening and expanding our partnerships,
maintaining open lines of communication with stakeholders and engaging them
as collaborators. The IRS is part of a community that includes a variety of
stakeholders invested in and affected by tax administration. We also work with
partners beyond the traditional tax community — including government entities
(international, federal, state, local and tribal), the private sector, universities and
volunteer organizations as we deliver our mission. 
-RLQW�HIIRUWV�KHOS�XV�¿QG�LQQRYDWLYH�VROXWLRQV��WDFNOH�FRPPRQ�FKDOOHQJHV�
DQG�HQKDQFH�RXU�DELOLW\�WR�VHUYH�WD[SD\HUV�DQG�RSHUDWH�HI¿FLHQWO\��7KH�,56�
coordinates with law enforcement agencies in pursuit of tax criminals, co-locates
taxpayer service centers with other government agencies for cost savings and
taxpayer convenience, works with third-party preparers and vendors regarding
the administration of major tax code changes and looks to the private sector to
share leading practices. 
The feedback we receive from our partners gives us an important perspective
on how our programs are working and where they could be improved. As we
enhance the ways we collaborate with partners, we will continue to maintain
accountability, holding our partners to the highest standards and safeguarding
WD[SD\HUV¶�ULJKWV�WR�SULYDF\�DQG�FRQ¿GHQWLDOLW\�� 

Trends and Challenges 

MANAGING GLOBAL TAX COOPERATION 
The IRS faces a business environment that is becoming more 
global, dynamic and digital.6 Complexity and change in the 
international environment require that the IRS collaborate with 
tax administrations in foreign countries to enforce compliance. 
As the passage of agreements with other countries shows, 
there is a desire to cooperate through a reciprocal approach 
to sharing information and enforcing international tax law.7  
Continued IRS leadership in international efforts focused on 
global tax cooperation and tax administration practices can 
prevent and resolve disputes among countries and increase 
certainty for taxpayers. 

IRS certified volunteers prepared 

3.6M
 
federal tax returns 
for eligible taxpayers 

through 

Volunteer Income &Tax Assistance (VITA) 

$
 

Tax Counseling
 
for the Elderly (TCE)
 

*Based on data for FY2017 

As of February 2018, the U.S. has 43 active or pending 
country-by-country reporting agreements. 

*Pending includes only the countries that have consented to an agreement 
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Low Income Taxpayer 
Clinics (LITCs)

 LITCs are a matching federal grant 
program that provides up to $100K 

annually to organizations that 
provide services to low-income 
taxpayers or taxpayers whose 

second language is English. In 2016, 
1,800 volunteers provided 47,480 

hours of service at LITCs. 

$11.8M
 to 138 grantees 

in 2017. 

in grants provided 

R E S U L  T S  

64% 

REPORTED 

DOWN 
FROM 2015-2017 

IDENTITY 
THEFT IS 

SECURITY SUMMIT 
Building on the success of FY2015, 
the Security Summit, a 
partnership between the IRS, 
state tax agencies and 
private-sector industry leaders 
contributed to a decline in 
taxpayers claiming to be victims of 
identity theft. 

TAXPAYER

OBJECTIVES AND SUPPORTING ACTIVITIES 
Coordinate with the tax community to facilitate service and outreach to 
taxpayers. 
–	 Work with partners to communicate service changes and promote adoption of
HI¿FLHQW�VHUYLFH�RSWLRQV� 

–	 Incorporate insights from partners into IRS service and outreach channels. 
–	 Deliver training to external service providers who partner with the IRS. 
–	 Enhance monitoring of the tax ecosystem to combat abusive behavior. 
3XUVXH�SDUWQHUVKLSV�WR�WDFNOH�FRPPRQ�FKDOOHQJHV��JHQHUDWH�FRVW�VDYLQJV�
and share leading practices. 
–	 Expand the use of interagency and private sector working groups to
collaborate on areas of mutual interest, building on successes like the Security
Summit. 

–	 Consult with the private sector to integrate industry-leading practices into IRS
operations, particularly around customer service, analytics and cybersecurity. 

±����&ROODERUDWH�ZLWK�RWKHU�JRYHUQPHQW�HQWLWLHV�WR�LGHQWLI\�HI¿FLHQFLHV�DURXQG�GDWD�
sharing, security and facilities management. 

Expand partnerships with foreign governments and international
organizations to address global tax compliance concerns. 
–	 Respond to changes in the global tax environment to improve international tax
compliance. 

–	 Coordinate with foreign tax administrations and the Organization for Economic
Cooperation and Development to measure and enhance the effectiveness of
data shared between jurisdictions. 

–	 Conduct, plan and convene international engagements on promoting sound
global tax administration, including protecting taxpayer rights. 

Measuring Success 

Progress Towards Enhanced Partnership Strategy – Meeting key milestones 
in the IRS’s ability to both maintain and create new partnerships with external 
stakeholders (e.g., tax preparer community, international compliance/cyber 
security experts, other government agencies) to help the agency be responsive 
to outside perspectives concerning how to: 

• Respond to and implement new legislative requirements, 

• Improve taxpayer service, 

• Protect the tax system and taxpayer data and 

���(I¿FLHQWO\�XVH�WD[SD\HU�UHVRXUFHV�� 
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Cultivate a Well-Equipped, 
Diverse, Flexible and 
Engaged Workforce
 

Our vision for the future depends on a workplace culture that empowers
employees to improve the taxpayer experience and uphold the tax code fairly.
:H¶UH�ZRUNLQJ�WR�SURYLGH�D�FROODERUDWLYH��LQFOXVLYH�DQG�ÀH[LEOH�H[SHULHQFH�IRU�
employees, regardless of where they work in the agency. 
We will support our employees by offering modernized training and tools,
especially on emerging priorities such as data analytics, advanced technological
systems and changes in tax requirements. Employees will be trained with
the necessary skills to serve a taxpayer base that is increasingly diverse and
complex in terms of tax situations and demographics. 
Enhanced skills development will be coupled with a forward-looking talent
management strategy, allowing the IRS to identify human resource needs more
effectively based on workload demands, business needs and tax legislation. Our
talent management strategy will focus on supporting employees’ needs and clear
paths for career development. Recognizing the importance of cultivating the next
generation of managers and leaders, we’ll focus on succession planning while
encouraging the transfer of institutional knowledge. 

Critical Hiring Needs 
The IRS prioritizes hiring mission critical

 positions based on agency needs, including 

those related to: 

Tax reform 

Cybersecurity 

IT modernization & 
infrastructure 

Filing season 

Data and analytics 

Identity theft 

SUPPORTING AN EVOLVING WORKFORCE 
A large portion of the IRS workforce is nearing retirement, with 27 percent eligible to retire by the end of FY18.
Moreover, the group that represents our next generation — those aged 25 or younger — makes up less than
half of one percent of our workforce. Succession planning and knowledge transfer are critical to passing on the
leadership skills and institutional knowledge necessary for continued effective tax administration. 
In addition to preventing knowledge gaps, we must also develop a workforce capable of responding to the
demands of the future. This means attracting, developing and retaining employees with advanced skillsets.
Developing leaders from our current workforce will make this evolution successful. We must also train and equip
employees with the skills and tools necessary to operate in an increasingly digital and data-enabled world. 

Trends and Challenges 
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OBJECTIVES AND SUPPORTING ACTIVITIES 

67 percent of IRS employees

 responding to the Federal Employee

 Viewpoint Survey (FEVS) in 2017

 felt engaged at work. 

Employee Engagement 

67% 

Foster a collaborative and inclusive culture. 
– Enhance and expand ways to gather employee feedback. 
±���3URPRWH�ÀH[LEOH�ZRUN�OLIH�RSWLRQV��LGHQWLI\LQJ�ZD\V�WR�HQVXUH�HPSOR\HHV�
on mobile, remote, Alternate Work Schedule or other arrangements can
participate seamlessly. 

–	 Protect equal opportunity, promoting diversity and inclusion through all steps of
the employee lifecycle. 

Support employee development with training opportunities and clear 
career paths. 

CAREER PROGRESSION 
IRS employees say developing 
opportunities for career progression is 
the best way to ensure a well-equipped, 
diverse, flexible and engaged 
IRS workforce.	 

– Make innovative training, tools and support accessible to employees. 
– Expand development opportunities (e.g., job shadowing, rotational programs). 
–	 Create career ladders and career-mapping tools to provide transparency and
predictability into skill requirements and expectations. 

*Based on a 2017 survey conducted by CFO 

–	 Develop mentoring programs and promote cross-functional exposure
and networking. 

(QKDQFH�VXFFHVVLRQ�SODQQLQJ�DQG�NQRZOHGJH�WUDQVIHU�SURFHVVHV�� 
– Identify emerging leaders and increase leadership development efforts to
SURYLGH�D�VWURQJ�WDOHQW�SLSHOLQH�WR�¿OO�NH\�SRVLWLRQV� 

–	 Develop standard processes for knowledge transfer when employees join or
leave the agency. 

–	 Redesign the Employee Resource Center, IRS intranet and other knowledge
management platforms to improve information sharing across functions and
business units. 

Design a talent management strategy that proactively addresses business 
QHHGV�DQG�DGMXVWV�WR�ZRUNORDG�GHPDQG� 
–	 Refresh retention and recruitment strategies to streamline hiring and focus on
critical skills. 

–	 Increase emphasis on forecasting of resource needs and analysis of workload
demands. 

–	 Integrate workforce planning into strategic planning efforts throughout the 
agency. 

Measuring Success 

Employee Engagement – Percentage of employees that say they feel engaged 
LQ�WKHLU�ZRUN�DV�PHDVXUHG�E\�2I¿FH�RI�3HUVRQQHO�0DQDJHPHQW¶V��230��LQGH[�RI� 
relevant questions from the Federal Employee Viewpoint Survey (FEVS). 
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Advance Data Access, 
Usability and Analytics to 
Inform Decision-Making and 
Improve Operational Outcomes 

$V�ZH�VWULYH�WR�RSHUDWH�PRUH�HI¿FLHQWO\��SURYLGH�VXSHULRU�VHUYLFH�WR�WD[SD\HUV�
and their representatives and ensure successful implementation of changes in
tax laws, we’re embracing and integrating data into our culture. Using analytics,
we can continuously improve all facets of our operations — taxpayer service,
enforcement efforts and a range of internal operations— maximizing our
learning from tests and data. We’re committed to using this research to guide our
organizational priorities. 
Advancements in how data is collected, stored, accessed and analyzed will allow
us to deploy data better. We’ll standardize our data processes and protocols and
encourage collaboration among all IRS business units. Increased interoperability

100x 23x 
from 2007 to 2017 

increased increased 
Data Volume 

Data and Analytics 

Number of Users 

more 
than 

This growth in data has driven innovation in tax 
administration research, increased the need for third party 

reporting and promoted better sharing of data across
RI�GDWD�V\VWHPV�DQG�VRXUFHV�ZLOO�HQKDQFH�WKH�VHFXUH�DQG�VHDPOHVV�ÀRZ�RI� 
data to enable greater authorized access to information. We’ll invest in training the IRS. New internal and external requests for data analytics 

to support new legislative mandates have, however, strained to develop more advanced analytics skillsets across the IRS, and use data to
the IRS’s capacity to support ongoing and new research. 

improve our business processes. 

KEEPING PACE WITH RAPID TECHNOLOGICAL CHANGE 
The IRS must take full advantage of technology to improve decision-making. New technologies continue to
change the way organizations in the private and public sectors deliver their mission, products and services.
*RYHUQPHQW�H[HFXWLYHV�EHOLHYH�GLJLWDO�WHFKQRORJLHV�DUH�FULWLFDO�WR�LPSURYLQJ�¿QDQFLDO�VHUYLFHV��VXFK�DV�UHYHQXH�
collection, audits, cash management and claims management. The IRS must respond to other changes (e.g.,
SURFHVV�URERWLFV��EORFNFKDLQ�DQG�DUWL¿FLDO�LQWHOOLJHQFH��DQG�LQWHJUDWH�WHFKQRORJLHV�WKDW�HQDEOH�PRUH�HI¿FLHQW�
PLVVLRQ�GHOLYHU\��)RU�LQVWDQFH��WKH�,56�KDV�DSSOLHG�GDWD�DQG�DQDO\WLFV�WR�UH¿QH�LGHQWLW\�WKHIW�GHWHFWLRQ�PRGHOV��
¿OWHUV�DQG�EXVLQHVV�UXOH�VHWV�GHVLJQHG�WR�GHWHFW�UHIXQG�IUDXG�DQG�QRQFRPSOLDQFH��%\�FRQWLQXRXVO\�PRQLWRULQJ�
their performance, the IRS has ensured a cycle of improvement in detecting and preventing identity theft. 

Trends and Challenges 
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Data and Analytics at Work 

IMPROVEMENT 

DECREASE 
IN PAYMENT 

COMPLIANCE 

IN IRS RESOURCES 

INCREASE 
REDUCTION 
IN PENALTIES 

IN USE OF 
SELF-SERVICE 

TOOLS 

11% 

31% 
8% 

20% 

The IRS has recently been working to improve 
the messaging in collection notices,

 which are used to notify taxpayers of unpaid 
balances or missing returns. In 2017, six 

redesigned notices were sent to a sample of 
taxpayers to track overall 
effectiveness, resulting in: 

OBJECTIVES AND SUPPORTING ACTIVITIES 
Update data collection and retrieval capabilities and processes to provide
faster authorized access to information. 
±���'H¿QH�DQG�FRPPXQLFDWH�GDWD�DFFHVV�SURFHVVHV��FODULI\LQJ�ZKHUH�DQG�KRZ�
authorized users can retrieve and use data. 

– 	Standardize data management to provide integrated, usable data. 
– 	Identify an operating model and appropriate roles to manage, collect and be
accountable for the accuracy of data across the agency. 

Improve analytical tools and data competencies across the IRS. 
– 	Invest in analytics and visualization software and tools, and develop processes
to support analytics in IRS operations. 

– 	Develop additional analytics trainings. 
– 	Create communities of learning and interest related to data analytics. 
Emphasize the use of data analytics, in conjunction with qualitative 
LQIRUPDWLRQ��WR�VHOHFW�KLJK�SULRULW\�ZRUN� 
– 	Design simple, repeatable processes for generating required insights and 
automating wherever possible. 

– 	Increase collaboration among Information Technology, Research, Applied
Analytics, and Statistics and other business units to bring a multi-disciplinary
approach to data analytics. 

Measuring Success 

Progress Toward Data Strategy – Meeting key milestones related to the 
creation of a data strategy, including: 
• 	Establishment of a governance council, comprised of stakeholders across 
the agency, that provides an enterprise-wide mechanism for monitoring 
data management and developing principles and practices for effective data 
governance and 
• 	Establishing and updating a comprehensive catalog of data sources. 
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Drive Increased Agility, 
(I¿FLHQF\��(IIHFWLYHQHVV�DQG�
 
Security in IRS Operations 

Investing in a modern and secure IT network is critical to achieving our strategic
goals, incorporating substantial tax law changes into our operations and
delivering our mission. Continued expansion of digitized information, particularly
RI�FDVH�¿OHV��ZLOO�VLPSOLI\�RXU�LQWHUQDO�SURFHVVHV�DQG�HQFRXUDJH�VHDPOHVV�
integration across the organization. Digitization also will enable enhancements
to taxpayer-facing systems, providing taxpayers and tax professionals with better
and faster service. 
Investing to replace our aged infrastructure will allow us to realize our mission,
reprogram systems based on tax reform requirements and provide the
foundation for improved service and enforcement capabilities. We’re dedicated to
streamlining our processes and to managing costs by reducing redundancies, a
WDVN�QHFHVVDU\�IRU�VRXQG�¿QDQFLDO�VWHZDUGVKLS� 

STABILIZE 
IT OPERATIONS 

REPETITIVE 
PROCESSES 

CYBERSECURITY 

MIGRATION 
TO CLOUD 

ANOMALY 
DETECTION 

INTEGRATED CASE 
MANAGEMENT 

HIGHLY SKILLED 
WORKFORCE 

OOMM 

TAX PROCESSING 

MODERNIZEAT 

RESEARCH, 
ANALYTICS, & 
BEHAVIORAL 

INSIGHTS 

The IRS is committed to modernizing operations 
through a variety of initiatives. 

OPERATIONS 
IRS 

An increased reliance on technology creates the need for increased security,
both physical and digital, to protect our employees and taxpayer information from Finding Efficiencies
threats. We understand our responsibility to safeguard taxpayer and IRS data,
particularly given the growing incidence and sophistication of cyber and identity
theft. We remain dedicated to maintaining the physical and digital security of our
systems, enhancing internal controls, managing risk and upholding accountability
across the agency. 

To modernize operations and align to growth seen in 
e-Filing, the IRS will consolidate Submission Processing 

(SP) Centers for the consolidation and treatment of 
paper returns by 2025. This will result in a reduction of 

both space and cost. 

ADDRESSING CYBER THREATS 
0DQ\�WD[SD\HUV�XVH�PXOWLSOH�GHYLFHV�WR�FRQQHFW�WR�WKH�LQWHUQHW��PDNLQJ�LGHQWLW\�YHUL¿FDWLRQ�DQG�SURWHFWLRQ�PRUH�
complex. At the same time, cybercriminals are more sophisticated than ever. As the IRS expands its digital 
efforts, it requires investment in robust security systems to enable secure access to digital services. 
There are millions of cyber threats against the government each year. Between FY2006 and FY2015, the 
number of reported information security incidents increased 1,303 percent.8 For the IRS, the cyber risk is 
exacerbated by aging infrastructure and the complexity of our technology networks. Effective collaboration 
between partners in the tax ecosystem — the Security Summit, for instance — can strengthen defenses 
through the sharing of technology and intelligence. 

Trends and Challenges 
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OBJECTIVES AND SUPPORTING ACTIVITIES 

of IRS hardware is 

aged as of FY2018. 

52% 
Modernize and integrate technologies and systems that support secure,
ÀH[LEOH�DQG�DFFXUDWH�ZRUN�DFURVV�,56�IXQFWLRQV� 
– Invest in the enhancement and integration of systems. 
±���$GRSW�LWHUDWLYH�DQG�ÀH[LEOH�DSSURDFKHV�WR�WHFKQRORJ\�GHYHORSPHQW�DQG�V\VWHP�
updates. 

– Maintain currency of hardware and software. 
– Invest in innovative technologies and enable the delivery of secure, agile and
HI¿FLHQW�VHUYLFH�RIIHULQJV�WKURXJK�FORXG�VHUYLFHV�� 

Safeguard taxpayer data and protect the IRS against internal and external
threats, with an emphasis on cyber defense. 

*Measure computed at start of FY2018 

– 	Enhance physical security through increased use of new technologies and
have standardized countermeasures and security policies. 

Safeguarding Taxpayer Data 

2.1B 

$12.4B 

cyber access attempts 

of revenue in confirmed 
identity theft in 2016 and 2017 

protected over 

denied in 2016 and 2017 

– Continue developing Authentication, Authorization and access abilities to
provide the foundation for the move to digital services. 

– 	Assess and update data-sharing and access policies to protect the privacy of
taxpayer data. 

– 	Adopt a proactive and analytics-driven approach to implement new offensive
and defensive strategies to meet emerging cyber threats. 

0DLQWDLQ�D�VWURQJ�IRFXV�RQ�¿VFDO�PDQDJHPHQW�DQG�DFFRXQWDELOLW\� 
±���&RQWLQXH�PDQDJLQJ�FRVWV�E\�UHGXFLQJ�UHGXQGDQFLHV�DQG�¿QGLQJ�HI¿FLHQFLHV� 
– Review and monitor business outcomes to improve investment performance. 
±���,GHQWLI\�¿QDQFLDO�PDQDJHPHQW�DQG�V\VWHPV�LQWHUQDO�FRQWUROV�GH¿FLHQFLHV�DQG�
address risks associated with them. 

– 	Strengthen acquisition planning and create innovative business strategies that
achieve cost-effective contracting solutions. 

6LPSOLI\�SROLFLHV�DQG�SURFHVVHV�WR�LPSURYH�RSHUDWLRQDO�HI¿FLHQF\�DQG�
coordination across business units. 
– 	Streamline internal agreements and standard operating processes (e.g.,
internal Memoranda of Understanding, Internal Revenue Manual) and
modernize the communication of those policies. 

– 	Assess the IRS organizational structure to achieve proper functional alignment
and appropriate spans of control. 

– 	Encourage feedback and idea-sharing from employees on potential
improvements to IRS processes. 

Measuring Success 

Aged Hardware Percentage – Quantity of hardware in operation past its useful 
life as a share of total hardware in use and 
(I¿FLHQW�6SDFH�8WLOL]DWLRQ�±�Ratio that measures overall rentable square 
footage per person (includes contractors). 
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IRS Risk Appetite
 
Recognizing that risk is inherent to the operations of any organization, the IRS
DFWLYHO\�LGHQWL¿HV�DQG�PDQDJHV�ULVNV�WR�WKH�QDWLRQ¶V�WD[�DGPLQLVWUDWLRQ�V\VWHP��
with a focus on those that affect taxpayer data and the IRS mission and vision.
As a large, complex, public-facing organization, the IRS acknowledges it must
sometimes accept risk and uses thoughtful analysis to determine the level of
risk it is willing to accept. The IRS is committed to preventing and mitigating risk
exposure, particularly in areas that could affect our ability to: 

• Administer the tax law fairly and with integrity, 
• Protect taxpayer rights, 
• Safeguard taxpayer data, 
• Serve as a responsible steward of taxpayer dollars and 
• Provide an inclusive, safe and secure workplace. 

(DFK�,56�HPSOR\HH�SOD\V�DQ�LPSRUWDQW�UROH�LQ�VXSSRUWLQJ�WKH�LGHQWL¿FDWLRQ�DQG�
management of risk. 
We recognize many emerging trends that offer challenges and opportunities for
how the IRS operates, including: 
• Changes in the taxpaying public and their expectations,
 
• Technological disruptions,
 
• Shifts in our workforce,
 
• An increasingly globalized and interconnected world and
 
• Changes in tax law.
 
These trends are discussed under each Strategic Goal.
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Conclusion
 

The mission of the IRS comes with a responsibility to operate with the utmost integrity, accountability and transparency.
We embrace the responsibility while understanding the challenges ahead — including changes in tax law, aging
WHFKQRORJ\�LQIUDVWUXFWXUH��VWDI¿QJ�FKDOOHQJHV��F\EHUVHFXULW\�ULVNV�DQG�¿VFDO�XQFHUWDLQW\��:H�KDYH�FRQ¿GHQFH�ZH¶OO�
achieve our mission and vision through a steadfast execution of our strategy. We have been and will continue to be
successful because of our talented and dedicated workforce and the efforts of our partners in the tax community. 
7KLV�¿YH�\HDU�VWUDWHJLF�SODQ�ZLOO�KHOS�XV�DFKLHYH�RXU�YLVLRQ�IRU�WKH�IXWXUH�WR�PRGHUQL]H�WKH�WD[SD\HU�H[SHULHQFH�DQG�
HPSRZHU�WKH�ZRUNIRUFH�WR�RSHUDWH�PRUH�HI¿FLHQWO\��:H�HQYLVLRQ�D�IXWXUH�LQ�ZKLFK�WD[SD\HUV�ZLOO�¿QG�LQIRUPDWLRQ�
quickly and be able to adjust their accounts independently. This will result in a high rate of compliance and increased
satisfaction with interactions with the IRS. Cases will be resolved faster and employees will continue to be engaged in
their work. We believe this will allow the IRS to maintain and enhance our unique position as the administrator of the
most effective voluntary compliance tax system in the world. 
The IRS will use this plan to guide operations across our organization. We will monitor our progress against the plan 
on a recurring basis, review our organizational performance, study changes in our environment and update the plan 
as needed. 
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Appendix A: Organizational Chart and
 
'HVFULSWLRQ�RI�,56�2I¿FHV 

Commissioner 

Office of Appeals 

Communications 
& Liaison 

Taxpayer Advocate 
Service 

Chief Counsel 

Deputy Commissioner 
Services & Enforcement 

Deputy Commissioner 
Operations Support 

Criminal Investigation 

Online Services 

Return Preparer 
Office 

Tax Exempt & 
Government Entities 

Whistleblower 
Office 

Chief Financial 
Office 

Human Capital 
Office 

Office of the 
Chief Risk Officer* 

Equity, Diversity and 
Inclusion* 

Research, Applied 

Large Business & 
International 

Facilities Management 
and Security Services 

Office of Professional 
Responsibility 

Information 
Technology 

Small Business / 
Self-Employed 

Privacy, Governmental 
Liaison and Disclosure 

Wage & Investment Procurement 

Analytics & Statistics* 

*Identifies reporting relationship direct to the Commissioner

Note: With respect to tax litigation and the legal interpretation of tax law, the Chief Counsel also reports to the General Counsel 
of the Treasury Department. On matters soley related to tax policy, the Chief Counsel report to the Treasury General Counsel. 

Internal Revenue Service Organizational Chart 
The IRS is organized into two primary organizations, Services and Enforcement and Operations Support, and four
functions reporting directly to the IRS commissioner. The IRS is a bureau of the United States Department of the
Treasury. The commissioner reports to the Deputy Secretary of the Treasury. 
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The Deputy Commissioner for Services and Enforcement (DCSE) oversees the four primary operating divisions
UHVSRQVLEOH�IRU�WKH�PDMRU�WD[SD\HU�VHJPHQWV�DV�ZHOO�DV�RWKHU�WD[SD\HU�IDFLQJ�IXQFWLRQV��7KH�RI¿FHV�LQ�WKLV�DUHD�
include: 

2I¿FH	 Function
	

Criminal Investigation	 ,QYHVWLJDWHV�SRWHQWLDO�FULPLQDO�YLRODWLRQV�DQG�¿QDQFLDO�
FULPHV�LQ�D�PDQQHU�WKDW�IRVWHUV�FRQ¿GHQFH�LQ�WKH�WD[� 
system. 

Large Business & International (LB&I)	 Serves approximately 250,000 corporations, subchapter
S corporations and partnerships with assets greater
WKDQ�����PLOOLRQ��/%	,�DOVR�VHUYHV�8�6��FLWL]HQV�DQG�
residents with offshore activities and non-residents  
with U.S. activities. 

2I¿FH�RI�3URIHVVLRQDO�5HVSRQVLELOLW\ Administers the laws and regulations governing the
practice of tax professionals before the Department of
the Treasury and the Internal Revenue Service. 

Online Services Delivers strategy, policy and initiatives to strengthen the 
IRS online services experience. 

5HWXUQ�3UHSDUHU�2I¿FH 2YHUVHHV�SUHSDUHU�WD[�LGHQWL¿FDWLRQ�QXPEHUV��37,1V���
enrollment programs, IRS approved continuing education
providers and the Annual Filing Season Program for tax 
return preparers. 

Small Business/Self-Employed 6HUYHV�WKH�DSSUR[LPDWHO\����PLOOLRQ�¿OHUV�ZKR�DUH�IXOO\�RU�
partially self-employed individuals and small businesses. 

Tax Exempt & Government Entities	 Serves approximately 3 million
entities across three distinct segments —Employee 
Plans, Exempt Organizations and Government Entities. 

Wage & Investment	 Serves approximately 123 million taxpayers, including
WKRVH�ZKR�¿OH�MRLQWO\��ZLWK�ZDJH�DQG�LQYHVWPHQW�LQFRPH�
only. 

:KLVWOHEORZHU�2I¿FH Assesses and analyzes incoming tips received from
individuals who spot tax problems in their workplace or
day-to-day business. 
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The Deputy Commissioner for Operations Support (DCOS) oversees the IRS’s integrated support functions, facilitating
HFRQRP\�RI�VFDOH�HI¿FLHQFLHV�DQG�EHWWHU�EXVLQHVV�SUDFWLFHV��2I¿FHV�XQGHU�'&26�LQFOXGH� 

2I¿FH	 Function
	

&KLHI�)LQDQFLDO�2I¿FH Manages a portfolio of corporate activities including
strategic planning, performance measurement, budget
IRUPXODWLRQ��EXGJHW�H[HFXWLRQ��DFFRXQWLQJ��¿QDQFLDO�
management and internal controls. 

Equity, Diversity and Inclusion	 Provides strategic planning, management, direction, 
and execution of the full range of activities related to the
Equal Employment Opportunity and Diversity function. 

Facilities Management and Security Services 	 Manages real estate, physical security and cross-function-
al administrative support for all organizations within the
IRS. 

+XPDQ�&DSLWDO�2I¿FH Provides human capital strategies and tools for
recruiting, hiring, developing and retaining a highly
skilled and high performing workforce to support IRS
mission accomplishments. 

Information Technology	 Manages Servicewide information resources and 
technology and the Service’s long-range objectives  
and strategies for improving tax administration through
modernizing tax administration systems. 

2I¿FH�RI�WKH�&KLHI�5LVN�2I¿FHU Oversees the Enterprise Risk Management Program,
providing a strategic framework to effectively deal with 
risk across the agency. 

Privacy, Governmental Liaison and Disclosure	 Protects the sensitive information and privacy of  
taxpayers and employees, ensuring only authorized
disclosures and data sharing. 

Procurement	 Provides acquisition services for all IRS business units 
DQG�RWKHU�EXUHDXV�DQG�RI¿FHV�ZLWKLQ�7UHDVXU\� 

Research, Applied Analytics & Statistics Provides leading research, analytical, statistical and 
technology services. 
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Finally, certain key functions report directly to the IRS commissioner. These include:
 

2I¿FH	 Function
	

2I¿FH�RI�$SSHDOV  Works to resolve tax controversies without litigation on 
a basis that is fair and impartial to both the taxpayer and
the government. 

Chief Counsel	 Provides advice to the IRS commissioner on all 
matters pertaining to the interpretation, administration
and enforcement of the Internal Revenue laws, represents
the IRS in litigation and provides all other legal support
needed by the IRS to carry out its mission of serving
America’s taxpayers. 

Communications & Liaison	 Supports the IRS mission by building relationships 
and understanding between IRS and its stakeholders
through effective information sharing. 

Taxpayer Advocate Service Helps taxpayers resolve problems with the IRS and 
recommends systemic changes. 
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Appendix B: Endnotes
 

1 The gross tax gap is the amount of true tax liability that is not paid voluntarily and timely.
 

2 Source: Table 29, IRS Data Book 2016.
 

3 Caroline Bruckner, “Shortchanged: The Tax Compliance Challenges of Small Business Operators Driving the

On-Demand Platform Economy,” Kogod Tax Policy Center, 23 May 2016. 

4 	Ibid. 

5 	Pew Research Center, “Record 60.6 Million Americans live in Multigenerational Households,” 11 August 2016. 

6 	Treasury Inspector General for Tax Administration, “Management and Performance Challenges Facing the Internal
Revenue Service for Fiscal Year 2017,” 6 October 2016. 

7 	Joanna Heiberg, “FATCA: Toward a Multilateral Automatic Information Reporting Regime,” 69 Wash. & Lee L. Review
1685, 2012, http://http://scholarlycommons.law.wlu.edu/wlulr/vol69/iss3/7/. 

����8�6��*RYHUQPHQW�$FFRXQWDELOLW\�2I¿FH��*$2���������,QIRUPDWLRQ�6HFXULW\��$JHQFLHV�1HHG�WR�,PSURYH�&RQWUROV�RYHU�
Selected High-Impact Systems, May 2016, 3-4. 
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DEPARTMENT OF THE TREASURY
 
I N T E R N A L R E V E N U E SE R V I C E 


W A SH I N G T O N , D .C . 2 0 2 2 4
 

COMMI SSIO N ER 

November 24, 2015 

MEMORANDUM FOR ALL EMPLOYEES 

FROM:	 John A. KoskinenA1 Q{
 
Commissioner off oJ rnal Revenue
 

SUBJECT:	 Anti-Harassment Policy 

Purpose 

The policy is designed to address unwelcome, hostile and/or abusive conduct before it 
rises to a level of harassment that creates a hostile work environment. The IRS is 
committed to fostering a model workplace free of conduct that negatively impacts 
employee engagement and productivity. To provide management with the opportunity to 
address any potentially harassing conduct, this policy requires that management be 
notified and have the opportunity to stop any harassing conduct before it becomes 
severe orpervasive. 

Every effort must be made to prevent harassment based on race, religion, sex, which 
includes sexual orientation, color, national origin, gender, age, disability and 
harassment in general. This policy is applicable whether or not the employee has filed 
an Equal Employment Opportunity (EEO) complaint, Merit Systems Protection Board 
(MSPB) appeal, or union grievance. Should any unwelcome, hostile and/or abusive 
conduct occur, this policy sets forth procedures for immediate and appropriate 
corrective and/or disciplinaryaction. 

Policy 

The objective of this policy is to prevent or mitigate harm to any employee subjected to 
harassment based on any of the previously mentioned protected characteristics. This 
policy prohibits harassment by or of any employee, supervisor, manager, contractor, 
vendor, and applicant or other individual with whom IRS employees interact during their 
work. Harassment can be direct or indirect, and the offender can be a supervisor, co
worker or subordinate. When appropriate, hostile or abusive conduct will be subject to 
corrective and/or disciplinary action even when it does not meet the threshold for illegal 
harassment. 



 

 
 

   
   

  
 

 
 

 
 

 
  

    
 

   
    

 
    

    

  
 
  

    
  

   
  

    
 

 
 

     
  

  
  

 
  

 
   

  
   

  
 

Distribution 

This policy shall be distributed to all employees upon issuance and annually thereafter. 
It shall also be made available to employees on the IRS intranet and distributed during 
the first week of work to all new employees as part of their orientation. 

Harassment 

Legal Definition of Unlawful Harassment 

To establish a viable claim of harassment, a complainant must show (1) membership in 
a statutorily protected class; (2) subjection to unwelcome verbal or physical conduct 
involving the protected class; (3) the harassment was based on the statutorily protected 
class; (4) the harassment had the effect of unreasonably interfering with complainant’s 
work performance and or created an intimidating, hostile, or offensive work 
environment; and (5) there is a basis for imputing liability to the employer. Omelas v. 
Department of Justice, EEOC Appeal No. 01995301 (2002). 

Harassment is a form of employment discrimination. In this context, harassment refers 
to unwelcome conduct that is based on race, color, national origin, sex including sexual 
orientation and pregnancy, religion, age (40+), disability, protected genetic information 
or parental status, when either enduring the offensive conduct becomes a condition of 
employment, or the conduct is severe or pervasive enough to create a working 
environment which a reasonable person would consider intimidating, hostile, orabusive. 
Harassment as a form of reprisal for engaging in protected activity is also prohibited by 
law. For example, the law prohibits harassment in order to retaliate against someone for 
filing a complaint of discrimination, participating in a hearing or investigation concerning 
a discrimination claim, or openly opposing unlawful discrimination. An Anti-Harassment 
Policy may limit damages if the employer acts quickly to address the unlawfulconduct. 

Examples of Harassing Conduct 

(1) General harassment may include, but is not limited to, making derogatory comments 
or displaying offensive behavior about a person’s religious beliefs, using racist slang or 
phrases, making comments about skin color, ethnic traits, or age. Bullying, displaying 
racist drawings or posters, making offensive gestures or comments about a mental or 
physical disability, sharing inappropriate images, videos, letters or notes can also 
constitute harassment. 

While it is questionable whether the single use of an epithet that offends another 
employee may rise to the level of harassment, there are some terms that are sufficiently 
offensive such that even ONE use of the term is enough to constitute harassment. All 
employees should refrain from the use of any epithets that, even in jest, might be 
considered offensive by some. 



 

    
 

   
 

     
   

 
  

   
  

  
 

   
  

 
  

 
   

 
  

  
 

 
     

  
   

     
 

 
 

 
 

     
 

   
   

 
 

 
 

  
  

   
  

 

(2) Cyber-harassment involves using cellular phones, personal digital assistants (PDA), 
computers or handheld devices to transmit harassing text messages, emails and 
images to social media sites or blogs and is similarly prohibited. 

(3) Sexual Harassment - Unwelcome sexual advances, requests for sexual favors, and 
other verbal or physical conduct of a sexual nature constitute sexual harassment when: 

(a) submission to such conduct is made either explicitly or implicitly a term or
 
condition of an individual’s employment;
 

(b) submission to or rejection of such conduct by an individual is used as the basis 
for employment decisions affecting such individual; or 

(c) such conduct has the purpose or effect of unreasonably interfering with an 
individual’s work performance or creating an intimidating, hostile, or offensive 
working environment. (29 CFR §1604.11) 

Sexual harassment may include: sexist or stereotypical remarks about a person’s 
clothing, body, appearance or activities; sexually oriented jokes, stories, or descriptions 
of sexual acts; displaying sexually graphic pictures; or an employer or supervisor 
conditioning promotion, job assignments, or other tangible benefits based on 
acquiescence to unwelcome sexual conduct, or penalizing an individual for refusing to 
participate in such conduct. The harasser may be the same sex or a different sex than 
the targeted person. 

(4) Bullying is repeated unreasonable actions of a manager, employee, contractor 
and/or vendor towards another, intended to intimidate, degrade, offend, humiliate or 
marginalize the target person or group. Although bullying is currently not recognized as 
a legal cause of action, any form of bullying is covered by this policy. 

What is NOT Harassment? 

The following would not be considered harassment: 

(1) petty slights and trivial annoyances, a lack of good manners or personality 
conflicts 

(2) reasonable management actions in support of the work or directions to 
employees to perform work 

What is harassment that may or may not meet the legal definition but IS unwelcome 
workplace conduct? 

Harassment includes unwelcome behavior that, while not rising to the level of illegal 
harassment, may still be disruptive or inappropriate to the person subjected to the 
behavior. Such conduct may include off-hand comments, or isolated incidents of 
harassment that are not part of a pattern or are not extremely serious. For instance, a 
supervisor making insignificant changes to an employee’s employment status by 



 

 
 

 
  

 
   

 
    

 
   

 
   

  
 

  

 
 

 
 

  
  

 
 

  
  

    
   

 
 

  
   

  
 

 
 

 
 

  
 

  
 

 
 

   
  

changing a job title may be viewed as harassment, but would not rise to unlawful 
harassing conduct. 

Preventing Harassment Before It Becomes Severe or Pervasive 

If employees believe they are being harassed, they can attempt to resolve the matter by 
speaking calmly with the person(s) engaging in the inappropriate conduct. They should 
make it clear that the conduct is unwelcome and/or offensive. If this does not stop the 
behavior, or the employees are not comfortable discussing the behavior with the 
harasser, then they should inform a supervisor of the conduct. 

Supervisors should act quickly to address all complaints of harassment and should 
make it clear that harassment and any unwelcome, hostile and/or abusive conduct will 
not be tolerated in the workplace. If individuals believe that their own behavior (jokes, 
comments, etc.) has been misunderstood, they should quickly explain and apologize. It 
is better to be overly cautious and refrain from certain jokes and comments in the 
workplace than to take the chance of offending colleagues. 

Reporting Harassment 

Any employee who has been subjected to harassment that meets the legal definition or 
behavior which the employee considers unwelcome, disruptive, or inappropriate should 
report the matter to: 

•	 the supervisor of the employee or manager engaging in the harassing or 
inappropriate conduct; 

•	 another supervisor or other management official; or 
•	 the Equity Diversity and Inclusion (EDI) Anti-Harassment Designee 

Employees who know of harassing or inappropriate conduct directed at others are 
encouraged to report the matter as described above. Reporting harassing or 
inappropriate conduct to a management official or the EDI Anti-Harassment Designee 
will not preclude an employee from filing an EEO complaint, Administrative Complaint or 
Negotiated Grievance. 

Confidentiality and Reprisal 

Reports of harassment or inappropriate conduct will be kept confidential to the extent 
that is reasonably possible. Retaliation against persons who make claims of harassment 
or provide information regarding such claims will not be tolerated and should be 
promptly addressed pursuant to the procedures in this policy. 

Management and Management Official Responsibilities 

Management must quickly address harassment allegations including reports by 
employees having knowledge of someone else being harassed. Harassment involving 



 

  
   

 
 

 
  

 
 

  
 

 
 

 
   

 
 

  
 

 
 

  
  

   
  

    
 

  
    

 
   

 
     

    
 

    
 

  
  

 
 

 
    

 
  

    
  

another manager’s employee should be reported promptly to the appropriate manager 
in the employee’s chain of command. Ignoring a report of alleged harassment may 
subject the agency to liability for damages and possibly subject the manager to 
disciplinary action. 

Management Inquiry, Reporting, and Corrective Action 

Managers must conduct a preliminary inquiry to determine the frequency and severity of 
the alleged harassing conduct, and take appropriate corrective or disciplinary action. 
Managers should reduce all actions and findings of the preliminary inquiry to writing. 
Further, decision-makers should always consult with labor relations (LR) staff prior to 
taking any disciplinary or adverse actions towards alleged harassers. 

(1) Conducting Preliminary Inquiries 

A supervisor or manager who receives a report of, or otherwise becomes aware of, 
harassment or inappropriate conduct involving subordinates within her/his chain-of
command must: 

(a)	 determine what conduct is at issue and whether it could be considered 
harassment or behavior that would reasonably be considered unwelcome, 
disruptive or inappropriate; 

(b)	 determine who may be involved; 
(c)	 determine whether any immediate corrective action is required to insulate the 

alleged victim from further harassment or inappropriate conduct; 
(d)	 determine what action is necessary and appropriate to otherwise address the 

report; and 
(e)	 record the activities and findings of the preliminary inquiry. 

(2) Notifying Appropriate Officials of Report 

(a)	 Within one business day a supervisor or manager who becomes aware of
 
alleged harassment must notify the following appropriate officials:
 

(1)	 The harassing employee’s supervisor and office director, unless the conduct 
implicates the supervisor or the office director, then notify the EDI Anti-
Harassment Designee; 

(2)	 The victim's supervisor and office director, unless the conduct implicates the 
supervisor or the office director, then notify the EDI Anti-Harassment 
Designee. 

(b)	 Supervisors and office directors in receipt of the report should notify the EDI 
Anti-Harassment Designee and provide a description of any initial steps taken to 
address the report. 

(c)	 If contacted regarding a complaint of harassment, managers should never refer 
the employee to another manager or tell the individual that he or she cannot 



   
  

  
 

 

 

 

 
 

   
   

 

  

  
  

   
 

 

  

  
  

 
  

 

    
   

   
    

  
      

assist or direct the employee to another source, so the individual is deterred 
from further reporting. 

(d)	 When a report is made directly to the EDI Anti-Harassment Designee, she/he 
shall: 

(1)	 Immediately acknowledge receipt of the report; 
(2)	 Notify the office(s) implicated in the report; an 
(3)	 Require the offices implicated in the report to immediately conduct a 

preliminary inquiry and take any other necessary and appropriate action. 

(3) Taking Corrective Action 

If it is determined that harassment or inappropriate conduct occurred, corrective 
action will be necessary. 

(a)	 Determine the appropriate corrective action. The office(s) implicated in the 
report will consult with the EDI Anti-Harassment Designee and labor relations as 
appropriate. 

(b)	 Supervisors or management officials should follow procedures of this policy to 
avoid being subjected to possible disciplinary action for failure to perform based 
on this guidance. 

Monitoring the Work Environment 

Business Units are responsible for ensuring that their offices are in full compliance with 
requirements of this policy. Additionally, designated officials are responsible for 
monitoring the work environment after a report of harassment and the subsequent 
management inquiry to ensure no further violations or incidents of retaliation have 
occurred. 

Filing EEO Complaints, Administrative Complaints or Negotiated Grievances 

The purpose of this policy is to prevent, deter and stop harassment in the workplace. 
Management actions are intended to be corrective and to stop harassment and deter its 
recurrence. However, corrective action under this policy may not provide the remedies 
available through the EEO, collective bargaining, or other processes (i.e., compensatory 
damages). 

Filing a report under this policy will not satisfy the requirements for filing an EEO 
complaint, union grievance, or other procedure, nor satisfy the requirements for 
obtaining remedies available through those processes. Additionally, filing a report under 
this policy will not delay the time limits for initiating the aforementioned procedures. 

An employee who chooses to pursue statutory, administrative, or collective bargaining 
remedies for unlawful harassment must elect one of the available forums as follows: 



 

   
  

  

 
  

 
  

 
  

   

  

  
  

 

   
  

 

     
  

 
 

  
  

 
 

 
 

  

 

(1) For an EEO complaint pursuant to 29 C.F.R. Part 1614 contact an EEO 
counselor in the Office of Equity, Diversity & Inclusion within 45 days from the 
most recent incident of alleged harassment (or personnel action if one is 
involved), as required in 29 C.F.R. § 1614.105(a)(1). Contact information is 
provided in the “Where Do I Go For EEO?” document located on the 
Employee Resource Center (ERC) website on the IRS intranet. 

(2) For a collective bargaining claim, file a written grievance in accordance with 
the provisions of the Collective Bargaining Agreement. 

(3) For an appeal to the Merit Systems Protection Board (MSPB) pursuant to 5 
C.F.R. §1201.22, file a written appeal with the Board within 30 days of the 
effective date of an appealable adverse action as defined in 5 C.F.R. § 
1201.3, or within 30 days of the date of receipt of the agency's decision, 
whichever is later. 

The IRS’s liability for a finding of harassment in an EEO complaint, MSPB appeal, or 
grievance, may depend upon whether the agency was aware of and promptly corrected 
the hostile or abusive conduct. Therefore: 

(1) If an employee pursues a claim of harassment through the EEO process, an MSPB 
appeal, or a union grievance, the EDI Specialist or official who receives notice of such 
claim shall promptly notify the appropriate responsible management official. 

(2) The EDI Anti-Harassment Designee shall provide the record of actions taken under 
this policy to the office handling the EEO complaint, MSPB appeal or grievance. 

Authorities 

(a) Title VII of the Civil Rights Act of 1964, as amended, 42 U.S.C. § 2000e-16; 
(b) The Civil Service Reform Act, 5 U.S.C. § 2302(b)(10); 
(c) Executive Order 11478, as amended May 28, 1998; 
(d) Equal Employment Opportunity Commission Management Directive 715, 

“Federal Responsibilities Under Section 717 of Title VII and Section 501 of the 
Rehabilitation Act” (October 1, 2003); 

(e) Equal Employment Opportunity Commission, “Enforcement Guidance: 
Vicarious Employer Liability for Unlawful Harassment by Supervisors,” No. 
915.002 (June 18, 1999); 

(f)	 Internal Revenue Manual, Section 1.2.10.1.8, Policy Statement 1-38 – Equal 
Employment Opportunity (March 8, 2012) 

Effective Date: November 24, 2015 
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MANUAL 1.20.3TRANSMITTAL 

Department of the Treasury July 15, 2016Internal Revenue Service 

Effective Date 

(07-15-2016) 

Purpose 

(1) This transmits new IRM 1.20.3, Equal Employment Opportunity and Diversity,
	
Handling Harassment Allegations.
	

Background 

(1) On November 24, 2015, IR Commissioner John A. Koskinen signed a 
memorandum that commits the IRS to fostering a model workplace free of conduct 
that negatively impacts employee engagement and productivity. Policy Statement P 
6-45, expresses the IRS policy on non-discrimination at the IRS. 

Material Changes 

(1) New IRM 1.20.3 provides information about harassment allegations and how they 
are handled at the IRS. 

Effect On Other Documents 

None 

Audience 

All IRS employees 

Cathy Wise 
Director, Equal Employment Operations 
Division, Office of Equity, Diversity and 
Inclusion 

http://irm.web.irs.gov/Part1/Chapter20/Section3/IRM1.20.3.aspx 12/11/2019
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Table of Contents 

1.20.3.1 - Program Overview 
1.20.3.1.1 - Policy 
1.20.3.1.2 - Authorities 
1.20.3.1.3 - Definitions 
1.20.3.1.4 - Program Objectives 
1.20.3.2 - Legal Definition of Unlawful Harassment
1.20.3.2.1 - Examples of Harassing Conduct 
1.20.3.2.2 - Examples of Unwelcome Conduct 
1.20.3.3 - Preventing Harassment 
1.20.3.3.1 - Reporting Harassment
1.20.3.3.2 - Confidentiality and Reprisal 

1.20.3.4 - Management and Management Official Responsibilities 
1.20.3.4.1 - Management Inquiry, Reporting, and Corrective Action 
1.20.3.5 - Monitoring the Work Environment 
1.20.3.6 - Filing EEO Complaints, Administrative Complaints or Negotiated 
Grievances 

1.20.3.1 (07-15-2016)
Program Overview 

(1) Purpose. This IRM provides guidance for management officials and employees on 
the process for handling harassment complaints in the workplace. IRS goal is to 
prevent harassment before it becomes severe or pervasive. 

(2) Every effort must be made to prevent harassment based on race, religion, sex, 
which includes sexual orientation, color, national origin, gender, age, disability and 
harassment in general. This policy is applicable whether or not the employee has 
filed an Equal Employment Opportunity (EEO) complaint, Merit Systems Protection 
Board (MSPB) appeal, or union grievance. Should any unwelcome, hostile and/or 
abusive conduct occur, this policy sets forth procedures for immediate and 
appropriate corrective and/or disciplinary action. 

(3) Audience. This information is for all IRS employees. 

(4) Policy Owner. The Office of Equity, Diversity and Inclusion (EDI). 

1.20.3.1.1 (07-15-2016)
Policy 

(1) The policy is designed to address unwelcome, hostile and/or abusive conduct 
before it rises to a level of harassment that creates a hostile work environment. The 
IRS is committed to fostering a model workplace free of conduct that negatively 

http://irm.web.irs.gov/Part1/Chapter20/Section3/IRM1.20.3.aspx 12/11/2019
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impacts employee engagement and productivity. To provide management with the 
opportunity to address any potentially harassing conduct, this policy requires that 
management be notified and have the opportunity to stop any harassing conduct 
before it becomes severe or pervasive. 

1.20.3.1.2 (07-15-2016)
Authorities 

(1) Title VII of the Civil Rights Act of 1964, as amended, 42 USC 2000e-16. 

(2) The Civil Service Reform Act, 5 USC 2302(b)(10). 

(3) Executive Order 11478, as amended May 28, 1998. 

(4) Equal Employment Opportunity Commission Management Directive 715, "Federal
Responsibilities Under Section 717 of Title VII and Section 501 of the Rehabilitation 
Act"(October 1, 2003). 

(5) Equal Employment Opportunity Commission, "Enforcement Guidance: Vicarious 
Employer Liability for Unlawful Harassment by Supervisors," No. 915.002 (June 18, 
1999). 

(6) Policy Statement 1-38, Equal Employment Opportunity (March 8, 2012). See IRM 
1.2.10.1.8. 

(7) Policy statement 6-45, IRS Non-Discrimination (August 18, 2002). See IRM 
1.2.15.1.5. 

1.20.3.1.3 (07-15-2016)
Definitions 

(1) Administrative complaint - An administrative complaint is a broad term meant to 
include any other forum in which an employee can raise issues, such as the 
Agency Grievance System, described in IRM 6.771, Agency Grievance System. 

(2) EEO Complaint - An EEO complaint may be either informal or formal filed pursuant 
to the laws and regulations under the jurisdiction of the Equal Employment 
Opportunity Commission (EEOC). 

(3) Negotiated grievance - A negotiated grievance is filed by a bargaining unit 

employee pursuant to the agreement entered into with the National Treasury 

Employees Union (NTEU).
	

1.20.3.1.4 (07-15-2016)
Program Objectives 

http://irm.web.irs.gov/Part1/Chapter20/Section3/IRM1.20.3.aspx 12/11/2019
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(1) The objective of this program is to prevent or mitigate harm to any employee 

subjected to harassment. 


(2) The policy underlying this program prohibits harassment by or of any employee, 
supervisor, manager, contractor, vendor, and applicant or other individual with 
whom IRS employees interact during their work. Harassment can be direct or 
indirect, and the offender can be a supervisor, coworker or subordinate. When 
appropriate, hostile or abusive conduct will be subject to corrective and/or 
disciplinary action even when it does not meet the threshold for illegal harassment. 

1.20.3.2 (07-15-2016)

Legal Definition of Unlawful Harassment
	

(1) To establish a viable claim of harassment, a complainant must show: 

1.		Membership in a statutorily protected class; 
2.		 Subjection to unwelcome verbal or physical conduct involving the protected 
class; 

3.		 The harassment was based on the statutorily protected class; 
4.		 The harassment had the effect of unreasonably interfering with complainant’s 
work performance and or created an intimidating, hostile, or offensive work 
environment; and 

5.		 There is a basis for imputing liability to the employer. See Omelas v. 
Department of Justice, EEOC Appeal No. 01995301 (2002). 

(2) Harassment is a form of employment discrimination. In this context, harassment 
refers to unwelcome conduct that is based on race, color, national origin, sex 
including sexual orientation and pregnancy, religion, age (40+), disability, protected
genetic information or parental status, when either enduring the offensive conduct 
becomes a condition of employment, or the conduct is severe or pervasive enough 
to create a working environment which a reasonable person would consider 
intimidating, hostile, or abusive. Harassment as a form of reprisal for engaging in 
protected activity is also prohibited by law. For example, the law prohibits 
harassment in order to retaliate against someone for filing a complaint of 
discrimination, participating in a hearing or investigation concerning a discrimination 
claim, or openly opposing unlawful discrimination. An Anti-Harassment Policy may 
limit damages if the employer acts quickly to address the unlawful conduct. 

1.20.3.2.1 (07-15-2016)
Examples of Harassing Conduct 

(1) General harassment may include, but is not limited to, making derogatory 
comments or displaying offensive behavior about a person’s religious beliefs, using 
racist slang or phrases, making comments about skin color, ethnic traits, or age. 
Bullying, displaying racist drawings or posters, making offensive gestures or 
comments about a mental or physical disability, sharing inappropriate images, 
videos, letters or notes can also constitute harassment. 
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(2) While it is questionable whether the single use of an epithet that offends another 
employee may rise to the level of harassment, there are some terms that are 
sufficiently offensive such that even ONE use of the term is enough to constitute 
harassment. All employees should refrain from the use of any epithets that, even in 
jest, might be considered offensive by some. 

(3) Cyber-harassment involves using cellular phones, personal digital assistants 
(PDA), computers or handheld devices to transmit harassing text messages, emails 
and images to social media sites or blogs and is similarly prohibited. 

(4) Sexual Harassment is unwelcome sexual advances, requests for sexual favors, 
and other verbal or physical conduct of a sexual nature constitute sexual 
harassment when: 

a.		 Submission to such conduct is made either explicitly or implicitly a term or 
condition of an individual’s employment; 

b.		 Submission to or rejection of such conduct by an individual is used as the 
basis for employment decisions affecting such individual; or 

c.		 such conduct has the purpose or effect of unreasonably interfering with an 
individual’s work performance or creating an intimidating, hostile, or offensive 
working environment. 29 CFR 1604.11. 

(5) Sexual harassment may include: sexist or stereotypical remarks about a person’s 
clothing, body, appearance or activities; sexually oriented jokes, stories, or 
descriptions of sexual acts; displaying sexually graphic pictures; or an employer or 
supervisor conditioning promotion, job assignments, or other tangible benefits 
based on acquiescence to unwelcome sexual conduct, or penalizing an individual
for refusing to participate in such conduct. The harasser may be the same sex or a 
different sex than the targeted person. 

(6) Bullying is repeated unreasonable actions of a manager, employee, contractor 
and/or vendor towards another, intended to intimidate, degrade, offend, humiliate or 
marginalize the target person or group. Although bullying is currently not 
recognized as a legal cause of action, any form of bullying is covered by this policy. 

(7) Examples of conduct that would not constitute harassment include: 

a.		 Petty slights and trivial annoyances, a lack of good manners or personality 
conflicts. 

b.		 Reasonable management actions in support of the work or directions to 
employees to perform work. 

1.20.3.2.2 (07-15-2016)

Examples of Unwelcome Conduct
	

(1) What is harassment that may or may not meet the legal definition but is unwelcome 
workplace conduct? Harassment includes unwelcome behavior that, while not
rising to the level of illegal harassment, may still be disruptive or inappropriate to 
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the person subjected to the behavior. Such conduct may include off-hand comments, 
or isolated incidents of harassment that are not part of a pattern or are not 
extremely serious. 

Example: A supervisor who makes insignificant changes to an 
employee’s employment status by changing a job title may be viewed as 
harassment, but would not rise to unlawful harassing conduct. 

1.20.3.3 (07-15-2016)
Preventing Harassment 

(1) If an employee believes they are being harassed, they can attempt to resolve the
matter by speaking calmly with the person(s) engaging in the inappropriate 
conduct. They should make it clear that the conduct is unwelcome and/or offensive. 
If this does not stop the behavior, or the employee is not comfortable discussing the 
behavior with the harasser, they need to inform a supervisor of the conduct. 

(2) Supervisors are responsible for responding quickly to address all complaints of 
harassment and make it clear that harassment and any unwelcome, hostile and/or 
abusive conduct will not be tolerated in the workplace. 

(3) If individuals believe that their own behavior (jokes, comments, etc.) have been 
misunderstood, they should quickly explain and apologize. It is better to be overly 
cautious and refrain from certain jokes and comments in the workplace than to take 
the chance of offending colleagues. 

1.20.3.3.1 (07-15-2016)
Reporting Harassment 

(1) Any employee who has been subjected to harassment that meets the legal
	
definition or behavior which the employee considers unwelcome, disruptive, or 

inappropriate should report the matter to:
	

a.		 The supervisor of the employee or manager engaging in the harassing or 
inappropriate conduct;

b.		 Another supervisor or other management official; or 
c.		 The Equity Diversity and Inclusion (EDI) Anti-Harassment Designee at *EDI 
AHP Mailbox. 

(2) Employees who know of harassing or inappropriate conduct directed at others are 
encouraged to report the matter as described above. Reporting harassing or 
inappropriate conduct to a management official or the EDI Anti-Harassment 
Designee will not preclude an employee from filing an EEO complaint, 
Administrative Complaint or Negotiated Grievance. 

1.20.3.3.2 (07-15-2016) 
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Confidentiality and Reprisal 

(1) Reports of harassment or inappropriate conduct will be kept confidential to the 
extent that is reasonably possible. Retaliation against persons who make claims of 
harassment or provide information regarding such claims will not be tolerated and 
should be promptly addressed pursuant to these procedures. 

1.20.3.4 (07-15-2016)

Management and Management Official Responsibilities
	

(1) Management must quickly address harassment allegations including reports by 

employees having knowledge of someone else being harassed. 


(2) Report harassment involving another manager’s employee should be reported
	
promptly to the appropriate manager in the employee’s chain of command.
	

(3) Ignoring a report of alleged harassment may subject the agency to liability for
	
damages and possibly subject the manager to disciplinary action. 


1.20.3.4.1 (07-15-2016)

Management Inquiry, Reporting, and Corrective Action
	

(1) Managers must conduct a preliminary inquiry to determine the frequency and 
severity of the alleged harassing conduct, and take appropriate corrective or 
disciplinary action. Managers should reduce all actions and findings of the 
preliminary inquiry to writing. Further, decision-makers should always consult with 
labor relations (LR) staff prior to taking any disciplinary or adverse actions towards 
alleged harassers. 

(2) A supervisor or manager who receives a report of, or otherwise becomes aware of, 
harassment or inappropriate conduct involving subordinates within their chain-of-
command must: 

a.		 Determine what conduct is at issue and whether it could be considered 
harassment or behavior that would reasonably be considered unwelcome, 
disruptive or inappropriate; 

b.		 Determine who may be involved; 
c.		 Determine whether any immediate corrective action is required to insulate the 
alleged victim from further harassment or inappropriate conduct; 

d.		 Determine what action is necessary and appropriate to otherwise address the 
report; and 

e.		 Record the activities and findings of the preliminary inquiry. 

(3) Within one business day a supervisor or manager who becomes aware of alleged 
harassment must notify the following appropriate officials: 

a. The harassing employee’s supervisor and office director, unless the conduct 
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implicates the supervisor or the office director, then notify the EDI Anti-
Harassment Designee;

b.		 The victim's supervisor and office director, unless the conduct implicates the 
supervisor or the office director, then notify the EDI Anti-Harassment 
Designee. 

(4) Supervisors and directors who receive the report will notify the EDI Anti-

Harassment Designee and provide a description of any initial steps taken to 

address the report. 


(5) If contacted regarding a complaint of harassment, managers should never refer the 
employee to another manager or tell the individual that he or she cannot assist or 
direct the employee to another source, so the individual is deterred from further 
reporting. 

(6) When a report is made directly to the EDI Anti-Harassment Designee, they will: 

a.		 Immediately acknowledge receipt of the report; 
b.		 Notify the office(s) implicated in the report; and 
c.		 Require the offices implicated in the report to immediately conduct a 
preliminary inquiry and take any other necessary and appropriate action. 

(7) If it is determined that harassment or inappropriate conduct occurred, corrective 
action will be necessary. Supervisors and management officials: 

a.		 Shall determine the appropriate corrective action in consultation with the EDI 
Anti-Harassment Designee and labor relations as appropriate. 

b.		 Should follow procedures of this policy to avoid being subjected to possible 
disciplinary action for failure to perform based on this guidance. 

1.20.3.5 (07-15-2016)

Monitoring the Work Environment
	

(1) Business Units are responsible for ensuring that their offices are in full compliance
with requirements of this policy. 

(2) Additionally, designated officials are responsible for monitoring the work
environment after a report of harassment and the subsequent management inquiry 
to ensure no further violations or incidents of retaliation have occurred. 

1.20.3.6 (07-15-2016)

Filing EEO Complaints, Administrative Complaints or Negotiated Grievances
	

(1) Although this program is intended to prevent, deter and stop harassment in the 

workplace, corrective action under this program may not provide the remedies 

available through the EEO, collective bargaining, or other processes (i.e., 

compensatory damages).
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(2) Filing a report under this program will not satisfy the requirements for filing an EEO 
complaint, union grievance, or other procedure, nor satisfy the requirements for 
obtaining remedies available through those processes. Additionally, filing a report 
under this program will not delay the time limits for initiating the aforementioned 
procedures. 

(3) An employee who chooses to pursue statutory, administrative, or collective 
bargaining remedies for unlawful harassment must elect one of the available 
forums as follows: 

a.		 For an EEO complaint pursuant to 29 CFR 1614, contact an EEO counselor 
in the Office of Equity, Diversity and Inclusion within 45 days from the most 
recent incident of alleged harassment (or personnel action if one is involved), 
as required in 29 CFR 1614.105(a)(1). Contact information is provided in the 
"Where Do I Go For EEO?" document located on the Employee Resource
Center (ERC) website under the EEO, Rights and Obligations tab at: 
http://erc.web.irs.gov. 

b.		 For a collective bargaining claim, file a written grievance in accordance with 
the provisions of the Collective Bargaining Agreement. 

c.		 For an appeal to the Merit Systems Protection Board (MSPB) pursuant to 5 
CFR 1201.22, file a written appeal with the Board within 30 days of the
effective date of an appealable adverse action as defined in 5 CFR 1201.3 or 
within 30 days of the date of receipt of the agency's decision, whichever is 
later. 

(4) IRS liability for a finding of harassment in an EEO complaint, MSPB appeal, or 
grievance, may depend upon whether the agency was aware of and promptly 
corrected the hostile or abusive conduct. Therefore: 

a.		 If an employee pursues a claim of harassment through the EEO process, an 
MSPB appeal, or a union grievance, the EDI Specialist or official who 
receives notice of such claim will promptly notify the appropriate responsible 
management official. 

b.		 The EDI Anti-Harassment Designee will provide the record of actions taken 
under this policy to the office handling the EEO complaint, MSPB appeal or 
grievance. 

http://irm.web.irs.gov/Part1/Chapter20/Section3/IRM1.20.3.aspx 12/11/2019
	

http://erc.web.irs.gov


MANUAL 
TRANSMITTAL 1.20.2 

Department of the Treasury JUNE 24, 2013 
Internal Revenue Service 

EFFECTIVE DATE 

(06-24-2013) 

PURPOSE 

(1)	 This transmits revised IRM 1.20.2, IRS Disability Office, Providing Reasonable Accommodation for 
Individuals with Disabilities. 

MATERIAL CHANGES 

(1)	 Procedures are being revised to align with Treasury’s Interim Voluntary Modification and Reasonable 
Accommodation Policy and Procedures and in compliance with the Americans with Disabilities 2008 
Amendments Act (ADAAA) which went into effect in January 2009. 

EFFECT ON OTHER DOCUMENTS 

This supersedes IRM 1.20.2 dated August 26, 2008 

AUDIENCE 

All Divisions and Functions 

RELATED RESOURCES 

(1)	 The “1 Step 4 RA” link below provides a wealth of resources and is helpful in providing additional 
information and forms for assistance. Visit at http://1step4ra.web.irs.gov/ 

Phyllis Brown 
Director, HCO Workforce Relations Division 

Cat. No. 49442G (06-24-2013)	 Internal Revenue Manual 1.20.2 

http://1step4ra.web.irs.gov/


Manual Transmittal

Table of Contents

1.20.2 

Part 1 IRM 1.20.2 
Chapter 20 Equal Employment Opportunity and Diversity 

Providing Reasonable Accommodation for Individuals with Disabilities 

Table of Contents 

1.20.2.1 IRS Reasonable Accommodation Policy P-1-47
 

1.20.2.2 Introduction to IRM 1.20.2
 

1.20.2.3 Authority
 

1.20.2.3.1	 Background
 

1.20.2.4 Definitions
 

1.20.2.5 Requesting A Reasonable Accommodation
 

1.20.2.5.1	 The Interactive Process
 

1.20.2.5.2	 Determining Who Will Handle the Request
 

1.20.2.5.3	 Reassignment as an Accommodation
 

1.20.2.5.4	 Granting a Reasonable Accommodation and Time Frames for Processing Requests and Providing
 

Reasonable Accommodations
 

1.20.2.5.4.1 Requests Not Involving Extenuating Circumstances
 

1.20.2.5.4.2 Requests Involving Extenuating Circumstances
 

1.20.2.5.5	 Expedited Process
 

1.20.2.6 Requests for Medical Information
 

1.20.2.7 Confidentiality and Disclosure
 

1.20.2.8 Denial of Reasonable Accommodation Request
 

1.20.2.9 Appeal Process
 

1.20.2.10	 Information Tracking and Reporting
 

1.20.2.11	 Relationship of Procedures to Statutory and Collective Bargaining Claims
 

1.20.2.12	 Collective Bargaining Obligations
 

Exhibits
 

1.20.2-1 IRS Reasonable Accommodation Resources
 

1.20.2-2 External Reasonable Accommodation Resources
 

Cat. No. 49442G (06-24-2013) Internal Revenue Manual 1.20.2 



Providing Reasonable 
Accommodation for Individuals with Disabilities 1.20.2 page 1 

1.20.2.1 (1) The Internal Revenue Service shall take positive and persistent actions to 
(10-09-2007) recruit, hire, develop, and advance persons with disabilities. The Service shall 
IRS Reasonable make reasonable accommodations for all qualified applicants or employees 
Accommodation Policy with physical or mental disabilities in accordance with law. The Service shall 
P-1-47 comply with all appropriate rules, regulations, and directives. Executives, 

managers, and supervisors shall create a positive work environment that will 
encourage employees with disabilities to maximize and reach their full 
potential. 

(2)	 The Internal Revenue Service shall take necessary action to ensure that 
members of the public with disabilities have an equal opportunity to effectively 
participate in its programs, activities, and services, in accordance with law. The 
Service shall comply with all appropriate rules, regulations, and directives. 

1.20.2.2 (1) 1) The following policies and procedures apply to all divisions, functions, 
(06-24-2013) offices, and applicants for employment with the IRS. These policies and proce-
Introduction to IRM dures supplement the Equal Employment Opportunity Commission (EEOC) 
1.20.2	 Enforcement Guidance on Reasonable Accommodation and Undue Hardship 

Under the Americans with Disabilities Act (March 1, 1999) and EEOC Policy 
Guidance on Executive Order 13164, Establishing Procedures to Facilitate the 
Provision of Reasonable Accommodation (October 20, 2000). Both documents 
are available on EEOC’s internet site at http://www.eeoc.gov. 

Note:	 A Reasonable Accommodation (RA) is an adjustment or alteration that 
enables an otherwise qualified individual with a substantially limiting impair
ment or a record of such an impairment to apply for a job, perform job 
duties, or enjoy benefits and privileges of employment. There are three cat
egories of reasonable accommodations: 

•	 Modification or adjustments to a job application to permit an individual with 
a disability to be considered for a job (such as, providing application forms 
in alternative formats like large print or Braille); 

•	 Modifications or adjustments to enable a qualified individual with a disability 
to perform the essential functions of the job (such as, providing sign 
language interpreters); and 

•	 Modifications or adjustments that enable employees with disabilities to 
enjoy equal benefits and privileges of employment (such as, removing 
physical barriers in an organization’s cafeteria). 

1.20.2.3 (1) The Rehabilitation Act of 1973, 29 U.S.C 701, et seq ., as amended, requires 
(06-24-2013) an employer to provide reasonable accommodation to qualified individuals with 
Authority disabilities who are employees or applicants for employment, except when 

such accommodation would cause undue hardship. 

(2)	 Executive Order 13164, Requiring Federal Agencies to Establish Procedures to 
Facilitate the Provision of Reasonable Accommodation (July 26, 2000), 
requires that Federal agencies establish effective written procedures for pro
cessing requests for reasonable accommodation. 

(3)	 Equal Employment Opportunity Commission Policy Guidance on Executive 
Order 13164, Establishing Procedures to Facilitate the Provision of Reason
able Accommodation, Directives Transmittal Number 915.003 (October 20, 
2000), explains EO 13164 in detail. 
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(4) Equal Employment Opportunity Commission Enforcement Guidance on Rea
sonable Accommodation and Undue Hardship Under the Americans with 
Disabilities Act (March 1, 1999), clarifies the rights and responsibilities of 
employers and individuals with disabilities regarding reasonable accommoda
tion and undue hardship. 

(5) Americans with Disabilities Act Amendments Act (ADAAA) of 2008, Public Law 
110-325 ADAAA, effective 2009 focuses on the discrimination at issue instead 
of the individual’s disability. Equal Employment Opportunity Commission issued 
its final regulations on the ADAAA on March 25, 2011, which became effective 
on May 24, 2011. 

1.20.2.3.1 
(06-24-2013) 
Background 

(1) 

(2) 

The laws, regulations and requirements referred to above establish compliance 
requirements for the Internal Revenue Service. 

The Americans with Disabilities Act (ADA) of 1990 prohibits discrimination on 
the basis of disability in employment, State and local government, public ac
commodations, commercial facilities, transportation, and telecommunications. It 
also applies to the United States Congress. 

(3) The Americans with Disabilities Act Amendments Act (ADAAA) defines a 
person with a “disability” as a person who 1.) has a physical or mental impair
ment that substantially limits a major life activity, 2.) a record of such an 
impairment, or 3.) is regarded as having such an impairment. However, the 
ADAAA and the EEOC’s regulations (29 CFR 1630.2(o) and 1630.9(e)) state 
that employers are not required to provide reasonable accommodations to 
employees and applicants who are regarded as having an impairment. The 
actual regulatory language says, “A covered entity is required, absent undue 
hardship, to provide a reasonable accommodation to an otherwise qualified 
individual who meets the definition of disability under the “actual disability” (§ 
1630.2(g)(1)(i)), or “record of” (§ 1630.2(g)(1)(ii), but is not required to provide 
a reasonable accommodation to an individual who meets the definition of dis
ability solely under the “regarded as” (§ 1630.2(g)(1)(iii)).” 

1.20.2.4 
(06-24-2013) 
Definitions 

(1) Accessible- Enter, operate, participate in, or use safely, independently and 
with dignity by a person with a disability (i.e., site, facility, work environment, 
service or program). 

(2) Appeal Process- Any voluntary mechanism through which an individual can 
request reconsideration of denial of reasonable accommodation, regardless of 
whether the person has started the EEO complaint process. 

(3) BOD- Business Operating Division 

(4) Commuting Area- The geographic area that usually constitutes one area for 
employment purposes. It includes any population center (or two or more neigh
boring ones) and the surrounding localities in which people live and can 
reasonably be expected to travel back and forth daily to their usual employ
ment. 

(5) Deciding Official - The IRS official designated to identify possible accommo
dations and determine whether a requested accommodation shall be provided. 
There are three possible deciding officials: a human resources manager (for 
applicants only), an employee’s immediate supervisor/manager, and a 
manager in the employee’s chain of command. Deciding officials may consult 
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(6) 

(7) 

(8) 

(9) 

(10) 

(11) 

(12) 

(13) 

with the appropriate parties (e.g., physician, reasonable accommodation coor
dinator, etc.) to determine if an individual has a medical condition that 
substantially limits a major life activity and is eligible for reasonable accommo
dation. 

Denial- Deciding Official/Manager makes an informed decision to deny the em
ployee’s specific reasonable accommodation and does not offer an alternative 
in its place, or an alternative accommodation is offered and declined by the 
employee. 

Disability -For the purposes of providing a reasonable accommodation,“dis
ability” is defined as a physical or mental impairment that substantially limits 
one or more of the major life activities or a record (or past history) of such an 
impairment. 

Essential Function - Those job duties that are so fundamental to the position 
that the individual holds or desires that he/she cannot do the job without per
forming them. A function can be “essential” if, among other things: the position 
exists specifically to perform that function; there are a limited number of other 
employees who could perform the function; or the function is specialized and 
the individual is hired based on his/her ability to perform them. Determination 
of the essential functions of a position must be done on a case-by-case basis 
so that it reflects the job as actually performed, and not simply the components 
of a generic position description. 

Episodic or Remission- An impairment that is “episodic” or in “remission” is a 
disability if it would substantially limit a major life activity when active. 
Examples of impairments that are episodic or in remission include epilepsy, 
hypertension, multiple sclerosis, asthma, diabetes, major depression, bipolar 
disorder, schizophrenia, and cancer. 

Extenuating Circumstances -Factors that could not reasonably have been 
anticipated or avoided in advance of the request for accommodation or situa
tions in which unforeseen or unavoidable events prevent prompt processing 
and delivery of an accommodation (e.g., identified software is not compatible 
with existing equipment). 

Federal Occupational Health- Designated physician or health service provider 
under contract with the IRS to provide medical consultation in cases of an indi
vidual request(s) for reasonable accommodation under the Rehabilitation Act of 
1973, as amended. 

Genetic Information- As defined by the Genetic Information Nondiscrimination 
Act (GINA) of 2008, includes information concerning the manifestation of dis
ease/disorder in family members “family medical history”, information about an 
individual’s or family member’s genetic tests, the fact that an individual or an 
individual’s family member sought or received genetic services, and genetic 
information of a fetus carried by an individual or an individual’s family member 
or an embryo lawfully held by an individual or family member receiving 
assistive reproductive services. 

Granted- Deciding Official/Manager makes an informed decision to approve 
the employee’s specific reasonable accommodation request or an alternative 
accommodation which both the employee and manager believe will be 
effective. 
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(14) 

(15) 

(16) 

(17) 

(18) 

(19) 

(20) 

Head of Office - As stated in the Internal Revenue Manual: 

• Commissioner of Internal Revenue; 
• Deputy Commissioner, Services and Enforcement; 
• Deputy Commissioner, Operations Support; 
• Commissioner, Large Business and International Division; 
• Commissioner, Small Business/Self-Employed Division; 
• Commissioner, Tax Exempt and Government Entities Division; 
• Commissioner, Wage and Investment Division; 
• Chief, Agency-Wide Shared Services; 
• Chief, Appeals; 
• Chief, Communications and Liaison; 
• Chief, Criminal Investigation; 
• Executive Director, Equity, Diversity and Inclusion; 
• Chief Financial Officer; 
• IRS Human Capital Officer; 
• Chief Technology Officer; 
• National Taxpayer Advocate; 
• Director, Research, Analysis and Statistics; 
• Director, Office of Professional Responsibility; and 
• Chief Counsel. 

Individual with a Disability - For the purpose of providing a reasonable ac
commodation, an individual with a “disability” is defined as a person who has a 
physical or mental impairment that substantially limits one or more of that 
person’s major life activities or who has a record of such an impairment. 

Interactive Process - The process by which the individual requesting an ac
commodation and the Deciding Official discuss the request for accommodation, 
determine whether an accommodation will be provided, and examine potential 
alternative accommodations. 

Major Life Activity - Basic activities that most people in the general population 
can perform with little or no difficulty, such as caring for oneself, performing 
manual tasks, walking, seeing, hearing, speaking, breathing, concentrating, 
thinking, communicating, learning, interacting with others and working. Major 
life activities also includes the operation of major bodily functions, including 
functions of the immune system, normal cell growth, digestive, bowel, bladder, 
neurological, brain, circulatory, respiratory, endocrine, and reproductive 
functions. 

Physical or Mental Impairment- Any physiological disorder or condition, 
cosmetic disfigurement, or anatomical loss affecting one or more body 
systems, such as neurological, musculoskeletal, special sense organs, respira
tory (including speech organs), cardiovascular, reproductive, digestive, 
genitourinary, immune, circulatory, hemic, lymphatic, skin, and endocrine; or 
any mental or psychological disorder, such as an intellectual disability (formerly 
termed “mental retardation”), organic brain syndrome, emotional or mental 
illness, and specific learning disabilities. 

Post of Duty- Official duty station that is defined as a building in which the 
IRS occupies space. 

Qualified Individual- An individual who satisfies the requisite skill, experience, 
education, and other job-related requirements of the employment position such 
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(21) 

(22) 

(23) 

(24) 

(25) 

(26) 

(27) 

(28) 

(29) 

individual holds or seeks, and who, with or without reasonable accommodation, 
can perform the essential functions of such position. 

Reasonable Accommodation (RA) - A change or adjustment that enables a 
qualified person with a disability to apply for a job, perform job duties, or enjoy 
benefits and privileges of employment. There are three categories of reason
able accommodations: 

a. modifications or adjustments to a job application process to permit an indi
vidual with a disability to be considered for a job (such as, providing 
application forms in alternative formats like large print or Braille); 

b. modifications or adjustments to enable a qualified individual with a disabil
ity to perform the essential functions of the job (such as, providing sign 
language interpreters); and 

c. modifications or adjustments that enable employees with disabilities to 
enjoy equal benefits and privileges of employment (such as, removing 
physical barriers in an organization’s cafeteria). 

Reassignment - Reasonable accommodation of last resort, that, absent undue 
hardship, is provided to employees (not applicants) who, because of a disabil
ity, can no longer perform the essential functions of their job, with or without 
reasonable accommodation. Reassignments are made only to funded vacant 
positions and for employees who are qualified to fill the vacant position. If the 
employee is qualified for the position, he/she will be reassigned to the job and 
will not have to compete. 

Receiving Official - IRS personnel designated to officially receive a request 
for reasonable accommodation from an employee or applicant (or an individual 
acting on his/her behalf), who will forward the request to the servicing Reason
able Accommodation Services office to process and monitor the request until it 
is closed. 

Regarded as- An individual is “regarded as” having a disability if the agency 
takes a prohibited action based on an actual or perceived impairment that is 
not transitory (lasting or expected to last for six months or less) and minor. 

Request for Reasonable Accommodation - A statement that an individual 
needs an adjustment or change at work, in the application process, or in a 
benefit or privilege of employment for a reason related to a medical condition. 
A reasonable accommodation request may be submitted orally or in writing, by 
the employee or applicant or by someone associated with the employee or 
applicant. 

Requester - A qualified employee or applicant for employment with a disability, 
or an individual acting on his/her behalf, who requests reasonable accommo
dation. 

Temporary Measures- Accommodations that may be taken in extenuating cir
cumstances. (See also 1.20.2.4. paragraph 10) 

Transitory- An impairment with an actual or expected duration of 6 months or 
less. 

Undue Hardship - An action requiring significant difficulty or expense. A deter
mination of undue hardship should be based on several factors, including, 

Cat. No. 49442G (06-24-2013) Internal Revenue Manual 1.20.2.4 



page 6 1.20 Equal Employment Opportunity and Diversity 

•	 the nature and cost of the accommodation needed. 
•	 the overall financial resources of the facility making the reasonable accom

modation; the number of persons employed at this facility; the effect on 
expenses and resources of the facility; 

•	 the overall financial resources, size, number of employees, and type and 
location of facilities of the employer (if the facility involved in the reasonable 
accommodation is part of a larger entity); 

•	 the type of operation of the employer, including the structure and functions 
of the workforce, the geographic separateness, and the administrative or 
fiscal relationship of the facility involved in making the accommodation to 
the employer; 

•	 the impact of the accommodation on the operation of the facility. 

(30)	 Vacant Position - The position is available when the employee asks for reas
signment as a reasonable accommodation, or the employer knows that the 
position will become available within a reasonable amount of time. 

1.20.2.5 
(06-24-2013) 
Requesting A 
Reasonable 
Accommodation 

(1)	 The reasonable accommodation (RA) process begins as soon as the 
request for accommodation is made either orally or in writing. To enable the 
IRS to keep accurate records regarding requests for accommodation, 
employees should follow up an oral request for accommodation by com
pleting the Reasonable Accommodation Request, Form 13661. If an employee 
chooses not to complete the written form, the Receiving Official, the Reason
able Accommodation Coordinator (RAC) or other responsible individual must 
complete Part I of the Form 13661 to document the request. Although the 
written RA Request Form should be completed as soon as possible following 
the request, it is not a requirement for the request itself. Processing of the 
request will begin as soon as it is made, whether or not the RA Request Form 
has been provided. This form can be completed online. The request does not 
have to include any special words, such as “reasonable accommodation,” “dis
ability,” “Rehabilitation Act.” An individual with a disability may request a 
reasonable accommodation whenever s/he chooses, even if s/he has not pre
viously disclosed the existence of a disability. The request does not 
necessarily mean that the IRS is required to provide the change or ad
justment. 

Note:	 A RA Request Form is not required when an employee needs a reasonable 
accommodation on a recurring basis (e.g., the assistance of sign language 
interpreters or readers). The written form is required only for the first request 
although appropriate notice must be given each time the accommodation is 
needed. 

(2)	 The individual’s request must be considered when an employee makes a 
request to (a) his/her immediate supervisor; (b) a supervisor or manager in his/ 
her immediate chain of command; and/or (c) the IRS Disability Office 
Reasonable Accommodation Services (RAS). When an applicant makes a 
request, it will be considered if made to any agency employee with whom the 
applicant has contact in connection with the application process or any other 
individual designated by the Agency. The human resources specialist/manage
ment official handling the personnel action must give the RA Request Form to 
the applicant to fill out. If the applicant requires assistance with this require
ment, the human resource official receiving the request will provide that 
assistance. If an applicant for employment chooses not to complete the form, 
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the human resource official who has received the request must complete the 
form to document the request. A copy of the form will be provided to the 
servicing RAS office. 

(3)	 Employment Talent, and Security Division in conjunction with IRS Disability 
Office -Disability Policy, Oversight and Education Office is responsible for 
training staff that is involved in the application process to recognize requests 
for reasonable accommodation and to handle them appropriately. 

(4)	 A family member, friend, health professional, or other representative 
(such as a union steward or coworker) may request a reasonable accommoda
tion on behalf of an employee or applicant with a disability. The request shall 
be made to one of the same persons to whom the employee or applicant 
would make the request. To the extent possible, an individual with a disability 
should be contacted to confirm that s/he in fact wants a reasonable accommo
dation. The individual may refuse to accept an accommodation. 

1.20.2.5.1 (1) Communication is a priority throughout the entire process. IRS officials 
(06-24-2013) involved in the reasonable accommodation process should take a proactive 
The Interactive Process approach in searching out and considering possible accommodations, including 

consulting appropriate resources for assistance. The employee requesting the 
accommodation (and any chosen representative) should also participate, to the 
extent possible, in helping to identify an effective accommodation. 

(2)	 On-going communication is particularly important where the specific limitation, 
problem, or barrier is unclear; where an effective accommodation is not 
obvious; or where the parties are considering different possible reasonable ac
commodations. In those cases where the disability, the need for 
accommodation, and the type of accommodation that should be provided are 
clear, extensive discussions are not necessary. Even so, the Deciding Official 
and requesting individual should discuss the matter to make sure that there is 
a full exchange of relevant information. 

(3)	 If after engaging in the interactive process the parties cannot agree on the ac
commodation to be granted, the deciding official should offer the individual the 
accommodation that the deciding official has determined to be reasonable and 
effective. 

(4)	 If through the interactive process the parties agree on an (alternative) accom
modation that is different than what was originally requested, that should be 
noted on the RA form. 

(5)	 Resources are available to help both the Deciding Official and the individual 
requesting the accommodation in identifying possible accommodations for sign 
language interpreters, requests for materials in accessible formats, adaptive 
technology, and ergonomic or special equipment. See Exhibit 1.20.2-1 and 
Exhibit 1.20.2-2 

1.20.2.5.2 (1) The Reasonable Accommodation Coordinator (RAC) is responsible for pro
(06-24-2013) cessing all requests for reasonable accommodation. Once a request is 
Determining Who Will received by the RAC, s/he will work closely with the employee or his/her repre-
Handle the Request sentative, supervisor/manager or in the case of an applicant, HR Specialist to 

facilitate the reasonable accommodation requests. 
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(2)	 Deciding Official is responsible for (1) acknowledging the request; (2) explain
ing to the employee that s/he will be making the decision on the request for 
reasonable accommodation; (3) describing what will happen in processing of 
the request. (i.e. delays and/or extenuating circumstances). (see 1.20.2.5.4.2– 
Request Involving Extenuating Circumstances.) 

1.20.2.5.3 (1) Reassignment is the reasonable accommodation of last resort. Reassignment 
(06-24-2013) will only be considered if: 
Reassignment as an 

there are no effective accommodations that will enable the employee to Accommodation a. 
perform the essential functions of his/her current position; 

b.	 the accommodation does not conflict with a controlling collective bargain
ing agreement (e.g., the IRS-NTEU National Agreement, mid-term 
agreements, LOUs or local agreements), absent special circumstances; or 

c.	 all other reasonable accommodations would impose an undue hardship. 

(2)	 In considering whether there are positions available for reassignment, the 
Deciding Official shall work closely with the servicing RAC, Human Resources 
staff, as well as the individual requesting the accommodation to identify: 

a.	 all vacant funded positions at the same or lower grade which the 
employee can perform with or without an accommodation; and 

b.	 all positions which the RAC and the delegated Business Unit Official has 
reason to believe will become vacant within 60 workdays from the date 
the search is initiated and for which the employee may be qualified. 

(3)	 If there are no suitable vacant positions found within the IRS, the Associate 
Director, IDO may consult with Main Treasury on conducting a 30 workdays 
search for suitable positions throughout the Department. Examples of when the 
IRS would not consult Treasury for suitable positions at other Bureaus are: 

•	 employee has stated that s/he is not interested in a position outside of the 
IRS 

•	 employee is only interested in positions within his/her POD and the other 
Treasury Bureaus do not have offices in that location. 

Note:	 Since it may take a minimum of 30 business days to determine whether an 
appropriate vacant position exists, the deciding official and employee should 
discuss the employee’s options during that period, i.e., use of accrued leave, 
use of unpaid leave, or a temporary assignment. 

(4)	 The embedded HR staff/RAC will focus on positions that are equivalent to the 
employee’s current job in terms of pay and other relevant factors, as well as 
vacant lower level positions for which the individual is qualified. 

(5)	 Reassignment may be made to a vacant position outside of the employee’s 
commuting area if the employee is willing to relocate. As with other reassign
ments not required by management, the IRS shall not pay for the employee’s 
relocation costs unless IRS policy provides for such payments for non-disabled 
employees. 

(6)	 For reassignment to a position across business operating divisions, the 
manager in the losing office must coordinate these types of requests with the 
manager who has authority to effect the employment decision in the gaining 
office. 
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1.20.2.5.4 
(06-24-2013) 
Granting a Reasonable 
Accommodation and 
Time Frames for 
Processing Requests 
and Providing 
Reasonable 
Accommodations 

1.20.2.5.4.1 
(06-24-2013) 
Requests Not Involving 
Extenuating 
Circumstances 

(7)	 Reassignment is available only to employees, not to applicants for employ
ment. 

Note: Before making a decision to terminate an employee who has an open rea
sonable accommodation request, consider all possible options, including 
reassignment, which is the accommodation of ”last resort.” 

Case Illustration: Rowlette v. Social Security Administration, EEOC Appeal No. 
01A10816 (Aug. 1, 2003). Complainant, a claims examiner with stress-induced 
eating disorder, could no longer perform an essential function of her job (interview
ing members of the public). Agency violated Rehabilitation Act by terminating 
complainant instead of reassigning her. Testimony by complainant, her former su
pervisor, and an agency staffing specialist established that various positions for 
which complainant was qualified were available for reassignment during the relevant 
time period. 

(1)	 Granting a Reasonable Accommodation Request. As soon as the Deciding 
Official determines a reasonable accommodation will be provided, the decision 
should be communicated immediately to the individual by the Deciding Official. 
If the accommodation cannot be provided immediately, the Deciding Official 
must inform the individual of the projected time frame for providing the accom
modation. A Deciding Official or supervisor may take temporary measures, 
such as providing assistive technology or altering the physical layout of an 
office, to facilitate the work of an employee. 

(2)	 Time Frames for Processing Requests. The time necessary to process a 
request will depend on the nature of the accommodation requested and 
whether it is necessary to obtain supporting documentation. At a minimum, 
however, requests shall be processed as outlined in 1.20.2.5.4.1 “Requests 
Not Involving Extenuating Circumstances” and 1.20.2.5.4.2 “Requests Involving 
Extenuating Circumstances.” 

(1)	 If the manager receiving the request is the Deciding Official, s/he should imme
diately engage in the interactive discussion with the employee and/or local 
RAS office. 

(2)	 If the manager or management official receiving the request is not the Deciding 
Official, s/he shall forward the request to the Deciding Official as soon as 
possible but in no more than five workdays. 

(3)	 If the request does not require that supporting medical information be obtained, 
the request shall be processed and the accommodation, if approved, granted 
and provided as soon as possible but no more than emphasis 15 workdays 
from the date the Deciding Official receives the request. Since the Deciding 
Official may need the full 15 days to engage in the interactive process and 
collect all relevant information about possible accommodations, s/he should not 
delay beginning this process. Failure to meet this time frame solely because a 
Deciding Official delayed processing the request is not an extenuating circum
stance. 

(4)	 Examples of accommodations that can easily be provided within the 15 day 
time frame include: 

Cat. No. 49442G (06-24-2013) Internal Revenue Manual 1.20.2.5.4.1 
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a. An employee who takes anti-depressants that make it hard for him/her to 
get up in time to get to the office at 9:00 a.m., requests he/she be allowed 
to start work at 10:00 a.m. and still put in an 8 hour day. 

b. A supervisor distributes detailed agendas at the beginning of each staff 
meeting. An employee with a learning disability asks the agenda be dis
tributed ahead of time because the disability makes reading difficult and 
s/he needs more time to prepare. 

(5) If the request requires that supporting medical information be obtained 
to determine whether the individual has a disability and/or to identify the func
tional limitations, the following will apply: 

a. The servicing RAC will request the documentation as soon as possible 
after his or her receipt of the request for accommodation, but before the 
expiration of the 15 day period referred to above. The 15 day period is 
frozen until sufficient medical documentation is received. The IRS recog
nizes that the need for documentation may not become apparent until 
after the interactive process has begun. 

b. If the servicing RAC, after an initial meeting with the deciding official, de
termines that medical information is not needed, the 15 day time period 
resumes as soon as the initial meeting concludes. 

c. Once the relevant medical documentation has been received by the 
servicing RAC and the functional limitations have been discussed with the 
Deciding Official, the accommodation, if granted, shall be provided within 
15 business days. 

1.20.2.5.4.2 
(06-24-2013) 
Requests Involving 
Extenuating 
Circumstances 

(1) When extenuating circumstances are present, the time for processing a 
request for reasonable accommodation and providing the accommodation will 
be extended as deemed necessary. However, such extensions should be rare. 
All IRS officials are expected to act as quickly as reasonably possible in pro
cessing requests and providing accommodations. The following are examples 
of extenuating circumstances: 

a. The purchase of equipment may take longer than 15 workdays because of 
requirements under the Federal Acquisition Regulations. 

b. Equipment is back-ordered; the vendor typically used by the agency’s for 
goods or services has unexpectedly gone out of business; or the vendor 
cannot promptly supply the needed goods or services, and another vendor 
is not immediately available. 

c. The employee with a disability needs to try working with equipment on a 
trial basis to ensure it is effective before the agency buys the equipment. 

d. New staff needs to be hired or contracted for, or an accommodation 
involves the removal of architectural barriers. 

(2) If a delay is attributable to the need to obtain medical documentation and the 
IRS has not yet determined that the individual is entitled to an accommodation, 
the IRS may also provide an interim accommodation on a temporary basis. In 
such a case, the Deciding Official will notify the individual in writing that the 
interim accommodation is being provided on a temporary basis pending a de
termination that the individual is a person with a disability and entitled to an 
accommodation. 

1.20.2.5.4.2 Internal Revenue Manual Cat. No. 49442G (06-24-2013) 
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(3)	 Deciding Officials who approve such temporary measures are responsible for 
assuring that they do not take the place of a permanent accommodation and 
that all necessary steps to secure the permanent accommodation are being 
taken. 

1.20.2.5.5 (1) In certain circumstances, a request for reasonable accommodation requires an 
(06-24-2013) expedited review and decision in a time frame that is shorter than the 15 
Expedited Process workdays discussed above. This includes where a reasonable accommodation 

is needed: 

a.	 To enable an applicant to apply for a job. Depending on the timetable 
for receiving applications, conducting interviews, taking tests, and making 
hiring decisions, there may be a need to expedite a request for reasonable 
accommodation in order to ensure that an applicant for employment with a 
disability has an equal opportunity to apply for a job. Therefore, the IRS 
needs to move as quickly as possible to make a decision and, if appropri
ate, provide a reasonable accommodation. 

b.	 To enable an employee to attend a meeting scheduled to occur 
shortly. For example, an employee may need a sign language interpreter 
for a meeting scheduled to take place in 5 days. 

1.20.2.6 (1) In some cases, the disability and need for accommodation will be obvious or 
(06-24-2013) otherwise already known to the Deciding Official. In these cases, further 
Requests for Medical medical information will not be sought. However, when a disability and/or need 
Information for reasonable accommodation is not obvious or otherwise already known to 

the Deciding Official, the IRS may require that the individual provide reason
able medical documentation about the disability and his/her functional 
limitations. Please Note: Any request for medical information must comply with 
the Genetic Information Nondiscrimination Act (GINA) of 2008, as well as the 
laws, regulations, and guidance referenced in the “Authority” section above, 
and other applicable confidentiality statutes. 

(2)	 the Deciding Official believes medical information is necessary to evaluate a 
request for a reasonable accommodation, s/he should contact the servicing 
RAC to obtain the necessary medical documentation to make an accommoda
tion decision. 

(3)	 If a determination is made to seek medical information, the requested informa
tion should be sufficient to establish that the individual has a disability. 
Documentation unrelated to the claimed disability should not be requested. 
Agency requests for medical information will follow the requirements set forth 
in EEOC’s Enforcement Guidance: “Disability-Related Inquiries and Medical 
Examinations of Employees Under the Americans with Disabilities Act” , 
available at http://www.eeoc.gov/policy/docs/guidance-inquiries.html. 

(4)	 If the Human Resources Specialist believes that medical information is 
necessary in order to evaluate a request for reasonable accommodation from 
an applicant, s/he will consult with the servicing RAC for guidance. 

(5)	 If a determination is made to seek medical information, an employee will be 
asked to provide Part III-A/B of the Reasonable Accommodation Request, 
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Form 13661 to his/her health care practitioner, social worker, or rehabilitation 
counselor to substantiate their functional limitations and that the individual has 
a disability. 

(6)	 Once the medical documentation is received, the RAC will evaluate the docu
mentation, and if the RAC deems necessary will consult with Federal 
Occupational Health (FOH). If the information provided by the health care pro
fessional (or the information volunteered by the individual requesting the 
accommodation) is insufficient to enable the deciding official to determine 
whether an accommodation is appropriate, the RAC will request reasonable 
supplemental documentation. 

a.	 First, however, the RAC should explain to the individual seeking the ac
commodation, in specific terms, why the medical information provided is 
insufficient, what additional information is needed, and why the information 
is necessary for a determination of the reasonable accommodation 
request. 

b.	 The individual may then ask the health care practitioner or other appropri
ate medical professional to provide the missing information. 

(7)	 The individual requesting the accommodation may agree to sign a limited 
release, giving the IDO RAS Office permission to submit a list of specific 
questions to the individual’s health care professional or contact the individual’s 
doctor. Agency officials outside of IDO should not contact a health care profes
sional directly. 

(8)	 In some cases, the individual requesting the accommodation will supply 
medical information directly to the Deciding Official without being asked. In 
these cases, the Deciding Official will forward the documentation to the RAC 
immediately to determine if documentation is sufficient. (See the section on 
Confidentiality and Disclosure for instructions on storage of medical informa
tion.) See IRM 1.20.2.7. 

Note: All medical should be submitted to the Servicing RAC. 

(9)	 If the individual requesting accommodation does not provide appropriate docu
mentation or does not cooperate in the Agency’s efforts to obtain such 
documentation the Agency may deny the requested accommodation. 

(10)	 IRS officials who gain access to an employee or an applicant for employment’s 
personal medical information will be reminded that the Rehabilitation Act of 
1973 and ADAAA requires that they keep this information strictly confidential 
and share it only with others who have a need to know. This information may 
be disclosed only to those individuals listed in the “Confidentiality and Disclo
sure” section. See IRM 1.20.2.7. 

1.20.2.7 (1) All medical information, including information about functional limitations and 
(06-24-2013) reasonable accommodation needs, obtained in connection with a request for 
Confidentiality and reasonable accommodation must be kept confidential. The information shall 
Disclosure be kept in files separate from the individual’s personnel file. In addition, 

employees who obtain or receive such information are strictly bound by these 
confidentiality requirements. The servicing RAC will maintain custody of all 
records obtained or created during the processing of a request for reasonable 
accommodation, including medical records, and will respond to all requests for 
disclosure of the records. The information may be disclosed to the following 
individuals: 
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a.	 Deciding Officials, supervisors and managers who need to know may be 
told about necessary restrictions on the work or duties of the employee 
and the necessary accommodation(s), but medical information should only 
be disclosed if absolutely necessary. 

b.	 First aid and safety personnel, when appropriate, if the disability might 
require emergency treatment or special arrangements in emergency situa
tions such as building evacuations. 

c.	 Government officials when the information is necessary to investigate 
compliance with the Rehabilitation Act. 

d.	 In certain circumstances, to workers’ compensation offices or insurance 
carriers 

e.	 Treasury and IRS legal counsel in connection with providing legal advice 
to agency officials. 

f.	 Those Agency Officials with the need to know the information to carry out 
official duties of their position. 

(2)	 Whenever medical information is disclosed, the individual disclosing the infor
mation must inform the recipients of the information about the confidentiality 
requirements that apply. 

Note: The Rehabilitation Act confidentiality obligation is not limited to the medical 
diagnosis. The fact that someone has requested an accommodation, or that 
something is being provided as an accommodation, also constitutes confi
dential medical information. 

Case Illustration: Tyson v. United States Postal Service, EEOC Appeal No. 
01992086 (Aug. 23, 2002). Agency violated Rehabilitation Act by disclosing com
plainant’s medical condition and symptoms in a letter mailed to other installations 
seeking a vacancy to which he could be reassigned. Although the other managers 
needed to be alerted to complainant’s work restrictions and his need for accommo
dation, they had no need to know his condition or symptoms. 

(3)	 Nondisclosure of GINA Protected Information: The Genetic Information and 
Nondiscrimination Act of 2008 (GINA) prohibits employers and other entities 
covered by GINA Title II from requesting, requiring, or purchasing genetic infor
mation of employees or their family members, except as specifically allowed by 
this law. To comply with GINA, the request for medical information must state 
that the agency is asking that genetic information not be provided when re
sponding to the request for medical information, unless the information is 
allowable as explained below: 

•	 Genetic information: as defined by GINA, includes information concern
ing the manifestation of disease/disorder in family members “family medical 
history”, information about an individual’s or family member’s genetic tests, 
the fact that an individual or an individual’s family member sought or 
received genetic services, and genetic information of a fetus carried by an 
individual or an individual’s family member or an embryo lawfully held by an 
individual or family member receiving assistive reproductive services. 

•	 Rehabilitation Act: The general prohibition against requesting or requiring 
genetic information does not apply where an employer requests documen
tation to support a request for reasonable accommodation as long as the 
request for documentation is lawful. Such a request is lawful only where the 
disability and/or the need for accommodation is not obvious; the documen
tation required contains no more information than what is sufficient to 

Cat. No. 49442G (06-24-2013) Internal Revenue Manual 1.20.2.7 



page 14 1.20 Equal Employment Opportunity and Diversity 

establish that an individual has a disability and needs reasonable accom
modation; and the documentation relates only to the impairment that the 
individual claims to be a disability that requires reasonable accommodation. 
See 29 CFR 1635.8(b)(1)(i)(D)(1); see also 29 CFR 1635.8(b)(1)(i)(B). 

1.20.2.8 
(06-24-2013) 
Denial of Reasonable 
Accommodation 
Request 

(1) As soon as the Deciding Official determines that a request for reasonable ac
commodation will be denied, s/he must complete Part IV of IRS RA Form 
13661 and provide a copy to the individual who requested the accommodation, 
with a copy to the servicing RAC. The explanation for the denial should be 
written in plain language, clearly stating the specific reasons for the denial. 

(2) Where the Deciding Official has denied a specific requested accommodation, 
but offered an alternative accommodation in its place which was not agreed to 
during the interactive process, Part IV of the Reasonable Accommodation 
Request, Form 13661 should explain both the reasons for the denial of the 
specific requested accommodation and the reasons that the Deciding Official 
believes the chosen accommodation will be effective. 

(3) The written decision must include specific reasons for the denial of a reason
able accommodation. Explanation(s) may include the following: 

a. Requestor does not meet the definition of an individual with a disability, as 
defined in §501 of the Rehabilitation Act of 1973, and the Americans with 
Disabilities Act (ADA), as amended by the Americans with Disability Act 
Amendments Act (ADAAA) or the medical documentation is inadequate to 
establish the individual has a disability and/or needs a reasonable accom
modation. 

b. The requested accommodation would not be effective. 
c. Providing the requested accommodation would result in undue hardship. 

Before reaching this determination, the Deciding Official must have 
explored whether other effective accommodations exist which would not 
impose undue hardship and therefore can be provided. 

Note: A determination of undue hardship means that the IRS finds that a specific 
accommodation would result in significant difficulty or expense, or would fun
damentally alter the nature of the IRS operations. When evaluating 
budgetary or administrative concerns to determine if undue hardship exists, 
the IRS will follow the standards outlined in the “Enforcement Guidance on 
Reasonable Accommodation and Undue Hardship Under the Americans 
with Disabilities Act.” Undue hardship because of budgetary concerns must 
be assessed in relationship to the entire IRS budget and workforce, rather 
than in relationship to the parameters of the budget or workforce of an 
operating division or functional unit. 

d. The requested accommodation would require the removal of an essential 
function. 

e. The requested accommodation would require the lowering of a perfor
mance or production standard. 

(4) The written decision denying a request for reasonable accommodation must 
also inform the individual that s/he has the right to file an EEO complaint and 
may have rights to pursue Merit Systems Protection Board (MSPB) and/or 
union grievance procedures. The notice must also explain the Agency’s proce
dures available for dispute resolution. 
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1.20.2.9 
(06-24-2013) 
Appeal Process 

1.20.2.10 
(06-24-2013) 
Information Tracking 
and Reporting 

(1)	 An individual seeking reconsideration should appeal to the Deciding Official 
within fifteen (15) workdays of receiving the written denial to provide reason
able accommodation. The individual may present additional information in 
support of his/her request. Any request for reconsideration received after 
fifteen (15) workdays of the denial will be treated as a new request for a rea
sonable accommodation. This new request will not require the applicant to 
resubmit any documentation previously submitted in a prior request. Rather, 
this “new request” only affects the timeframes for processing in compliance 
with the negotiated procedures. The Deciding Official will respond to the 
appeal within five (5) workdays of the receipt of the appeal. 

a.	 The fifteen (15) workdays deadline will commence when the applicant for 
reasonable accommodation has received the denial of his or her request 
for reasonable accommodation. 

b.	 For purposes of this paragraph, the term “received” means when the 
employee is handed the denial decision in-person or when the employee 
signs for mail with return receipt requested. 

(2)	 If the Deciding Official does not reverse the initial denial, the individual may 
initiate a second and final appeal within 15 workdays of receiving the Deciding 
Official’s denial of the request for reconsideration. The appeal shall be decided 
by the Business Operating Division (BOD) Commissioner or his/her executive-
level designee. The BOD Commissioner or his/her executive-level designee 
must consult with the Executive Director, Equity, Diversity and Inclusion or his/ 
her designee prior to rendering a final decision. A response to the final appeal 
will be issued to the individual within 15 workdays of receipt of the final 
appeal request. 

(3)	 Individuals should follow up any oral reconsideration requests in writing. If the 
individual chooses not to submit a written reconsideration request, the request 
must be documented in writing and dated by the receiving official, the RAC, or 
other responsible individual. 

(4)	 Pursuing this appeal process, including seeking reconsideration from the 
Deciding Official or filing a second and final appeal under this process, will toll 
the time limits for initiating claims under the Parties’ collective bargaining 
agreement. However, seeking reconsideration will not toll statutory time frames 
for filing an EEO complaint or Merit Systems Protection Board appeal. 

(5)	 For an employee to invoke his or her right to appeal within the fifteen (15) 
workday timeframe, he or she must simply notify, orally or in writing, the point 
of contact of his or her decision to appeal. Within the fifteen (15) workday 
timeframe, the employee must only invoke his or her right to reconsideration; 
the employee does not have to prepare the content of the appeal within that 
time. The point of contact will be identified at the time of the denial decision. 

(1)	 The Executive Director, Equity, Diversity and Inclusion will annually evaluate 
the Agency’s reasonable accommodation program. An effective reasonable ac
commodation program is part of a model EEO program and results must be 
included in the IRS’ MD-715 report. The executive summary of the IRS’ MD
715 report should include a discussion of the following: 
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a. 

b. 

c. 

accessibility of the reasonable accommodation policy to employees and 
applicants with or without a disability, e.g., posted on the Internet, Intranet, 
disseminated in employee handbooks, or available in alternative formats, 
such as Braille; 
the number of reasonable accommodation requests approved; of that, the 
number approved within the timeframes set out in the Agency’s proce
dures; and 
the number of reasonable accommodation requests denied. 

1.20.2.11 
(06-24-2013) 
Relationship of 
Procedures to Statutory 
and Collective 
Bargaining Claims 

(1) Executive Order 13164 does not create new rights for employees or applicants 
for employment; nor does it limit an individual’s rights under the Rehabilitation 
Act of 1973. The policies and requirements described in these procedures are 
in addition to statutory and collective bargaining protections for persons with 
disabilities and the remedies they provide for the denial of requests for reason
able accommodation. Requirements governing the initiation of statutory and 
collective bargaining claims, including time frames for filing such claims, 
remain unchanged. 

(2) An individual who chooses to pursue statutory or collective bargaining 
remedies for denial of reasonable accommodation must comply with the 
following: 

a. 

b. 

c. 

EEO Complaint - Contact an EEO counselor within 45 days from the date 
of receipt of the written notice of denial. 
Collective Bargaining Claim - File a grievance in accordance with the 
provisions of the controlling Collective Bargaining Agreement (under the 
IRS-NTEU National Agreement, Article 41, a grievance must be filed within 
15 workdays of the denial); or 
Merit System Protection Board Appeal - Initiate an appeal within 30 
days of an appealable adverse action as defined in 5 CFR §1201.154. 

1.20.2.12 
(06-24-2013) 
Collective Bargaining 
Obligations 

(1) As called for in the EEOC Enforcement Guidance on Reasonable Accommoda
tion and Undue Hardship under the Americans with Disabilities Act (ADA) 
(which has also been applied to the Rehabilitation Act of 1973), prior to 
granting any reasonable accommodation that would violate any collective bar
gaining agreement between the IRS and NTEU (e.g., the IRS-NTEU National 
Agreement, mid-term agreements or LOUs, local agreements, etc.) the Service 
will notify NTEU at the appropriate level and seek to negotiate, in good faith, a 
variance to the agreement to allow the accommodation. The parties are en
couraged to work cooperatively to reach such agreements, but only if they do 
not unduly burden the expectations or rights of other workers. 

(2) The Service acknowledges that under the ADA 2008 Amendments Act 
(ADAAA) and Rehabilitation Act case law, accommodations that conflict with 
collectively bargained seniority systems are unreasonable, absent special cir
cumstances. 

(3) The Service will notify and bargain, to the extent required by law, with NTEU 
prior to implementing any reasonable accommodation that would require more 
than de minimus change in other bargaining unit employees’ conditions of em
ployment. 

(4) If granting a reasonable accommodation would conflict with a collectively 
bargained agreement, or would necessitate a change in other employees’ con
ditions of employment, and thus require negotiations, consistent with 
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paragraph 3 above, the Service will consider such situations as presenting ex
tenuating circumstances (as defined in the RA procedures) requiring a delay in 
implementation of the accommodation, and perhaps requiring the Service to 
take temporary measures. 

(5)	 The Service will consider reasonable accommodations that do not conflict with 
collective bargaining agreements or require changes to other employees’ con
ditions of employment before proposing or approving reasonable 
accommodations that would cause such conflicts or changes. 
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Exhibit 1.20.2-1 (06-24-2013)
 
IRS Reasonable Accommodation Resources
 

Sign Language Interpreters 

For guidance and references for requesting interpreter services by location please visit the iCAN 
website at http://irweb.irs.gov/AboutIRS/ican/reasonable/request/sign/21688.aspx. 

Materials in Accessible Formats 

The Alternative Media Center (AMC) publishes material in accessible formats for IRS employees and 
taxpayers with disabilities. This includes Braille, large print, CD-ROM, electronic Braille, tactile graphics, 
captioning services, etc. Electronically accessible media forums such as Intranet and Internet sites are 
available for access by customers with disabilities who utilize the AMC products. Currently, the AMC 
manages the productions, distribution and storage of materials through in-house ad contract facilities. 
The following information is required when placing an order: 
A. Document name and revision date (Example: F.1040 1/2001) 
B. Format preferred (Example: Braille, large print, CD-ROM) 
C. Date the order is required to be delivered to the customer 
D. Contact name, number and e-mail address, if available 
Requests for AMC services and products can be sent to http://amc.enterprise.irs.gov/ 

Adaptive Technology 

The goal of the Information Resources Accessibility Program (IRAP) Office is to work closely with the
 
employee with a disability and his/her manager to choose the adaptive technology that will best enable
 
the performance of essential job duties. In addition to the purchase of adaptive computer equipment,
 
IRAP offers services such as installation and integration; training on the use of the equipment; hardware
 
maintenance; and software support.
 
IRAP associates work with managers and employees to:
 
A. Conduct needs assessments 
B. Identify appropriate adaptive equipment solutions 
C. Coordinate systems requirements with local IS support personnel 
D. Provide ongoing technical support, etc. 
In order to requests IRAP services, contact the servicing RAS office at http://irweb.irs.gov/
 
AboutIRS/ican/reasonable/request/default.aspx
 

Ergonomic Equipment 

For reasonable accommodation only, funding has been allocated to cover ergonomic chairs and work
station modifications. Managers should refer questions or concerns regarding ergonomic furniture as a 
reasonable accommodation to the Facilities Management point of contact identified in the AWSS 
Directory of Services, Document 11346 (9-2000). 

Volunteer Assistors 

OPM’s Guide to Processing Personnel Actions (commonly referred as the GPPA), provides instructions 
for documenting service, performed without compensation, by an individual who does not receive a 
Federal appointment. GPPA states: “Volunteers do not receive Federal appointments, so their service is 
not reported to the Central Personnel Data File (CPDF). Agencies are responsible for determining how 
to document volunteer service (e.g., self-developed forms, letters, etc.). An SF-50 can not be used to 
document volunteer appointments; however, agencies must clearly inform volunteers of the nature of 
their appointment with respect to service credit for leave or other employee benefits.” For guidance on 
recommended language to use for documenting volunteer service, go to Chapter 33 of OPM’s GPPA: 
http://www.opm.gov/feddata/gppa/Gppa33.pdf 
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Exhibit 1.20.2-1 (Cont. 1) (06-24-2013)
 
IRS Reasonable Accommodation Resources
 

RA Decision Tool 

The RA Decision Tool is a visual representation of Reasonable Accommodation (RA) which provides 
managers and employees with a high-level view of the RA process. The document format has conven
tional “webpage” functionality and there are tips for navigating through the document for users of JAWS. 
Process steps requiring managerial action contain links to information that will help in the decision 
making process and/or understanding legal requirements of reasonable accommodation. 
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Exhibit 1.20.2-2 (06-24-2013)
 
External Reasonable Accommodation Resources
 

ADA Disability and Business Technical Assistance Centers (DBTACs) 
1-800-949-4232 (Voice/TTY) 
The DBTACs consist of 10 federally funded regional centers that provide information, training, and 
technical assistance on the ADA. Each center works with local business, disability, governmental, reha
bilitation, and other professional networks to provide current ADA information and assistance, and 
places special emphasis on meeting the needs of small businesses. The DBTACs can make referrals to 
local sources of expertise in reasonable accommodations. 

Equal Employment Opportunity Commission 
EEOC Washington Field Office
 
1-800-669-4000 (Voice)
 
1-800-669–6820(TTY)
 
EEOC Publication Center
 
1-800-669-3362 (Voice)
 
1-800-800-3302 (TTY)
 
http://www.eeoc.gov 
With its headquarters in Washington, D.C., and through the operations of 50 field offices nationwide, the 
EEOC coordinates all federal equal employment opportunity regulations, practices, and policies. The 
Commission interprets employment discrimination laws, monitors the federal sector employment dis
crimination program, provides funding and support to state and local Fair Employment Practices 
Agencies (FEPAs), and sponsors outreach and technical assistance programs. 

Job Accommodation Network (JAN) 
1-800-232-9675 (Voice/TTY) 
http://janweb.icdi.wvu.edu/ 
A service of the President’s Committee on Employment of People with Disabilities. JAN can provide in
formation, free-of-charge, about many types of reasonable accommodations. 

Office of Disability Employment Policy (ODEP) (Formerly the President’s Committee on Employ
ment of People with Disabilities) 
(202) 376-6200 (Voice) 
(202) 376-6205 (TTY) 
http://www.dol.gov/dol/odep/ 
The mission of ODEP is to bring a heightened and permanent long-term focus to the goal of increasing 
employment of persons with disabilities. 

Registry of Interpreters for the Deaf 
(301) 608-0050 (Voice/TT) 
http://www.rid.org 
The Registry offers information on locating and using interpreters and transliteration services. 

RESNA Technical Assistance Project 
(703) 524-6686 (Voice) 
(703) 524-6639 (TT) 
http://www.resna.org/ 
RESNA, the Rehabilitation Engineering and Assistive Technology Society of North America, can refer 
individuals to projects in all 50 states and the six territories offering technical assistance on technology-
related services for individuals with disabilities. 
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Exhibit 1.20.2-2 (Cont. 1) (06-24-2013)
 
External Reasonable Accommodation Resources
 

State Vocational Rehabilitation (VR) Agencies 
http://www.workworld.org/wwwebhelp/state_vocational_rehabilitation_vr_agencies.ht m 
State Vocational Rehabilitation (VR) agencies furnish a wide variety of services to help people with dis
abilities return to work. These services are designed to provide the client with the training and other 
services that are needed to return to work, to enter a new line of work, or to enter the workforce for the 
first time. Participation in a VR program through your state VR agency can affect you in a number of 
ways. 
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Agency-Wide Shared Services 
EDI Operations 

Policy Guidance XX- XX 

Subject: Issue Date: 

STANDARD OPERATING 
PROCEDURES 

Established January 2011 

FOR PROCESSING EEO PRE
COMPLAINTS AFTER THE ADR 
ELECTION 

Background
These Standard Operating Procedures define the steps required for processing EEO Pre-
Complaints by EEO Professionals after the election has been made to participate in the 
Alternative Dispute Resolution Program (ADR). 

Purpose
EEO Professionals have responsibility for providing support to the Aggrieved Party, 
Management Officials and the mediators assigned by providing service when an election 
has been made to participate in the ADR Program. This document details how to request a 
mediator and the necessary steps to support a positive customer and stakeholder 
experience. 

Procedural Steps
1. ADR Election 

1.1.Agreement to Extend Counseling/Participation in Mediation 
2. Requesting a Mediator 

2.1.Completing the Request for Mediator form 
2.2.Forwarding Mediator Request to the ADR Program Manager 

3. Preparing the Parties for Mediation 
3.1.Mediation Planning Instrument (MPI) 
3.2.Responsible Parties 
3.3.Notification of Mediation 

4. Confirmation of Mediation 
4.1.Customer Satisfaction Survey Recipients 

5. Day of Mediation 
5.1.Opening by EEO Counselor 
5.2.Mediator Support 
5.3.Closing by EEO Counselor 

6. Final Interview 
6.1.Partial Agreement or Pending items from the Mediation 



 
 

  
 

  
 

   
   
    

 
   

   
 

     
   

   
       

  
      

   
 

   
    

  
  
     
     

  
 

   
 

    
  

      
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Procedures 

1. ADR Election 

During the EEO Pre-Complaint process, the Aggrieved Party (AP) has the option to have 
their case proceed through Traditional EEO Counseling or elect to participate in the ADR 
Program. The concept of ADR is introduced during the AP’s initial interview with their 
EEO Counselor.  During the ADR discussion the EEO Counselor has with the AP, the 
concept of ADR is explained and the EEO Counselor provides the AP a copy of the ADR 
Brochure (Doc. 11454) to provide clarity to the discussion. 

The AP does not have to make a decision about ADR participation during the initial 
discussion. A period of 2 business days is allowed for the AP to consider if they want to 
elect the option of ADR over Traditional Counseling. This timeframe is required to be 
managed by the EEO Counselor. When the AP decides to elect ADR, the EEO 
Counselor must execute the “Agreement to Extend Counseling/Participation in 
Mediation” document. Cases that are accepted into the ADR Program must have the 
EEO Counseling Period extended 60 days. 

1.1. The execution of the ADR Election requires the signing of the Agreement to Extend 
Counseling/Participate in Mediation form number 13571. As shown in Exhibit 1.1, 
the form requires the signatures of: 

1.1.1. Aggrieved Party 
1.1.2. Servicing EDI Operations Territory Manager 
1.1.3. IRS Management Official – this is the Responsible Management Official or the 

person identified by the EEO Counselor that will best facilitate reaching an 
agreement. 

1.1.4. Resolution Official – This person is determined by the Business Operating 
Division’s delegation of authority. 

1.1.5. Aggrieved Representative – The Aggrieved Party must provide the EEO 
Counselor a fully executed “Designation of Representative and Limited Power of 
Attorney” (Form TD F 62-03.2). The AP is encouraged to have one 
representative while in the EEO Complaint process. 
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  2. Requesting a Mediator 



 
 

    
   

 
   

   
   

  
    

  
 

 
   

 
   

   
     
   

  
 

    
 

   
  

   
   

  
    

    
 

 
 

 
    

  
    

    
 

 
   

   
 

    
    

     
 

 

After the parties have completed the ADR Election process, the EEO Counselor should 
begin the process of securing a mediator. The EEO Counselor has two (2) business 
days from the completion of the ADR Election to request a mediator. 

Mediators are assigned by the IRS ADR Program Coordinators. The assigned mediators 
are neutral third parties selected from the IRS Mediator Cadre, Certified Treasury Shared 
Neutral Mediators or other approved external resources, i.e., Federal Mediation and 
Conciliation Service Mediators (FMCS).  Any conflict of interest regarding the assigned 
mediator should be immediately reported to the ADR Coordinators.  It will be determined 
if the mediation needs to be reassigned to another mediator. The ADR Coordinators will 
begin the process of fulfilling the request within two (2) business days of receipt of the 
request. 

2.1.Completing the Request for Mediator Form (see Exhibit 2.1) 

The Request for Mediator form is designed to provide in-sight to the coordinator 
regarding the skills needed by the mediator for that assignment and provide a 
summary of the issues for the mediator. The form is not intended to be a duplicate of 
the AP’s EEO Counseling Report Part 1. The following is necessary when completing 
the Mediator Request form: 

2.1.1. Request Date – The actual date the form was forwarded for assignment of a 
mediator. 

2.1.2. Case Number - When saving the completed document electronically, the 
document needs to be named using the assigned web tracking number followed 
by the first and last initials of the AP.  Example: John Doe of Austin, TX has 
elected ADR. The file should be named C14AUS11001 JD. 

2.1.3. Location of Mediation –Complete address and zip code of the location of the 
mediation is required. The input of only the city and state is insufficient. 

2.1.4. Type of Case –Reflect in this area the levels of the parties, i.e. front-line would 
be Employee/Manager; matters involving only Management Officials would be 
indicated by Manager/Next Level.  The selection of Sensitive should be used by 
EEO Counselors who have received a case that was designated as a Sensitive 
Case cadre assignment. 

2.1.5. Brief Description of Primary Issues –Summary of the actual issue articulated to 
the EEO Counselor during the Initial Interview. 

2.1.6. Brief Description of Secondary Issues – Provide any insight of behind the 
scene issues that are impacting the relationship of the parties. These types of 
issues can be a barrier to resolution if they are not part of the discussion in the 
mediation.  Example: The AP is alleging Harassment Non-Sexual and during the 
course of the initial interview, the AP states that his manager and his former 
manager are related and he won a grievance against the former manager and 
believes that is why his manager is treating him differently. 

2.1.7. Concurring Dates available – The EEO Counselor is responsible for reconciling 
two (2) dates that all parties have in common. The first available date must be a 
minimum of two (2) weeks from the date of the Request for Mediator. 
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   2.2.Forwarding Request for Mediator to the ADR Program Manager 



   
       

     
  

  
 

 
 

  
 

   

    
  

 
     

 

 
    

     
     

  
 

   
  

      
   

   
  

 
      

 
 

  
  

  
   
      
   
   

  
  

 
   

   
    

 
 

After completion of the Request for Mediator form, the EEO Counselor will forward to 
the designated member of the territory leadership team for review, and submission to 
the ADR Program Manager for assignment. The designee is typically the Territory 
Complaint Specialist. However, the Territory Manager reserves the right to designate 
another member of their leadership team when necessary. 

The territory will submit the document electronically to the ADR Program Manger. 

3. Preparing the Parties for Mediation 

The EEO Professionals are responsible for developing the mediation experience by 
assisting the AP and Management understand what to expect during the mediation and 
how to prepare for the session.  To assist with this process, the EEO Professionals have 
the ADR brochure and the Mediation Planning Instrument available for assistance. 

3.1. Mediation Planning Instrument (MPI) (See Exhibit 3.1) 

The MPI was designed to be a tool the EEO Professional can use to assist the parties 
with understanding how to prepare for the critical discussions that will take place 
during the mediation session.  It is not intended to be included in any part of the EEO 
Counseling Report or any other recordation by EEO. The document is a worksheet 
that the parties can work on at their convenience. The critical role of the EEO 
Professional is to walk the parties through the worksheet and explain the purpose and 
use of each category to assist in preparing how and what they will communicate 
during the mediation session. The document is designed for the parties to supply 
their answers and below the double line, anticipate the response by the other party. 
The purpose of this is to help them understand that two perspectives exist and two 
way communications is important. It is important that the parties understand that they 
own the document and have the option to bring it to the mediation as a guide to assist 
them in conveying their point during the discussion. The document should reside with 
the owner (AP/management) before, during and after the session. 

The Mediation Planning Instrument Key (see attachment) is a helpful tool for the EEO 
Professional. The MPI categories and definitions are listed below 

3.1.1. Issues 
 What is the dispute about? 

3.1.2. Parties 
 Who do I think should be at the table? 
 Who does the other party think should be at the table? 
 Who should at least be available by phone? 
 Think about the people directly involved in the conflict. They need to be at 

the table. 
 Think about all the people potentially impacted by a resolution or an 

impasse. 
Note: The parties have the right to suggest who they would like to be at the 
mediation table. The EEO Professional should consider and discuss with them 
their suggestions.  The EEO Professional should make an informed decision in 
determining who is needed at the mediation table. 
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3.1.3. Alternatives 
 These are all the different outcomes if resolution is not reached. 
 List all of them, both positive and negative 

3.1.4. Most Likely Alternative 
 If resolution is not reached, this is what I think will happen 

3.1.5. Interests 
 What are your needs? 
 Think of all the needs of the other party you can. 
 Get all of these out before you put options on the table to address them. 

3.1.6. Initial Position 
 Coming in to the mediation and based on what I know, this is my 

position (opportunity to refocus AP on the employment matter related to 
the discrimination allegation) 



     
  

  
   
   

  
      

  
  

  
  

   
 

  
 

   
  

 
   

     
     

    
  

 
   

  
   

  
   

   
   

 
     

   
 

   
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3.1.7. Fallback Position(s) - (connect remedy to issues) 
 (1) This is the first concession I will make. This may be contingent on 

something else. 
 (2) This is the second concession I will make. 
 (3) This is the outcome I would most like to see 

3.1.8. Creative Options 
 These are the options that specifically address the issues of all the 

parties at the table. 
 Do not put these options on the table until you’ve indentified as many of 

the other party’s interests as possible. 
3.1.9. Bottom Line 

 This is the most I can offer or the least I can accept to reach resolution. 

3.2.Responsible Parties 

3.2.1. EEO Counselors are charged with being available to assist the AP with their 
preparation for the discussion. 

3.2.2. The Territory Managers are responsible for the process of preparing the 
Management Officials.  This includes the Resolution Official.  This should not be 
delegated to another member of the Territory Leadership team. Delegation is 
only appropriate when the Territory Manager is out of the office and has a official 
designee as Acting Territory Manager. 

3.3.Notification of Mediation 
The EEO Counselor is required to send out a communication to all parties reiterating 
the date, time and location of the mediation (including the actual room number). The 
EEO Counselor notification should provide information reminding the parties to bring 
any pertinent documents to assist with providing clarity to the issues, an overview of 
what will take place the day of the mediation and the EEO Counselor’s role during the 
mediation. This communication should reiterate that the parties will be asked to 
participate in a Customer Satisfaction Survey and that the answers provided should 
reflect the experience of the ADR process and not the final outcome of the mediation. 
As a matter of Customer Satisfaction, the communication should offer the parties an 
opportunity to contact the EEO Counselor with any final questions or concerns. 

Note: NTEU is not authorized to attend mediation based on only Article 8 of the National

Agreement.
 



 
  

 
    

  
 

   
 

  
 

  
   

   
  

  
    

 
  

 
   

  
 

 
  

 
   

    
 

  
  
    

 
  

  
   

 
  

 
   
  
     

 
  

  
  

  
   

 
 
 
 

4. Confirmation of Mediation 

At the beginning of each mediation, Form 13567 “Confirmation of Mediation” must be 
reviewed and signed by all parties that are expected to be full participants (in the room or 
joining by telephone) in the mediation.  It is imperative that each participant is listed by 
name, title, and purpose if the title does not make it clear their role in the mediation. The 
EEO Counselor must conduct a roll call to assure that the participants are present and 
that there is not an unexpected attendee. 

In the event of an unexpected attendee, the EEO Counselor must determine the 
individual’s role and the value they will bring to the session. If the EEO Counselor is not 
sure there will be any valued added by the unexpected attendee, the EEO Counselor 
should consult with the mediator before making a final determination of participation.  If 
the individual is accepted into the mediation, the Confirmation of Mediation must be 
adjusted to reflect their participation by signature and role. 

4.1.Customer Satisfaction Survey Recipients 
The Confirmation of Mediation should be used to determine the recipients of the 
Customer Satisfaction Survey.  The names that appear on the form should be 
forwarded by the territory to the AWSS EDI Operations Office of Organizational 
Readiness and Strategy. 

5. Day of Mediation 

The overall goal being to manage the experience to impact positive results, the EEO 
Counselor is responsible for three key components on the day of mediation: 

 Opening the Mediation 
 Providing support to the Mediator 
 Conducting a closing with all of the parties at the conclusion of the mediation 

5.1.Opening by EEO Counselor 
The opening by the EEO Counselor represents a customer handoff to the mediator 
who is experiencing their first interaction with the parties. The opening can be done 
in person when the assigned EEO Counselor is on site or by telephone when the 
assigned EEO Counselor is not collocated at the mediation site. The Opening should 
consist of the following: 
 Thank the parties for agreeing to participate. 
 Conduct the roll call. 
 Introduction of the mediator – this is an opportunity to make the parties 

comfortable with the new person involved in their matter. 
 Explain your support role during the mediation, i.e., review of terms for resolution 

and drafting the document to elevate for review by the AWSS EDI Operations 
Head of Office. 

 Coordinate with the mediator on breaks, particularly lunch break 
 Announce that the mediator will call you back into the process at the conclusion of 

the mediation to conduct a closing of the session. 



  
 

  
   

   
     

 
  
  
       
   

 
     

 
  

  
  

      
  

 
    
    

  
   

 
 

  
 

 
     

    
   

 
    

    
     

  
  

 
 

     
      

 
 

  
    

  

5.2.Mediator Support 
During the day of the mediation, the EEO Counselor is responsible for providing 
administrative support to the mediator or coordinating with someone on-site to 
provide support or access to necessary equipment. In addition to administrative 
support, the EEO Counselor is responsible for reviewing proposed terms for 
resolution of the Pre-Complaint. The EEO Counselor must be sure that the terms 
are: 
 measurable; 
 have a beginning and completion date; 
 does not limit or deny any rights the AP has by law or collective bargaining; 
 does not promise something the AP already has a right to by law or collective 

bargaining; and 
 have AWSS EDI Operations Territory Manager initials as approval. 

5.3.Closing by the EEO Counselor 
At the conclusion of the mediation whether the mediation resulted in a resolution or 
no agreement the EEO Counselor should address all of the parties before they leave 
the room. The purpose is to discuss the next steps. This assures that everyone gets 
the same information at the same time. The highlights of the discussion should 
include: 
 thank you to all of the parties including the mediator; 
 reminder of the Customer Satisfaction Survey and the importance of their 

participation; and 
 scheduling a Final Interview with the AP at least one business day after the 

mediation and informing the Management Official that you will be conducting a 
follow up meeting with them after the Final Interview. 

6. Final Interview 

All EEO Pre-Complaints are concluded with the EEO Counselors conducting a Final 
Interview with the AP. Because of the terms of confidentiality that govern the mediation, this 
becomes particularly challenging for the EEO Counselor. The Final Interview should not 
include discussion of what took place during the mediation. The discussion should be issue 
based.  If the mediation did not result in a resolution, the EEO Counselor’s discussion should 
be based in the MPI discussion that took place before the mediation.  The EEO Counselor 
should make a final attempt at resolution. This is particularly important because the AP may 
have reconsidered their position since the mediation concluded. Resolution is defined as a 
Resolution Agreement (contract) or Withdrawal from the Pre-Complaint process by the AP. 
If the AP’s position has not changed, the EEO Counselor will explain the next steps including 
the EEO Formal Complaint process and issue the Notice of Right to File a Formal 
Complaint. 

6.1.Partial Agreement or Pending items from the Mediation 
The mediation process cannot be extended for any reason without prior approval from 
the EDI Operations Area C Associate Director. 

6.1.1. The mediation can be closed with minimal pending items turned over to the 
EEO Counselor by the mediator, i.e., the AP asked for a day to consider the final 
terms of resolution discussed during the mediation.  The mediator will make sure 



   
    

 
   

  
   

   
   

  
 

   
 

 
 

   
    

      
    

  
   

 
 

    
 

    
  

  
    

    
    

  
 

 
    

   
  

      

 
 
  

   
    

  
  

   
  

 

the EEO Counselor has a full articulation of the terms being considered. The 
AP’s final decision must be provided during the Final Interview. 

6.1.2. There are situations where the parties reach an agreement that does not 
resolve all of the issues raised by the AP during the Initial Interview.  In this 
circumstance, the EEO Counselor should secure a withdrawal statement for the 
resolved issues (this does not mean a withdrawal from the complaint) and 
properly annotate the EEO Counseling Report Part 2 of the resolved issues 
and what was agreed to by the parties. This is particularly important so that the 
Treasury Complaint Mega Center does not accept the resolved issue(s) into the 
Formal Complaint. 

Example: 

AP filed an EEO pre-complaint citing Sex (m) and Age, with evaluation as his issue. 
AP states he received his annual appraisal on 12/15/10 for the period ended 
11/30/10. His rating was lowered from 3.8 to 3.0. During the review meeting with his 
manger, AP was informed he was being removed from flexi-place due to his 
performance. If his performance improved sufficiently, as determined by his mid-year 
review, he would be returned to his flexi-place schedule. 

AP informed the Counselor, that his performance declined due to his having missed a 
scheduled 3 day IDRS class due to illness. AP elected ADR. 

During the mediation, AP presented his case stating, he believed his drop in 
performance was directly related to his having missed the IDRS training. AP further 
stated, he was being penalized for being sick. Management agreed there was a 
connection between his decline in performance and his having missed training. AP’s 
manager was on detail during the training period and was not aware that he had 
missed training. Management states AP did not bring this to his attention during their 
case reviews. AP stated he thought his manager knew and if not, it was her 
responsibility to know. 

Management agreed to allow the AP to continue to work flexi-place and to schedule 
the AP for the IDRS Training the week of 02/07/2011.  However, Management did not 
agree to change the Evaluation back to the previous rating. 

During the Closing, the mediator informed the EEO Counselor that they reached an 
impasse but the parties had agreed to resolution of 2 of the 3 the issues.  The parties 
agreed that the AP will be allowed to continue flexi-place and the AP will be 
scheduled to attend IDRS Training during the week of 02/07/2011. 

During the Final Interview, the AP expressed he was dissatisfied with the decision not 
to return his rating to 3.8. The EEO Counselor reminded the AP that Management 
agreed to 2 of his 3 issues which has been documented and requires his signature. 
The EEO Counselor further explained the file will be documented to reflect the 2 
resolved issues with the Evaluation being the only unresolved issue.  The EEO 
Counselor explained to the AP that his Formal Written Complaint should reflect that 
the Annual Appraisal is the one remaining unresolved issue from the Pre-Complaint 
Process. 



 
 

 
 

 
 

   
  

   
 

  
 

   
 

 
    

 

  
 

 
 

 
   

   
 

   
 

     
    
   

 
 

  
   

   
  

 
   

  
      

  
   

   
   

 
 

     
 

 

Addendum 

Telephonic Mediations 

Telephonic mediation is a joint conference call between all parties involved in an informal 
EEO Pre-Complaint process. Telephonic mediations provide the same benefits as face-to
face sessions plus the following: 

•	 Offers another viable option to all parties to meet on common ground 

•	 Cost efficient in that this allows participants to remain in their own geographic
 
locations
 

•	 Allows the parties to address concerns and issues without (time/scheduling) delay 

•	 Encourages the parties to listen effectively and provides a setting conductive to 
resolution 

Telephonic Mediation Guidelines 

Telephonic mediations involve a joint conference between all parties involved in the EEO 
Pre-Complaint case. The pre-telephonic guidelines are: 

•	 Agreements/acceptances from the parties involved to participate in ADR
 
telephonically
 

•	 Concurring dates for all parties 
•	 Request for mediator (should state telephonic mediation) 
•	 Securing conference call telephone number, which would be either of the following (1) 

Reservation-less Conference Call number (2) AT&T Calling Card (3) Department of 
Treasury Audio Conference Reservation Line or your designated territory manager’s 
number or ADR Coordinator, Keith Johnson assigned number and last the Associate 
Director’s conference number 

•	 Reserve conference space for AP, the mediator, management and the resolution 
official (in the event they work in an open-office) 

•	 Make sure that all parties have a EEO contact name and telephone number (must be 
available and the number must be different from conference number) in cases of 
disconnect or telephone problems 

•	 Mediator must have a direct contact number (prefer cellular) for EEO support e.g. 
unusual circumstances or questions 

•	 EEO counselors should stress that only persons involved in the EEO Pre-Complaint 
(signatures on Form 13567 – Confirmation of Mediation) are allowed on telephonic 
mediations 

The EEO counselor will proceed with the procedural step 3 in preparing the parties, 
confirmation of mediation, and mediation day (opening, roll call and closing). 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
 

  
   

 
 
 

   
     
   
 
 

 
  

 
 

 
  

 
 

 
 
 
 
 
 
 
 
 

  

Amendments 

Any amendments or updates to this guidance document should be forwarded to the 
Operations Director, EDI Operations for consideration. 

APPROVED:_____________________________ DATE:_________________ 
Patricia I. Evans, Field Operations Director 
EEO and Diversity Field Services 

Distribution: 
EEO and Diversity Field Services Leadership Team 
EEO and Diversity Field Services Territory Managers 
EEO and Diversity Field Services Team Leaders 
EEO Area C Senior Counselors 
Treasury Complaint Mega Center Operations Director 

Attachments: 

Mediation Planning Instrument Key 



 
 

 

  
  

  
   

 
 

 

  
     

 
 

 
 

   
 

 
 

 
    

 
 

  
 

   
 

 
 

 
      

  
   

 
 

 

   
  

   
  

 
 

 
 

  
 
 
 
 
 

 

Mediation Planning Instrument Key 

•	 In conducting the planning session with the parties, address the items across the top 
from left to right beginning with “Issues”. 

•	 There are separate spaces where you address with each party what their response is 
and what they anticipate the other party’s response to be. 

Issue(s) 

•	 This is the dispute(s). 
•	 Both what the party believes the dispute is about and what the party believes the 

issues are with the other party. 

Parties 

•	 This is all parties involved in the negotiation.  This includes all parties who should be 
at the table and those who may need to be contacted during the mediation. 

Alternatives 

•	 These are all the alternatives both positive and negative that might happen if an 
agreement is NOT reached.  Brainstorm to generate this list regardless of likeliness. 

Most Likely Alternative 

•	 This is what the party believes is likely to happen if a negotiated agreement is NOT 
reached. 

Initial Position 

• This is what you anticipate the initial position will be. This is what you will offer first 
and what you anticipate the other party will offer first.  Your initial offer should be 
outside the zone of agreement to allow adequate room for bargaining to ensue. 

Fallback Position 

•	 These are what you anticipate the position will be if the initial offer is rejected.  You 
should try to anticipate at least 3 fallback positions and they should be at the upper 
end of the zone of agreement. 

•	 The outcome you would most like to see should be shown here. 

Bottom Line 

•	 This is the most you can offer or the least you can accept and what you anticipate the 
other party’s bottom line to be. 

Interests 



 
   

      
 

 
 

 
    

 
 

 
 
 
 
 
 
 

•	 These are the parties’ underlying interests.  Resolution is generally driven by finding 
solutions that satisfy both parties’ underlying interests. Try to think of as many as 
possible. 

Creative Options 

•	 These are all the options that may be offered to satisfy both parties’ interests.  Think 
creatively. 
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SECTION I – FEDERAL EQUAL OPPORTUNITY RECRUITMENT PROGRAM 

FY19 FEORP PLAN ACCOMPLISHMENTS: 

In the area of Diversity, the Office of Equity, Diversity and Inclusion (EDI) hosted a diversity day event with the 
IRS Commissioner to highlight the importance of diversity to the agency and the nation. This event was the first in 
recent memory where an IRS Commissioner was interviewed on the topic of diversity and inclusion for employees. 
The Commissioner discussed the importance of having a fair hiring process and a diverse leadership team. During 
this interview, the Commissioner shared his thoughts and beliefs about diversity, how it applies to the IRS, and how 
it has shaped him both personally and professionally. The diversity day event was attended both in person and 
remotely by almost 800 employees. 

IRS developed an opportunity for meaningful dialogue for Senior Executive Team members to discuss trending 
societal issues during “Perspectives: Executive Conversations” that impact the IRS workforce and workplace. These 
conversations will help the IRS to foster a collaborative and inclusive culture, support employee development with 
training opportunities and clear career paths, enhance succession planning and knowledge transfer processes, and 
design a talent management strategy that proactively addresses business needs and adjusts to workload demand. 

In the area of Inclusion, EDI expanded its Self-help Online Tutorials (SHOTS) curriculum to include three videos 
on reasonable accommodation services, bringing the total number of tutorials to eleven. The videos were marketed 
through IRS Source, our intranet home page for all employees, with a total of 2,330 views. EDI also provided 16 
open enrollment courses to 4,777 employees and managers on emerging topics to include; Civility in the Workplace, 
Five Habits of Inclusion, leadership skills, generational issues, and other various topics. EDI delivered 21 LGBTQ 
trainings to 1,213 attendees, and 182 total trainings to 11,993 participants on various diversity and inclusion topics, 
including Unconscious Bias and Personality and Temperament. 

The IRS developed and implemented a face to face pilot class for front line, mid-level, and senior managers on the 
application of diversity and inclusion principles. “Diversity & Inclusion Leadership Making it a Practice” assists 
managers with defining diversity and inclusion, recognizing the impact of unconscious bias on the workplace, 
identifying behaviors of an inclusive leader and linking daily responsibilities to diversity and inclusion principles. 
While this training was optional, 438 managers, nearly 6% of all IRS managers, signed up for this course which was 
delivered in five offices across the service. For the first time at the IRS, managers identified how the principles of 
diversity and inclusion are tied to each of the four IRS leadership competencies (Personal Leadership, Business 
Results, Leading Improvement and Leading Others) and how diversity and inclusion are tied to each of the supporting 
behaviors. Managers were tasked with identifying actions they will take to make diversity and inclusion principles a 
practice in their respective workgroups. At the end of the training, participants were offered the opportunity for further 
education and growth in Diversity and Inclusion topics. After attending the class, 75% of the participants signed up 
for follow-on sessions. As this training was a pilot course, it will be further evaluated to determine its inclusion into 
the IRS leadership curriculum and integration into current offerings. 



 
        

    
    

  
  

 
 

 
   

  
   

    
  

 
   

    
 

  
     

   
   

  
 

  
  

 
 

 
 

  
      
      

  
  

 
      

  
  

  
 

   

Also, during this fiscal year, EDI launched the Kansas City workforce Inclusion Initiative (KCWII). This agency-
wide initiative is being used to assess the current climate, implement strategies for behavioral change, and ultimately 
improve the culture in one our largest facilities located in Kansas City, MO. Launched in April 2019, this multi-year 
project has representation from key stakeholders in the Kansas City campus including leadership from each of the 
business units and major functions, leaders of Employee Organizations and Employee Resource Groups, National 
Treasury Employee Union, members from the Diversity EEO Advisory Committee, and other key stakeholders. In 
June 2019, this group underwent diversity and inclusion training and attended a three-day orientation session. 

In the area of Sustainability, the IRS continues to provide data reporting tools to assist IRS Senior Leaders and EDI 
professionals in making data driven decisions regarding EDI programs such as EEO complaints, reasonable 
accommodations, anti-harassment, and workforce demographics. EDI expanded its services to support The Office of 
Appeals and continues to support the Self-Employed/Small Business (SB/SE) Division, the Information Technology 
(IT) Office, and Facilities Management & Security Services (FMSS).  

Using the Measuring Inclusion Index tool within the Federal Employee Viewpoint Survey, EDI analyzed data and 
prepared report of findings and recommendations to business unit executives. FMSS supported the strategic goal by 
requiring leaders to create more than one new initiative to enhance inclusive behavior associated with the Federal 
Employee Viewpoint survey data. Training was provided to all levels of leadership through Technical Assistance 
Discussions and Technical Assistance Visits to educate on the concepts of diversity and inclusion and the impact of 
inclusion on employee engagement. The training included; Linking Inclusion to Engagement – Measuring Inclusion 
Index, Managing with Human Nature in Mind, Connecting with Human Nature in Mind, Unconscious Bias, Cultural 
Competency, and Micro-Inequities. A total of 22 managers and 98 employees were trained. EDI also continues to 
deliver EDI course material for Fundamental Management Course with new managers, which includes topics on 
Equal Employment Opportunity, Anti-Harassment, Reasonable Accommodation, and Diversity and Inclusion. EDI 
Proactive Resolution Specialists work to handle conflict and disagreements before reaching complaint level and 
began tracking their outreach efforts in mid-July 2019. 

FY2020 FEORP PLAN UPDATES 

In the area of Diversity, EDI continues with efforts to develop a D&I training cadre of professionals to conduct all 
training within EDI in FY19, provide Classroom Instructor Training (CIT) and Virtual Classroom Instructor Training 
(VCIT) training to all cadre members to ensure they are equipped with the tools and resources to efficiently train the 
IRS workforce. EDI will begin assigning education service requests and consultations to cadre members. Training 
for CIT and VCIT is scheduled for FY20. 

In the area of Inclusion, EDI is reviewing all training offerings to accommodate the changing culture of IRS and 
provide training that meets those needs, including Civility, Handling Conflict, Team Building, and Cohesiveness. 
EDI will provide an updated training portfolio to assist customers in determining topics based on personalized needs 
for their team and will expand its marketing efforts.  

The Kansas City workforce Inclusion Initiative (KCWII) working group identified and prioritized actions that can 



   
  

  
     

   
 

 
  

     
   

 
 

      
  

 
      

  
    

  
 
 

  
 

    
  

 
       

    
     

     
   

    
  

    
   

    
 

 
    

     
   

 

immediately be taken to begin to improve the culture and climate of the campus. The working group will measure 
the results of these actions by a variety of measures including variations in a campus wide inclusion index and 
fluctuations in the number of both EEO complaints and allegations. To ensure a broad range of perspectives are 
included in the assessment of the current climate of the Kansas City campus, an external vendor will conduct focus 
group interviews with employees. The focus groups will enable the IRS to obtain input from varied perspectives such 
as gender, race, and national origin but also from various tenures, work shifts, and generations.  

In the area of Sustainability, EDI is hiring additional educational specialists to meet the demands of customers 
needing assistance with diversity and inclusion topics. Utilizing this additional staff, EDI will increase marketing 
efforts to promote SHOT videos, training opportunities, and continue meeting the needs of individual customers. EDI 
continues to look towards expanding support to additional business units. 

EDI will update the IRS D&I Strategic Plan and identify key actions taken to align with Treasury’s strategic goals. 
A workgroup will examine agency priorities and develop an “FY21 – FY24” D&I Agency plan. 

IRS will continue to assess the climate of the Kansas City campus environment. Actions will be taken to improve the 
culture and climate so the Service can successfully execute its long-term vision for submission processing and 
examination activities in Kansas City. As this initiative is a template to be modeled for climate change in other IRS 
campuses, the approach and results of the initiative will be used in other offices experiencing similar challenges. 

PROMISING PRACTICES 

During FY19, EDI continued to work with IT in their hiring efforts and provided diversity and inclusion training as 
part of onboarding for new managers during two new hire sessions with 80 managers. EDI also coordinated IT 
Connection Hour presentations to share diversity and inclusion strategies, with attendance at 362 participants.  

EDI continues to partner with the EDI Business Operating Divisions (BODs) in creating an inclusive work 
environment. Such as utilizing staff from Wage and Investment (W&I) and Large Business and International (LB&I) 
to assist in the “Diversity and Inclusion – Making it a Practice” Pilot sessions, sharing training ideas, and collaborating 
on activities into the next fiscal year. EDI partnered with IRS Engagement Office to educate BODs on the link 
between inclusion and engagement and promoted inclusive behavioral insights, the measuring inclusion index 
analysis and developed BOD Employee Engagement Action Plans. EDI in partnership with the IRS Engagement 
Office, also delivered “Diversity in the Workplace Understanding Different Backgrounds” course to 362 attendees. 
In partnership with the EDI HQ Anti-Harassment (AH) Division, the Taxpayer Advocate Service’s (TAS) EEOD 
office and Criminal Investigation (CI) implemented Anti-Harassment Inquiry Official (IO) Cadres to streamline and 
more efficiently conduct harassment allegations inquiries. The partnerships resulted in more collaborative training 
and consistent EEO policies and diversity and inclusion principles.  

EDI developed and promoted an inclusive diversity brochure as a resource tool for managers and employees to 
support training and discussions on inclusion. Conducted an open enrollment session “Five Habits of Inclusion” to 
introduce brochure and inclusive behavioral insights. There were 432 employees in attendance. 



    
       

 
 
 

 
 

    
        

 
          
     

    
  

 
  

  
 

     
 

     

   
  

  

   
  
  

   
  

  
    

 
 

     
           

      
    

 
        

     
  

 
 

 

The IRS revised its EO/ERG Policy to remove limitations to the number of chapters an EO needs to apply to become 
an ERG. The policy was revised to remove the barrier of smaller EO groups to becoming an ERG and being able to 
help EDI drive D&I initiatives and policies; contributing to business results. 

HISPANIC EMPLOYMENT 

In support of Executive Order 13171, Hispanics Employment in the Federal Government, this section of the 
FEORP contains information on the representation of Hispanics within the IRS. 

In FY19 (through 6/22/2019), Hispanics accounted for 13.17% of the permanent IRS workforce, compared to 12.85% 
in FY18; less than one percentage point increase (.27). The participation rate is above the Relevant Civilian Labor 
Force of 9.10%. At the GS-13 grade level, the participation rate for permanent Hispanics increased by .08 percentage 
point, from 7.85% in FY18 to 7.93% in FY19.  At the GS-14 grade level, the participation rate for Hispanics 
increased by .14 percentage point, from 6.36% in FY18 to 6.50% in FY19.  At the GS-15 grade level, the 
participation rate for Hispanics increased by .07 percentage points, from 5.76% in FY18 to 5.83% in FY19. At the 
SES level, the participation rate for Hispanics increased by .84 percentage point, from 4.16% in FY18 to 5.00% in 
FY19. 
Hispanic male and female participation rates in the permanent workforce: 

Ethnicity / Gender RCLF FY18 FY19 

Hispanic Males 2.66% 
2959 3082 

3.93% 4.08% 

Hispanic Females 6.44% 
6716 6866 

8.92% 9.09% 

Total Perm Hispanics 9.10% 
9675 9948 

12.85% 13.17% 
Data Source: Workforce Analytics MD715 Table A-1 

 (FY18 as of 09302018; FY19 as of 06222019)
 

The Agency continues to work on the Hispanic barrier analysis. An applicant flow data review of Hispanics in the 
IRS was completed with a continued focus on grades 12 to 15 for the four major occupations: Revenue Agent (RA, 
Series 512), Revenue Officer (RO, Series 1169), Criminal Investigator (CI, Series 1811) and Information Technology 
Management (IT, Series 2210). 

FY18 data was added to the review in the areas of workforce participation (compared to respective OCLF), 
internal/competitive promotions (compared to those qualified), external applicants (compared to those qualified), hires 
(compared to respective OCLF), and separations (compared to workforce participation) for the four major 
occupations. 

There was a lower than expected participation rate for Hispanic males; in the RA occupation in grades GS-12 



 
  

   

 
    

  
    

  
 

 
    

     
  

  

    
 

 
   

 
  

 
 

 
  

   
  

   
     

       
  

 
 

  
 

       
        
           
               

             
        

through GS-14 for FY16-FY18; in the RO position, grades GS-12 and GS-14 for the three-year period; in the CI 
position in GS-12 for FY18, GS-13 and 14 for FY16 - FY18; and the IT Specialist occupation in grades GS-12 
through GS-15 for the three years. Note: the GS-15 level has a low population of 20 or less employees for all groups 
in the RO and RA occupations.  

The IRS experienced low selection rates for Hispanic males in the internal/competitive promotions and external 
applicant selections. In FY17 - FY18, there was a trigger for internal promotions in the RO occupation selection 
rates. The external applicant selection rates reflected a trigger in FY17 - FY18 for RO and IT Specialist occupations; 
they were selected below the qualifying rate. The external applicant selection data for the CI occupation reflected a 
trigger for the three-year period (FY16-18). There were no triggers identified with Hispanic male separations. 

EDI established a Barrier Analysis Project Team in FY18, partnering with the Human Capital Office Employment, 
Talent and Security Division, embedded EDI offices and EDI Relationship Managers to develop a project plan to 
focus on the low participation of Hispanic males in the workforce. In early FY19, the EDI shared barrier analysis 
data with IT leadership for the IT hiring surge that occurred in the fall 2018. Although there were 614 new hires 
through Q3 FY19, only 2.8% were Hispanic males. In FY20, EDI will be partnering with the Retention and 
Engagement Team in HCO to contribute toward the development of an agency retention plan that may assist with the 
Hispanic male participation rate. 

Hispanic Recruitment 

In FY19, the EDI Diversity Officer signed a memorandum of understanding with National Image, Inc., a 501(c)(3) 
nonprofit advocacy organization, to partner and identify issues of mutual interest and promote equal access to 
employment and career advancement opportunities for Hispanics. National Image, Inc. will provide 
recommendations to EDI by partnering with the Hispanic Employment Program Manager on initiatives to address 
recruitment, onboarding, training, advancement and retention of Hispanics in the IRS workforce. 
In FY19, IRS Pathways Program provided a total of 12 internship opportunities for students from Minority Serving 
Institutions (MSI). The Pathways Program includes the Internship Program which targets students enrolled in 
institutions of higher education; the Presidential Management Fellows (PMF) Program focuses on recruiting graduate 
and professional school graduates; and, the Recent Graduates Program which targets individuals who have recently 
graduated from qualifying educational institutions or programs. The IRS utilized the Internship Program hiring 
authority for 10 new Hispanic interns from Hispanic Serving Institutions (HSI). 

Leadership Development Program 

The IRS Leadership Development Program (LDP) is a critical link to the IRS Succession Planning Strategy for future 
leaders. The Leadership Development Programs include: Frontline Leader Readiness Program (FLRP), designed to 
identify and develop employees for front line manager positions; Leading Leaders Readiness Course (LLRC) 
provides experienced managers with high potential and interest in applying for future department and senior manager 
positions; Executive Readiness Program (XR) is designed for IRS senior managers, GS-14 and above, who aspire to 
apply to the IRS Candidate Development Program; and, the Candidate Development Program (CDP) program is the 



             
  

 
 

 
        

 
 
 

   
 

 
   

 
    

 
 

 
 

   

 
 

   
 

  
 

   
  

   
   

   
 

    
   

    
    

 
   

 
  

principal means through which the IRS seeks to identify and select their career executive cadre.
 
In FY19, there were no new announcements for Leadership Development Programs however, training was held in 

FY19 for selections made from FY18 announcements. There were 459 total participants in the various programs. 

Hispanic participation was 10.02% (46). The 46 Hispanic LDP participants included 10.89% in FLRP (38 of 349), 

6.67% in LLRC (3 of 45), and 7.69% in XR class (5 of 65). 


EDI will continue to monitor applicants to these programs and partner with stakeholders to develop and implement
 
actions to eliminate potential barriers.
 

STRATEGIC ACTIVITIES OR ACTIONS RELATED TO THE EMPLOYMENT OF PEOPLE WITH 
DISABILITIES 

OUTREACH: The IRS Strategic Talent Analysis Recruitment Solutions (STAR) office established new external 
partnerships that service individuals with disabilities (IWD) with career development and employment opportunities. 
The following examples demonstrate new or enhanced outreach actions: 

New Partnerships - Iowa, Ohio, Washington State, Oregon, Georgia, Tennessee Department of Rehabilitation – 
conducted conference calls with key personnel delivering information on Schedule A hiring authority, federal resume 
writing, filing season opportunities, especially in hard to fill areas, as well as IT, HCO job opportunities.  

Enhanced Partnerships - NJ, Pennsylvania, Maryland, and Virginia Department of Rehabilitation- recruitment actions 
to help fill filing season positions in and around Philadelphia PA, conducted on the spot resume review, job club 
meetings with applicable candidates with Maryland and Virginia. 

The IRS continues to maintain contact with colleges and universities that support or have a large student population 
of individuals with disabilities such as: James Madison, Gallaudet, National Technical Institute for the Deaf and 
Rochester Institute of Technology. 

RECRUITMENT: During FY19, the Information Technology (IT) Surge afforded numerous opportunities for the 
hiring and advancement of IWD candidates/employees. The agency’s Schedule A program provided well over 100 
candidate resumes for review and consideration. The average resume to hire rate was approximately two hires for 
every three resumes with an anticipated higher ratio by the end of the fiscal year. The grade structure for these hires 
were between GS 9-14, with a large number in the GS 12 -14 range. Other business units have also made some IWD 
hires. The agency consistently researches new venues to drive highly qualified IT and program/project manager 
candidates. Efforts such as these allowed for candidate referral of friends and family. The IWD community was not 
the only candidate base touched by the Schedule A program. Over 50 disabled veteran resumes were also reviewed 
by IT with an approximate resume to hire ratio of 2 to 1 or better. Resumes for consideration were also provided to 
the Small Business/Self-Employed (SB/SE), Wage & Investment (W&I), Human Capital Office (HCO) and Tax 
Exempt/Government Entities (TE/GE) divisions. Consistent communication with current and former candidates 
continues to be key in maintaining and improving the quality of candidate referrals. 

HIRING AND RETENTION: Hiring to attrition data analysis show the following information as of FY19 (PP 09): 



   
 

  
   

 

       
   

  
 

  
  

   

 
  

 

   
   

 
     

 

  
 

   
 

  
    

  
    

  

  
 

   
    

 

total percentage of non-targeted disability hires 6.18%; targeted disability percentage 3.37%; overall IWD hires 
percentage 9.55%. 

The attrition percentage out-paced the hire percentage as follows: non-targeted disability attrition 7.86% (1.68% 
higher); targeted disability attrition percentage 4.52% (1.15% higher); and total disability attrition 12.39% (4.52% 
higher). 

The IRS Engagement & Retention office in partnership with the Office of Equity, Diversity & Inclusion (EDI) 
completed focus groups with all Employee Organizations and the Leadership Engagement Action Planning Group to 
gather attrition and trend data for retention initiatives. The focus group data was analyzed and incorporated into the 
FY19 Engagement Action Plan. 

TRAINING AND EDUCATION: The Veterans Mentoring program had 378 mentor applicants. Of these, 265 
applicants completed the training and 165 were selected as mentors. There were 282 mentee applicants. Of these, 161 
were selected as mentees, 3 have since completed the program and 17 mentees withdrew from the program.  

The Servicewide Mentoring Program had 93 mentor applicants and 40 have completed the training with 25 being 
selected as mentors. There were 175 mentee applicants with 91 completing the training, 25 being selected as mentees 
and 2 withdrawals from the program. 

As of May 31, 2019, EDI delivered 143 sessions to over 10,033 managers and employees. These include all training 
that the Inclusion, Diversity, Education and Advisory Services (IDEAS) oversees, including Fundamental 
Management Skills (FMS). Fourteen of these sessions were SABA open enrollment events with 4,279 participants. 
All SABA sessions were recorded with closed captioning. Ten training courses were for FMS and included sections 
on Equal Employment Opportunity (EEO), Reasonable Accommodations, and Diversity & Inclusion topics.  

Additionally, as of July 24, 2019, the Reasonable Accommodations Section (RAS) conducted a total of 42 training 
sessions (20 FMS/22 Ad-hoc) to 1320 managers and 972 employees (2292 participants total). 

EDI training courses are designed to provide just-in-time training for IRS employees to help educate and improve 
understanding of diversity and inclusion topics to promote employee engagement and decrease employee complaints. 
Disability Services, Reasonable Accommodation overview, and EEO overview are also topics taught throughout the 
year, so employees understand processes, steps for resolution, and working with a diverse workforce. 

REASONABLE ACCOMMODATIONS: During FY 18, the Reasonable Accommodation Services (RAS) Section 
implemented an aggressive initiative to address a backlog of overage cases by successfully closing out 94.11% of 
FY15 – FY18 cases. 

Addressing overages continued to be a strategic priority in FY 19. At the beginning of FY19, 70% of the cases in the 
RAS inventory were overages as follows: (2) FY15 cases, (8) FY16 cases, (27) FY17 cases and (796) FY18 cases. 
The goal was to complete closure of the remaining FY15 – FY 17 cases and greater than 50% of the FY18 cases. As 
of June 2019, there are no FY15 cases in inventory; only (1) case for FY16 and (2) cases for FY17 remain; and, the 
FY18 inventory is currently at 82 cases. 



 
 

   
 

 
 

  
 

  
 

   
  

    
  

 
  

 
   

 

 

   
 

 

 
  

 
  

  
     

  
 

 
    

  
    

 

RAS managers will continue to conduct detailed case reviews, develop action plans and conduct a bi-weekly 
prioritization of case closures. At the beginning of the fourth quarter, additional triaging will be conducted to assess 
the total amount of FY19 cases that will be carried over into the new fiscal year. 

SECTION II. DISABLED VETERANS REPORT AND DVAAP PLAN 

In accordance with 38 U.S.C. 4214 and 5 CFR Part 720, Subpart C, the Office of Personnel Management (OPM) 
requests each federal agency to submit a Disabled Veterans Affirmative Action Program (DVAAP) report and 
certification that the agency has developed a DVAAP plan for the next fiscal year. The Department of the Treasury 
(Treasury), recognizing the similarities between programs and their respective reporting requirements, includes the 
DVAAP as part of the Treasury One Report for further consolidation into the Department’s Report. The IRS DVAAP 
includes the IRS’s efforts to promote the maximum employment and job advancement opportunities for disabled and 
other qualified veterans. Agency and Office of Personnel Management (OPM) responsibilities for the DVAAP plans 
are covered in the Code of Federal Regulations, title 5, part 720, subpart C, and 38 United States Code, section 4214. 

This Section includes a brief overview of the IRS FY2019 DVAAP; FY2019 IRS DVAAP Accomplishments are 
included in Attachment VI; lists FY2019 DVAAP recruitment events are in Attachment VII; and, the FY2019 
DVAAP Plan and certification letter are contained in Attachment VIII. 

Recruitment Strategies 

The IRS has a dedicated Veterans Program Office (VPO) to ensure special hiring authorities are used to recruit and 
employ disabled veterans, especially those who are 30 percent or more disabled. VPO promotes several recruitment 
strategies in striving to meet annual goals. 

IRS has policies in place to ensure that special hiring authorities to attract disabled veterans, especially those who are 
30 percent or more disabled, are used to recruit and employ disabled veterans.  

These policies and mandates include: 
• 	 The IRS Veteran Employment Guide 

•	 Provides an overview of the IRS’ VPO and the various programs and special hiring authorities for 
veterans, as well as stakeholder roles and responsibilities, frequently asked questions and additional 
information and resources for veteran hires. 

• 	 Annual Treasury/IRS goals (FY2019: 14% Veteran New Hires, 6% Disabled Veteran Hires, 15% Veteran 
Workforce, and 3% Disabled Veteran Workforce.) 

• 	 Mandatory Veteran employment training for all IRS hiring managers and HR Professionals 



  
 

 
   

  
  
 

   
 

  
 

 
 

 
 

  
    

 

 
 

  
 

 

   
 

 

    
     

   

          
    

The IRS seeks to meet disabled veteran hiring goals through relationship building, information sharing, targeted 
recruitment and internal education. Through these efforts, IRS strives to become an employer of choice for veterans. 
During FY2019, IRS took the steps below to increase veteran hiring and on-rolls. Despite innovative recruitment, 
broad applicant pools and continued efforts, overall veteran hiring is limited at the IRS by funding and position 
attractiveness, such as the seasonal or temporary positions offered during filing season. IRS continues to explore new 
methods to increase the attractiveness of these positions to veterans, such as on the spot offers at career fairs and 
IRS-sponsored events. 

•	 Outreach 
o	 Attendance at hiring fairs, seminars, webinars, and resume workshops geared to disabled veterans 
o	 On the spot offers made at career fairs 
o	 Pathways programs for Veterans 
o	 Contact through social media such as Twitter, LinkedIn, YouTube and other Veteran Job sites 

•	 Resources 
o	 External applicant email inbox 
o	 Veteran telephone hotline 
o	 IRS public career website 
o	 Veteran Program Office resume repository 
o	 Schedule A Portal – a resume repository for disabled individuals including veterans 
o	 Create a Veteran Portal – a resume and document repository for all veterans 

•	 Training 
o	 Veteran Training for Human Resources Professionals and hiring managers 
o	 The Veteran Employment Guide (provides an overview of the various programs and special hiring 

authorities for veterans, as well as roles and responsibilities, frequently asked questions and additional 
resources for veteran hires) 

•	 Partnerships 
o	 Military Outreach for Service 
o	 Veterans Affairs 
o	 Department of Defense 

In addition to these efforts, during FY2020, IRS will overhaul the recruitment office including dedicated resources
 
for rebranding and recruitment expansion. The veteran office will have additional personnel and training for
 
exceptional hiring at events.
 

Successes for this fiscal year include the collection of resumes from 16 military career fairs. These resumes were 
vetted by VPO and shared with hiring business units throughout the IRS. Ultimately from these efforts, 471 veterans 
were hired, 300 were disabled veterans (as of 6/07/19). 

All human resource professionals are required to complete the on- line course “Veteran Employment Training for 
Federal Human Resource Professionals.” The course familiarizes participants with the Veteran Employment Initiative 



  
   

 

  
             

    
              

               
         

 
  

   
 

   
   
   

 
  

   
  

   
  

   
 

   
  

 

 

 

and provides information on how it is beneficial to the human resource professionals, the agency and veterans seeking 
Federal Employment. One hundred percent of the employees completed the course in FY19. 

Hiring and Advancement of Disabled Veterans 

A review of the IRS workforce in 2019, compared to 2018, reveals that the percentage of disabled veterans has 
increased, though overall veteran numbers have slightly decreased. As of 7/06/19, 6.51% of IRS’ new hires in FY19 
were veterans with 4.15% of them being disabled veterans, representing a slight decrease from about the same time 
last year (As of 7/07/18, 6.07% of IRS’ new hires were veterans with 3.62% of them disabled veterans). To combat this 
slight decline, IRS has instituted several recruitment and retention efforts, including on the spot job offers, hiring 
manager education, the Veteran Mentoring program, quarterly town halls, and lunch & learn sessions. 

The table below shows the veteran workforce in FY2018 compared to FY2019. 

Fiscal 
Year Workforce* 

Veterans Disabled Veterans 30% or more 
Disabled 

(% of Workforce) (% of Veterans) (%of Veterans) 
2018* 78,199 7,019 8.97% 2,855 40.7% 1,783 25.4% 
2019** 76,584 6,814 8.87% 2,948 43.3% 1,845 26.8% 
Change -0.02% -2.92% +3.26% +3.48% 

Workforce totals represent permanent, temporary and term tenure per OPM guidelines 
* 7/17/2018
 
** 6/07/2019
 

Overall, the numbers of veterans and total workforce decreased as the number of disabled veterans increased. VPO 
believes this is due in part because the numbers of veterans exiting the military and entering the federal workforce 
have more disabilities. In addition, the VPO is partnering with recruiting stakeholders with a higher population of 
disabled veterans as part of the recruiting pool. 

The IRS supported career advancement and promotion opportunities for disabled veterans through the 
following programs: 

•	 The IRS continually supports the Warrior Intern Program, the Non-Paid Work 
Experience Program, and the Non-Paid Student Veteran Intern Program. During FY19, 
11 veterans participated in internships and the IRS converted 4 veteran interns to 
permanent full-time positions, with 11 additional veterans to onboard by the end of the 
FY19. 

•	 The IRS Veterans Mentoring Program connects veteran IRS employees with 
new veteran employees to help them transition to the federal workforce and work 
towards meaningful career goals. In FY2019 there were 379 mentors and 292 mentees. 

•	 Detail opportunities are posted on the internal service-wide opportunities list for all 



 

   
   

   
 

   

 

 

employees to view and apply. 
•	 EDI provided education and outreach to managers and encouraged their commitment 

to maintaining a diverse, inclusive and accessible workplace that provides 
advancement and development opportunities for veterans with disabilities. 

The IRS uses several programs to address individual development for employees. These include 
both leadership and technical competency development. Self-development resources are always 
available and include online self-study courses, career mapping resources, and webinars offered 
on varied topics. IRS also has formal career development programs, marketed to all employees. 
Veterans participated in one or more of these programs: 

•	 Executive Readiness Program (XR) 
•	 Candidate Development Program (CDP) 
•	 Frontline Manager Readiness Program (FLRP) 
•	 Local leadership Readiness Program (LLRP) 



 

  
  

 
   

  

  
 

 

 
 

 

  
  

 

Department of the Treasury
	
Inclusive Diversity Strategic Plan
	

Fiscal Years 2017 - 2020 


Template Suggestions for Bureau Submission
	

As part of the Inclusive Diversity Strategic Plan, each bureau's implementation plan shall 
be sent to the Director of the Office of Civil Rights and Diversity (OCRD) and the Deputy 
Assistant Secretary for Human Resources (DASHR)/Chief Human Capital Officer (CHCO) 
for review and approval by March 15, 2017. Updates shall be sent quarterly after this 
date. Please review the Inclusive Diversity Strategic Plan for more details. 

As bureau contacts have asked us about submission guidelines, we are providing the 
following information to assist with making your strategic frameworks easier to track. 

Please include the following: 

State the key actions your bureau will take to align with each of the three strategic goals 
by fiscal year. 

For each key action, be sure to include 
● The Strategic Goal Priorities(1.2, 3.1, etc.) the action involves 
● Individual or office in charge of the action 
● Metrics or milestones for how you will measure success 
● Due date 
● Anticipated barriers 
● Current status of the action 

Please submit your response in the Excel spreadsheets in the other tabs of this document 
to griselda.wallace@tresury.gov. If you have any questions, please contact Griselda V. 
Wallace, Equal Employment Program Manager or Thomas Lotito, Diversity & Inclusion 
Program Manager. 
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 STRATEGIC PLAN FOR 
 

RECRUITMENT, HIRING AND RETENTION  

OF INDIVIDUALS WITH DISABILITIES  

& targeted  d is a b il it ie s   

FY 2016 -  FY 2020 



Message from the Human Capital Officer and Acting Executive Director, Equity, 
Diversity and Inclusion:

Attracting and retaining talented, skilled and knowledgeable people and preserving the 
public’s trust are key to the Service’s success. As the IRS must successfully compete 
with other government entities, non-governmental organizations and private sector 
employers for top-performing personnel in the global marketplace, it is critical that the 
Service offer a working environment in which people from all backgrounds are 
welcomed and heterogeneity is valued for its strengths. Additionally, the Service’s 
reputation for integrity and fairness is one of its most valuable assets, which must be 
vigorously safeguarded.

The Human Capital Office is dedicated to making the IRS an employer of choice and a 
leader in human capital planning and management. HCO’s fundamental role is to 
ensure the success of every business operating division by providing human capital 
strategies and tools for recruiting, hiring, developing, retaining and transitioning a highly 
skilled and high-performing workforce to support IRS mission accomplishments. In 
keeping with the IRS commitment in becoming an employer of choice, we are proud to 
present the five (5) year plan for the Recruitment, Hiring and Retention of Individuals 
with Disabilities/Targeted Disabilities for FY 2016 through FY 2020. IRS’s commitment 
to employ individuals with disabilities extends beyond EO mandates and is embedded in 
a business model to employ and engage a diverse and inclusive workforce. The 
strategies outlined in the plan include increasing employment opportunities for 
individuals with disabilities by expanding and refining recruitment efforts across a wide- 
range of IRS occupations, and devising initiatives to better advance and retain this 
valued segment of the employee population and candidate pool. The plan also includes 
continued efforts to ensure individuals with disabilities have equal access to effective 
tools and resources to perform their jobs and enjoy equal benefits and privileges of 
employment.

Developing this plan was not a rudimentary task. It reflects a genuine dedication by IRS 
to acknowledge and evaluate the challenges faced by individuals with disabilities and 
identify, minimize and remove barriers affecting the employment opportunities of this 
group.

Susan Greer, Acting, Executive Director Equity Diversity and Inclusion

Dan Riordan, Human Capital Officer
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IRS MISSION

Provide America’s taxpayers top-quality service by helping them understand and meet 
their tax responsibilities and enforce the law with integrity and fairness to all.

IRS VISION

We will uphold the integrity of our nation’s tax system and preserve the public trust 
through our talented workforce, innovative technology and collaborative partnerships.



Executive Summary

Approximately 56.7 million Americans are living with a disability. The Federal 
Government has an important interest in reducing discrimination against Americans 
living with a disability by empowering them to seek employment in the Federal 
workforce. Individuals with Disabilities (IWD) have an employment rate far lower than 
those without a disability and are underrepresented in the Federal workforce. On July 
26, 2000, President Clinton signed Executive Order (EO) 13163, calling for an additional 
100,000 individuals with disabilities to be employed by the Federal Government over 5 
years.

On July 26, 2010, President Obama issued EO 13548 stating, “As the Nation's largest 
employer, the Federal Government must become a model for the employment of 
individuals with disabilities. Executive departments and agencies must improve their 
efforts to employ workers with disabilities through increased recruitment, hiring and 
retention of these individuals. My Administration is committed to increasing the number 
of individuals with disabilities in the Federal workforce through compliance with EO 
13163 and achievement of the goals set forth therein over 5 years, including specific 
goals for hiring individuals with targeted disabilities”.

According to the EEOC, IWD represented 6 percent of the more than 2.8 million 
employees in the Federal Government during FY 2011, and individuals with targeted 
disabilities represented less than 1 percent of the workforce. Budget cuts affected 
government hiring the past five years so federal agencies are looking beyond July 2015 
to fully achieve the goals of Executive Order 13548.

Despite these challenges, we increased our IWD workforce from 9.79 in FY11 to 9.84 
during FY15 and targeted disability (TD) population from 1.89 to 1.93. Five-year trend 
data suggests these gains will continue to propel Treasury as one of the leading 
executive branches concerning the recruitment, hiring and retention of IWD.

As specified by EO 13548 and 13163, IRS developed this plan to enhance its efforts to 
promote and increase the employment of IWD. The IRS 2014-2017 Strategic Plan 
states, “ IRS’ employees are our greatest asset. Our highly skilled workforce and strong 
culture enable us to overcome challenges and meet the growing demands of taxpayers. 
Being the best place to work includes hiring highly- skilled and diverse talent; promoting 
career progression and rotational opportunities that share knowledge, retain talent, 
accelerate advancement of top performers and build future leaders; and empowering 
employees with the tools and training to further develop skill proficiency and improve 
business performance”.

Developing a highly talented workforce cultivated through inclusion and collaboration 
places the IRS in a position to be the best place to work in government. The Office of



Equity, Diversity and Inclusion (EDI) endeavors to enhance the IRS’ ability to 
accomplish its mission by leveraging workforce diversity, further cultivating a corporate 
culture permeated by the principles of equity and fairness, and ensuring that the civil 
rights of both taxpayers and employees are protected and enforced. The high-level 
strategies outlined below support the goals and objectives of the IRS and EDI and are 
aligned with the requirements of EO 13548 in promoting employment opportunities for 
individuals with disabilities/targeted disabilities.

• Recruitment and Hiring
• Advancement
• Retention
• Training/Education
• Executive Champion

In order to meet the goals the President set forth in the EO and make the IRS employer 
of choice for IWD, commitment is required at all levels of the agency. Daniel Riordan, 
IRS Human Capital Officer (HCO) and Susan Greer, acting Executive Director, Equity, 
Diversity and Inclusion is the Internal Revenue Service (IRS) agency senior-level 
officials who will be accountable for enhancing employment opportunities for IWD within 
the agency and for meeting the goals of the EO. Achievements of this Plan will be 
reported in the IRS’ MD-715 Report.



LOOKING BACK (FY 2011- 2015 ACHIEVEMENTS)

The IRS has consistently recruited and hired IWD/TD for decades. Despite multi-year 
recruitment and hiring constraints, there are indications IRS demonstrates a proven 
track record of implementing effective recruitment and hiring strategies.

*FY15 as of June 30, 2015. Prior fiscal years reflect reporting as of September30.

Although there have been net gains, losses and other fluctuations in the workforce 
between FY11 and FY15, the participation rate for IWD reached its highest level in 
June FY15 - peaking at 9.84% of the permanent workforce; TD at 1.93%. This marks 
the third consecutive year TD participation rate neared or rose above 1.90 percent.

FIGURE 2: IRS Permanent Workforce Distribution by Disability

F is c a l Y e a r

Disability
Status

Goal 2011 2012 2013 2014 2015*
Net Change

IW D 10.00% 9 .79% 9 .82% 9 .82% 9 .82% 9 .84% 0 .51%

TD 2 .00% 1.89% 1.89% 1.89% 1.91% 1.93% 2 .20%

*FY15 as of June 30, 2015. Prior fiscal years reflect reporting as of September30.



The IRS is committed to becoming a model employer for IWD. Over the past 5 years, 
the IRS implemented initiatives to meet requirements of EO 13548 and make IRS the 
best place to work in Government.

1. Signed MOU with NTEU authorizing Servicewide use of Video Relay Service 
(VRS) by Deaf and Hard of Hearing (DHOH) IRS employees.

2. Established an IRS Disability Office (IDO) to positively affect the worklife 
experience of IWD.

3. Revised Enterprise Learning Management System (ELMS) courses to include 
reasonable accommodation and/or disability-related content to comply with the 
Americans with Disabilities Amendment Act 2008 and align with the Agency's RA 
Procedures.

4. Implemented Standard Operating Procedures (SOP) for coordinating work- 
related injuries or illnesses which may involve a reasonable accommodation.

5. Instituted a Reasonable Accommodation (RA) Resource Guide and SOP to 
promote awareness of the Agency’s obligation to provide reasonable 
accommodations to qualified IWD/TD, including situations where performance 
and/or conduct are present.

6. Implemented a Strategic Recruitment plan to meet IWD/TD and veterans with 
disabilities hiring and retention goals.

7. Adopted two new processes - RA Quality Review and Revised RA Appeals.

8. Included workers’ compensation reassignments within the scope of the 
Corporate Reassignment Board (CRB).

9. Established MOU between Benefits and Services Team (BeST) and IDO to 
clarify roles and responsibilities regarding RA when an employee applies for 
disability retirement.

10. Reviewed RA procedures to establish metrics and ensure accurate timeframes 
are in place for processing cases efficiently.

11. Centralized funding for sign language and Communication Access Real-time 
Translation (CART) services to IDO.

12. Created HCO Schedule A Recruiting and Hiring website 
and hco.recruiter4disability@irs.gov mailbox.

mailto:hco.recruiter4disabilitv@irs.gov


13. Awarded IDO stewardship over the Treasury-Wide Interpreting Contract (TWIC) 
for employees who are deaf or hard of hearing.

14. Issued Workers’ Compensation Return to Work Policy to outline a process for 
identifying suitable work assignments for employees injured on the job and who 
are medically unable to return to their original positions.



Going Forward (FY 2016 -  2020 Strategies)

The following objectives are aligned to empower IWD in the IRS:

Strategy 1 -  Recruitment & Hiring: Expand partnerships across disability 
communities to recruit a well-qualified workforce

Objective 1a - Recruit widely for positions at all grade levels and in various 
occupations

Objective 1b -  Increase use of Schedule A Hiring Authority and establish new 
procedures to require interviews for those candidates

Objective 1c - Increase the use of forecasting to enhance workforce planning 
efforts

Success Factors:

Description Measure
Improve presence of IWD Increase the number of positions filled using 

Schedule A hiring authority
Improve presence of IWD Meet IWD & TD hiring targets
IRS as a model employer Improve Employer of Choice ranking against other 

large agencies

Strategy 2 -  Advancement: Promote a culture of inclusion to increase advancement 
opportunities for IWD and network across organizations

Objective 2a -  Promote conversion of non-competitive Schedule A appointments 
to perm tenure

Objective 2b -  Improve opportunities for employees with disabilities to participate 
in programs such as LSR, FLRP, SMRP, XR and shadowing

Success Factors:

Description Measure
Improve presence of IWD Increase the number of Schedule A appointments 

converted to perm tenure
Broaden talent pool Increase # of perm IWD in professional, technical or 

MCO positions
Broaden talent pool Increase number of IWD in management



Strategy 3 -  Retention: Promote an inclusive work environment, equitable services 
and timely reasonable accommodations to increase employee satisfaction

Objective 3a -  Invest in reasonable accommodations and requisite technologies

Objective 3b - Increase availability of job accommodations/reassignments and 
light/limited duty jobs to improve return to work outcomes

Success Factors:

Description Measure
Broaden Talent Pool Increase IWD perm workforce
IRS as a model employer Improve timeliness to process RA requests
Cultivate an Inclusive 
Workforce

Reduce EEO complaints filed by IWD employees

IRS as a model employer Improve IWD employee satisfaction over 5 years
Broaden Talent Pool Increase return to work outcomes

Strategy 4 -  Training & Education: Increase IWD and management participation in 
training and mentoring programs

Objective 4a -  Develop mandatory briefing for managers on employing IWD 

Objective 4b - Expand W&l IWD mentoring program servicewide 

Success Factors:

Description Measure
Cultivate an Inclusive 
Workforce

Increase disability awareness servicewide

Cultivate an Inclusive 
Workforce

Increase mentoring opportunities for IWD

Strategy 5 -  Executive Champion: Ensure strategic goals and objectives are achieved 

Objective 5a -  Secure buy-in with BODs to support initiatives 

Objective 5b -  Increase public relations with special emphasis organizations 

Objective 5c -  Monitor overall progress of plan objectives



Conclusion

Strategies outlined in this plan describe the critical activities for the IRS to enhance its 
efforts to promote the employment of IWD over the next five years and make the IRS 
the employer of choice for individuals with disabilities.

We are strengthened by our diversity and empowered by our inclusiveness. We cannot 
protect the rights of any unless we protect the rights of ail, without bias or favoritism. 
The Office of Equity, Diversity and Inclusion and the Human Capital Office stand 
together with senior leadership and the men and women of the service in striving to 
make the IRS the best place to work in government.

Susan Greer
Acting, Executive Director Equity Diversity and inclusion

DATE:APPROVED:

DATE:APPROVED:

Dan Riordan
IRS Human Capital Officer



Acronyms

ADA Americans with Disabilities Act of 1990

ADAAA Americans with Disabilities Act Amendments Act 2008

AMC Alternative Media Center

APM Administrative Procedures for Managers

ASL American Sign Language

AWSS Agency-Wide Shared Services

BOD Business Operating Division

D/HOH Deaf/Hard of Hearing

EDI Equity, Diversity and Inclusion

EEOC Equal Employment Opportunity Commission

ESETS Executive Services Employment, Talent and Security

EO Executive Order

FOH Federal Occupational Health

FY Fiscal Year

GINA Genetic Information Nondiscrimination Act

HCAC Human Council Advisory Council

HCO Human Capital Office

iCAN Information Center for Accessibility Needs

IDO IRS Disability Office

IRAP Information Resources Accessibility Program

IT Information Technology

IWD Individuals with Disabilities

LEADS Leadership, Education and Delivery Services

MRC Management Resource Center



MOU Memorandum of Understanding

OPM Office of Personnel Management

RA Reasonable Accommodation

RAC Reasonable Accommodation Coordinator

SET Senior Executive Team

SPC Selective Placement Coordinator

SME Subject Matter Expert

TD Targeted Disability

TWIC Treasury-wide Interpreter Contract

VRS Video Relay Services

WRP Workforce Recruitment Program

WRD Workforce Relations Division



Internal Revenue Service 

Inclusive Diversity Implementation Plan 
Fiscal Years 

2017 - 2020 
Goal 1 Diversify the Federal Workforce through Active Engagement of Leadership 
Status Update [context, external factors, non-milestone 
updates] 

Revised Key Actions, Metrics/Milestones for FY 2019 

Other Notes 

Fiscal Year 2018 Quarter 4 

Key Actions 
Priority 
Numbers 

Lead Individual 
or Office 

Metrics Due Date 
Anticipated 
Barriers 

Current Status 

Analyze and adequately staff diversity and inclusion division to 
ensure proper structure and resources are in place to deliver and 
sustain D&I programs. 1.1.1 

1.1 EDI DID Assign resources as deemed 
necessary and provide appropriate 
staff training to achieve program 
objectives and goals. 

4/30/2018 Developed a "Get Well" plan to improve customer satisfaction, 
business results and employee engagement. Plan focused on 
restoring services and improving processes. Reviewed position 
descriptions and recruited for detailees and critical positions to 
deliver and sustain D&I programs. - Completed 

Ensure D&I program offices are 
functional and begin implementing 
sustainable programs to achieve 
D&I objectives and goals. 

9/30/2018 

Develop a comprehensive communication strategy and plan that 
supports: 1) EDI's strategic goals and mission and 2) educates the 
workforce of the relevance of equity, diversity and inclusion, the 
link of inclusion to engagement, D&I initiatives and the 
commitment leaders play in advancing D&I work and creating an 
engaged, fair and inclusive work environment. 

1.1 EDI DID and 
Communications 
Liaison Division 
and BOD Specific 
EDI 

Develop a Service-wide theme and 
marketing materials to help 
employees connect to and 
understand the business case for 
D&I. 

1/30/2018 On-Going: Diversity 365 continues to be marketed through a 
monthly At A Glance summarizing all diversity and inclusion 
events, blogs written by employees, Employee Resource 
Groups and Employee Organizations. Leader's Tool Kit is 
being utilized to support and reinforce learnings from the 
managers' . Diversity & Inclusion Leadership: Making it a 

1.1.2 Develop Leaders’ Tool Kit to assist 
IRS leaders with understanding, 
demonstrating and communicating 
the importance and relevance of 
diversity and inclusion. 

5/30/2018 Practice course. Introduced a business case for diversity and 
inclusion to executives and managers that links inclusion to 
engagement. - Completed 

Marketing training opportunities to ensure all diversity and 
inclusion efforts contribute to the goals of Treasury and IRS. 
On-going 
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Continue to leverage the IRS chartered engagement action 
planning teams to develop recommendations that will enhance the 
employee work experience and create successful leadership 
actions and strategies to help leaders create inclusive and 
engaged work environments. 1.2.1 

1.2 HCO Strategy & 
Finance 
Engagement & 
Retention, LEAP-
G and NTEU-
Frontline 
Engagement 
Team / EDI 
IDEAS Section 

Implement and monitor IRS 
Corporate Leadership Engagement 
Action Plan to guide IRS Business 
Units in developing Business Unit 
specific action plans that aligns with 
the corporate IRS plan. 

9/30/2018 Shared FY18 FEVS and Exit Survey data with the Leadership 
Engagement Action Planning Group. The LEAPG identified at-
risk demographics for employee retention and provided 
recommendations for Business Operations Division (BOD)s 
actions to mitigate the demographics' retention risks. 
Completed 

Fiscal Year 2019 Quarter 4 

Key Actions 
Priority 
Numbers 

Lead Individual 
or Office 

Metrics Due Date 
Anticipated 
Barriers 

Current Status 

Explore the feasibility of creating a diversity and inclusion 
leadership forum comprised of IRS senior executive leaders and 
senior leaders who will focus on driving the diversity and inclusion 
strategy within the businesses to promote an inclusive 
environment, business innovation and success and looks across 
the entire IRS to identify future threats to the workforce that 
impacts the IRS ability to have a diverse, inclusive and engaged 
workforce. 1.1.3 

1.1 EDI DID 
HCO 

Develop leadership forum's 
framework, charter and vet 
recommendation with stakeholders 

9/30/2019 Moving to FY20 based on competing priorities 

Solicit senior leaders' participation in 
the forum. 

9/30/2019 Moving to FY20 based on competing priorities 

Implement leadership forum and 
communicate its existence and 
purpose to the workforce. 

9/30/2019 Moving to FY20 based on competing priorities 

Implement a Commissioner's diversity and inclusion excellence 
award that recognizes special efforts, activities or actions of an 
individual or team who strives to accomplish the fulfillment of the 
IRS commitment to embrace, enhance, and celebrate diversity and 
inclusion. 1.1.3 

1.1 EDI DID 
HCO Employee 
Recognition and 
BOD Specific EDI 

Partner with HCO to develop the 
award and vet recommendation with 
stakeholders for feedback. 

9/30/2019 Beginning negotiations with NTEU; developing templates in 
ITM, performance management module; projected timeline for 
completing templates and finalize negotiations with NTEU 
FY20; service wide implementation estimated FY21. 

Obtain IRS leadership approval, 
implement award and communicate 
award to workforce. 

9/30/2019 Moving to FY20 based on competing priorities 

Develop and implement IRS diversity and inclusion critical element 1.1 EDI DID HCO Incorporate and Implement Treasury 9/30/2019 Implementation of IRS diversity and inclusion critical element 
for all Non-SES supervisors and employees.1.2.2 and BOD Specific 

EDI 
Non-SES Employee Performance 
Management Policy and 
Supplemental Requirements issued 
September 15, 2015 into 
Performance Management 
Redesign. 

for all Non-SES supervisors and employees is entirely 
contingent upon the deployment of the Integrated Talent 
Management (ITM) Performance Management (PM) module in 
which the CJE templates reside. There are various 
dependencies that may effect the actual ITM PM module 
deployment date, but it is currently planned for supervisors in 
the FY21 rating cycle and Service-wide in FY22. 
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Socialize recommendations with 
stakeholders. 

9/30/2019 Developing templates in ITM, performance management 
module; projected timeline for completing templates; service 
wide implementation estimated FY21. 

Negotiate Impact and 
Implementation with NTEU. 

9/30/2019 Revising Performance Management policies 

Implement Treasury Policy 
Changes. 

Improve IRS performance 
management system. 

Fiscal Year 2020 

Key Actions 
Priority 
Numbers 

Lead Individual 
or Office 

Metrics Due Date 
Anticipated 
Barriers 

Current Status 

Explore the feasibility of creating a diversity and inclusion 
leadership forum comprised of IRS senior executive leaders and 
senior leaders who will focus on driving the diversity and inclusion 
strategy within the businesses to promote an inclusive 
environment, business innovation and success and looks across 
the entire IRS to identify future threats to the workforce that 
impacts the IRS ability to have a diverse, inclusive and engaged 
workforce. 1.1.3 

1.1 EDI DID 
HCO 

Develop leadership forum's 
framework, charter and vet 
recommendation with stakeholders 
for feedback. 

9/30/2020 Carryover from FY18/19 

Solicit senior leaders' participation in 
the forum. 

9/30/2020 Carryover from FY18/19 

Implement leadership forum and 
communicate its existence and 
purpose to the workforce. 

9/30/2020 Carryover from FY18/19 

Implement a Commissioner's diversity and inclusion excellence 
award that recognizes special efforts, activities or actions of an 
individual or team who strives to accomplish the fulfillment of the 
IRS commitment to embrace, enhance, and celebrate diversity and 
inclusion. 1.1.3 

1.1 EDI DID 
HCO Employee 
Recognition and 
BOD Specific EDI 

Partner with HCO to develop the 
award and vet recommendation with 
stakeholders for feedback. 

9/30/2020 Will complete templates and finalize negotiations with NTEU 
FY20; service wide implementation estimated FY21. 

Obtain IRS leadership approval, 
implement award and communicate 
award to workforce. 

9/30/2020 Carryover from FY19 
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Internal Revenue Service 

Inclusive Diversity Implementation Plan 
Fiscal Years 

2017 - 2020 
Goal 2 Include and Engage Everyone in the Workplace 
Status Update [context, external factors, non-milestone updates] Revised Key Actions, Metrics/Milestones for FY 2019 

Other Notes 

Fiscal Year 2018 Quarter 4 

Key Actions 
Priority 
Numbers 

Lead 
Individual or 
Office 

Metrics Due Date 
Anticipated 
Barriers 

Current Status 

Conduct a detailed analysis of the FEVS, IRS Entrance Survey and 2.1 EDIA/HCO Conduct analysis of FEVS data. 6/30/2018 NTEU Agreement FY18 FEVS and Exit Survey data 
Treasury's 90 Day New Employee Hire and Exit Survey's demographic Provide report to stakeholders to Article 45 may limit analyzed and shared with the 
data to identify anomalies and patterns. 2.1.1 understand employee perceptions 

of the workforce by demographics. 
what DEEOAC can 
do. 

Leadership Engagement Action 
Planning Group. The LEAPG identified 
at-risk demographics for employee 
retention and provided 
recommendations for Business 
Operations Division (BOD)s actions to 
mitigate the demographics' retention 
risks. Completed 

The FEVS questions that make up the 
FOCSE score were calculated for all 
Business Units and shared with 
stakeholders. Exit survey results were 
analyzed and included in MD715. 

Conduct an annual review of the demographics of the leadership program 
participants to determine if any triggers are identified. In addition, a 
sample of the application packages will be reviewed to determine if any 
systemic barriers exist for any groups of employees to participate in the 
programs. 2.1.4 MD-715 

2.1 HCO ETS 
EDI Analytics 

Conduct the annual review of the 
demographics of the leadership 
program participants and determine 
if any triggers exist. 

9/30/2018 A barrier analysis of the Executive 
Readiness program was initiated in 
FY18 and continuing into FY19. 

Provide annual training to IRS senior managers on topics that address 
D&I emerging trends. 2.1.3 

2.1 EDI IDEAS 
and BOD 
Specific EDI 
and EDI Front 
Office 

Pilot foundational, interactive D&I 
training for all IRS leaders: "D&I 
Leadership - Making it a Practice". 
Course in development to provide 
D&I training to experienced 
managers. 

9/30/2018 Furlough and filing 
season delayed start 
of pilot; initial 
classes for "D&I 
Leadership - Making 
it a Practice" with +/-
400 managers to be 
completed by 
9/30/19. 

Carryover into FY19 
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Improve educational services to continue providing services on topics 
that address D&I emerging trends. 2.1.3 

2.1 EDI IDEAS 
LEADS 

Evaluate and Design EDI Education 
Program. 
Develop Self-Help On-line Tutorials 
and Enterprise Learning 
Management System courses. 

6/30/2018 Presented 18 EDI open enrollment 
events in FY19 with 6,450 participants. 

Completed ELMS Civility course in 
FY18. 

Developed and implemented a one -
hour module in diversity & inclusion 
for all new managers in 
Fundamental Management Skills. 

03/30/18 
Employees selected as permanent 
frontline managers (or long-term details) 
are required to complete an EEO and 
Diversity Management class within 1 
year of becoming a manager. 

Conduct 27 open enrollment 
sessions for employees and 
managers. 

9/30/2018 Completed 

Increase collaboration with Employee Organizations/Employee Resource 
Groups and identify ways IRS can leverage them to help develop and/or 
implement D&I initiatives and assist in IRS recruitment, retention and 
engagement efforts. 2.1.5 

2.1 EDI SEPMS Conduct bi-monthly meetings with 
EOs/ERGs to exchange 
information, redirect activities, and 
identify common themes on how the 
organizations can best support 
Human Capital and D&I initiatives 
on recruitment, mentoring and 
development of employees. 

1/30/2018 Held EO/ERG Senior Leader meetings 
in FY2018. In January 2018, released 
an updated EO/ERG Policy aligned to 
EDI D&I strategic priorities. This 
enhanced guidance clarified manager, 
executive sponsor and employee 
organization responsibilities. It also 
reaffirmed IRS support for these vital 
organizations that foster a diverse and 

Convert Employee Organizations to 
Employee Resource Groups to 
more closely align strategies with 
EDI. 

9/30/2018 inclusive workplace culture. Completed 

Identified ERG and HCO collaboration 
areas that support the IRS Strategic 
Recruiting Plan and retention of women, 
veterans and millennial employees. 
As of FY2019 Q2, there are five 
organizations that have upgraded to 
ERG status with established D&I 
partnership plans with EDI. This is an 
increase from two in FY2017. 
Completed 

Analyze the participation rates of Hispanic, Asian and Black employees in 
the Executive Readiness (XR) program to determine their availability in 
the GS 14-15 population, and the permanent workforce. 

2.1 EDI SEPMS Engage employee organizations to 
discuss application, recruitment and 
selection issues that have been 
raised or strategies they may have 
to increase participation in 
Executive Readiness program. 

6/30/2018 EDI analyzed participation rates and 
presented their multi-year analyses of 
the Executive Readiness Program 
(FY14-FY17) and Candidate 
Development Programs (FY15-FY17). 
During the Bi-Monthly Senior EO/ERG 
Leadership Meeting, requested 
leadership to discuss application, 
recruitment and selection barriers and 
strategies related to executive 
Readiness Programs with their 
respective members. Completed 
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Fiscal Year 2019 Quarter 4 

Key Actions 
Priority 
Numbers 

Lead 
Individual or 
Office 

Metrics Due Date 
Anticipated 
Barriers 

Current Status 

Provide annual training to IRS senior managers on topics that address 
D&I emerging trends. 2.1.3 

2.1 EDI IDEAS 
and EDI Front 
Office 

Pilot foundational, interactive D&I 
training for all IRS leaders: "D&I 
Leadership - Making it a Practice 
(DILMIAP)". Course in development 
to provide D&I training to 
experienced managers. 

9/30/2019 Furlough and filing 
season delayed start 
of pilot; initial 
classes with +/- 400 
managers 

501 managers registered for class, 376 
managers (10 executives, 86 Senior 
Managers, 34 Department Managers, 
230 Front Line Managers and 16 
Management Officials attended 
DILMIAP pilot classes as of 9/30/19. 
85% of attendees signed on to 
participate in follow up activities. 
DILMIAP will be delivered strategically 
until the class can be added to IRS 
leadership curriculum. 

Develop an initiative that will assess the current climate, implement 
strategies for behavioral change, and improve the culture of the IRS 
Campus environment. 

2.1 EDI Develop and implement an 
improvement plan with measurable 
short- medium-, and long-term 
strategies. 

9/30/2019 Vendor awarded contract for climate 
assessment, marketing and 
communication strategy launched, 
climate assessment will take place 
January 28, 2020 - February 28, 2020. 
Climate assessment will consist of face 
to face focus groups, electronic pulse 
survey and drop box for written 
feedback. 

Conduct an annual review of the demographics of the leadership program 
participants to determine if any triggers are identified. In addition, a 
sample of the application packages will be reviewed to determine if any 
systemic barriers exist for any groups of employees to participate in the 
programs. 2.1.4 MD-715 

2.1 HCO ETS 
EDI Analytics 

Conduct the annual review of the 
demographics of the leadership 
program participants and determine 
if any triggers exist. 

9/30/2019 The leadership program participants in 
FY19 were reviewed. In addition, EDI is 
conducting a review of the Executive 
Readiness program. A survey was 
issued to all GS14/15 equivalent 
employees to understand their 
perception of the XR program. Focus 
groups were also held with past and 
current participants and Executives to 
get an in-depth understanding of issues 
that may be impacting the XR program. 
The results of the data will be analyzed 
and recommendations will be made in 
FY20. 
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Fiscal Year 2020 

Key Actions 
Priority 
Numbers 

Lead 
Individual or 
Office 

Metrics Due Date 
Anticipated 
Barriers 

Current Status 

Develop and implement a service wide Knowledge Management library 
that will house key diversity and inclusion resources. 2.1.3 

2.1 EDI IDEAS Identify content and resources to be 
included in the resource library. 

Establish timeline and 
implementation strategy to add new 
content to leader's toolkit. 

Complete monthly updates and 
promote the leader's toolkit through 
EDI Newsletters. 

12/31/2019 

2/28/2020 

8/31/2020 

This will be part of the Diversity 365 
page with D&I resources. 

Launched the D&I Leader's Toolkit with 
DILMIAP pilot participants on 6/8/2019. 

Strengthen partnerships with Diversity Equal Employment Opportunity 
Advisory Committees to help communicate, promote, develop and 
implement D&I initiatives throughout the IRS. 2.1.5 

2.1 EDI DID 
HCO and BOD 
Specific EDI 

Conduct an assessment of the 
partnership with the DEEOACs, 
Article 45 and the work DEEOACs 
has done to determine 
effectiveness. 

12/31/2019 NTEU Agreement 
Article 45 may limit 
what DEEOAC can 
do. 

Collaborative meetings held with HCO 
and EDI. Reviewing the former MOU to 
establish a Disability Working Group. 
BOD Council members are working to 
update work plans and submit 
accomplishments. 
TEGE is actively engaged with their 
EEO Diversity and Advisory Council in 
developing a FY20-21 Workplan. 

Create development opportunities 
for SES, CDP or XR candidates to 
participate as a Diversity Champion 
and advisor to Diversity Equal 
Employment Opportunity Advisory 
Committees. 

12/31/2019 n/a Former ETS Director, was designated to 
be a Champion for the Disability 
Council. Information Technology (IT) 
Executive will work with HCO Disability 
Program Manager to determine scope of 
concept. EDI to identify initiatives for 
DEEOAC by Q3 FY20. The TE/GE 
Deputy serves as the TEGE EEOD AC 
Diversity Champion. 

Increase DEEOACs involvement in 
initiatives and decisions that impact 
diversity and inclusion. 

12/31/2019 n/a The TE/GE EEOD AC Co-Chair is an 
active member of Hispanic Internal 
Revenue Employees (HIRE). He also 
served as the TE/GE point of contact for 
the National Council of Hispanic 
Employment Program Managers 
(HEPM). 
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Offer D&I Cultural Competencies workshops to Employee Resource 
Group members during annual conferences and lunch and learn 
sessions. 2.1.5 

2.1 EDI Education 
and Training/ 
DPMS 

Develop training for Employee 
Resource Groups. 

12/31/2019 Administrative time 
is a challenge for the 
employee 
organizations and 
the employee 
population who can 
benefit from 
participating in 
training activities. 
Limited amount of 
administrative time 
could deter 
employee 
participation. Lunch 
and Learn sessions 
are the preferred 
method due to this 
challenge. 

Held annual Commissioner EO/ERG 
and EDI Partnership meeting resulting in 
the identification of joint Diversity and 
Inclusion Strategic priorities. Also, held a 
diversity training/discussion with the 
EO/ERGs on unconscious bias and 
cultural competency. 

Completed FEVS panel discussion with 
EO/ERG 3/27/2019 

Capture metrics on number of 
participants. 

12/31/2019 As of FY2019 Q2, 370 participants 
attended six events 

Offer surveys to collect feedback 
data to assess the effectiveness of 
the workshops. 

12/31/2019 
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Internal Revenue Service 

Inclusive Diversity Implementation Plan 
Fiscal Years 

2017 - 2020 
Goal 3 Optimize Inclusive Diversity Efforts using Data-Driven Approaches 
Status Update [context, external factors, non-milestone updates] Revised Key Actions, Metrics/Milestones for FY 2018 

Other Notes 

Fiscal Year 2018 

Key Actions 
Priority 
Numbers 

Lead 
Individual or 
Office 

Metrics Due Date Anticipated Barriers Current Status 

HCO will provide IRS special hiring authorities quarterly metrics, including 3.1 HCO Use quarterly metrics to monitor 9/30/2018 Carryover into FY19 
business unit breakdown, to IRS leadership in an effort to increase ETS/VPMO progress towards reaching hiring 
leadership accountability and commitment to hire persons with EDI Disability goals and to identify opportunities to 
disabilities/targeted disabilities and veterans/disabled veterans. 3.1.2 Branch leverage special hiring authorities to 

meet IRS critical hiring needs. 

Develop a reporting tool to provide Service-wide data on workforce 3.1 EDI Analytics, Deliver the reporting tool to IRS 6/30/2018 The FY18 Q2 data report was 
demographics. 3..1.1 EDI leadership, EEO, D&I and HCO submitted. This report will be 

Operations; professionals to identify prepared midyear and end of 
IDEAS opportunities to improve the year. 

workforce. 

HCO will continue to perform attrition data analysis and develop retention 3.1 HCO ETS HCO will perform an analysis of 9/30/2018 Shared demographic data from 
strategies. 3.2.3 HCO attrition data and provide to EDI to the FEVS with the Leadership 

Retention and conduct race and national origin Engagement Action Planning 
Engagement analysis of the data. Group (senior leaders from all 
EDI Analytics Business Units). They review 
and BOD the data to determine the most 
Specific EDI "at-risk" demographics for 

attrition and retention across 
IRS employee and Mgmt 
levels. After identifying the "at-
risk" population, they develop 
targeted actions for service 
wide use to mitigate. 
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Fiscal Year 2019 Quarter 4 

Key Actions 
Priority 
Numbers 

Lead 
Individual or 
Office 

Metrics Due Date Anticipated Barriers Current Status 

HCO will provide IRS special hiring authorities quarterly metrics, including 
business unit breakdown, to IRS leadership in an effort to increase 
leadership accountability and commitment to hire persons with 
disabilities/targeted disabilities and veterans/disabled veterans. 3.1.2 

3.1 HCO 
ETS/VPMO 
EDI Disability 
Branch 

Use quarterly metrics to monitor 
progress towards reaching hiring 
goals and to identify opportunities to 
leverage special hiring authorities to 
meet IRS critical hiring needs. 

9/30/2019 EOY data shows that 
PWD (GS-11 & above) 
continues to be a 
trigger at 10.41% 
(towards the 12% goal); 
however, it has 
increased from 9.93% 
(2018). 

EOY data shows, PWD (GS-1 
to GS-10) exceeded the 12% 
goal at 13.82%. Both the 
PWTD (GS 1 to GS-10) and 
(GS-11 & above) are 
exceeding the 2% goal at 
4.38% and 2.76% respectively. 

HCO will continue to perform attrition data analysis and develop retention 
strategies. 3.2.3 

3.1 HCO ETS 
HCO 
Retention and 
Engagement 
EDI Analytics 
and BOD 
Specific EDI 

HCO will perform an analysis of 
attrition data and provide to EDI to 
conduct race and national origin 
analysis of the data. 

9/30/2019 IRS BODs annually reviews 
workforce data by RNO in 
support of MD-715 Reporting 
requirements. EDI to conduct 
race and national origin 
analysis in FY20. 
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Policy Statement 1-230 

Approved: 

Diversity and Inclusion 

Commitment 
The IRS has a strong and steadfast commitment to ensuring that diversity and inclusion 
are integrated into the policies, procedures, and practices used to carry out our 
mission. This commitment not only extends throughout the IRS workforce, but to the 
taxpayers, tax practitioners, and the communities with whom we engage. 

Definitions 
At the IRS, diversity is a broad concept that encompasses all the differences that 
employees bring to work. Diversity, therefore, includes the traditional focus around race 
and gender, but also includes diversity of thought, ideas, backgrounds, and 
experiences. Inclusion, one of IRS's core values, is the leveraging and engagement of 
every employee's unique strengths and talents so that each individual can contribute to 
his or her full potential. Diversity coupled with inclusion is a long-term business strategy 
that will help fuel the innovative outcomes and continual improvement necessary for our 
future success. 

Business Case 
Leveraging diversity and inclusion is critical to our mission, workforce, and to taxpayers. 
Different perspectives spark creative insights and solutions to better accomplish our 
mission. Greater engagement of employees from all backgrounds yields greater 
personal satisfaction and higher levels of productivity. A diverse and inclusive 
workplace ensures that the IRS not only reflects the population we serve but also better 
understands and serves all taxpayer's needs. 

Accountability
Every IRS employee and manager is responsible for promoting diversity and 
inclusion. Our attitudes, words, actions, and inactions all contribute to the workplace 
environment. Each of us must strive to treat one another with respect, be open to 
learning about our differences, and seek to leverage individual attributes that will make 
the IRS stronger as a whole. 

Steven T. Miller  Date 
Acting Commissioner of Internal Revenue 
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MESSAGE FROM the HUMAN CAPITAL OFFICER 

As the new IRS Human Capital Officer, I, Robin D. Bailey Jr., look forward to working 
with the Human Capital Office (HCO) family to achieve the goals outlined in the HCO 
Performance Plan. The HCO team has developed a cohesive strategic roadmap that 
will guide us through the next few years in achieving maximum results. Our employees 
are our greatest assets, and to improve the quality of the workforce is an effort we will 
work together to excel in. 

Achieving our strategic objectives comes with its own challenges. New tax law 
implementations, growing number of experienced employees eligible for retirement, and 
the need for innovative ways to manage a diverse and mobile workforce are just some 
of the trends affecting the way we work. 

HCO will lead the collaboration necessary to address these challenges, but it will take 
the collective effort of the IRS leadership team and the Human Capital (HC) community 
to meet these challenges and position the IRS workforce for continued success. You 
have my full support to ensure HCO is focused on enhancing our efforts in hiring, 
training, systems and technology and communications in FY2019. 

Over the next four years, the HCO Performance Plan will be the conduit for the HC 
community. The Plan is a living document, aligning our objectives to the Treasury Plan 
and IRS Strategic Plan and ensuring we stay on track to meet our desired vision of 
delivering quality services and products to our customers. Together we will develop a� 
FXOWXUH�RI�FROODERUDWLRQ�WKURXJK�RSHQ�FRPPXQLFDWLRQ��DQG�IRVWHU�DQ�HQYLURQPHQW�RI� 
KRQHVW\��LQWHJULW\��DQG�UHVSHFW��/HW¶V�PDNH�LW�D�VXFFHVVIXO������� 



   
    

   
  

  
  

  

  
   

   

HUMAN CAPITAL OFFICE 

PURPOSE 

HCO is dedicated to making the IRS an employer of choice and a leader in HC 
planning and management. HCO’s fundamental role is to ensure the success of every 
business unit by providing HC strategies and tools for recruiting, hiring, developing, 
retaining, and transitioning a highly-skilled and high-performing workforce to support 
IRS mission accomplishments. 

We support the IRS workforce and stakeholders through progressive HC services and 
solutions. Driven to exceed our customers' needs, we engage in effective consulting, 
educate for excellence, and use state-of-the-art technology, while building and 
sustaining strong relationships with our employees and stakeholders for an efficient 
organization. 

HCO developed its first division level Performance Plan for FY2019. This plan is 
intended to align HC practices to broader agency strategic planning activities, and 
efficiently align HC activities with an agency's mission and strategic goals. This will 
enable our workforce to better leverage resources to achieve quality results.  



 

 
  

 
      

    
  

 
 

 
 

  
  

 

HUMAN CAPITAL OFFICE PERFORMANCE PLAN  


PURPOSE 

x Outline and support HCO’s Top Ten Initiatives 
x Align and support goals and objectives from the IRS Strategic Plan FY2018 – 
2022 

x Align and support goals and objectives from the Treasury Plan FY2018 – 2022 
x Identify and connect efforts at all levels to improve organizational efficiency 

The HCO Performance Plan outlines the top priority initiatives for the next four years. 
The Plan serves as a roadmap that will help us preserve a highly skilled and high-
performing workforce. The Plan is a living document, and periodic reviews will be 
conducted to assess the progress of our organization in meeting its goals and 
objectives. The Plan will serve as a voice to the HC community, as we work together to 
move our organization forward.  

CHAMPIONS 

The HCO division directors serve as champions of these efforts and they will identify 
and execute meaningful actions to support the successful completion of the initiatives. 
Goals and objectives from the IRS Strategic Plan, Treasury plan and the HCO 
Measures and Metrics are incorporated, unifying efforts to maximize on overall 
efficiency in the workplace. 



 

   
    

 

   
 

 

  
 

   
   

  
   

 
 

INTERNAL REVENUE SERVICE 

IRS MISSION 

The mission of the IRS is to provide America’s taxpayers top quality service by helping 
them understand and meet their tax responsibilities and enforce the tax law with 
integrity and fairness to all. 

IRS VISION 

To uphold the integrity of our nation’s tax system and preserve the public trust through 
our talented workforce, innovative technology and collaborative partnerships. 

IRS VALUES 

x Honesty and Integrity:  To  uphold the  public trust in all that we do; honest and  
forthright in our  internal and external dealings. 

x Respect: Treat each  colleague, employee and taxpayer with dignity  and respect. 

x Continuous Improvement: Seek to perform the best that we can today, while 
embracing  change, so that we can perform even better in the future.  

x Inclusion: Embrace diversity of  background, experience, and perspective. 

x Openness and Collaboration: Share  information and collaborate,  recognize  we  
are a team. 

x Personal Accountability: Take  responsibility for our actions  and  decisions; Learn 
and grow from achievements and mistakes. 

IRS STRATEGIC PLAN 

The fiscal year 2018 – 2022 IRS Strategic Plan serves as an organizational roadmap to 
guide resource decisions, programs and operations at the corporate level. It will assist 
to keep track of changing needs and expectations of our nation’s taxpayers and 
members of the tax community who serve taxpayers. The IRS Plan was developed with 
input from employees and external stakeholders. The IRS Plan will help transform the 
taxpayer experience in ways that meet their needs, while increasing operational 
efficiency and effectiveness. 

The HCO champions assigned to the IRS goals and objectives are upcoming in the 
Performance Plan document. 



   
  

TREASURY PLAN  FY2018 - FY2022 

Treasury’s FY2018—22 Strategic Plan (.pdf) supports goals and objectives from the 
IRS Strategic Plan. HCO will focus on the following areas of the Treasury Plan that are 
in alignment with our efforts:  

x Increasing  U.S. economic growth by administering tax laws to enable all  
taxpayers to meet their  obligations while protecting the integrity of the tax  
system. 

x Transforming  government-wide financial  stewardship by increasing access to  
and usage of data.  

x Achieving  operational  excellence. 

The HCO Performance  Plan framework displays the connection between the  HCO Top 
Ten Initiatives, IRS Strategic Plan FY2018 – FY2022 and Treasury Plan FY2018 -
FY2022. The next few  pages provide a  breakdown of the HCO divisions and priorities in 
detail. Let’s start connecting the dots. 



The HCO Alignment Roadmap displays the connection between the  three focal  points: 
Treasury Plan, IRS Strategic Plan and the HCO Top  Ten Initiatives. The next section  
will  cover the HCO Divisions and their  roles. 



Payroll & 
Personnel 
Systems 

The Human  Capital  Office is comprised of nine divisions that provide support to the IRS 
business units and are the assigned champions for the goals and objectives:   

HUMAN CAPITAL OFFICE ORGANIZATIONAL  CHART 

*Updated 11-29-18

HUMAN CAPITAL OFFICE  

IRS Human Capital Officer 

Office of the IRS 
Human Capital Officer 

Deputy IRS Human 
Capital Officer  

HR Customer 
Service Division 

Worklife,  
Benefits & 

Performance  

Leadership, 
Education &  

Delivery Services 

Workforce  
Relations 
Division 

Human Capital  
Analytics & 
Technology  

Plans &  
Operations  

Employment 
Talent & Security  

Office of 
Executive 
Services   

Senior  
Commissioner 

Representative -
Continuity of 
Operations   



     
   

 
   

   
   

  
  

 

 
 

  
 

  
 

 

 
   

 

 
    

  

 
 

HCO DIVISIONS and their PURPOSE 

The HCO Divisions play a key role in providing vital services to the IRS business units 
to support our organizations business needs. Their description and purpose: 

x Office of Executive Services (OES): 

The Office of Executive Services (OES) provides integrated executive policy and 
operational personnel support services in a centralized structure to the Senior Executive 
Service (SES), SES-in-waiting (SIW), and Senior Level (SL). The Office provides a one-
stop approach to resolving problems and providing support to all executive customers; 
provides high-level staff support to the Executive Resources Board; and executes the 
SES Candidate Development Program from training through the SES certification 
process. 

x Employment, Talent & Security (ETS): 

ETS provides policies, products and services supporting business efforts to identify, 
recruit, hire and advance a workforce with the competencies necessary to achieve 
current and future organizational performance goals. Technology and reengineering are 
leveraged to improve delivery of products and services. 

x Human Resources Customer Service Division (HR - CSD): 

HRCS Division allows IRS to use employee skillsets and knowledge to create a 
sustainable core within Operations Support and deliver HR services in a more cost-
efficient way. This unified HR community allows HCO to provide more strategic, agile 
and consistent services to customers, as well as improved training and developmental 
opportunities for human capital professionals at the IRS. 

x Leadership, Education and Delivery Services (LEADS): 

LEADS provides service wide training delivery services, training technology support, 
leadership and cross-functional training programs, training policy guidance, and quality 
assurance for all IRS training. 

x Payroll & Personnel Systems (P&PS): 

P&PS's mission is to deliver bi-weekly pay checks through the timely and accurate 
processing of all personnel and payroll transactions for all IRS employees while 
providing outstanding customer service through the Employee Resource Center (ERC). 
P&PS administers the employee debt management program and coordinates 
Negotiated Formal Settlement Agreements, Grievances and EEO cases. Additionally, 
P&PS provides one-stop shop for authoritative source employee information via Human 
Resources Reporting enter (HRRC), customize reports and data analytics. 



   

  
  

 
 

 
 
 

 

    
  

    
   

 

  
   

  
 

  
      

 

 

x Plans & Operations (P&O): 

The Plans and Operations (P&O) Division provides centralized services and mission 
critical support to the Human Capital Office. As experts in the areas of Financial 
Management, Strategic Management and Organizational Performance, Employee 
Engagement, Internal Controls, Continuity of Operations and Incident Management, we 
ensure compliance for IRS strategic directives and align resources to deliver value-
added, cost-effective and efficient human capital business solutions. An extension of the 
P&O Division is the Senior Commissioner’s Representative Continuity of Operations 
(SCR – CO). 

SCR-CO is comprised of two business lines: Continuity of Operations and SCR Field 
Operations. SCR-CO serves as the Head of Office in local cross-functional labor 
relations matters and IRS interests in interagency affairs as well as coordinating local 
administrative programs. We also direct activities in critical emergencies service wide, 
ensuring business continuity plans are in place and followed during incidents. 

x Workforce Relations Division (WRD): 

WRD establishes IRS labor and employee relations policy and provides related support 
and expertise to management and employees, as well as its field and embedded 
labor/employee relations staff and operations. 

x Worklife Benefits & Performance (WBP): 

WBP ensures accountability for retaining IRS employees through integrated human 
capital programs (performance management, compensation, benefits, leave, workers’ 
compensation, and worklife services) that pay, reward, and progress employees 
throughout their careers, and provides consistent service wide policies for 
organizational change and workforce transition initiatives. 

x Human Capital Analytics & Technology (HCAT): 

HCAT provides analytical data and technology solutions that enable HCO-wide 
decision-making through integrated processes, validated data and accountable 
reporting. HCAT will leverage processes, technology, and data improvements to support 
an optimized HCO. Utilizing the Integrated Talent Management System as a baseline 
for an updated technology and strategy approach, HCAT will migrate and integrate 
Human Capital applications to deliver employee support, development and 
management. 



     

   
  

 

 
 

  
 

  

    

  
 
  

 
 

 
 

  

  
   

 

HCO TOP TEN INITIATIVES 

This section of the Performance Plan provides the HCO Top Ten Initiatives and the five 
IRS Strategic Priority categories they align to. Each initiatives purpose is outlined below. 
HCO is committed to completing these efforts within the next four years: 

x Accountability 
x Strategic Partnership 
x Data Analytics
	
x Career Development
	
x Improve HR Operations
	

1.		 Hiring is our number one priority. HCO will remove Critical Staffing from the IRS 
Top 10 Risks by transforming our hiring system.  We will improve the three 
stages of hiring: 

a.		Before hiring 
b. Recruitment process of hiring; and 
c.		Onboarding process 

2.		 Implement HCO’s Performance Plan – In collaboration with our customers, 
implement a business and organizational model based on mission requirements 
and fully funded resources to provide outstanding customer service. Fully 
engaged with our business partners, we will establish strategies and priorities, 
share resources that meet shared requirements, and design efficient and 
effective processes that ebb and flow with the filing seasons. 

3.		 Data Analytics – Establish HCO as a world class data management and human 
capital analytics organization by using trend and pattern analysis, big data and 
statistical analysis, optimization and modeling for decision making, forecasting, 
identifying requirements, and evolve from information to optimization. 

4.		 Career Development Framework – Create career paths and ladders to retain 
our employees. Complete a comprehensive gap analysis by comparing 
employee’s talent profile to their current competencies, to identify skills needed 
for advancement at a level that best fosters understanding and development. 
This is the critical foundation for leadership development, talent management, 
and strategic workforce planning. 

5.		 Fully Implement ITM – The Integrated Talent Management system is a single, 
integrated, HC information technology system made up of modules that support 
multiple human capital business processes. ITM: 

x Provides one system to access learning, performance, succession, and 
workforce planning information. 



 

    

  

 
   

   

 

 

  

 

   
 
 

 
  

   
 

x Once fully implemented, the ITM modules will replace multiple, 
independent systems with a single, seamless access to several HR 
business processes, providing a better picture of talent pipelines that will 
improve decision making and simplify and accelerate these processes. 

6.		 Moderate Risk Reinvestigations – Complete all required reinvestigations of 
employees in moderate risk positions in compliance with title 5, CFR 731.106. 

7.		 Implement a New Time and Attendance (T&A) System – Ensure our $8.5B in 
employee salary, benefits and withholdings are paid timely, accurately, and in 
accordance with applicable laws and regulations.  In addition, T&A and volume 
data must be captured and provided to the Work, Planning and Control system 
and other systems used for work planning, inventory management, and 
productivity tracking. 

8.		 IRS Leadership Program Assessment and Curriculum Review – From the 
Senior Executive Service Candidate Development Program through the Aspiring 
Leader Program, targeting the GS-5 and GS-7 levels of individuals who aspire to 
be the future executive IRS leaders. 

9.		 HCO Career Development – Strengthen and develop our HCO workforce. We 
will tailor training programs to attract, retain, and sustain our HCO employees by 
investing in their professional development, and develop leaders at all 
levels.  Additionally, launch targeted and rotational career-development 
opportunities that move HR leaders into business roles, and vice versa, to 
develop strategic leaders. Three critical operational priorities to drive for the 
future capabilities: 

a. Leadership development for the agency leaders 
b. Leadership development for HCO leaders 
c. Career development for HCO employees from “acquire to retire” 

This includes student programs: high school students, interns, upward mobility 
program, use of all hiring authorities, and request new authorities. 

10.Policy – Review all HR policies to eliminate or revise burdensome or outdated 
polices; develop new policies that take the IRS to the future; and ensure 
compliance with current policies. 



   
 

   

    

 
 

  

 
 

  

 

 

     

  
 

  

 
 

  

This chart identifies the Champions assigned to the HCO Top Ten Initiatives and their 
projected dates: 

HCO Initiatives HCO Division Champion Project Dates 
(approx.) 

1. Hiring Employment, Talent & 
Security (ETS) 

January 2018 – January 
2021 

2. HCO Performance Plan Plans & Operations (P&O) May 2018 – December 
2018 

3. Data Analytics Human Capital Analytics & 
Technology (HCAT) 

May 2018 – October 
2018 

4. Career Development Framework Leadership, Education & 
Delivery Services (LEADS) 

May 2018 – June 2021 

5. Integrated Talent Management (ITM) HCAT March 2016 – October 
2019 

6. Moderate Risk Reinvestigations ETS May 2018 – June 2021 

7. Time and Attendance System Payroll & Personnel 
Systems (P&PS) 

May 2018 – June 2021 

8. IRS Leadership Program Assessment 
& Curriculum Review 

LEADS May 2018 – June 2021 

9. HCO Career Development HR – CSD March 2018 – March 
2019 

10.Policy Review/Update/Compliance Worklife Benefits & 
Performance (WBP) 

May 2018 – June 2021 

*Updated 11-29-2018 



 

      
  

  
  

 

 
 

 
 

MEASURES, METRICS AND TARGETS 

HCO tracks measures and metrics to ensure accountability of targets are met. Five 
measures and fifty-one metrics were carried over from FY2017 to FY2018 and five 
measures and forty-eight metrics carried over from FY2018 to FY2019. The reporting 
divisions are in the process of identifying FY2019 target data. Full results are 
anticipated by Q2 FY2019. 

The chart on the next page displays the connection between the components covered, 
aligning the connection of goals and objectives from the IRS Strategic Plan, HCO Top 
Ten Initiatives, HCO measures and metrics, and the champions that will drive these 
efforts. 



     

   
   

   

   

   

  

  

 

 

 

 

 

 

   
 

   
 

    

    

     

   

       
  

IRS Strategic Goal 4:  Cultivate a Well-Equipped, Diverse, Flexible and Engaged Workforce 

Objective 1: Foster a collaborative and inclusive culture 

Ref. HCO Top 10 
Initiative Metric HCO 

Division 
FY17 
Target 

FY17 
Actual 

FY18 
Target 

FY18 
Actual 

FY19 
Target 

4.1.1 - OPM Engagement Index P&O No 
target 67.3% 68% 67.1% 

Awaiting 
OPM 
Treasury 

4.1.2 - Participation rate - FEVS P&O No 
target 55.2% 56% 50% 

Awaiting 
OPM 
Treasury 

4.1.3 - Participation Rate During 
COGCON* 

SCR 
CO 80% 67% 80% 80% 80% 

4.1.4 - GETS/WPS Test 
Participation Rate 

SCR 
CO 80% 67% 80% 78% 80% 

4.1.5a -

Customer Satisfaction – 
Score (Horizontal 
Communications 
Meetings) 

SCR 
CO 4.25 4.82 4.25 4.90 4.25 

4.1.5b -

Customer Satisfaction – 
Rate (Horizontal 
Communications 
Meetings) 

SCR 
CO 85% 98% 85% 93% 85% 

4.1.6 - Telework Participation WBP 83% 87% 88% 88% 90% 

4.1.7a - Customer Satisfaction 
P&PS ERC tickets Score 

P&PS 4.3 4.38 4.3 NA 4.3 

4.1.7b - Customer Satisfaction 
P&PS ERC tickets Rate 

P&PS 83% 84% 83% NA 83.3% 

4.1.8 - Timely Resolution of 
Customer Issues P&PS 99% 99% 99% 98% 99% 

4.1.9 - CEB - Customer Service 
- Engagement Score P&O Baseline 61% 62% 60% 

Awaiting 
OPM 
Treasury 

4.1.10 - Customer Satisfaction -
Retirement WBP 95% No Data 95% 86.72% 90% 

4.1.11 - Customer Satisfaction – 
LR/ER Overall WRD 90% No Data 90% 79% 90% 

Objective 2: Support employee development with training opportunities and clear career paths 

Ref. HCO Top Ten 
Initiative Metric HCO 

Division 
FY17 
Target 

FY17 
Actual 

FY18 
Target 

FY18 
Actual 

FY19 
Target 



  
 

  

  
 

  

  
 

   
 

 

  
  

  
  

 
  

  
 

 
 

    
 

  

    

  
 

 
 

   
 

  

 

4.2.1 
HCO Career 
Development 
& ITM 

Level 3 transfer of 
training score 
(Employee) 

LEADS 80% 79.2% 80% 81% 80% 

4.2.2 
HCO Career 
Development 
& ITM 

Level 3 transfer of 
training score 
(Leadership) 

LEADS 90% 94.4% 90% 95.8% 90% 

4.2.3 
HCO Career 
Development 
& ITM  

% Of first time managers 
who timely complete 
required leadership 
development training 

LEADS 80% 77% 100% 93% 100% 

Objective 3: Enhance succession planning and knowledge transfer processes 

Ref. HCO Top Ten 
Initiative Metric HCO 

Division 
FY17 
Target 

FY17 
Actual 

FY18 
Target 

FY18 
Actual 

FY19 
Target 

4.3.1 Hiring 

Length of time to 
complete an ad hoc 
announcement process 
for new executives to 
include the ECQ 
certification process 
(Reinstated in FY-17) 

OES 90 
Days 81 days 90 days 86 

Days 
90 
Days 

4.3.2 Hiring 

Length of time to 
complete the ECQ 
Certification process for 
CDP graduates 
(Reinstated in FY-17) 

OES 180 
Days 

147 
days 

180 
days 

67 
Days 

180 
Days 

Objective 4: Design a talent management strategy that proactively addresses business needs and 
adjusts to workload demand 

Ref. HCO Top Ten 
Initiative Metric HCO 

Division 
FY17 
Target 

FY17 
Actual 

FY18 
Target 

FY18 
Actual 

FY19 
Target 

4.4.1 Hiring % Of perm disability 
hires ETS 10% 11.32% 12% 11.59% 12% 

4.4.2 Hiring % Of all hiring that meets 
the 80-day hiring cycle ETS 70% 66% 70% 57% 70% 

4.4.3 Hiring 
% Of total campus hires 
requested to EOD 
(external) 

ETS 90% 72.0% 90% 66.6% 90% 

4.4.4 Hiring % Of perm targeted 
disability hires ETS 2% 3.23% 2% 3.34% 2% 

4.4.5 Hiring 
% Veteran hires 

ETS 16% 7.32% 
not yet 
establis 
hed 

7.08% 14% 

4.4.6 Hiring % Disabled veteran 
hires ETS 7% 4.18% No 

Target 4.37% 6% 



  

 
 

  

 

  
 

 

 

  
 

4.4.7 Hiring % Veterans in IRS 
Workforce ETS 15% 9.22% No 

Target 9.09% 15% 

4.4.8 Hiring % Disabled veterans in 
IRS workforce ETS 3% 3.60% No 

Target 3.75% 3% 

4.4.9 -
Retention Index P&O Baseline 59.3% 60% 59.2% Awaiting 

OPM 
Treasury 

4.4.10 Hiring % New recruit attrition 
(1 year) WBP 11.1% 17.00% 13.6% 14.4% 15.5% 

4.4.11 Hiring % New recruit attrition 
(2 years) WBP 20.8% 23.60% 19.6% 22.8% 20.9% 

4.4.12 Hiring % New recruit attrition 
(3 years) WBP 21.0% 19.60% 21.1% 28.8% 30.5% 

4.4.13 -
Department Manager 
overall leadership 
attrition rate 

WBP 4.23% 4.90% 4.98% 6.08% 6.34% 

4.4.14 - Executive overall 
leadership attrition rate WBP 13.43% 18.28% 20.14% 11.11% 14.42% 

4.4.15 -
Frontline Manager 
overall leadership 
attrition rate 

WBP 5.07% 7.02% 7.77% 6.64% 5.97% 

4.4.16 - Senior Manager overall 
leadership attrition rate WBP 6.43% 8.06% 8.88% 7.54% 6.84% 

4.4.17 Hiring Overall Attrition Rate WBP 5.81% 6.44% 6.84% 7.29% 6.45% 



     

      

  

  
  

  
 

 
        
  

  

 

  

 
   

 
 

   
 

  

 

 
  

  

      

        

   
  

   

IRS Strategic Goal 6: Drive increased agility, efficiency, effectiveness and security in IRS operations 

Objective 4: Simplify policies and processes to improve operational efficiency and coordination across 
business units 

Ref. 
HCO Top 
Ten 
Initiative 

Metric HCO 
Division 

FY17 
Target 

FY17 
Actual 

FY18 
Target 

FY18 
Actual 

FY19 
Target 

6.4.1 Hiring Cycle time for ALL 
INTERNAL hires (by hire) ETS 80 days 82.0 80 days 94.3 80 

days 

6.4.2 Hiring Cycle time for ALL 
EXTERNAL hires (by hire) ETS 80 days 79.2 80 days 76.6 80 

days 

6.4.3 Hiring 
Hiring cycle time for all 
hires 
(OPM definition - by hire) 

ETS 80 days 80.2 80 days 83.5 80 
days 

6.4.4 Hiring Timeliness of PAR Actions ETS 80% 70.7% 80% 79.8% 80% 

6.4.5 New T&A 
System 

IRS Employees Paid 
Timely P&PS 99.99% 100.00 

% 99.99% 100% 99.9% 

6.4.6 New T&A 
System 

Transactional Accuracy 
Rate P&PS 96.6% 95.8% 96.6% 96.6% 96.0% 

6.4.7 New T&A 
System T&A Corrections P&PS NA NA < 3% 2.7% < 3% 

6.4.8 New T&A 
System SETR Validation P&PS NA NA 95% NA 95% 

6.4.9 - Managing BU Test and 
Exercise (% Closed) 

SCR 
CO 95% 95% 95% 100% 95% 

6.4.10 -
Managing incident 
Corrective Actions 
(% Closed) 

SCR 
CO NA NA 95% 100% 95% 

6.4.11 -
Official & Bank time NTEU 
hours per bargaining unit 
employee 

WRD 6.50 6.77 6.25 6.81 
Waiting 
NTEU 
Input 

6.4.12 -
Average cycle time for 
conduct cases   
(closed cases - days) 

WRD 68 92 68 106 80 

6.4.13 -
Average cycle time for 
grievance cases 
(closed cases - days) 

WRD 95 121 95 124 103 

6.4.14 - Average number of days to 
close ECCO cases - ETC WRD 28 17 25 23 25 

6.4.15 - Average number of days to 
close EMU cases WRD 65 64 65 88 65 



 

   
  

   

   

 

     

  

October - FY2019  January April July October - FY2020 

FY18 Q4 FY19 Q1  FY19 Q2 FY19 Q3     FY19 Q4 


FY2019 TIMELINE 

Metrics will be reviewed quarterly to ensure targets are on track. The Strategy and 
Organizational Improvement (S&OI) team will request status updates after the end of 
each quarter and update the HCO Performance Plan accordingly. The first update will 
be requested in October 2018, to capture FY2018 actual targets. FY2019 Q1 updates 
will be requested in January 2019. 

FY  2019 Timeline – Status Updates 



  

  
 

  
  

   
 

 

  

    

       
   

 

      
 

     

       

   
  

       

      
  

  

     
  

IRS STRATEGIC PLAN FY2018 – FY2022 

To summarize the content covered, the IRS Strategic Plan consists of six strategic 
broad goals. HCO will only focus on goals 4, 5, 6 and their respective objectives and 
sub-parts that are applicable to the support and services we provide. A more detailed 
breakout of the goals and objectives that align with the HCO Top Ten priorities are listed 
below. For a full copy of the IRS Strategic Plan, a link is provided in Resources at the 
end of the HCO Performance Plan. 

Goals Strategic Objectives Champions 

Goal 4: 

Cultivate a well-
equipped, diverse, 
flexible and 
engaged workforce. 

Objective 1: Foster a collaborative and inclusive culture. 

Part 1: Enhance and expand ways to gather employee feedback. All HCO 
Divisions 

Part 2: Promote flexible work-life options, identifying ways to ensure 
employees on mobile, remote, Alternate Work Schedule or other 
arrangements can participate seamlessly. 

WBP 

Part 3: Protect equal opportunity, promoting diversity and inclusion 
through all steps of the employee lifecycle. 

ETS 

Objective 2: Support employee development with training opportunities and clear career 
paths. 

Part 1: Make innovative training, tools and support accessible to 
employees. 

LEADS 

Part 2: Expand development opportunities (e.g., job shadowing, 
rotational programs). 

LEADS 

Part 3: Create career ladders and career-mapping tools to provide 
transparency and predictability into skill requirements and expectations. 

LEADS 

Part 4: Develop mentoring programs and promote cross-functional 
exposure and networking. 

All HCO 
Divisions 

Objective 3: Enhance succession planning and knowledge transfer processes. 

Part 1: Identify emerging leaders and increase leadership development 
efforts to provide a strong talent pipeline to fill key positions. LEADS 

Part 2: Develop standard processes for knowledge transfer when 
employees join or leave the agency. LEADS 

Part 3: Redesign the Employee Resource Center, IRS intranet and other 
knowledge management platforms to improve information sharing 
across functions and business units 

P&PS 



 

     
  

     
  

    
   

 

  
 

 

   
 

    

    
    

    
  

   

    

 

 

       

      

    

    

  
  

Objective 4: Design a talent management strategy that proactively 
addresses business needs and adjusts to workload demand. 

Part 1: Refresh retention and recruitment strategies to streamline hiring 
and focus on critical skills. ETS 

Part 2: Increase emphasis on forecasting of resource needs and 
analysis of workload demands. WBP 

Part 3: Integrate workforce planning into strategic planning efforts 
throughout the agency. WBP/HR-CSD 

Goal 5: 

Advance data 
access, usability 
and analytics to 
inform decision-
making and improve 

operational 
outcomes. 

Objective 1: Update data collection and retrieval capabilities and processes to provide 
faster authorized access to information. 

Part 1: Define and communicate data access processes, clarifying 
where and how authorized users can retrieve and use data. HR- CSD 

Part 2: Standardize data management to provide integrated, usable 
data. HR- CSD 

Part 3: Identify an operating model and appropriate roles to manage, 
collect and be accountable for the accuracy of data across the agency. HR- CSD 

Objective 2: Improve analytical tools and data competencies across the IRS. 

Part 1: Invest in analytics and visualization software and tools and 
develop processes to support analytics in IRS operations. HR- CSD 

Part 2: Develop additional analytics trainings. HR- CSD 

Part 3: Create communities of learning and interest related to data 
analytics. HR- CSD 

Goal 6: 

Drive increased 
agility, efficiency, 
effectiveness and 
security in IRS 
operations. 

Objective 1: Modernize and integrate technologies and systems that support secure, 
flexible and accurate work across IRS functions. 

Part 1: Invest in the enhancement and integration of systems. P&O 

Objective 3: Maintain a strong focus on fiscal management and accountability. 

Part 1: Continue managing costs by reducing redundancies and finding 
efficiencies. 

All HCO 
Divisions 

Part 2: Review and monitor business outcomes to improve investment 
performance. P&O 

Part 3: Identify financial management and systems internal controls 
deficiencies and address risks associated with them. P&O 

Part 4: Strengthen acquisition planning and create innovative business 
strategies that achieve cost-effective contracting solutions. P&O 

Objective 4: Simplify policies and processes to improve operational efficiency and 
coordination across business units. 



    
   

 

   
  

    
 

Part 1: Streamline internal agreements and standard operating 
processes (e.g., internal Memoranda of Understanding, Internal 
Revenue Manual) and modernize the communication of those policies. 

WBP and 
WRD 

Part 2: Assess the IRS organizational structure to achieve proper 
functional alignment and appropriate spans of control. ETS 

Part 3: Encourage feedback and idea-sharing from employees on 
potential improvements to IRS processes. P&O 



     
 
  
   

  
  
   

  
      

 
 

  

 
 

 

SUMMARY 

The HCO Performance Plan is a living document that provides us a roadmap to 
successfully meet our strategic goals and objectives. The Plan will assist the HCO 
Champions to track efforts quarterly throughout the year, tying into corporate and 
division commitments. It will provide the platform for us to meet our targets and provide 
quality support, products and services to our customers. The Plan provides 
opportunities for leadership to connect with employees, encouraging a two-way 
communication dialogue and collaborating on efforts to improve efficiency and 
productivity in the workplace. We will continue to measure the effectiveness of our 
efforts, focusing on quality over quantity, when identifying meaningful actions. 

HCO Performance 
Plan 

Identify 
meaningful 

targets/actions 

Align efforts to IRS 
Strategic Plan and 

Treasury Plan 

Monitor progress 
during quarterly 

updates 

Assess effectiveness 
of metrics and 

measures 



 

 

 

   

 

  

  

 

 

RESOURCES
	

x HCO Performance Plan 

x HCO Top Ten Projects 

x HCO Division POCs 

x REFSS – S&OI POCs 

x IRS Strategic Plan FY2018-22 

x Treasury Strategic Plan FY2018-22 

x IRS Community of Practice Resource Site (CoP) 

x HCO Performance Plan Communication Plan 

Feedback and Q & A: 

Q: Would you like to share highlights on your divisions’ efforts? 

Q: Have ideas on how to enhance existing work products and services? 

Q: Do you have suggestions to improve the HCO Performance Plan? 

A: Reach out to your division POC! 



  

 

   
  

  
   

        
    

  

         

              
       
        
         

The SMART Model tool can assist your divisions in the analysis arena to ensure efforts 
identified are meaningful and will support our overall goals. 

In addition to the SMART Model, below are two other strategy model options to assist 
your divisions in analyzing efforts. 

SOAR can be used to engage all levels and functional areas of an organization. The 
components are similar to that of the SWOT analysis, but differs as the SWOT is 
typically a top-down approach. With SOAR, the focus is on the organization and 
enhancing what is currently done well, rather than concentrating on perceived threats 
and/or weaknesses. 

If you are looking for a more detailed analysis approach, the IMPACT model may better 
suit your needs as it focuses in on specific areas to help guide you in meeting your 
desired targets. 

IMPACT Model: SOAR Model: 

I Imperative-based 
M Measurable 
P Performance-Driven S    Strengths 
A         Actionable O   Opportunities 
C  Cohesive A Aspirations 
T Trackable R Results 
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A MESSAGE FROM THE EXECUTIVE 
DIRECTOR OF EDI 

 

We in Equity, Diversity & Inclusion have embarked on a journey to be more proactive in 
ways that directly support the IRS’s mission.  Previously this organization focused almost 
exclusively on equal employment opportunity.  We have since adopted a multi-pronged 
approach.  Our current approach balances the imperative to eradicate discrimination with 
conflict resolution and an emphasis on the importance of diversity and inclusion.  The IRS 
is now in the forefront of federal agencies which, like large private sector organizations, 
have come to realize diversity and inclusion are key to success in today’s challenging 
business climate.   

Indeed, now and as we look ahead to the coming years, the IRS faces many challenges.  The 
IRS must administer a complex and evolving tax system in an increasingly global 
environment.  We need to interact digitally with taxpayers and others in a secure manner 
as advances in technology transform our world.  The taxpayers we serve as well as the 
population from which the IRS recruits talent are growing increasingly diverse.  The IRS 
also works with a wide range of tax professionals and tax preparation service providers.  
Bolstering the IRS’s ability to communicate and interact with people from different 
backgrounds is critical.  Whether in terms of our systems, facilities, operations, or working 
environments, we must be accessible and inviting to truly provide top quality service and 
can attract and retain the best and brightest to our workforce.  Further compounding these 
challenges, the IRS like many federal agencies is being asked to do more with fewer 
resources.   

EDI is poised to play a key role as the IRS overcomes these challenges.  This EDI Business 
Plan sets forth high-level goals and objectives which reflect the manner in which EDI’s 
mission and operations align with the IRS’s strategic direction.  While much of EDI’s work 
underlies the IRS’s focus on enhancing the workforce and working environment, we are 
also here to support the IRS’s efforts to even further improve service for the nation’s 
diverse taxpayers. Protecting taxpayer rights, ensuring that our facilities and systems are 
accessible, offering a discrimination free working environment, as well as building a highly 
talented, diverse workforce and cultivating an inclusive and collaborative working 
environment, is not just EDI’s business.  It’s all our business.   

  



INTRODUCTION 
As outlined in greater detail in this plan, with its clearly articulated mission, vision and core 
values in mind Equity, Diversity & Inclusion has established five strategic goals.  These 
goals relate to:  preventing discrimination against taxpayers as well as employees and 
applicants for employment; enhancing diversity and inclusion at the IRS; promoting 
efficiency and effectiveness; as well as improving products and services.  EDI’s strategic 
goals align with the IRS’s efforts to:  empower and enable all taxpayers to meet their tax 
obligations through secure and innovative services, tools, and support; cultivate a well-
equipped diverse, flexible, and engaged workforce; and, drive increased agility, efficiency, 
and effectiveness in IRS operations. 
 
EDI has carefully considered and prioritized the activities in which it will engage in pursuit 
of its goals and objectives.  As a result, EDI will be able to not only strategically plan its 
work in the coming years but will be able to track progress towards its objectives as well as 
demonstrate the value added in support of the IRS’s mission.     
  



 
 

EDI VISION, MISSION AND CORE VALUES 
 

 
 
 
 
 
 
 
 
 
 
 



 
 
 
EDI Goal I: 
Prevent taxpayer discrimination in IRS policies, programs and practices 
 

Objectives:   
Annually correct at least 90% of deficiencies found at taxpayer-facing sites from 
observed levels in the previous year 

 
Create new resources and services to prevent taxpayer discrimination findings 
based on disability 

 
Activities: 
Revisit selected IRS sites with the most significant EDI-related deficiencies to 
ensure compliance  

 
Partner with taxpayer-facing organizations to ensure their procedural IRMs 
include guidance on providing taxpayers with reasonable accommodations 
and offering links to resources 

 
Develop a proposed approach for approval by Treasury to collect/track 
customer demographic information   

 
Expand tools and training for taxpayer-facing organizations to remove any 
barriers to taxpayers accessing programs and services 

 
EDI Goal II:  
Prevent employment discrimination in IRS policies, programs and practices 
 

Objectives: 
Provide employees alleging harassment with an effective alternative to the EEO 
process to result in a reduction in the number of EEO complaints with harassment 
claims by 10% from FY16 levels  

 
Reduce EEO disability findings of discrimination from FY16 levels through 
education and outreach  

 
Conduct annual assessments of the major talent management life cycle programs to 
ensure human capital systems are open to all, regardless of race, national origin, 
color, religion, sex (including pregnancy, sexual orientation and gender identity), 
religion, age, disability and protected genetic information 

 



Activities:  
Implement a modified process to provide additional advisory services to 
management so they can promptly and effectively address harassment 
allegations 
 
Create and advertise an employee on-line training module to educate the 
workforce on the anti-harassment process 

 
Update the on-line anti-harassment training course for managers and pursue 
making the training mandatory for all managers  

 
In accordance with applicable regulations, prominently post in all personnel 
and EEO offices as well as throughout the workplace posters advising 
employees and applicants of their right to file an EEO complaint, contact 
information for filing, timeframe requirements, and remedial procedures 
available to them   

Develop a “Lessons Learned” presentation for managers to educate them on 
missteps resulting in discrimination findings 

 
Alert involved business units and pertinent EDI staff when EEO complaints 
are filed alleging failure to accommodate to ensure the IRS has properly 
addressed the requests  

 
Pursue mandatory training for all managers on disability and the reasonable 
accommodation process 

 
Inform all managers as to how to appropriately handle medical information 
received in support of accommodation requests 
 
Establish new cycle-times for reasonable accommodation requests by type to 
ensure cases are timely processed 

 
Implement the next phase in the development of the Reasonable 
Accommodation Central Fund for accommodations not provided by 
Information Technology or Facilities Management Support Services 
  
Develop an efficient measured process to review requests for organizational 
changes (ROC) to ensure leadership is aware of the impact of significant 
organization changes on the demographics of the workforce   

 
Analyze Federal Employee Viewpoint Survey results to identify meaningful 
trends or changes in scores related to ethnic groups, women, and veterans 

  



 
EDI Goal III: 
Create and sustain and environment that values all employees by embracing their diverse 
talents, perspectives and experiences, and fostering inclusion which inspires innovation, 
encourages respect and promotes unlimited success.  
 

Objectives: 
Address underrepresentation of persons with disabilities to reach the workforce 
target of 12% 

 
Address underrepresentation of veterans to reach the workforce target of 16% 

 
Increase the representation of women and Hispanics at the GS-12 through GS-15 
levels 

 
Maximize resources to create a culture of inclusion 

 
Activities:  
Lead the agency’s development and implementation of strategies and 
initiatives to comply with enhanced Section 501 (Rehabilitation Act) 
Standards   

 
Collaborate with the business units and stakeholders to identify and remove 
barriers to equal access to programs, training, technology and facilities 

 
Collaborate with the business units, the Human Capital Office and the 
Employee Organizations/Employee resource groups to develop strategies to 
increase the retention rates of persons with disabilities, women, Hispanics 
and veterans   
 
Lead the agency’s development and implementation of the Inclusive 
Diversity strategy 
 
Create an education program that consists of self-directed learning, on-line 
facilitated conversations and targeted in person sessions for large groups to 
increase awareness and knowledge of EEO, anti-harassment, reasonable 
accommodation, civil rights and diversity & Inclusion matters  

 
Collaborate with business unit Diversity & Equal Employment Opportunity 
Advisory Councils to ensure members receive an orientation to the council 
and are aware of their roles and responsibilities and the Services diversity 
and inclusion goals and best practices.  

 



Partner with the Human Capital Office to establish a cadre of 
facilitators/instructors trained as subject matter experts in matters relating 
to equity, diversity and inclusion   

 
Partner with embedded EDI staff to maximize resources and ensure 
consistent messaging and priorities   
 

 
EDI Goal IV: 
Develop subject matter expertise, improve processes and define procedures to increase 
program efficiency and effectiveness 
 

Objectives: 
Improve the mediation experience for managers and complainants in the informal 
and formal complaint processes 

  
Increase the technical competency results for eight EEO competencies to the FY15 
targets 

 
Ensure that EDI programs have documented Standard Operating Procedures  

 
Improve program management, efficiency, and effectiveness of operations through 
the utilization of automated application monitoring/tracking systems 

 
Activities:  
Calculate the “real-time” Alternative Dispute Resolution participation rate for 
the formal EEO complaint process on open cases and establish a baseline 

 
Identify initiatives that will improve the informal ADR resolution rate 

 
Improve the preparatory sessions conducted by EEO Counselors prior to 
mediation 

 
Conduct an assessment of mediator cadre and implement actions to improve 
the resolution rates 

 
Work with the business units to clarify/standardize EEO settlement 
authority  

 
Conduct the mandatory eight-hour CPE for all EEO counselors each year  

 
Identify training sources to improve employee technical competencies as 
part of the annual training plan 
 



Develop a comprehensive training curriculum for EDI to encompass series 
and grade competency requirements to improve subject matter expertise, 
employee performance and program delivery 
 
Collaborate with the Knowledge Management POC to develop a “Knowledge 
Library” to capture subject matter expertise so that knowledge is not lost 
before individuals separate from the Service  
 
Conduct a review of all EDI programs and update existing or develop new 
Standard Operating Procedures and process maps to identify roles, 
responsibilities and timelines 

 
Collaborate with the business units to implement an action plan to modify or 
develop an enterprise tracking application/system to administer sign 
language interpreter and transcription requests and service delivery, 
interface with customers, and report on program activity for effective 
program administration  

 
Implement quality review controls and process to prevent/mitigate delays in 
granting reasonable accommodation requests 

 
Implement quality review controls and process for EEO Complaint 
counseling 

 
Finalize all EDI performance measures and develop a streamlined process to 
track, monitor and report regularly 

 
Develop process to streamline, monitor and measure effectiveness of EDI 
provided training and speakers/presentations 

 
 
EDI Goal V:  
Create and sustain a high performing customer focused EDI Organization that delivers 
products and services that foster a diverse and inclusive culture that is free from 
discrimination and embraces diverse strategies, which support tax administration with 
integrity and fairness for all 
 

Objectives: 
Provide Customer Service that can be measured at 80% satisfied or higher in all EDI 
program areas 

 
Communicate new and improved programs and processes  

 
 
 



Activities:  
Create and implement customer satisfaction surveys to measure service 
levels  

 
Implement the initiatives from the ADR improvement project to increase 
resolution rate and customer satisfaction 

 
Implement recurring customer meetings to identify and resolve issues 
impacting sign language interpreting and transcription service delivery 

 
Create and deliver a communication strategy to educate managers and 
employees on the anti-harassment policy and process 

 
Publish a communication to educate managers on procedures for 
documenting accommodations being made outside the interactive process 

 
Develop a reporting tool to provide service wide and business unit level key 
EDI data to help business leaders, EEO and D&I professionals make data 
driven decisions 

 
Assess current EDI technology, determine currency and opportunities to 
streamline and automate data collection and report preparation process 

 
Establish an EDI engagement plan that addresses on-boarding of new hires, 
career paths within EDI and increases the employee satisfaction, retention 
rates and inclusion index  
 

CONCLUSION 
The IRS is a large and complex organization with many functions and business units.  Due 
to the nature of its mission EDI often depends on the contributions and cooperation of its 
partners in these efforts.  EDI has however designed its operations and laid out goals and 
objectives which with continued support from partners throughout the IRS will keep EDI 
focused on investment in the IRS’s workforce and working environment as well as 
furthering service to taxpayers and effective tax administration.   
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 Surveys Response  
 Completed  Rate 

 Governmentwide 615,395 42.6%


Department of the Treasury 41,771  54.7%
 

 Internal Revenue Service 31,457 51.3% 

 COMMISSIONER REPORTING ORGANIZATIONS 1,709  56.6% 

 DEP COMM OPERATIONS SUPPORT 5,785  55.2% 

 DEP COMM SVCS & ENFORCEMENT 23,963  50.1% 

 

N Positive  Neutral Negative 

 Governmentwide 611,219  67.2%  15.0%  17.8%
 

Department of the Treasury 41,436  64.4%  15.9%  19.6%
 

Internal Revenue Service 31,182 61.9% 16.9% 21.2% 

 COMMISSIONER REPORTING ORGANIZATIONS 1,692  63.8%  14.6%  21.6% 

 DEP COMM OPERATIONS SUPPORT 5,741  69.9%  14.5%  15.6% 

 DEP COMM SVCS & ENFORCEMENT 23,749  59.9%  17.6%  22.5% 

 

Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

This 2019 OPM Federal Employee Viewpoint Survey Report provides summary results for your subagencies, including 
comparisons to your department or agency. 

Response Summary  

 

Your Data  
A Microsoft® Excel® file containing your results is embedded in this document. To  access the workbook, double click 
on the 'pin' in the upper left corner of this page. Alternatively, you may access the workbook through the vertical  
navigation pane on the left side of the Adobe® Reader® window by clicking on the image of the paper clip. 

Main Report Results  
The results include response percentages for each survey item. The definitions for the Positive, Neutral, and Negative  
response percentages vary in the following ways across the three primary response scales used in the survey:  

Positive:  "Strongly Agree  and Agree" or  "Very Satisfied  and Satisfied"  or  "Very Good  and Good"  
Neutral:  "Neither Agree nor Disagree"  or  "Neither Satisfied nor Dissatisfied"  or  "Fair" 
Negative: "Disagree  and Strongly Disagree"  or  "Dissatisfied  and Very Dissatisfied"  or  "Poor  and Very Poor"  

Positive, Neutral, and Negative percentages are based on the total number of responses (N) that are in these three  
categories. The number of  Do Not Know (DNK), No Basis to Judge (NBJ), Choose Not to Participate, Not Available  
to Me, Unaware of Programs, or  No Support Required responses, where applicable, is listed separately. 
Note: Response rates are not displayed in the Response Summary table when there are fewer than 10 completed surveys. 
The report tables that follow do not include results for any subagency that had fewer than 10 completed surveys. 

My Work Experience 

1. I am given a real opportunity to improve my skills in my organization.  
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Experience (continued) 

2. I have enough information to do my job well. 

N Positive Neutral  Negative 

Governmentwide  611,571 71.7%  14.2%  14.1% 
 

Department of the Treasury 41,545 70.0%  14.2%  15.8% 
 

Internal Revenue Service 31,273 68.5% 14.7% 16.8% 

COMMISSIONER REPORTING ORGANIZATIONS  1,692 73.4%  11.4%  15.2%  

DEP COMM OPERATIONS SUPPORT  5,760 72.4%  13.6%  14.0%  

DEP COMM SVCS & ENFORCEMENT  23,821 67.3%  15.2%  17.5%  

3. I feel encouraged to come up with new and better ways of doing things. 

N Positive Neutral  Negative 

Governmentwide  609,335 61.8%  17.2%  21.0% 
 

Department of the Treasury 41,319 58.9%  18.9%  22.2% 
 

Internal Revenue Service 31,079 56.9% 19.7% 23.4% 

COMMISSIONER REPORTING ORGANIZATIONS  1,690 59.2%  16.5%  24.3%  

DEP COMM OPERATIONS SUPPORT  5,720 69.5%  15.2%  15.3%  

DEP COMM SVCS & ENFORCEMENT  23,669 53.8%  21.0%  25.2%  

4. My work gives me a feeling of personal accomplishment. 

N Positive Neutral  Negative 

Governmentwide  612,601 72.1%  14.5%  13.4% 
 

Department of the Treasury 41,568 71.8%  14.9%  13.3% 
 

Internal Revenue Service 31,289 70.9% 15.2% 13.9% 

COMMISSIONER REPORTING ORGANIZATIONS  1,703 76.3%  10.9%  12.9%  

DEP COMM OPERATIONS SUPPORT  5,765 74.2%  13.7%  12.1%  

DEP COMM SVCS & ENFORCEMENT  23,821 69.7%  15.9%  14.4%  

5. I like the kind of work I do. 

N Positive Neutral  Negative 

Governmentwide  612,232 82.7%  11.2%  6.1% 
 

Department of the Treasury 41,449 80.3%  12.5%  7.2% 
 

Internal Revenue Service 31,176 79.4% 13.0% 7.6% 

COMMISSIONER REPORTING ORGANIZATIONS  1,701 83.4%  8.5%  8.0%  

DEP COMM OPERATIONS SUPPORT  5,746 81.3%  11.4%  7.3%  

DEP COMM SVCS & ENFORCEMENT  23,729 78.7%  13.7%  7.6%  
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Experience (continued) 

6. I know what is expected of me on the job. 

N Positive Neutral  Negative 

Governmentwide  612,111 80.6%  10.6%  8.8% 
 

Department of the Treasury 41,542 82.9%  9.4%  7.7% 
 

Internal Revenue Service 31,281 83.0% 9.4% 7.6% 

COMMISSIONER REPORTING ORGANIZATIONS  1,698 81.1%  9.1%  9.7%  

DEP COMM OPERATIONS SUPPORT  5,753 81.4%  9.8%  8.8%  

DEP COMM SVCS & ENFORCEMENT  23,830 83.5%  9.3%  7.2%  

7.  When needed I am willing to put in the extra effort to get a job done.  

N Positive Neutral  Negative 

Governmentwide  612,974 95.6%  2.9%  1.6% 
 

Department of the Treasury 41,575 94.4%  3.8%  1.9% 
 

Internal Revenue Service  31,296 94.0% 4.1% 1.9% 

COMMISSIONER REPORTING ORGANIZATIONS  1,700 93.2%  3.9%  2.9%  

DEP COMM OPERATIONS SUPPORT  5,760 95.4%  3.1%  1.4%  

DEP COMM SVCS & ENFORCEMENT  23,836 93.8%  4.3%  1.9%  

8. I am constantly looking for ways to do my job better. 

N Positive Neutral  Negative 

Governmentwide  613,544 90.9%  7.3%  1.8% 
 

Department of the Treasury 41,642 88.9%  9.0%  2.2% 
 

Internal Revenue Service  31,356 88.6% 9.1% 2.2% 

COMMISSIONER REPORTING ORGANIZATIONS  1,699 90.0%  7.0%  3.1%  

DEP COMM OPERATIONS SUPPORT  5,769 91.4%  7.0%  1.6%  

DEP COMM SVCS & ENFORCEMENT  23,888 87.9%  9.8%  2.3%  

9. I have sufficient resources (for example, people, materials, budget) to get my job done. 

N Positive Neutral  Negative DNK  

Governmentwide  608,706 48.9%  15.7%  35.3%  1,283 

Department of the Treasury 41,227 47.7%  15.8%  36.5%  117 

Internal Revenue Service  31,030 45.4% 15.9% 38.6% 86 

COMMISSIONER REPORTING ORGANIZATIONS  1,683 42.1%  13.2%  44.8%  3 

DEP COMM OPERATIONS SUPPORT  5,715 54.4%  15.7%  29.9%  14 

DEP COMM SVCS & ENFORCEMENT  23,632 43.6%  16.2%  40.2%  69 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Experience (continued) 

10. My workload is reasonable. 

N Positive Neutral  Negative DNK  

Governmentwide  609,883 59.2%  15.8%  24.9%  1,025 

Department of the Treasury 41,433 60.5%  15.6%  23.9%  88 

Internal Revenue Service  31,187 59.1% 15.9% 25.0% 69 

COMMISSIONER REPORTING ORGANIZATIONS  1,690 40.5%  11.3%  48.2%  8 

DEP COMM OPERATIONS SUPPORT  5,751 62.9%  14.9%  22.2%  7 

DEP COMM SVCS & ENFORCEMENT  23,746 59.5%  16.5%  24.0%  54 

11. My talents are used well in the workplace. 

N Positive Neutral  Negative DNK  

Governmentwide  605,029 61.1%  16.4%  22.5%  2,511 

Department of the Treasury 40,932 59.2%  17.7%  23.1%  215 

Internal Revenue Service  30,786 57.6% 18.3% 24.1% 169 

COMMISSIONER REPORTING ORGANIZATIONS  1,660 62.7%  12.8%  24.4%  8 

DEP COMM OPERATIONS SUPPORT  5,688 65.3%  16.0%  18.7%  18 

DEP COMM SVCS & ENFORCEMENT  23,438 55.5%  19.2%  25.3%  143 

12. I know how my work relates to the agency's goals. 

N Positive Neutral  Negative DNK  

Governmentwide  610,249 85.1%  9.0%  6.0%  1,793 

Department of the Treasury 41,356 83.7%  10.1%  6.2%  168 

Internal Revenue Service  31,119 83.3% 10.4% 6.3% 139 

COMMISSIONER REPORTING ORGANIZATIONS  1,692 84.6%  8.6%  6.8%  7 

DEP COMM OPERATIONS SUPPORT  5,743 86.3%  9.0%  4.7%  21 

DEP COMM SVCS & ENFORCEMENT  23,684 82.5%  10.9%  6.6%  111 

13. The work I do is important. 

N Positive Neutral  Negative DNK  

Governmentwide  610,355 90.0%  6.8%  3.2%  1,426 

Department of the Treasury 41,401 89.5%  7.1%  3.5%  108 

Internal Revenue Service  31,166 89.6% 7.0% 3.3% 79 

COMMISSIONER REPORTING ORGANIZATIONS  1,688 90.6%  5.6%  3.8%  8 

DEP COMM OPERATIONS SUPPORT  5,732 90.0%  7.2%  2.8%  16 

DEP COMM SVCS & ENFORCEMENT  23,746 89.5%  7.1%  3.4%  55 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Experience (continued) 

14. Physical  conditions (for example, noise level, temperature, lighting, cleanliness in the workplace) allow employees to perform their  
jobs well. 

N Positive Neutral  Negative DNK  

Governmentwide  610,747 66.4%  14.0%  19.5%  2,784 

Department of the Treasury 41,393 65.6%  14.2%  20.2%  264 

Internal Revenue Service  31,147 63.3% 14.8% 21.9% 219 

COMMISSIONER REPORTING ORGANIZATIONS  1,694 67.9%  13.2%  18.9%  11 

DEP COMM OPERATIONS SUPPORT  5,738 78.7%  12.2%  9.1%  34 

DEP COMM SVCS & ENFORCEMENT  23,715 59.4%  15.5%  25.1%  174 

15. My performance appraisal is a fair reflection of my performance. 

N Positive Neutral  Negative DNK  

Governmentwide  605,420 71.2%  13.8%  14.9%  7,312 

Department of the Treasury 41,207 75.7%  11.6%  12.7%  403 

Internal Revenue Service  31,041 76.2% 11.5% 12.3% 288 

COMMISSIONER REPORTING ORGANIZATIONS  1,672 79.7%  8.8%  11.5%  28 

DEP COMM OPERATIONS SUPPORT  5,690 81.6%  10.4%  8.0%  75 

DEP COMM SVCS & ENFORCEMENT  23,679 74.6%  12.0%  13.3%  185 

16. I am held accountable for achieving results. 

N Positive Neutral  Negative DNK  

Governmentwide  609,583 83.1%  11.3%  5.6%  2,493 

Department of the Treasury 41,308 84.6%  11.0%  4.3%  236 

Internal Revenue Service  31,087 84.3% 11.4% 4.3% 193 

COMMISSIONER REPORTING ORGANIZATIONS  1,692 85.4%  10.1%  4.5%  12 

DEP COMM OPERATIONS SUPPORT  5,729 90.0%  7.5%  2.5%  26 

DEP COMM SVCS & ENFORCEMENT  23,666 82.9%  12.5%  4.7%  155 

17. I can disclose a suspected violation of any law, rule or regulation without fear of reprisal. 

N Positive Neutral  Negative DNK  

Governmentwide  589,502 67.2%  16.6% 16.2% 23,195 

Department of the Treasury 39,801 69.1%  16.9%  14.0%  1,759 

Internal Revenue Service  29,972 68.0% 17.6% 14.4% 1,309 

COMMISSIONER REPORTING ORGANIZATIONS  1,619 71.4%  13.4%  15.2%  71 

DEP COMM OPERATIONS SUPPORT  5,494 74.3%  15.8%  9.8%  256 

DEP COMM SVCS & ENFORCEMENT  22,859 66.3%  18.3%  15.4%  982 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Experience (continued) 

18. My training needs are assessed. 

N Positive Neutral  Negative DNK  

Governmentwide  607,831 56.5%  22.0%  21.4%  5,336 

Department of the Treasury 41,157 53.7%  22.5%  23.9%  458 

Internal Revenue Service  30,947 51.0% 23.5% 25.5% 381 

COMMISSIONER REPORTING ORGANIZATIONS  1,683 56.0%  20.6%  23.4%  18 

DEP COMM OPERATIONS SUPPORT  5,704 58.1%  21.7%  20.2%  54 

DEP COMM SVCS & ENFORCEMENT  23,560 49.0%  24.1%  26.9%  309 

19. In my most recent performance appraisal, I understood what I had to do to be rated at different performance levels (for example,  
Fully Successful, Outstanding).  

N Positive Neutral  Negative NBJ 

Governmentwide  601,212 72.0%  12.7% 15.3% 11,466 

Department of the Treasury 40,683 77.8%  10.6%  11.6%  877 

Internal Revenue Service  30,597 79.0% 10.2% 10.8% 690 

COMMISSIONER REPORTING ORGANIZATIONS  1,650 78.4%  9.9%  11.7%  46 

DEP COMM OPERATIONS SUPPORT  5,572 81.0%  9.5%  9.5%  187 

DEP COMM SVCS & ENFORCEMENT  23,375 78.6%  10.5%  11.0%  457 

My Work Unit  

20. The people I work with cooperate to get the job done. 

N Positive Neutral  Negative 

Governmentwide  611,209 77.3%  12.1%  10.6% 
 

Department of the Treasury 41,444 79.0%  11.4%  9.7% 
 

Internal Revenue Service 31,186 78.0% 11.9% 10.1% 

COMMISSIONER REPORTING ORGANIZATIONS  1,699 79.0%  10.1%  10.9%  

DEP COMM OPERATIONS SUPPORT  5,746 81.9%  10.0%  8.1%  

DEP COMM SVCS & ENFORCEMENT  23,741 77.0%  12.5%  10.5%  

21. My work unit is able to recruit people with the right skills.  

N Positive Neutral  Negative DNK  

Governmentwide  587,463 43.9%  25.2% 30.8% 20,037 

Department of the Treasury 38,956 41.6%  27.0%  31.4%  2,316 

Internal Revenue Service  29,061 38.4% 28.1% 33.6% 1,982 

COMMISSIONER REPORTING ORGANIZATIONS  1,574 45.4%  22.1%  32.6%  110 

DEP COMM OPERATIONS SUPPORT  5,427 45.1%  24.9%  30.0%  302 

DEP COMM SVCS & ENFORCEMENT  22,060 36.3%  29.2%  34.5%  1,570 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Unit (continued) 

22. Promotions in my work unit are based on merit. 

N Positive Neutral  Negative DNK  

Governmentwide  568,300 39.2%  27.7% 33.1% 38,099 

Department of the Treasury 37,936 39.9%  28.4%  31.7%  3,289 

Internal Revenue Service  28,406 38.0% 29.0% 33.0% 2,613 

COMMISSIONER REPORTING ORGANIZATIONS  1,504 43.7%  25.6%  30.7%  184 

DEP COMM OPERATIONS SUPPORT  5,156 46.9%  28.0%  25.1%  571 

DEP COMM SVCS & ENFORCEMENT  21,746 35.5%  29.5%  35.0%  1,858 

23. In my work unit, steps are taken to deal with a poor performer who cannot or will not improve.  

N Positive Neutral  Negative DNK  

Governmentwide  548,546 33.7%  28.1% 38.2% 58,203 

Department of the Treasury 35,046 37.2%  30.0%  32.8%  6,209 

Internal Revenue Service  26,110 36.4% 30.4% 33.2% 4,935 

COMMISSIONER REPORTING ORGANIZATIONS  1,320 38.3%  30.5%  31.2%  371 

DEP COMM OPERATIONS SUPPORT  4,728 39.7%  32.5%  27.9%  1,001 

DEP COMM SVCS & ENFORCEMENT  20,062 35.6%  29.9%  34.5%  3,563 

24. In my work unit, differences in performance are recognized in a meaningful way. 

N Positive Neutral  Negative DNK  

Governmentwide  571,950 39.2%  28.0% 32.8% 35,377 

Department of the Treasury 37,516 40.6%  29.7%  29.7%  3,777 

Internal Revenue Service  28,007 39.0% 30.7% 30.3% 3,057 

COMMISSIONER REPORTING ORGANIZATIONS  1,481 40.5%  27.3%  32.2%  211 

DEP COMM OPERATIONS SUPPORT  5,117 46.4%  30.6%  23.0%  619 

DEP COMM SVCS & ENFORCEMENT  21,409 37.2%  31.0%  31.9%  2,227 

25. Awards in my work unit depend on how well employees perform their jobs. 

N Positive Neutral  Negative DNK  

Governmentwide  568,785 47.8%  24.3% 28.0% 38,317 

Department of the Treasury 37,561 51.9%  24.3%  23.8%  3,665 

Internal Revenue Service  28,076 50.9% 25.1% 24.0% 2,931 

COMMISSIONER REPORTING ORGANIZATIONS  1,485 52.0%  22.4%  25.6%  202 

DEP COMM OPERATIONS SUPPORT  5,075 56.8%  25.1%  18.1%  643 

DEP COMM SVCS & ENFORCEMENT  21,516 49.5%  25.2%  25.3%  2,086 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Work Unit (continued) 

26. Employees in my work unit share job knowledge with each other. 

N Positive Neutral  Negative DNK  

Governmentwide  605,075 76.9%  12.4%  10.6%  2,503 

Department of the Treasury 41,123 81.9%  9.8%  8.3%  191 

Internal Revenue Service  30,931 82.0% 9.7% 8.3% 149 

COMMISSIONER REPORTING ORGANIZATIONS  1,685 84.3%  7.7%  7.9%  4 

DEP COMM OPERATIONS SUPPORT  5,708 80.6%  10.9%  8.5%  28 

DEP COMM SVCS & ENFORCEMENT  23,538 82.2%  9.6%  8.2%  117 

27. The  skill level in my work unit has improved in the past year.  

N Positive Neutral  Negative DNK  

Governmentwide  584,115 57.6%  27.0% 15.4% 22,586 

Department of the Treasury 38,552 58.4%  27.0%  14.7%  2,603 

Internal Revenue Service  28,741 57.2% 27.8% 15.1% 2,205 

COMMISSIONER REPORTING ORGANIZATIONS  1,533 55.5%  28.0%  16.5%  145 

DEP COMM OPERATIONS SUPPORT  5,376 63.4%  23.5%  13.1%  326 

DEP COMM SVCS & ENFORCEMENT  21,832 55.8%  28.8%  15.4%  1,734 

28. How would you rate the overall quality of work done by your work unit?  

N Positive Neutral  Negative 

Governmentwide  606,946 84.0%  12.9%  3.1% 
 

Department of the Treasury 41,200 85.7%  11.5%  2.8% 
 

Internal Revenue Service 30,978 84.9% 12.2% 3.0% 

COMMISSIONER REPORTING ORGANIZATIONS  1,684 86.6%  9.0%  4.4%  

DEP COMM OPERATIONS SUPPORT  5,725 88.8%  9.0%  2.1%  

DEP COMM SVCS & ENFORCEMENT  23,569 83.8%  13.1%  3.1%  

29. My work unit has the job-relevant knowledge and skills necessary to accomplish organizational goals. 

N Positive Neutral  Negative DNK  

Governmentwide  602,007 80.6%  11.9%  7.5%  5,196 

Department of the Treasury 40,626 79.7%  11.9%  8.4%  661 

Internal Revenue Service  30,474 78.6% 12.6% 8.9% 581 

COMMISSIONER REPORTING ORGANIZATIONS  1,669 82.7%  8.9%  8.4%  23 

DEP COMM OPERATIONS SUPPORT  5,654 81.2%  11.4%  7.4%  80 

DEP COMM SVCS & ENFORCEMENT  23,151 77.6%  13.1%  9.3%  478 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Agency  

30. Employees have a feeling of personal empowerment with respect to work processes. 

N Positive Neutral  Negative DNK  

Governmentwide  585,857 49.8%  23.7% 26.4% 12,699 

Department of the Treasury 39,699 46.0%  23.9%  30.1%  1,132 

Internal Revenue Service  29,768 43.9% 24.3% 31.8% 905 

COMMISSIONER REPORTING ORGANIZATIONS  1,632 42.9%  20.3%  36.8%  39 

DEP COMM OPERATIONS SUPPORT  5,470 58.5%  21.1%  20.5%  188 

DEP COMM SVCS & ENFORCEMENT  22,666 40.6%  25.3%  34.1%  678 

31. Employees are recognized for providing high quality products and services.  

N Positive Neutral  Negative DNK  

Governmentwide  587,391 54.4%  21.2% 24.5% 11,018 

Department of the Treasury 39,656 53.6%  21.4%  25.0%  1,188 

Internal Revenue Service  29,669 51.4% 22.1% 26.5% 1,011 

COMMISSIONER REPORTING ORGANIZATIONS  1,621 52.3%  19.4%  28.2%  55 

DEP COMM OPERATIONS SUPPORT  5,451 63.3%  19.1%  17.6%  203 

DEP COMM SVCS & ENFORCEMENT  22,597 48.6%  23.0%  28.4%  753 

32. Creativity and innovation are rewarded. 

N Positive Neutral  Negative DNK  

Governmentwide  577,843 44.3%  27.4% 28.2% 17,984 

Department of the Treasury 38,667 42.1%  28.3%  29.6%  1,892 

Internal Revenue Service  28,884 39.9% 28.9% 31.1% 1,570 

COMMISSIONER REPORTING ORGANIZATIONS  1,568 41.5%  25.9%  32.6%  91 

DEP COMM OPERATIONS SUPPORT  5,298 53.5%  26.7%  19.8%  337 

DEP COMM SVCS & ENFORCEMENT  22,018 36.7%  29.6%  33.7%  1,142 

33. Pay raises depend on how well employees perform their jobs. 

N Positive Neutral  Negative DNK  

Governmentwide  557,080 27.8%  28.7% 43.5% 40,868 

Department of the Treasury 37,969 29.3%  29.3%  41.4%  2,807 

Internal Revenue Service  28,485 28.3% 29.3% 42.3% 2,136 

COMMISSIONER REPORTING ORGANIZATIONS  1,519 28.3%  27.8%  43.8%  145 

DEP COMM OPERATIONS SUPPORT  5,091 34.9%  32.7%  32.3%  563 

DEP COMM SVCS & ENFORCEMENT  21,875 26.9%  28.7%  44.5%  1,428 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Agency (continued) 

34. Policies and programs promote diversity in the workplace (for example, recruiting minorities and women, training in awareness  
of diversity issues, mentoring). 

N Positive Neutral  Negative DNK  

Governmentwide  553,893 58.7%  27.2% 14.2% 44,578 

Department of the Treasury 36,851 59.9%  26.9%  13.2%  3,921 

Internal Revenue Service  27,409 58.7% 28.0% 13.3% 3,203 

COMMISSIONER REPORTING ORGANIZATIONS  1,497 57.0%  27.9%  15.1%  180 

DEP COMM OPERATIONS SUPPORT  5,165 66.2%  23.9%  9.9%  486 

DEP COMM SVCS & ENFORCEMENT  20,747 57.0%  29.0%  14.0%  2,537 

35. Employees are protected from health and safety hazards on the job. 

N Positive Neutral  Negative DNK  

Governmentwide  590,760 76.7%  13.0%  10.4%  8,514 

Department of the Treasury 40,130 74.3%  14.3%  11.3%  755 

Internal Revenue Service  30,137 72.3% 15.3% 12.4% 566 

COMMISSIONER REPORTING ORGANIZATIONS  1,638 75.1%  13.3%  11.5%  35 

DEP COMM OPERATIONS SUPPORT  5,538 84.6%  11.5%  3.9%  121 

DEP COMM SVCS & ENFORCEMENT  22,961 69.2%  16.3%  14.5%  410 

36. My organization has prepared employees for potential security threats. 

N Positive Neutral  Negative DNK  

Governmentwide  591,468 79.9%  12.2%  7.9%  5,683 

Department of the Treasury 40,286 80.8%  11.7%  7.6%  404 

Internal Revenue Service  30,277 80.3% 11.9% 7.8% 279 

COMMISSIONER REPORTING ORGANIZATIONS  1,646 81.4%  10.7%  7.8%  19 

DEP COMM OPERATIONS SUPPORT  5,563 85.0%  10.9%  4.1%  74 

DEP COMM SVCS & ENFORCEMENT  23,068 79.1%  12.2%  8.7%  186 

37. Arbitrary action, personal favoritism and coercion for partisan political purposes are not tolerated.  

N Positive Neutral  Negative DNK  

Governmentwide  566,071 56.2%  21.2% 22.5% 32,457 

Department of the Treasury 37,921 59.0%  20.9%  20.1%  2,892 

Internal Revenue Service  28,412 58.3% 21.3% 20.4% 2,234 

COMMISSIONER REPORTING ORGANIZATIONS  1,532 63.7%  18.0%  18.3%  143 

DEP COMM OPERATIONS SUPPORT  5,207 67.1%  20.3%  12.6%  448 

DEP COMM SVCS & ENFORCEMENT  21,673 55.9%  21.8%  22.4%  1,643 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Agency (continued) 

38. Prohibited Personnel Practices (for example, illegally discriminating for or  against any employee/applicant, obstructing a person's  
right to compete for employment, knowingly violating veterans' preference requirements) are not tolerated.  

N Positive Neutral  Negative DNK  

Governmentwide  548,380 70.3%  17.5% 12.1% 48,839 

Department of the Treasury 36,472 69.3%  19.0%  11.7%  4,193 

Internal Revenue Service  27,212 68.2% 19.9% 11.9% 3,307 

COMMISSIONER REPORTING ORGANIZATIONS  1,482 71.1%  17.0%  11.8%  185 

DEP COMM OPERATIONS SUPPORT  5,085 74.8%  16.9%  8.3%  540 

DEP COMM SVCS & ENFORCEMENT  20,645 66.4%  20.8%  12.7%  2,582 

39. My agency is successful at accomplishing its mission. 

N Positive Neutral  Negative DNK  

Governmentwide  589,036 77.3%  15.2%  7.4%  9,565 

Department of the Treasury 39,547 73.0%  18.3%  8.7%  1,240 

Internal Revenue Service  29,555 70.6% 19.8% 9.6% 1,072 

COMMISSIONER REPORTING ORGANIZATIONS  1,615 69.5%  15.6%  15.0%  51 

DEP COMM OPERATIONS SUPPORT  5,533 82.9%  13.2%  3.9%  111 

DEP COMM SVCS & ENFORCEMENT  22,407 67.8%  21.7%  10.5%  910 

40. I recommend my organization as a good place to work. 

N Positive Neutral  Negative 

Governmentwide  598,080 66.8%  18.8%  14.4% 
 

Department of the Treasury 40,816 66.9%  18.9%  14.2% 
 

Internal Revenue Service 30,637 65.1% 19.8% 15.1% 

COMMISSIONER REPORTING ORGANIZATIONS  1,670 61.6%  16.8%  21.6%  

DEP COMM OPERATIONS SUPPORT  5,646 73.1%  16.6%  10.3%  

DEP COMM SVCS & ENFORCEMENT  23,321 63.5%  20.8%  15.7%  

41. I believe the results of this survey will be used to make my agency a better place to work.  

N Positive Neutral  Negative DNK  

Governmentwide  556,743 41.3%  26.9% 31.7% 41,714 

Department of the Treasury 38,482 40.7%  24.9%  34.4%  2,370 

Internal Revenue Service  28,767 38.3% 25.3% 36.4% 1,901 

COMMISSIONER REPORTING ORGANIZATIONS  1,574 36.5%  23.1%  40.5%  104 

DEP COMM OPERATIONS SUPPORT  5,282 49.6%  24.8%  25.5%  371 

DEP COMM SVCS & ENFORCEMENT  21,911 35.8%  25.6%  38.6%  1,426 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Supervisor  

42. My supervisor supports my need to balance work and other life issues. 

N Positive Neutral  Negative DNK  

Governmentwide  593,388 82.1%  9.0%  8.9%  2,930 

Department of the Treasury 40,488 84.9%  7.8%  7.2%  234 

Internal Revenue Service  30,352 84.2% 8.2% 7.6% 204 

COMMISSIONER REPORTING ORGANIZATIONS  1,662 81.6%  8.2%  10.2%  9 

DEP COMM OPERATIONS SUPPORT  5,599 88.5%  5.9%  5.6%  29 

DEP COMM SVCS & ENFORCEMENT  23,091 83.4%  8.8%  7.9%  166 

43. My supervisor provides me with opportunities to demonstrate my leadership skills.  

N Positive Neutral  Negative DNK  

Governmentwide  592,721 70.9%  15.1%  14.0%  3,093 

Department of the Treasury 40,400 73.3%  14.6%  12.1%  300 

Internal Revenue Service  30,287 72.4% 15.1% 12.5% 260 

COMMISSIONER REPORTING ORGANIZATIONS  1,654 73.0%  13.7%  13.3%  15 

DEP COMM OPERATIONS SUPPORT  5,587 78.3%  12.5%  9.2%  41 

DEP COMM SVCS & ENFORCEMENT  23,046 71.0%  15.9%  13.2%  204 

44. Discussions with my supervisor about my performance are worthwhile. 

N Positive Neutral  Negative DNK  

Governmentwide  589,625 68.1%  16.2%  15.7%  5,679 

Department of the Treasury 40,143 72.8%  14.6%  12.6%  501 

Internal Revenue Service  30,070 72.5% 14.9% 12.6% 429 

COMMISSIONER REPORTING ORGANIZATIONS  1,650 71.2%  14.1%  14.6%  21 

DEP COMM OPERATIONS SUPPORT  5,531 76.1%  13.5%  10.4%  87 

DEP COMM SVCS & ENFORCEMENT  22,889 71.7%  15.2%  13.0%  321 

45. My supervisor is committed to a workforce representative of all segments of society.  

N Positive Neutral  Negative DNK  

Governmentwide  552,306 71.9%  19.5%  8.6%  43,178 

Department of the Treasury 37,310 75.8%  17.0%  7.1%  3,338 

Internal Revenue Service  27,911 75.3% 17.4% 7.3% 2,593 

COMMISSIONER REPORTING ORGANIZATIONS  1,527 75.5%  15.6%  8.8%  142 

DEP COMM OPERATIONS SUPPORT  5,247 80.2%  14.2%  5.6%  375 

DEP COMM SVCS & ENFORCEMENT  21,137 74.1%  18.3%  7.6%  2,076 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Supervisor  (continued) 

46. My supervisor provides me with constructive suggestions to improve my job performance. 

N Positive Neutral  Negative DNK  

Governmentwide  592,663 67.1%  17.3%  15.6%  3,241 

Department of the Treasury 40,435 72.3%  15.2%  12.5%  252 

Internal Revenue Service  30,306 71.8% 15.4% 12.8% 226 

COMMISSIONER REPORTING ORGANIZATIONS  1,661 71.5%  13.8%  14.7%  11 

DEP COMM OPERATIONS SUPPORT  5,577 74.4%  14.8%  10.8%  47 

DEP COMM SVCS & ENFORCEMENT  23,068 71.3%  15.7%  13.1%  168 

47. Supervisors in my work unit support employee development. 

N Positive Neutral  Negative DNK  

Governmentwide  587,801 71.0%  15.6%  13.4%  8,065 

Department of the Treasury 39,974 73.7%  14.1%  12.2%  726 

Internal Revenue Service  29,927 72.3% 14.7% 13.1% 619 

COMMISSIONER REPORTING ORGANIZATIONS  1,646 73.2%  13.3%  13.5%  24 

DEP COMM OPERATIONS SUPPORT  5,540 77.7%  12.2%  10.1%  89 

DEP COMM SVCS & ENFORCEMENT  22,741 71.0%  15.3%  13.7%  506 

48. My supervisor listens to what I have to say. 

N Positive Neutral  Negative 

Governmentwide  594,429 79.6%  10.5%  9.9% 
 

Department of the Treasury 40,585 81.5%  9.4%  9.1% 
 

Internal Revenue Service 30,447 80.9% 9.6% 9.5% 

COMMISSIONER REPORTING ORGANIZATIONS  1,667 79.9%  8.9%  11.2%  

DEP COMM OPERATIONS SUPPORT  5,608 83.6%  8.4%  8.0%  

DEP COMM SVCS & ENFORCEMENT  23,172 80.4%  9.9%  9.7%  

49. My supervisor treats me with respect. 

N Positive Neutral  Negative 

Governmentwide  594,280 84.3%  8.5%  7.1% 
 

Department of the Treasury 40,593 85.8%  7.4%  6.9% 
 

Internal Revenue Service  30,451 85.3% 7.6% 7.2% 

COMMISSIONER REPORTING ORGANIZATIONS  1,664 84.6%  6.7%  8.7%  

DEP COMM OPERATIONS SUPPORT  5,612 87.4%  6.8%  5.7%  

DEP COMM SVCS & ENFORCEMENT  23,175 84.8%  7.8%  7.4%  
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

My Supervisor  (continued) 

50. In the last six months, my supervisor has talked with me about my performance. 

N Positive Neutral  Negative 

Governmentwide  594,433 82.0%  8.6%  9.4% 
 

Department of the Treasury 40,583 82.3%  9.2%  8.5% 
 

Internal Revenue Service  30,445 81.0% 9.8% 9.1% 

COMMISSIONER REPORTING ORGANIZATIONS  1,662 83.8%  7.9%  8.4%  

DEP COMM OPERATIONS SUPPORT  5,612 82.0%  9.3%  8.8%  

DEP COMM SVCS & ENFORCEMENT  23,171 80.6%  10.1%  9.3%  

51. I have trust and confidence in my supervisor. 

N Positive Neutral  Negative 

Governmentwide  594,262 72.0%  14.2%  13.8% 
 

Department of the Treasury 40,575 74.7%  13.3%  11.9% 
 

Internal Revenue Service 30,443 74.0% 13.7% 12.3% 

COMMISSIONER REPORTING ORGANIZATIONS  1,669 70.7%  14.4%  14.9%  

DEP COMM OPERATIONS SUPPORT  5,612 77.7%  12.4%  9.9%  

DEP COMM SVCS & ENFORCEMENT  23,162 73.4%  13.9%  12.7%  

52. Overall, how good a job do you feel is being done by your  immediate supervisor?  

N Positive Neutral  Negative 

Governmentwide  594,144 74.1%  15.8%  10.1% 
 

Department of the Treasury 40,530 78.7%  13.1%  8.1% 
 

Internal Revenue Service 30,406 78.4% 13.2% 8.4% 

COMMISSIONER REPORTING ORGANIZATIONS  1,668 75.7%  14.2%  10.1%  

DEP COMM OPERATIONS SUPPORT  5,609 80.6%  12.4%  7.0%  

DEP COMM SVCS & ENFORCEMENT  23,129 78.0%  13.4%  8.6%  

Leadership 

53. In my organization, senior leaders generate high levels of motivation and commitment in the workforce.  

N Positive Neutral  Negative DNK  

Governmentwide  576,889 45.0%  24.0% 31.1% 13,376 

Department of the Treasury 39,146 44.1%  24.8%  31.1%  1,175 

Internal Revenue Service  29,272 42.8% 25.2% 32.0% 966 

COMMISSIONER REPORTING ORGANIZATIONS  1,609 41.6%  21.5%  36.9%  45 

DEP COMM OPERATIONS SUPPORT  5,423 56.4%  22.0%  21.6%  150 

DEP COMM SVCS & ENFORCEMENT  22,240 39.7%  26.2%  34.1%  771 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

Leadership  (continued) 

54. My organization's senior leaders maintain high standards of honesty and integrity. 

N Positive Neutral  Negative DNK  

Governmentwide  553,779 56.1%  23.1% 20.8% 36,043 

Department of the Treasury 36,825 53.4%  25.9%  20.8%  3,471 

Internal Revenue Service  27,387 51.8% 26.8% 21.4% 2,831 

COMMISSIONER REPORTING ORGANIZATIONS  1,506 49.7%  23.9%  26.4%  147 

DEP COMM OPERATIONS SUPPORT  5,194 64.1%  21.5%  14.4%  379 

DEP COMM SVCS & ENFORCEMENT  20,687 49.0%  28.3%  22.7%  2,305 

55. Supervisors work well with employees of different backgrounds. 

N Positive Neutral  Negative DNK  

Governmentwide  558,822 70.2%  18.6% 11.2% 28,605 

Department of the Treasury 37,246 69.4%  19.6%  11.0%  2,822 

Internal Revenue Service  27,724 68.2% 20.4% 11.3% 2,301 

COMMISSIONER REPORTING ORGANIZATIONS  1,510 67.2%  18.8%  14.0%  130 

DEP COMM OPERATIONS SUPPORT  5,202 75.1%  16.8%  8.0%  337 

DEP COMM SVCS & ENFORCEMENT  21,012 66.6%  21.4%  11.9%  1,834 

56. Managers communicate the goals of the organization. 

N Positive Neutral  Negative DNK  

Governmentwide  580,748 64.6%  18.6%  16.8%  7,863 

Department of the Treasury 39,599 70.9%  16.3%  12.8%  606 

Internal Revenue Service  29,638 70.8% 16.5% 12.8% 500 

COMMISSIONER REPORTING ORGANIZATIONS  1,624 73.0%  12.3%  14.7%  26 

DEP COMM OPERATIONS SUPPORT  5,484 72.7%  16.1%  11.2%  77 

DEP COMM SVCS & ENFORCEMENT  22,530 70.1%  16.8%  13.0%  397 

57. Managers review and evaluate the organization's progress toward meeting its goals and objectives. 

N Positive Neutral  Negative DNK  

Governmentwide  553,057 63.9%  21.6% 14.5% 36,249 

Department of the Treasury 37,578 70.1%  19.2%  10.7%  2,657 

Internal Revenue Service  28,075 69.9% 19.5% 10.6% 2,093 

COMMISSIONER REPORTING ORGANIZATIONS  1,531 69.3%  17.2%  13.5%  120 

DEP COMM OPERATIONS SUPPORT  5,249 72.1%  18.7%  9.2%  317 

DEP COMM SVCS & ENFORCEMENT  21,295 69.4%  19.8%  10.8%  1,656 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

Leadership  (continued) 

58. Managers promote communication among different work units (for example, about projects, goals, needed resources). 

N Positive Neutral  Negative DNK  

Governmentwide  570,161 57.7%  20.5% 21.8% 19,711 

Department of the Treasury 38,352 60.5%  20.3%  19.2%  1,939 

Internal Revenue Service  28,561 59.3% 21.0% 19.7% 1,642 

COMMISSIONER REPORTING ORGANIZATIONS  1,569 62.2%  16.7%  21.1%  86 

DEP COMM OPERATIONS SUPPORT  5,404 68.5%  17.1%  14.5%  164 

DEP COMM SVCS & ENFORCEMENT  21,588 56.9%  22.3%  20.9%  1,392 

59. Managers support collaboration across work units to accomplish work objectives. 

N Positive Neutral  Negative DNK  

Governmentwide  566,154 61.3%  20.3% 18.4% 20,010 

Department of the Treasury 37,897 62.2%  20.2%  17.5%  2,089 

Internal Revenue Service  28,160 60.7% 20.9% 18.4% 1,810 

COMMISSIONER REPORTING ORGANIZATIONS  1,541 62.2%  18.1%  19.6%  92 

DEP COMM OPERATIONS SUPPORT  5,343 70.7%  16.8%  12.5%  172 

DEP COMM SVCS & ENFORCEMENT  21,276 58.2%  22.1%  19.7%  1,546 

60. Overall, how good a job do you feel is being done by the manager directly above your  immediate supervisor?  

N Positive Neutral  Negative DNK  

Governmentwide  557,336 62.5%  21.4% 16.1% 31,586 

Department of the Treasury 37,070 66.2%  19.8%  13.9%  3,169 

Internal Revenue Service  27,497 65.3% 20.4% 14.3% 2,670 

COMMISSIONER REPORTING ORGANIZATIONS  1,544 62.4%  21.0%  16.6%  103 

DEP COMM OPERATIONS SUPPORT  5,195 70.9%  17.4%  11.7%  363 

DEP COMM SVCS & ENFORCEMENT  20,758 64.2%  21.0%  14.8%  2,204 

61. I have a high level of respect for my organization's senior leaders. 

N Positive Neutral  Negative DNK  

Governmentwide  579,632 57.2%  22.6%  20.2%  8,840 

Department of the Treasury 39,357 56.4%  24.2%  19.5%  837 

Internal Revenue Service  29,397 55.4% 24.7% 19.8% 719 

COMMISSIONER REPORTING ORGANIZATIONS  1,613 51.3%  22.4%  26.3%  29 

DEP COMM OPERATIONS SUPPORT  5,457 65.9%  19.5%  14.6%  97 

DEP COMM SVCS & ENFORCEMENT  22,327 53.3%  26.1%  20.6%  593 
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Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

Leadership  (continued) 

62. Senior leaders demonstrate support for Work-Life programs. 

N Positive Neutral  Negative DNK  

Governmentwide  541,505 58.8%  24.0% 17.2% 46,639 

Department of the Treasury 36,150 60.2%  24.1%  15.7%  4,050 

Internal Revenue Service  26,747 58.4% 25.4% 16.2% 3,377 

COMMISSIONER REPORTING ORGANIZATIONS  1,512 53.9%  23.6%  22.5%  135 

DEP COMM OPERATIONS SUPPORT  5,162 72.0%  18.6%  9.4%  394 

DEP COMM SVCS & ENFORCEMENT  20,073 55.4%  27.2%  17.4%  2,848 

My Satisfaction  

63. How satisfied are you with your involvement in decisions that affect your work? 

N Positive Neutral  Negative 

Governmentwide  585,087 54.8%  21.9%  23.3% 
 

Department of the Treasury 40,013 51.6%  23.1%  25.3% 
 

Internal Revenue Service 29,968 49.5% 23.9% 26.6% 

COMMISSIONER REPORTING ORGANIZATIONS  1,631 47.5%  20.9%  31.6%  

DEP COMM OPERATIONS SUPPORT  5,534 62.6%  19.1%  18.3%  

DEP COMM SVCS & ENFORCEMENT  22,803 46.6%  25.2%  28.2%  

64. How satisfied are you with the information you receive from management on what's going on in your organization? 

N Positive Neutral  Negative 

Governmentwide  584,983 52.3%  22.4%  25.3% 
 

Department of the Treasury 40,033 55.3%  22.0%  22.8% 
 

Internal Revenue Service 29,979 53.9% 22.6% 23.5% 

COMMISSIONER REPORTING ORGANIZATIONS  1,634 54.0%  18.6%  27.4%  

DEP COMM OPERATIONS SUPPORT  5,530 63.5%  18.7%  17.8%  

DEP COMM SVCS & ENFORCEMENT  22,815 51.6%  23.8%  24.5%  

65. How satisfied are you with the recognition you receive for doing a good job? 

N Positive Neutral  Negative 

Governmentwide  584,700 53.4%  22.5%  24.1% 
 

Department of the Treasury 39,984 56.1%  21.6%  22.3% 
 

Internal Revenue Service 29,942 54.8% 22.2% 22.9% 

COMMISSIONER REPORTING ORGANIZATIONS  1,627 56.0%  21.0%  23.0%  

DEP COMM OPERATIONS SUPPORT  5,529 65.6%  18.9%  15.6%  

DEP COMM SVCS & ENFORCEMENT  22,786 52.2%  23.1%  24.7%  
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2nd Level Subagency Comparison Report 

My Satisfaction  (continued) 

66. How satisfied are you with the policies and practices of your senior leaders? 

N Positive Neutral  Negative 

Governmentwide  584,390 46.8%  28.4%  24.8% 
 

Department of the Treasury 39,987 45.0%  30.5%  24.6% 
 

Internal Revenue Service 29,939 43.3% 31.5% 25.3% 

COMMISSIONER REPORTING ORGANIZATIONS  1,635 41.8%  25.4%  32.8%  

DEP COMM OPERATIONS SUPPORT  5,531 56.4%  24.9%  18.7%  

DEP COMM SVCS & ENFORCEMENT  22,773 40.3%  33.4%  26.3%  

67. How satisfied are you with your opportunity to get a better job in your organization? 

N Positive Neutral  Negative 

Governmentwide  584,169 40.7%  27.0%  32.3% 
 

Department of the Treasury 39,941 41.5%  25.0%  33.4% 
 

Internal Revenue Service 29,898 40.4% 25.0% 34.6% 

COMMISSIONER REPORTING ORGANIZATIONS  1,634 38.4%  24.7%  36.8%  

DEP COMM OPERATIONS SUPPORT  5,516 50.0%  24.0%  26.0%  

DEP COMM SVCS & ENFORCEMENT  22,748 38.3%  25.2%  36.5%  

68. How satisfied are you with the training you receive for your present job? 

N Positive Neutral  Negative 

Governmentwide  584,592 56.7%  22.3%  21.1% 
 

Department of the Treasury 40,008 53.4%  21.6%  25.0% 
 

Internal Revenue Service 29,968 50.4% 22.3% 27.3% 

COMMISSIONER REPORTING ORGANIZATIONS  1,635 52.6%  22.1%  25.3%  

DEP COMM OPERATIONS SUPPORT  5,533 57.2%  21.9%  20.8%  

DEP COMM SVCS & ENFORCEMENT  22,800 48.6%  22.4%  29.0%  

69. Considering everything, how satisfied are you with your job? 

N Positive Neutral  Negative 

Governmentwide  584,624 68.6%  16.5%  14.9% 
 

Department of the Treasury 39,954 68.9%  16.9%  14.2% 
 

Internal Revenue Service 29,916 67.6% 17.5% 14.8% 

COMMISSIONER REPORTING ORGANIZATIONS  1,631 66.1%  15.0%  19.0%  

DEP COMM OPERATIONS SUPPORT  5,526 74.1%  14.2%  11.7%  

DEP COMM SVCS & ENFORCEMENT  22,759 66.2%  18.5%  15.3%  
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My Satisfaction  (continued) 

70. Considering everything, how satisfied are you with your pay? 

N Positive Neutral  Negative 

Governmentwide  584,219 63.3%  16.2%  20.5% 
 

Department of the Treasury 39,961 61.0%  16.3%  22.7% 
 

Internal Revenue Service 29,934 59.5% 16.8% 23.7% 

COMMISSIONER REPORTING ORGANIZATIONS  1,638 63.8%  14.0%  22.2%  

DEP COMM OPERATIONS SUPPORT  5,522 72.7%  14.1%  13.2%  

DEP COMM SVCS & ENFORCEMENT  22,774 56.1%  17.6%  26.3%  

71. Considering everything, how satisfied are you with your organization?  

N Positive Neutral  Negative 

Governmentwide  581,919 61.0%  20.1%  18.9% 
 

Department of the Treasury 39,666 60.9%  20.7%  18.4% 
 

Internal Revenue Service 29,697 58.9% 21.7% 19.4% 

COMMISSIONER REPORTING ORGANIZATIONS  1,618 56.6%  18.4%  25.0%  

DEP COMM OPERATIONS SUPPORT  5,469 68.4%  17.9%  13.6%  

DEP COMM SVCS & ENFORCEMENT  22,610 56.8%  22.8%  20.3%  

Performance 

72. Currently, in my work unit poor performers usually:  
Remain  

Remain  In Work  
In Work  Unit And  Leave  
Unit And  Continue  Work  Leave  No Poor  
Improve  To  Unit  - Work  Performers  

Over Under- Removed or  Unit  - In Work  Do Not  
N Time  perform  Transferred  Quit  Unit  Know  

Governmentwide  461,560 17.1%  55.5%  8.1%  2.1%  17.1%  123,151 

Department of the Treasury 28,042 22.9%  48.8%  5.5%  1.7%  21.1%  11,960 

Internal Revenue Service 20,340 23.5% 49.3% 5.3% 1.5% 20.5% 9,619 

COMMISSIONER REPORTING ORGANIZATIONS  1,117 21.1%  45.2%  6.5%  1.5%  25.7%  523 

DEP COMM OPERATIONS SUPPORT  3,754 21.7%  44.8%  5.4%  1.2%  26.9%  1,772 

DEP COMM SVCS & ENFORCEMENT  15,469 24.1%  50.6%  5.2%  1.5%  18.6%  7,324 
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2nd Level Subagency Comparison Report 

If the response to item 74 was "It had no impact", item 75 was skipped. (continued) 

Partial Government Shutdown  

73. Which of the following best describes the impact of  the partial government shutdown (December 22, 2018 - January 25, 2019)  
on your working/pay status? 

No Work  Worked  Worked 
No Impact  And No Some But Entire  

On Pay Until  No Pay Shutdown 
Working/ After Until After  But No Pay 

N Pay Status  Shutdown Shutdown Until After  Other  

Governmentwide  583,875 53.7%  18.2% 6.7%  17.3% 4.1% 
 

Department of the Treasury 39,992 16.0%  54.3%  16.6%  9.6%  3.5% 
 

Internal Revenue Service 29,946 4.1% 63.0% 19.2% 10.2% 3.5% 

COMMISSIONER REPORTING ORGANIZATIONS  1,634 4.7%  85.2%  5.6%  1.8%  2.8%  

DEP COMM OPERATIONS SUPPORT  5,525 5.0%  54.2%  12.9%  24.5%  3.3%  

DEP COMM SVCS & ENFORCEMENT  22,787 3.8%  63.5%  21.6%  7.5%  3.6%  

74. How was your everyday work impacted during (if you worked) or after the partial government shutdown? 
Slightly  Moderately  Very  Extremely  

No Negative  Negative  Negative  Negative  
N Impact  Impact  Impact  Impact  Impact  

Governmentwide  576,262 44.9%  16.0%  16.7%  12.1%  10.3% 
 

Department of the Treasury 38,838 20.8%  15.4%  23.3%  20.4%  20.1% 
 

Internal Revenue Service 28,949 13.0% 15.6% 25.2% 22.9% 23.3% 

COMMISSIONER REPORTING ORGANIZATIONS  1,555 8.4%  12.2%  20.2%  23.1%  36.1%  

DEP COMM OPERATIONS SUPPORT  5,377 15.8%  17.2%  26.9%  21.6%  18.5%  

DEP COMM SVCS & ENFORCEMENT  22,017 12.6%  15.5%  25.2%  23.2%  23.5%  

75. In what ways did the partial government shutdown negatively affect your work? (Check all that apply)  
Unrecover-

Unmanage - able  Reduced  
able  Missed  Loss of  Customer Delayed  

N Workload  Deadlines  Work  Service Work  

Governmentwide  324,309 29.6% 45.8% 20.7% 47.9% 66.7% 
 

Department of the Treasury 29,731 40.4% 60.8% 21.8% 54.5% 77.6% 
 

Internal Revenue Service 25,068 41.6% 62.8% 22.5% 55.8% 77.7% 

COMMISSIONER REPORTING ORGANIZATIONS  1,420 65.4% 77.4% 30.9% 67.7% 86.3%  

DEP COMM OPERATIONS SUPPORT  4,513 40.2% 64.9% 22.4% 45.8% 80.9%  

DEP COMM SVCS & ENFORCEMENT  19,135 40.2% 61.3% 21.9% 57.2% 76.3%  
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Partial Government Shutdown  (continued) 

75. In what ways did the partial government shutdown negatively affect your work? (Check all that apply) (continued)  
Unmet 

Reduced  Cutback Of  Time Lost  Statutory 
Work  Critical Restarting  Require -

N Quality  Work  Work  ments Other  

Governmentwide  324,309 31.9% 25.4% 42.0% 12.4% 27.3% 
 

Department of the Treasury 29,731 35.5% 23.4% 57.0% 15.7% 18.6% 
 

Internal Revenue Service 25,068 36.8% 23.3% 57.7% 16.6% 18.1% 

COMMISSIONER REPORTING ORGANIZATIONS  1,420 46.5% 24.9% 67.1% 21.2% 14.9%  

DEP COMM OPERATIONS SUPPORT  4,513 30.7% 26.5% 59.9% 13.2% 16.8%  

DEP COMM SVCS & ENFORCEMENT  19,135 37.5% 22.5% 56.5% 17.1% 18.6%  

If the response to item 74 was "It had no impact", item 75 was skipped. 

76. Are you looking for another job because of the partial government shutdown? 
Looking Looking But  Looking But  

Specifically  Shutdown Is  Shutdown 
Because Of  Only One Of  Had No  Not Looking 

N Shutdown The Reasons  Influence  Currently  

Governmentwide  579,912 1.5%  8.0%  19.8%  70.7% 
 

Department of the Treasury 39,636 2.5%  8.8%  14.1%  74.5% 
 

Internal Revenue Service 29,686 2.9% 9.7% 13.6% 73.7% 

COMMISSIONER REPORTING ORGANIZATIONS  1,622 2.8%  11.0% 14.6% 71.6%  

DEP COMM OPERATIONS SUPPORT  5,468 2.4%  8.3%  15.0%  74.3%  

DEP COMM SVCS & ENFORCEMENT  22,596 3.1%  10.0% 13.2% 73.7%  

77. My agency provided the support (e.g., communication, assistance, guidance) I needed during the partial government  
shutdown.  

Neither 
Agree No 

Strongly  nor  Strongly  Support  
N Agree Agree Disagree Disagree  Disagree Required  

Governmentwide  464,251 23.9%  40.3%  22.0%  7.7%  6.1%  117,730 

Department of the Treasury 35,834 19.4%  35.9% 22.1%  11.9%  10.6% 4,060 

Internal Revenue Service 28,664 17.4% 34.9% 22.8% 13.1% 11.8% 1,221 

COMMISSIONER REPORTING ORGANIZATIONS  1,561 19.1%  34.6%  21.7%  12.2%  12.3%  70 

DEP COMM OPERATIONS SUPPORT  5,299 26.3%  39.6%  18.8%  8.8%  6.5%  215 

DEP COMM SVCS & ENFORCEMENT  21,804 15.2%  33.8%  23.9%  14.2%  13.0%  936 
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Work-Life  

78. Please select the response below that BEST describes your current teleworking schedule. 
Telework  

Only  Every  
Very 1-2 Days  1-2 Days  3-4 Days  Work  

N Infrequently  Per Month  Per Week  Per Week  Day 

Governmentwide  579,351 14.5%  5.9%  15.9%  5.2%  2.0% 
 

Department of the Treasury 39,497 10.2%  6.8%  18.5%  26.3%  2.2% 
 

Internal Revenue Service 29,500 7.8% 5.2% 16.2% 29.8% 2.2% 

COMMISSIONER REPORTING ORGANIZATIONS  1,621 10.5%  6.6%  26.2%  29.1%  2.5%  

DEP COMM OPERATIONS SUPPORT  5,502 6.8%  2.8%  18.7%  58.5%  3.9%  

DEP COMM SVCS & ENFORCEMENT  22,377 7.8%  5.6%  14.9%  23.0%  1.7%  

(continued)  

78. Please select the response below that BEST describes your current teleworking schedule. (continued)  
Do Not Telework  

Not  
Must Be Approved Choose  
Physically  Technical To  Not To  

N Present  Issues Telework  Telework  

Governmentwide  579,351 27.0%  3.5%  13.5%  12.5% 
 

Department of the Treasury 39,497 9.3%  4.3%  14.6%  7.8% 
 

Internal Revenue Service 29,500 8.5% 5.1% 17.4% 7.9% 

COMMISSIONER REPORTING ORGANIZATIONS  1,621 4.0% 1.8% 8.6%  10.7%  

DEP COMM OPERATIONS SUPPORT  5,502 2.0% 0.6% 3.4% 3.3%  

DEP COMM SVCS & ENFORCEMENT  22,377 10.4%  6.4%  21.4%  8.8%  

79. How satisfied are you with the Telework program in your agency? 
Choose  Not  Unaware  
Not to  Available  of  

N Positive Neutral  Negative Participate  to Me Programs  

Governmentwide  380,622 60.1%  20.8%  19.1%  32,942 144,715 22,910 

Department of the Treasury 29,486 78.7%  11.0%  10.3%  1,376 8,172 708 

Internal Revenue Service 20,948 79.4% 10.5% 10.1% 1,033 7,127 622 

COMMISSIONER REPORTING ORGANIZATIONS  1,402 76.8%  9.3%  13.9%  99 120 4 

DEP COMM OPERATIONS SUPPORT  5,261 88.6%  5.7%  5.7%  90 161 6 

DEP COMM SVCS & ENFORCEMENT  14,285 76.3%  12.3%  11.3%  844 6,846 612 

2019 OPM Federal Employee Viewpoint Survey Page 22 of 28 



________________________________________________________________________________________________________________________ 

 
 

 

 

 

Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

Work-Life (continued) 

80. Which of the following Work-Life programs have you participated in or used at your agency within the last 12 months? (Mark 
all that apply):  

Health  Employee  
Alternative and  Assistance  Child Elder  

Work  Wellness  Program  - Care Care None  
N Schedules  Programs  EAP  Programs  Programs  Listed  

Governmentwide  577,815 45.1%  27.7%  7.0%  3.2%  0.4%  39.5% 
 

Department of the Treasury 39,502 46.0%  24.4%  9.1%  2.0%  0.4%  40.0% 
 

Internal Revenue Service 29,555 43.5% 22.8% 9.8% 1.6% 0.4% 42.2% 

COMMISSIONER REPORTING ORGANIZATIONS  1,610 49.1%  23.2%  11.8%  1.0%  0.5%  37.8%  

DEP COMM OPERATIONS SUPPORT  5,456 50.1%  22.8%  8.1%  1.4%  0.6%  38.4%  

DEP COMM SVCS & ENFORCEMENT  22,489 41.5%  22.8%  10.0%  1.7%  0.3%  43.4%  

81. How satisfied are you with the following Work-Life programs in your agency? Alternative Work Schedules (for  
example, compressed work schedule, flexible work schedule)  

Choose  Not  Unaware  
Not to  Available  of  

N Positive Neutral  Negative Participate  to Me Programs  

Governmentwide  410,019 77.9%  15.2%  6.9%  71,628 75,146 22,071 

Department of the Treasury 28,821 80.2%  14.3%  5.5%  6,908 3,129 716 

Internal Revenue Service 21,049 78.7% 15.4% 5.9% 5,651 2,352 547 

COMMISSIONER REPORTING ORGANIZATIONS  1,218 83.4%  11.5%  5.1%  308 78 15 

DEP COMM OPERATIONS SUPPORT  4,201 86.2%  11.6%  2.2%  979 245 51 

DEP COMM SVCS & ENFORCEMENT  15,630 76.4%  16.7%  7.0%  4,364 2,029 481 

82. How satisfied are you with the following Work-Life programs in your agency? Health and Wellness Programs (for example, onsite  
exercise, flu vaccination, medical screening, CPR training, health and wellness fair)  

Choose  Not  Unaware  
Not to  Available  of  

N Positive Neutral  Negative Participate  to Me Programs  

Governmentwide  387,606 65.8%  26.8%  7.4%  98,937 44,796 45,335 

Department of the Treasury 26,449 68.7%  25.5%  5.8%  8,539 2,106 2,283 

Internal Revenue Service 19,525 67.2% 26.9% 6.0% 6,517 1,618 1,799 

COMMISSIONER REPORTING ORGANIZATIONS  1,057 66.2%  27.0%  6.8%  409 78 62 

DEP COMM OPERATIONS SUPPORT  3,747 72.5%  24.6%  2.9%  1,306 125 254 

DEP COMM SVCS & ENFORCEMENT  14,721 65.9%  27.4%  6.7%  4,802 1,415 1,483 

2019 OPM Federal Employee Viewpoint Survey Page 23 of 28 



________________________________________________________________________________________________________________________ 

 
 

 

 

 

Department of the Treasury 
Internal Revenue Service 

2nd Level Subagency Comparison Report 

Work-Life (continued) 

83. How satisfied are you with the following Work-Life programs in your agency? Employee Assistance Program - EAP (for example,  
short-term counseling, referral services, legal services, information services)  

Choose  Not  Unaware  
Not to  Available  of  

N Positive Neutral  Negative Participate  to Me Programs  

Governmentwide  282,014 45.4%  49.0%  5.7%  221,222 15,633 56,971 

Department of the Treasury 19,917 51.5%  43.7%  4.8%  15,351 720 3,283 

Internal Revenue Service 15,579 51.7% 43.3% 5.0% 10,914 530 2,359 

COMMISSIONER REPORTING ORGANIZATIONS  844 55.5%  39.5%  5.0%  665 20 79 

DEP COMM OPERATIONS SUPPORT  2,932 54.7%  42.7%  2.6%  2,040 74 379 

DEP COMM SVCS & ENFORCEMENT  11,803 50.7%  43.7%  5.6%  8,209 436 1,901 

84. How satisfied are you with the following Work-Life programs in your agency? Child Care Programs (for example, child care  
center, parenting classes and support groups, back-up care, subsidy, flexible spending account)  

Choose  Not  Unaware  
Not to  Available  of  

N Positive Neutral  Negative Participate  to Me Programs  

Governmentwide  190,221 31.2%  62.6%  6.2%  248,558 65,987 70,671 

Department of the Treasury 12,647 31.2%  63.6%  5.2%  17,733 4,426 4,374 

Internal Revenue Service 9,516 29.5% 65.4% 5.1% 13,079 3,399 3,304 

COMMISSIONER REPORTING ORGANIZATIONS  466 28.6%  66.2%  5.2%  794 196 144 

DEP COMM OPERATIONS SUPPORT  1,992 37.0%  60.7%  2.3%  2,672 342 394 

DEP COMM SVCS & ENFORCEMENT  7,058 27.5%  66.6%  5.9%  9,613 2,861 2,766 

85. How satisfied are you with the following Work-Life programs in your agency? Elder Care Programs (for example, elder/adult care, 
support groups, resources)  

Choose  Not  Unaware  
Not to  Available  of  

N Positive Neutral  Negative Participate  to Me Programs  

Governmentwide  158,590 21.6%  74.1%  4.3%  244,230 59,125 111,402 

Department of the Treasury 10,939 23.2%  72.5%  4.3%  17,001 3,783 7,282 

Internal Revenue Service 8,361 22.2% 73.5% 4.3% 12,262 2,939 5,594 

COMMISSIONER REPORTING ORGANIZATIONS  420 22.8%  73.7%  3.5%  735 176 264 

DEP COMM OPERATIONS SUPPORT  1,792 29.8%  68.0%  2.3%  2,452 290 838 

DEP COMM SVCS & ENFORCEMENT  6,149 20.0%  75.0%  5.0%  9,075 2,473 4,492 
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My Employment Demographics  

Where do you work? 
% 

Headquarters  29.9%  

Field  70.1%  

What is your supervisory status? 
% 

Senior Leader  1.7%  

Manager  4.8%  

Supervisor  9.4%  

Team Leader  9.0%  

Non-Supervisor  75.1%  

What is your pay category/grade? 
% 

Federal Wage System  0.3%  

GS 1-6 7.4%  

GS 7-12 49.7%  

GS 13-15 35.6%  

Senior Executive Service  0.6%  

Senior Level (SL) or Scientific or Professional (ST)  0.3%  

Other  6.1%  

What is your US military service status?  
% 

No Prior Military Service  88.4% 
 

Currently in National Guard or Reserves  0.3% 
 

Retired  3.0% 
 

Separated or Discharged 8.4% 
 

Note: Percentages for demographic questions are unweighted.  
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My Employment Demographics  (continued) 

How long have you been with the Federal Government (excluding military service)?  
% 

Less than 1 year  0.4%  

1 to 3 years  4.0%  

4 to 5 years  3.2%  

6 to 10 years  18.7%  

11 to 14 years  16.7%  

15 to 20 years  15.2%  

More than 20 years  41.8%  

How long have you been with your current agency (for example, Department of Justice, 
Environmental Protection Agency)?  

% 

Less than 1 year  1.2%  

1 to 3 years  5.8%  

4 to 5 years  4.0%  

6 to 10 years  20.9%  

11 to 14 years  17.1%  

15 to 20 years  15.0%  

More than 20 years  36.0%  

Are you considering leaving your organization within the next year, and if so, why? 
% 

No 70.2% 
 

Yes, to retire  9.7% 
 

Yes, to take another job within the Federal Government  14.0% 
 

Yes, to take another job outside the Federal Government  2.9% 
 

Yes, other  3.2% 
 

I am planning to retire:  
% 

Within one year  6.0% 
 

Between one and three years  15.0% 
 

Between three and five years  13.8% 
 

Five or more years  65.2% 
 

Note: Percentages for demographic questions are unweighted.  
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My Personal Demographics  

Are you of Hispanic, Latino, or Spanish origin? 
% 

Yes  11.9%  

No 88.1%  

Please select the racial category or categories with which you most closely identify.  
% 

White  66.9%  

Black or African American  21.1%  

All other races  12.0%  

What is your age group? 
% 

29 years and under  1.5%  

30-39 years old 13.3%  

40-49 years old 22.4%  

50-59 years old 41.7%  

60 years or older  21.2%  

What is the highest degree or level of education you have completed? 
% 

Less than High School/ High School Diploma/ GED 8.3%  

Certification/ Some College/ Associate's Degree  31.1%  

Bachelor's Degree  39.8%  

Advanced Degrees (Post Bachelor's Degree)  20.8%  

Are you an individual with a disability?  
% 

Yes  12.3% 
 

No 87.7% 
 

Note: Percentages for demographic questions are unweighted. For confidentiality reasons, percentages for the 'My Personal Demographics' questions may be  
suppressed. Any suppressed percentages are noted. 
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My Personal Demographics  (continued)  

Are you:  
% 

Male  38.5%  

Female  61.5%  

Are you transgender?  
% 

Yes  0.5%  

No 99.5%  

Which one of the following do you consider yourself to be? 
% 

Straight, that is not gay or lesbian 93.8% 
 

Gay or Lesbian 2.6% 
 

Bisexual  1.1% 
 

Something else  2.5% 
 

Note: Percentages for demographic questions are unweighted. For confidentiality reasons, percentages for the 'My Personal Demographics' questions may be  
suppressed. Any suppressed percentages are noted. 
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IRS Workforce Demographics 

Annually, the IRS completes a multi-year trend analysis  of the overall workforce (permanent and  
temporary) employees. This year, IRS conducted a five-year trend analysis from FY15 to FY19. The  
data  source for this section is  Workforce  Analytics (WFA) in the form of Report Builder Query Data  
and Management Directive (MD) 715 Tables (found in the Appendix)  unless otherwise noted. The 
workforce data includes all IRS organizations except the IRS Chief Counsel  office.  

The  demographics section focuses  on  workforce  trends  in the  following areas: IRS  total workforce, 
race, ethnicity, gender, disability status, and  major occupations.  IRS conducted data analyses 
utilizing the National Civilian Labor Force (NCLF), the Occupational Civilian Labor Force (OCLF), and 
the Relevant Civilian Labor Force (RCLF) statistics. Utilizing  the RCLF provides the IRS with an 
opportunity to ensure that civilian labor force statistics are aligned with the types of positions that 
make-up  the IRS  workforce.  In  the major occupation section  of this appendix, detailed information is  
available  in  an  “at-a-glance”  for the most populous major occupations. 

Section 1: Total Workforce  

The IRS workforce continues to decrease making FY19 the smallest workforce in many years. When 
comparing the number of employees in FY15 to FY19, the data depicted  a net loss of 9.2 percent in 
the workforce, resulting in a total loss of 7,737 employees over a five-year period. Budgetary and 
hiring constraints along with a high volume of separations due to retirements and resignations 
contributed  to the population shift. The chart below  provides a comparison of total workforce 
populations.  

Figure One: IRS Total Population by  Fiscal Year 
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Section 2: Demographic Group Distributions 

IRS is a racially diverse workforce. At the end of FY19, employees classified with racial and ethnic 
backgrounds other  than White comprised 49.7 percent  of the workforce. A  comparison of the participation 
rates for each racial and ethnic  group  to the corresponding Relevant Civilian Labor Force (RCLF) 
benchmarks, show the participation rates for White,  American Indian or Alaska Native (AIAN), and Two or  
More Races  (TMR)  employees  were each less  than  their respective  RCLF.  During the five-year period, 
the workforce participation rates for White and AIAN  employees  decreased while Black, Hispanic, Asian, 
and TMR employees  increased in participation. Male participation rates were less  than  the RCLF and 
female participation rates were greater  than the RCLF.  

Figure Two: IRS Total Workforce Distribution by Racial & Ethnic Origin & Gender  

NCLF 
(2010) 

RCLF 
(2019) FY2015 FY2016 FY2017 FY2018 FY2019 

White 72.36% 73.14% 54.68% 53.64% 52.24% 51.17%  50.31% 

Black 12.02% 11.67% 26.61% 27.25% 27.89% 28.26%  28.14% 

Hispanic 9.96% 9.02% 11.77% 12.03% 12.71% 13.19%  13.68% 

Asian 3.90% 4.58% 5.65% 5.75% 5.82% 5.99%   6.45% 

American Indian or 
Alaska Native 1.08% 0.94% 0.86% 0.86% 0.84% 0.84%  0.82% 

(AIAN) 
Native Hawaiian or 
Pacific Islander 0.14% 0.13% 0.18% 0.17% 0.17% 0.17%   0.18% 

(NHPI) 
Two or More Races 

(TMR) 
0.54% 0.53% 0.26% 0.30% 0.34% 0.37%  0.41% 

Males 51.86% 35.52% 34.41% 34.30% 34.26% 34.15%  34.65% 

Females 48.14% 64.48% 65.59% 65.70% 65.74% 65.85%  65.35% 

The average General Schedule (GS) grade for IRS employees in FY19 was a GS-9.  Black, Hispanic, 
AIAN, and TMR  employees, had an average GS  grade (ranging GS-7.7 to GS-8.7) less than the I RS 
average grade. Black, Hispanic, AIAN, and TMR employees had low participation rates in GS-13  to  
GS-15 compared to their workforce participation  rates. In the  Senior Executive  Service (SES), Black, 
Hispanic, Asian, and TMR employees had low participation rates compared to  their  workforce 
participation rates. In addition, males had low participation rates in  grades GS-1 to GS-12, while 
females had low participation rates in grades GS-13 to SES. The  average grade for  males was GS-9.9,  
which was above the average grade for all IRS employees. However,  the average grade  for  females 
was GS-8.5, which  was less than the average grade for  all IRS  employees.  
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Figure Three: IRS Total Workforce Grade Distribution by Racial & Ethnic Origin 
	

IRS 
GS (and equivalents) 

Average 
FY 2019 1-8 9-12 13-15 SES Grade 

White 50.31% 45.88% 49.27% 58.69% 69.91% 9.3 

Black or African 
American 

28.14% 30.55% 30.58% 22.01% 19.03% 8.7 

Hispanic 13.68% 17.72% 13.06% 7.24% 4.87% 7.7 

Asian 6.45% 4.30% 5.74% 10.85% 4.42% 10.4 

American Indian or 
Alaska Native 

0.82% 0.94% 0.74% 0.69% 1.33% 8.4 

Native Hawaiian or 
Pacific Islander 

0.18% 0.15% 0.19% 0.22% 0.44% 9.4 

Two or More Races  0.41% 0.42% 0.42% 0.30% ___ 8.3 

Males 34.65% 25.95% 34.08% 50.07% 53.54% 9.9 

Females 65.35% 74.05% 65.92% 49.93% 46.46% 8.5 

The overall range for the age of IRS employees spanned from 17 to 96 years with  an average  age of  
49.9 years; 78.8 percent of the workforce  was 40 years and older. A steep decline in participation rates 
within the age groups is evident  as employees moved closer to common retirement ages. Employees 
who identified as Black, Hispanic, Asian, NHPI, TMR, and female were younger than the IRS average 
age. Figure  4 below shows the workforce  distribution by age group. At the end of FY19, the average 
years of Federal service was 16.5 years and the average years of IRS service was 16.1 years.  

Figure Four: IRS Total Workforce Distribution by Age Group 
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Section 3: Disability  Group Distributions 

Prior year participation rates  for persons with a disability (PWD) and persons with a targeted disability 
(PWTD) were less than  the 10 percent and 2 percent goal, respectively set by the  Equal Employment 
Opportunity Commission (EEOC). In FY17, the EEOC implemented the new “501  Goal” and 
expanded the disability categories.  In addition, a new goal was established  for PWD,  12 percent  and 
the PWTD goal remained at 2 percent. In FY19 IRS exceeded the goal with a participation rate of  
12.25 percent for PWD and 3.64 percent for PWTD.  

Figure Five: IRS Total Workforce Distribution by Disability Group 

Goal FY2015 FY2016 FY2017 FY2018 FY2019 

Persons with a Disability 12.00%* 9.88% 9.93% 11.78% 12.05% 12.25% 

Persons with a Targeted Disability 2.00% 1.92% 1.93% 3.79% 3.73% 3.64% 

*Beginning FY 2017. 

While there is no requirement to maintain specific participation rates at each grade level, PWD and 
PWTD participation is much higher in the lower grades (GS-10 and below) than at the higher grades 
(GS-11 and above). Not including SES, the average grade level of PWD and PWTD is 8.7 and 8.2 
respectively. In comparison, the average grade of IRS employees is a GS-9.0.  

Figure Six: IRS Total Workforce Grade Distribution by Disability Group 

Goal GS-1-10 GS-11+ 
Average 
Grade 

Persons with a Disability 12.00% 13.65% 10.46% 8.7 

Persons with a Targeted Disability 2.00% 4.31% 2.78% 8.2 
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Section 4: IRS Total Workforce Distribution by the Major Occupation 

IRS’s most populated mission  critical  occupations are  series 512, 592, 962, 1169, 1811, and 2210. 

The  following  pages  include a three-year (FY17 to FY19) trend analysis of these  major occupations  by
	 
OPM classification, primary business  unit, ethnicity, race and gender compared to the  Occupational
	 
Civilian Labor Force (OCLF) rate, and disability status  compared to agency goals.
	 

4A. Internal Revenue Agent, GS-0512  

This  series covers positions that determine liability  for Federal taxes where such work requires a  
professional knowledge of accounting theories, concepts, principles  and standards and, a knowledge of 
pertinent tax laws, regulations, and related matters. This series  is unique  to the IRS. (Source: OPM 
Classification)  

During FY19, series 512 was primarily  found in  Small Business/Self-Employed (54 percent). The  FY19  
workforce  participation rates for Hispanic, White, Black, NHPI, and TMR employees were each  less than 
their respective OCLF rate. From FY17 to FY19, workforce  participation rates for White, NHPI, and AIAN  
employees decreased. The FY19  workforce  participation rate  for males was 10.95 percentage points 
higher than the male OCLF rate while females were less than the female OCLF rate. Over the three 
years, male participation decreased while female participation increased.  The FY19 workforce 
participation  rates  for  employees with  a  disability  was 4.16  percentage points less than the IRS Goal of  
12 percent and employees  with  a targeted  disability  was  0.10  percentage points less than the IRS Goal 
of  2  percent. It should be noted that during the calendar year 2019, 36.0 percent of employees in this 
series were eligible to retire; by the year 2021, 46.4 percent will be eligible.  See page 29 for an At-a-
Glance of this major occupation.  

4B. Tax Examiner, GS-0592  

This  series covers  positions that perform work in the IRS  involving the processing of original tax and 
information  returns,  establishing taxpayer account records or changing such records based on later 
information affecting taxes and refunds; collecting taxes and/or obtaining tax returns; computing or  
verifying tax, penalty, and interest; and determining proper tax liability. The work requires knowledge 
of standardized processing and collection procedures  to  record tax information and knowledge of 
applicable portions of tax laws and tax rulings to accept, request proof of, or reject  a variety  of 
taxpayer claims, credits,  and deductions. (Source:  OPM Classification)  

During FY19, the 592 series was primarily  found in Wage & Investment (55 percent).  The FY19 
workforce  participation rates for White, NHPI, and TMR employees were each less  than  their respective 
OCLF rate. From FY17 to FY19, workforce participation rates  for White  and  Black employees 
decreased while all other minority groups increased. The FY19  workforce  participation rate  for males 
was 9.79 percentage points lower than the male OCLF rate while females were above their OCLF rate. 
Over the three years, male participation increased while female participation decreased.  The FY19 
workforce participation rates for employees with a disability  and employees  with a targeted disability  
were  each  above  the  IRS  goals  of 12 percent and 2 percent respectively. It should be noted that during 
the calendar year 2019, 31.9 percent of employees in this series are eligible to retire; by the year 2021, 
40.1 percent will be eligible. See page 30 for an At-a-Glance of this major occupation.  
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4C. Contact Representative, GS-0962  

This  series covers positions that perform support and related work in connection with: dispersing 
information to the public on rights, benefits, privileges, or obligations under a body  of law; explaining 
pertinent legal provisions, regulations, and related administrative  practices, and their application to  
specific  cases; and assisting individuals in developing needed evidence and preparing required 
documents,  or in resolving errors, delays, or other problems in obtaining benefits  or fulfilling 
obligations. (Source: OPM Classification)  

During FY19, the 0962 series was  primarily  found in Wage & Investment (86 percent).  The FY19 
workforce  participation rates for Hispanic, White, Asian, AIAN, and TMR employees were each less  than  
their respective OCLF rate. From FY17 to FY19, workforce participation rates for White employees 
decreased. The FY19  workforce  participation rate  for males was 10.39 percentage points higher than 
the male OCLF rate while females were less than their OCLF rate. Over the three years, male 
participation decreased while female participation increased. The FY19 workforce participation rates for 
employees  with a disability and employees with a targeted disability was greater  than  the IRS goal,  12  
and 2 percent respectively. It should be noted that during the calendar year 2019, 20.8 percent of 
employees in this series are eligible to retire; by the year 2021, 27.8 percent will be eligible. See page 
31 for an At-a-Glance of this major occupation.  

4D. Internal Revenue Officer, GS-1169  

This  series covers  positions that  perform  work related to  collecting delinquent taxes, surveying for 
unreported taxes, and securing delinquent returns. The work requires application of knowledge of 
general or specialized business practices; pertinent tax laws, regulations, procedures, and precedents; 
judicial p rocesses, laws of evidence, and the interrelationship between Federal  and State laws  with 
respect to collection and assessment processes; and investigative techniques and methods. (Source: 
OPM Classification)  

During FY19, the series 1169 was primarily found in Small  Business/Self-Employed (99  percent).  
The FY19  workforce  participation rates for White, NHPI, and TMR  employees were each less than 
their respective OCLF rate. From FY17 to FY19, workforce participation  rates  for White  employees 
decreased  while all other groups increased. The FY19  workforce  participation rate for males was 
6.23 percentage points higher than the male OCLF rate while females were less than their OCLF 
rate. Over the three years, male participation increased while female participation decreased. The  
FY19 workforce participation rates for employees  with  a  disability and employees  with a targeted 
disability  were each less than the IRS goal by 1.95 percentage points and 0.08 percentage points 
respectively. It should be noted that during the calendar year 2019, 28.6 percent of employees in this 
series are eligible to retire; by the year 2021, 37.3 percent will be eligible. See page 32 for an At-a-
Glance of this major occupation.  

4E. Criminal  Investigator, GS-1811  

This  series covers positions that  perform work involving planning, conducting, or managing 
investigations  related to suspected criminal violations of Federal laws. The work involves presenting 
evidence to reconstruct events, sequences, time elements, relationships, responsibilities, legal 
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liabilities, and conflicts  of  interest; conducting investigations  in a manner meeting legal and procedural 
requirements; and providing advice and assistance both in and out of court to the U.S. Attorney’s  
Office during investigations  and prosecutions.  Work in this series requires knowledge of criminal 
investigative techniques,  rules of  criminal procedures, laws, and precedent court decisions concerning 
the admissibility  of evidence, constitutional rights, search and seizure, and related issues  in the 
conduct of investigations (Source: OPM Classification).  

During FY19, the 1811 series was  only found in Criminal Investigation (100  percent). The FY19  
workforce  participation rates for Hispanic, Black, NHPI, AIAN, and TMR employees were each less  than  
their respective OCLF rate.  From FY17 to FY19, workforce participation  rates for White and Black 
employees decreased. The FY19  workforce  participation rate for males was 2.78 percentage points less 
than the male OCLF rate while females were above their OCLF rate. Over the three years, male 
participation increased while female participation decreased. The FY19 workforce participation rates for 
employees with a disability  and employees with a targeted disability were each less than the IRS goal 
by 9.86 percentage points and 1.90 percentage points, respectively. The disability workforce 
participation rates  tend to be lower when compared to other major  occupational series which may be 
due to the physical demand that some individuals with a disability may not be able  to perform.  It should 
be noted that during the calendar year 2019, 15.7 percent of employees in this series are eligible to 
retire; by the year 2021, 24.8 percent will be eligible. See page 33 for an At-a-Glance of this major 
occupation.  

4F. Information Technology Management, GS-2210  

This  series covers positions that manage, supervise, lead, administer, develop, deliver, and support 
information technology (IT)  systems and services. This series covers only those positions for which 
the paramount requirement is knowledge of  IT principles, concepts, and methods; e.g., data storage, 
software applications, networking. (Source: OPM  Classification)  

During FY19, the 2210 series was  primarily  found in Information Technology (96 percent). The FY19  
workforce  participation rates for Hispanic,  White, and AIAN employees were each less  than  their 
respective OCLF  rate. From FY17 to FY19, workforce participation  rates for Hispanic, White,  and  AIAN  
employees decreased. The FY19  workforce  participation rate  for males was 10.59 percentage points 
less than the male OCLF rate while females were above their OCLF rate. Over the three years, male 
participation increased while female participation decreased. The FY19 workforce participation rates for 
employees with a disability  and employees with a targeted disability were each above  the IRS goal,  12 
and 2 percent, respectively. It should be noted that during the calendar year 2019, 33.2 percent of 
employees in this series are eligible to retire; by the year 2021, 44.1 percent will be eligible. See page 
34 for an At-a-Glance of this major occupation.   
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Gains and Losses 

This multi-year trend report on the IRS’ gains and losses cover shifts in the total workforce in FY15  to 
FY19. The objective of this section is to provide pertinent information regarding hires and separations 
based on gender, ethnicity, race, and disability status.   

Section 1: Basic Breakdown 

1A. Total Workforce & Gender 

The IRS’ workforce continues to decrease due to an increase in separations. However, at the end of the 
fiscal year, there were many hires, but will not be  reflected until after they report to duty in FY20. At the 
close of FY19, the IRS’ total workforce consisted  of 75,966 employees with females serving in 49,641 
positions and males occupying the remaining 26,325 positions. During the last five years, the workforce 
decreased 9.2 percent; female participation decreased by 9.6 percent and male participation decreased 
8.6 percent. Figure 1 shows population by gender over the last five years. 

Figure One: Total IRS Workforce Gender Distribution by Fiscal Year 

1B. Ethnicity & Race 

During the past five years, employees claiming two or more races (TMR) experienced the largest  percent 
of growth with this demographic expanding by 38.1 percent. This may be attributed to more employees 
identifying themselves as two or more races. Conversely, IRS workforce data depicted a decrease in the 
population of White (16.5%), American Indian/Alaska Native (AIAN) (13.3%), Native Hawaiian/Pacific 
Islander (NHPI) (6.2%), and Black (4.0%) employees. Figure 2 shows population by ethnicity over the 
five years.  
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Figure Two: Population Change by  Ethnicity and Race 


1C. Disability Status 

In 2017, the EEOC expanded the category for persons with a  disability (PWD)  which includes new  
disability categories.  From FY18 to FY19, PWD increased 0.6 percent and persons with a targeted 
disability (PWTD) decreased 3.5 percent. Figure 3 shows the  workforce breakdown by disability status.  

Figure Three: Total IRS Workforce by Disability  Status 

No 
Disability 

Not 
Identified 

PWD PWTD Total 

FY 2015 74,295 1,140 8,268 1,610 83,703 

FY 2016 71,685 1,112 8,028 1,561 80,825 

FY 2017 68,918 1,042 9,340 3,002 79,300 

FY 2018 66,391 1,118 9,251 2,864 76,760 

FY 2019 65,423 1,234 9,309 2,763 75,966 

Net Change 
(2018 to 2019) 

-1.5% 10.4% 0.6% -3.5% -1.03% 
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Section 2: Hires & Separations  

2A. Total Hires and Separations 

The table below illustrates the total hires and separations within the IRS for the last five years. During 
FY19, the IRS had a significant hiring of service positions  which included tax examiners and contact 
representatives. The hiring of tax service positions in FY19 increased overall accessions by 22.0 percent 
from FY18. During the same time, total separations decreased by 2.5 percent.  

Figure Four: Total IRS Hires and Separations 

Year Total 
Hires 

Total 
Separations 

FY2015 4,637 9,521 

FY2016 6,538 9,270 

FY2017 7,372 8,774 

FY2018 6,869 9,219 

FY2019 8,379 8,992 

Net Change 
(2018 to 2019) 

22.0% -2.5% 

2B. Gender 

IRS workforce data indicates males were hired at rates which were below the CLF index of 52 percent 
each year from FY15 to FY19.  In addition, male hiring rates were below their participation rate yearly 
except for FY19. However, IRS hiring data suggests females were consistently hired at rates which 
surpassed the female CLF index of 48 percent. The hiring rates for females exceeded the female 
workforce participation rate yearly except for FY19. In FY 19, males and females were hired at their 
workforce participation rate. In FY19, males separated less than their participation rate while females 
separated more  than their participation rate.   
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Figure Five: Separations and Hires by Gender compared to IRS Participation Rate & CLF 


A side-by-side comparison of the number of hires and separations reveals a trend as depicted in Figure 
6. Hires for males and females were offset by separations each year which contributed to the net decline 
in participation. However, in FY19, males had a net gain of 158 while females had a net loss of  771 
employees. 

Figure Six: Hiring and Separation Trends by Gender 

FY2015 1,392 3,115 -1,723 

FY2016 1,964 

FY2018 1,988 

3,245 6,406 -3,161 

3,030 6,240 -1,666 

FY2017 2,331 2,886 -555 5,041 5,888 -847 

2,886 6,333 -1,452 

FY2019 2,935 2,777 158 5,444 6,215 -771 

Hires Separations Difference Hires Separations Difference 
Males 

-1,066 4,574 

-898 4,881 

Females 

11 



 

 

 

 

  

  

IRS MD 715 Trend Analyses 


2C. Ethnicity and Race   

During the five-year period, White and AIAN employees separated an average of 11.5 and 0.1 
percentage points higher than their accession rates, respectively. Accessions were higher for Black by 
5.4, Hispanic by 4.7, Asian by 1.3, and employees claiming two or more races by 0.2 percentage points.  

In comparison to a group’s average workforce participation rate, White and AIAN employees were hired 
at a rate less than their average workforce participation rate,  while Black, Hispanic, Asian, and TMR 
employees were hired at rates higher than their average workforce participation. The FY19 separation 
rate for Black, Hispanic,  AIAN, and TMR employees was higher than their average workforce 
participation rate. Figure  7 shows hires and separations by ethnic and racial group.  

Figure Seven: Five Year Hiring and Separation Trends by  Race & Ethnicity  
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IRS remains committed to having its total workforce participation rate meet EEOC’s new “501 Goal” for 
persons with disabilities (PWD) 12 percent and persons with targeted disabilities (PWTD) 2 percent. 
There are various efforts underway to implement the strategic goals associated with recruiting, hiring and 
retaining employees with disabilities. The population of PWD accounted for 12.25 percent and PWTD 
accounted for 3.64 percent of the FY19 workforce which increased for PWD and decreased for PWTD 
since last year.  PWD increased by 0.47 percentage points while PWTD decreased by 0.15 points since  
FY 2017. Separations for  PWD and PWTD out-weighed the accession rate since FY15 by up to two  
percentage points and one percentage point, respectively.  Figure 8 shows hires and separations for 
PWD and PWTD. 

13 



 

 

 

  

  

 

 

  

 

IRS MD 715 Trend Analyses 


Figure Eight: Hiring and Separation Trends for Persons with Disabilities 


Section 3: Types of Separations 

3A. Non-Adverse vs. Adverse  

There are two types of separations. Non-adverse is when an employee voluntarily leaves. Adverse is 
when the agency initiates an employee’s departure. See Figure 9 for types of non-adverse and adverse 
separations.  

Figure Nine: Types of Separations 

Non-Adverse Adverse

 Resignation  Termination 

Retirement Discharge 

Transfer Removal 

Death Reduction-in-Force 

When segmenting the attrition data by non-adverse and adverse actions, the data suggests that in FY19, 
85.1 percent of IRS separations resulted from a non-adverse personnel action. The remaining 14.9 
percent of total separations were initiated by the agency and stem from an adverse personnel action.  

A further stratification of personnel data by non-adverse and adverse separation trends pertaining to the 
total workforce over a three-year period showed for instance, that the top three types of separation were 
retirements, resignations, and terminations. The other reasons employees left the IRS involved transfers, 
discharges, removals, and deaths which is listed  in the order of occurrence as illustrated in Figure  10.  
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Figure Ten: Total Separations FY 2017 - 2019 

Stratified by  Adverse and Non-Adverse 


3B. Gender 

As noted in Section 2, Figure 6, females separated at twice the rate as males during the five years.  Male 
and female separation trends were analyzed, and the results indicate similar trends exist for both groups. 
For adverse actions, the  data shows females had at least twice the frequency of occurrence when 
compared to their male counterparts. However, both females and males show a decline of adverse 
actions since FY15.  

Figure 11 shows that most of departures were the result of non-adverse personnel actions. Non-adverse 
separations for males did not change from FY15 to FY19. However, non-adverse separations for females 
increased 4.5 percentage points since FY15.   
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Figure Eleven: Total Separations Segmented by  Gender
	 

3C. Ethnicity and Race  

Separation data was also studied to gain insight about the separations of White, Black, Hispanic, and 
Asian employees, grouped by adverse or non-adverse separations. Since AIAN, NHPI, and those who 
claim two or more races made up less than two percent of separations, they were excluded from the 
analyses.  

 	 White employees separated at a similar rate to their participation in the workforce.  Non-adverse 
separations for White employees far out-weighed adverse separations each year. Adverse 
separations for White employees decreased from 7.0 percent in FY15 to 5.4 percent in FY19.  

 	 Black employees separated at a similar rate to their participation in the workforce during the five 
years. Adverse separations for Black employees increased from 3.9 percent in FY15 to 5.6 
percent in FY19.  

 	 Hispanic employees separated at a similar rate to their participation in the  workforce during the 
five years. Adverse separations for Hispanic employees increased from 2.8 percent in FY15 to 
3.2 percent in FY19.  

 	 Asian employees are separating at a rate below their workforce participation. Since FY15, Asian 
employees’ adverse separations were less than one percent.  

Figures 12 and 13 show the percentage of separations that were non-adverse and adverse for the five-
year period for White, Black, Hispanic, and Asian employees. Since NHPI, AIAN, and those claiming two 
or more races are so small, they were not included in the graph. 
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Figure Twelve: Separations Segmented by  Non-Adverse Actions 


Figure Thirteen: Separations Segmented by  Adverse Actions 


3D. Disability Status 

A review of the separation data for persons with disabilities (PWD) and persons with targeted disabilities 
(PWTD) provides additional insight on whether they were separating with adverse or non-adverse 
actions. PWD had non-adverse separations above their workforce participation from FY15 to FY18.   
Adverse separations for PWD peaked in FY17 and FY19. For PWTD, both adverse and non-adverse 
separations were below their workforce participation except for non-adverse separations in FY18 and 
FY19. Figure 14 shows the non-adverse and adverse separations for PWD and PWTD. 
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Figure Fourteen: Separations Segmented by  Non-adverse and 


Adverse for PWD and PWTD 
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Grade Trends 

This report covers shifts in the total workforce in FY15 to FY19 and includes the following pay plans: 
General Schedule (GS), Internal Revenue Pay Band (IR), Administratively Determined (AD), Senior 
Executive Service (SES), Executive Pay (EX) and Senior Level Positions (SLP). To simplify reporting, 
grade-level data is reported in four grade clusters: Grades 1 through 8 (cluster 1), Grades 9 through 12 
(cluster 2), Grades 13 through 15 (cluster 3) and Senior Level Positions (SES) and executive (EX, AD) 
(cluster 4) positions.   

The objective of this section is to provide pertinent information regarding the representation of employees 
in common grade groups based on gender, ethnicity, race and disability status. Additional quantitative 
information about the senior-level feeder groups (Grades GS-14 and GS-15) is also captured in this 
section.  The data source for this section is Workforce Analytics (WFA) in the form of Report Builder 
Query Data and Management Directive (MD) 715 Tables (found in the Appendix) unless otherwise noted. 
The workforce data excludes IRS Chief Counsel. 

Section 1: Grade Distribution (2015-2019)  

1.A. Gender 

Females continue to dominate the IRS’s lower grades (Figure 1).  Over the past five fiscal years, for 
every male in the GS 1-8 cluster, there are three females.  During this same time period, females 
outnumber males 2 to 1 in the mid-grades (GS 9-12). However, the percentage of females and males in 
the GS 13-15 range are nearly equal. 

Across all grade levels, nearly two-thirds of all IRS employees are (and have been for many years) 
female. However, females are not distributed equally across all grade levels.  They continue to be 
overrepresented in the lower grades and underrepresented in the higher grades.  For example, in FY18, 
the overall IRS female participation rate was 66 percent, but they made up 74 percent of GS 1-8 
employees, 67 percent of GS 9-12 employees, and just 50 percent of GS 13-15 employees.  This pattern 
continued in FY19.  The overall IRS female participation rate was 65 percent, but they made up 74 
percent of GS 1-8, 66 percent of GS 9-12, and 50 percent of GS 13-15 employees.  

The opposite pattern persists for males who in both FY18 and FY19 were underrepresented in the lower 
grades, represented as expected in the middle grades, and overrepresented in the higher grades.  In 
FY19, males made up nearly 35 percent of the overall IRS workforce but just 26 percent of GS 1-8 
employees in comparison to nearly 50 percent of GS 13-15 employees.   

Both the male and female workforce distribution  patterns have been relatively consistent over the past 
five fiscal years. 
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Figure 1: Workforce by Grade and Gender 


Executive level positions have historically been dominated by males.  In FY12, the male-female SES 
gender gap was 3.4 percentage points (not shown).  By FY18, the SES gender gap shrunk to 1.8 
percentage points. However, in FY19, the gender gap increased to 7.1 percentage points.  Despite 
females making up 65 percent of the overall IRS workforce, only 46 percent of the Service’s executives 
are female. More needs to be done to understand the volatility in the gender-based SES workforce 
participation rates.  This is the first step in ensuring that females are adequately represented at the SES 
level. 
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Figure 2: SES Stratified by Gender 


2.B. Disability Status 

The IRS experienced a noticeable bump in the participation rate of persons with disabilities (PWD) and 
persons with targeted disabilities (PWTD) between FY 2016 and FY 2017 as a result of additional codes 
being added to the list of disability codes that would qualify an individual as a person with a disability. 
Since this administrative change, the participation rate of PWD increased from 12.1 percent in FY 2018 
to 12.3 percent in FY19. The PWTD participation rate decreased slightly from 3.7 percent in FY 2018 to 
3.6 percent in FY19. Nevertheless, the Service has met its overall FY targets of 12 percent and 2  
percent participation rate for PWD and PWTD respectively.  Despite meeting overall targets for PWD, 
they are not distributed equally across the grade structure.   

As depicted in Figure 3, PWD and PWTD are most likely to be lower-graded employees.  In FY19, nearly 
14 percent of GS 1-8 employees were PWD as compared to 12 percent of GS 9-12, and nearly 10 
percent of GS 13-15 employees. This pattern of decreased representation of PWD as one looks up the 
grade structure has been evident (and similar in magnitude) over the past five fiscal years.  While not as 
steep, the pattern of decreased representation is also evident for the subset of PWD, persons with 
targeted disabilities (PWTD).  In FY19, 4 percent of GS 1-8 employees were PWTD as compared to 3 
percent of GS 9-12 employees and 2.5 percent of GS 13-15 employees.  
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Figure 3: Workforce Stratified by  Disability and Grade 


Generally, persons with disabilities are underrepresented in the executive ranks at the IRS.  While 12 
percent of the Service is comprised of PWD, only six percent of current IRS executives are PWD.  The 
PWD executive participation rate ticked up from 5.8 percent in FY15 to 6.2 percent in FY16.  However, 
the rate has remained relatively constant (ranging from 6.0 percent to 6.3%) since this time.  This shows 
that the FY17 administrative change in the definition of a PWD had no demonstrative effect on the  
percentage of executives who identify as a PWD.  

The same is not true for PWTD. PWTD made up 1.4 percent and 2.9 percent of executives in FY16 and 
FY17 respectively. This increase in percentage is most likely  due to the administrative change in the 
definition of a PWTD.  However, there is volatility in the PWTD executive participation rate as well.  In 
FY18, 2.8 percent of executives identified as a PWTD. In FY19, 2.2 percent identified as PWTD.  
Additional insights are needed to understand this volatility.  While the PWTD participation rate has been 
over the 2 percent overall workforce participation rate recently, it is quite possible that the rate may dip 
below this level soon unless the root cause of this volatility is identified and mitigated.  
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Figure 4: SES Stratified by  Disability 
	

2.C. Ethnicity and Race  

American Indian/Alaska Natives (AI/AN), Native Hawaiian/Pacific Islanders (NHPI), and those claiming 
two or more races (TMR) are excluded from the analysis in this section because combined they make up 
less than 2 percent of the total IRS workforce. 

As illustrated in the Figure 5 panels, there is a distinct pattern in the gender make-up of the IRS by grade 
level. Generally speaking, the participation rates of White and Asian employees increases up the grade 
structure while the participation rates of Black and Hispanic employees decreases up the grade 
structure.  

In FY19, participation rate: 

 	 White employees were 46% at the GS 1-8 levels, 50% at the GS 9-13 level, and 60% at the GS 
13-15 level. 

 	 Asian employees were 4% at the GS 1-8 level, 6% at the GS 9-13 level, and 11% at the GS 13-
15 level. 

 	 Hispanic employees were 17% of GS 1-8 employees, 13% of GS 9-12 employees, and 7% of GS 
13-15 employees. 

 	 Black employees at the GS 1-8 level (31%) were equal to their participation rate at the GS 9-12 
level (rounded to the next whole number).  However, their GS 13-15 participation rate was 
considerably lower at 21%. 

The IRS does have some encouraging diversity-related statistics. While historically, the IRS remained 
predominantly White, in FY19, White employees made up a little more than half of the IRS.  In fact, the 
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percentage of Whites in FY15 was 55.1 percent and in FY19, it was 50.6 percent. This represents an 8% 
decrease in the overall participation rate of White employees.  This is evidence that the IRS has become 
considerably more diverse over the last five fiscal years.  However, more needs to be done to ensure 
that each racial group is appropriately represented at each grade level.    

Over the years, the relative percentage of Blacks in the workforce has steadily increased.  However, 
Blacks have not been distributed equally across the grade levels. Specifically, since FY15, the 
percentage of Blacks at the GS 1-8 and GS 13-15 levels have been increasing while their percentage at 
the GS 9-12 level has been relatively flat.  The increase specifically in grades 13 through 15 is promising 
for senior level advancement.  As explained in the Grade Trends section of the IRS FY17 MD-715 report, 
Whites outnumber Blacks about 3 to 1 in the GS 13-15 range while Blacks outnumber Hispanics in this 
same range about 3 to 1.  These ratios remain in the FY19 workforce data.  

Hispanics continue to be overrepresented in the lower-graded positions.  Their participation rate  
continues to increase at the GS 1-8 level.  In FY18, they made up 16.5 percent of all GS 1-8 employees 
despite making up 13.2 percent of the IRS overall.  In FY19, Hispanics made up 13.4 percent of the IRS 
but 17.4 percent of GS 1-8 employees.  Conversely, over the years, their participation rate is much lower 
than expected in the higher grades.  Despite making up over 13 percent of the Service in the past two 
fiscal years, Hispanics made up 6.9 percent of GS 13-15 employees in FY 2018 and just 6.7 percent of 
this group in FY19.  Their relatively low participation rate at grades 13 through 15 reduces their 
opportunities of advancement into the senior level positions.  These grade cluster participation  rates 
have remained relatively consistent across years. 

Asians are substantially overrepresented at the GS 13-15 levels and underrepresented at the other 
grade levels. In FY 2015, 2.6 percent of all IRS employees were Asians at the GS 13-15 level.  This 
percentage rose to 3.0 percent in 2019, a 15 percent increase over the past six fiscal years.  Even 
though Asians make up 6.5 percent of the IRS overall in FY19, they made up 4.3 percent of GS 1-8, 5.8 
percent of GS 9-12, and 11.2 percent of GS 13-15 employees. Their participation rate in the higher GS 
13-15 ranks may enhance their ability to advance into senior level positions.  

Figure 5A: Race and Ethnicity by GS 1-8 Grade Group 
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Figure 5B: Race and Ethnicity by GS 9-12 Grade Group 


Figure 5C: Race and Ethnicity by GS 13-15 Grade Group 


Figure 6 shows the diversity of the IRS executive cadre.  From FY15 to FY19, between 69 and 73 
percent of the IRS’s executives were White while about one in five executives were Black. The 
percentage of executives who are Black has remained relatively consistent, ranging from a low of 17.5 
percent in FY 2015 to a high of 19.5 percent in FY18.  Accordingly, at the IRS, Whites are 
overrepresented in the executive ranks while Blacks are underrepresented. Specifically, in FY19, 50.7 
percent of the total IRS workforce was White while 69.9 percent of its executives were White.  On the 
other hand, Blacks made up 28.1 percent of the IRS but just 19.0 percent of IRS executives. 

Despite making up 13.4 percent of the total number of employees and 6.7 percent of GS 13-15 
employees, Hispanics continue to be underrepresented in the executive ranks.  Since FY 2015, between 

25 



 

 

 

 Figure 6: Senior Level Stratified by Race and Ethnicity 

 

70.4% 69.7% 72.5% 70.8% 69.9% 

17.5% 18.5% 17.9% 19.5% 19.0% 

5.4% 5.2% 4.4% 4.2% 4.9%
5.8% 5.7% 3.9% 4.2% 4.4% 

0% 
10% 
20% 
30% 
40% 
50% 
60% 
70% 
80% 
90% 
100% 

2015 2016 2017 2018 2019 

SES Participation Rates 

White Black Hispanic Asian 

  

IRS MD 715 Trend Analyses 


4 and 6 percent of all IRS executives have been Hispanic.  This lack of representation at the feeder 
grades has reduced the opportunities for Hispanics to advance into senior level positions.  

The percentage of Asian executives has decreased from 5.4 percent in FY 2014 to 4.4 percent in FY19.  
The overall Asian employee participation rate in FY19 was 6.5 percent.  This means that the current 
Asian executive participation rate is nearly two points lower than the overall expected rate.   When 
compared to the GS 13-15 feeder pool however, the problem is exacerbated.  In FY19, 11.2 percent of 
GS 13-15 employees were Asian but just 4.4 percent of executives were Asian.  Unlike Hispanics, 
Asians are in the pipeline for senior positions, but their SES participation rate does not mirror their 
pipeline participation.  

Section 2 – Feeder Group Analysis for IRS Senior Level Positions   

2.A. SES Feeder Groups 

The following section provides additional insights into the feeder groups for IRS’ senior executive 
positions for FY19.  To become an IRS executive, interested employees must at a minimum be a GS-14 
or GS-15 equivalent at the time he/she applies to the Candidate Development Program (CDP) or to an 
executive vacancy announcement and must have supervisory experience.  This section addresses the 
first of these requirements.  Table 1 below provides the demographic makeup of the SES feeder pool for 
FY19. 
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Table 1: Feeder Groups into SES for FY 2019
	 

Workforce GS-14 GS-15 SES 
Participation 

White Male 21.1% 33.6% 33.6% 39.8% 

White Female 29.2% 24.3% 28.3% 30.1% 

Black or African 
American Male 

6.1% 8.3% 7.9% 6.2% 

Black or African 
American Female 

22.0% 14.8% 14.8% 12.8% 

Hispanic Male 4.2% 3.0% 2.5% 2.7% 

Hispanic Female 9.4% 3.5% 2.6% 2.2% 

Asian Male 2.8% 6.5% 6.0% 4.0% 

Asian Female 3.7% 5.0% 3.2% 0.4% 

American Indian/ 
Alaska Native Male 

0.3% 0.3% 0.4% 0.4% 

American Indian/ 
Alaska Native Female 

0.6% 0.3% 0.3% 0.9% 

Native Hawaiian/ 
Pacific Islander Male 

0.1% < 0.1% 0.2% 0.4% 

Native Hawaiian/ 
Pacific Islander 0.1% 0.1% 0.1% 0.0% 
Female 
Two or More Races 
Male 

0.1% 0.1% 0.1% 0.0% 

Two or More Races 
Female 

0.3% 0.2% 0.0% 0.0% 

Males 34.7% 51.8% 50.7% 53.5% 

Females 65.4% 48.2% 49.3% 46.5% 

Persons with 
Disabilities 

12.3% 11.0% 8.3% 6.2% 

Persons with 
 Targeted Disability 

3.6% 2.9% 1.9% 2.2% 
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Black males are well-represented in the higher grades.  Despite just 6.1 percent of the workforce being 
Black males, 8.3 percent of GS-14s and 7.9 percent of GS-15s are Black males.  The percentage of IRS 
executives that are Black males is on par with the overall workforce IRS participation rates.  Blacks make 
up 6.1 percent of the IRS and 6.2 percent of the IRS executives. 
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Government wide, GS 13-15 equivalents make up the feeder pool for senior level positions.  However, in 
the IRS, GS-13 equivalents are not included in the feeder pool for IRS executives since they do not have 
the appropriate grade level experience necessary to apply to the Candidate Development Program  
(CDP) which is the vehicle used to develop the vast majority of the Service’s new executives.  Having 
said this, there are senior, department, and frontline managers in the IRS, all of which have supervisory 
experience. The department managers pay band scale covers the GS 11/12/13 levels, which makes 
them ineligible to be members of the feeder pool for IRS executives.  With the exception of IR-03s and 
IR-04s which are GS-15 and GS-14 equivalents respectively, most frontline managers do not have the 
necessary grade level experience to be considered part of the IRS executive feeder pool either.  On the 
other hand, senior managers (IR-01s) are GS-14 and GS-15 equivalents.  They have obtained the  
necessary grade level experience needed for executive level appointments. It is possible for applicants to  
qualify for executive positions externally if s/he can demonstrate that s/he obtained the appropriate 
managerial experience outside of the Service and was compensated equivalent to the GS 14/15 level. 

The IRS SES feeder pool is still not  an exact science.  There are GS-14s and GS-15s that do not have 
any interest in advancing their careers to the SES level; yet, they are included in our workforce tables as 
being part of the feeder pool.  On the other hand, as stated previously, there are IRS employees at lower 
grades with supervisory experience (e.g. IRS department managers, former directors of companies in the 
private sector, and military commissioned and non-commissioned officers) that do not have the required 
time-in-grade to apply for executive positions internally.  However, they may apply through external 
announcements.  

Nearly one in five (21.1%) IRS employees were White males.  This group remains over-represented in 
the higher grades as nearly one in three GS-14 (33.6%) and GS-15 employees (33.6%) were White 
males and nearly 40 percent of all IRS executives were White males. 

White females made up 29 percent of the IRS workforce.  However, they were underrepresented in the 
primary executive feeder pools.  Only 24 percent of GS 14 and 28 percent of GS-15 employees were 
White females. It is clear that their representation at the GS-14 level was five percentage points lower 
than expected based on their overall workforce participation rate.  Having said this, White females were 
appropriately represented (30.1%) in the executive ranks.   

Twenty-two percent of IRS employees were Black females in FY19.  However, they were primarily found 
in lower-graded and mid-graded positions. Despite being 22 percent of the workforce population, only 
14.8 percent of GS 14-15s were Black females.  Their participation rate at the executive level (12.8%) 
was nine percentage points less than their overall participation but on par with their feeder pool (GS 14-
15) participation rate as one in seven executives were Black females.   
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Hispanics have a lower than expected participation in the higher grades.  Despite making up 4.2 percent 
of the IRS, Hispanic males only make up 3.0 percent of GS-14s, 2.5 percent of GS-15s, and 2.7 percent 
of executives. The Hispanic male SES participation rate is about 60 percent of their overall participation 
rate and much less than their GS 14-15 participation rate of 6.3 percent.  However, their FY19 SES 
participation rate represents a noticeable improvement from FY18 when Hispanic males made up just 1.9  
percent of the executive cadre. 

The discrepancy is worse for Hispanic females.  They made up 9.4 percent of the IRS but just 3.5 
percent of GS-14s, 2.6 percent of GS-15s, and 2.2 percent of the IRS executive cadre.  Said another 
way, the overall Hispanic female participation rate was 4.3 times larger than their SES participation rate 
and 2.9 times larger than their feeder pool (GS 14-15) participation rate.  

Unlike Hispanics and Blacks, Asians are well represented in the higher ranks.  The participation rates of 
Asian male GS-14s, GS-15s, and executives are larger than their overall workforce participation rate 
(2.8%). The participation rate for Asian males GS-14s (6.5%) and GS-15s (6.0%) are both more than 
twice their overall participation rate (2.8%).  They are well represented in the executive cadre as well 
(4.0% participation rate).    

Similarly, the participation rate for Asian females GS-14s (5.0%) is nearly 40 percent larger than their 
overall participation rate.  However, based on the participation at the GS 14-15 levels (4.6%) and their 
overall participation rates (3.7%), Asian females have a lower than expected participation in the 
executive cadre since less than 0.5 percent of IRS executives are Asian females. 
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Age Trend 

FY2017 FY2018 FY2019 
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of Service 
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Veteran Trend 
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FY2017 
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FY2018 

9.09% 
l FY2019 

8.94% 

Disabled 3 .49% 3.64% 3.83% 
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v: eteran is percent of total workforce. 

Grade Trend 

FY2017 FY2018 FY2019 
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Asian  4.80%  12.71%  13.02%  13.69% 

NHPI  0.20%  0.21%  0.16%  0.18% 

AIAN  0.70%  0.75%  0.70%  0.59% 

TMR  0.50%  0.11%  0.15%  0.16% 

 
 

At‐A‐Glance 

Internal Revenue Agent (Series 0512)
 

 Total Workforce = 8,796 

Source: Workforce Analytics as of 9/30/2019  

Workforce Trend
 

Workforce Demographics: 

Age Trend  

Veteran Trend 


Veteran is percent of total workforce.  

Grade Trend  

Retirement  Eligibility
 

Retirement is cumulative by calendar year. 

Demographics with Benchmarks: 

Disability Trend 

IRS goals are  12 percent and  2 percent for PWD and PWTD.  

Gender Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

Ethnicity Race Indicator Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

American Indian/Alaska Native (AIAN). 
 
Native Hawaiian/Pacific Islander (NHPI). 
 
Two or More Races (TMR). 
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FY2017 FY2018 FY2019 

 

 Workforce = Perm and Temp.  

  FY2017  FY2018  FY2019 

 Average Age 51.3  51.0  50.6 

Average Yrs.  16.3  15.9  15.2 
of Service 

40 and Older  80.85%  80.06%  78.53% 
 

  FY2017  FY2018  FY2019 

Veterans  6.63%  6.47%  5.73% 

Disabled  2.28%  2.37%  2.12% 
Veterans  

  FY2017  FY2018  FY2019 

 GS 1‐8 94.08%  93.83%  93.78% 

GS 9‐12  5.92%  6.17%  6.22% 

GS 13‐15  ‐‐ ‐‐ ‐‐
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36.3%31.9%40%
 

20%
 

0%
 
CY2019 CY2020 CY2021 

   Goal  FY2017  FY2018  FY2019 

PWD  12.00%  14.23%  14.20%  14.11% 

PWTD  2.00%  4.93%  4.65%  4.77% 

   OCLF  FY2017  FY2018  FY2019 

Female  64.20%  74.35%  74.32%  73.99% 

Male  35.80%  25.65%  25.68%  26.01% 

   OCLF  FY2017  FY2018  FY2019 

Hispanic  10.70%  14.15%  14.35%  15.32% 

White  63.10%  54.01%  52.88%  52.50% 

Black  19.90%  25.33%  25.88%  24.86% 

Asian  4.80%  5.18%  5.49%  5.88% 

NHPI  0.20%  0.07%  0.07%  0.09% 

AIAN  0.70%  0.99%  0.98%  1.01% 

TMR  0.50%  0.28%  0.36%  0.34% 

 
 

At‐A‐Glance 

Tax Examiner (Series 0592)
 
 Total Workforce = 11,614 


Source: Workforce Analytics as of 9/30/2019  

Workforce Trend
 

Workforce Demographics: 

Age Trend  

Veteran Trend 


Veteran is percent of total workforce.  

Grade Trend 

Retirement  Eligibility 

Retirement is cumulative by calendar year. 

Demographics with Benchmarks: 

Disability Trend 

IRS goals are  12 percent and  2 percent for PWD and PWTD.  

Gender Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

Ethnicity Race Indicator Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

American Indian/Alaska Native (AIAN). 
 
Native Hawaiian/Pacific Islander (NHPI). 
 
Two or More Races (TMR). 
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15,825 

FY2019 

 Workforce = Perm and Temp.  

 

  FY2017  FY2018  FY2019 

 Average Age 46.6  46.6  46.7 

Average Yrs.  10.7  10.9  10.9 
of Service 

40 and Older  67.01%  67.39%  67.42% 
 

  FY2017  FY2018  FY2019 

Veterans  7.06%  6.91%  6.48% 

Disabled  2.61%  2.69%  2.65% 
Veterans  

  FY2017  FY2018  FY2019 

 GS 1‐8 85.15%  84.41%  84.75% 

GS 9‐12  14.85%  15.59%  15.25% 

GS 13‐15  ‐‐ ‐‐ ‐‐
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   Goal  FY2017  FY2018  FY2019 

PWD  12.00%  9.61%  11.72%  12.23% 

PWTD  2.00%  2.04%  3.74%  3.47% 

   OCLF  FY2017  FY2018  FY2019 

Female  82.10%  71.06%  71.35%  71.71% 

Male  17.90%  28.94%  28.65%  28.29% 

   OCLF  FY2017  FY2018  FY2019 

Hispanic  18.90%  15.27%  16.10%  17.17% 

White  51.90%  42.96%  41.79%  40.45% 

Black  21.80%  37.95%  38.17%  38.30% 

Asian  5.20%  2.69%  2.71%  2.77% 

NHPI  0.10%  0.11%  0.12%  0.10% 

AIAN  1.70%  0.67%  0.70%  0.71% 

TMR  0.50%  0.35%  0.42%  0.50% 

At‐A‐Glance 

Contact Representative (Series 0962)
 

 Total Workforce = 15,825 

Source: Workforce Analytics as of 9/30/2019  

Workforce Trend 

Workforce Demographics: 

Age Trend 

Veteran Trend 


Veteran is percent of total workforce.  

Grade Trend 

Retirement  Eligibility 100%

Retirement is cumulative by calendar year. 

Demographics with Benchmarks: 

Disability Trend 

IRS goals are  12 percent and  2 percent for PWD and PWTD.  

Gender Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

Ethnicity Race Indicator Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

American Indian/Alaska Native (AIAN). 
 
Native Hawaiian/Pacific Islander (NHPI). 
 
Two or More Races (TMR). 
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FY2017 FY2018 FY2019 

 Workforce = Perm and Temp.  

  FY2017  FY2018  FY2019 

 Average Age 49.9  50.3  49.4 

Average Yrs.  19.6  20.0  18.2 
of Service 

40 and Older  
 

81.53%  82.63%  79.01% 

  FY2017  FY2018  FY2019 

Veterans  14.42%  14.49%  14.86% 

Disabled  5.89%  6.05%  7.01% 
Veterans  

  FY2017  FY2018  FY2019 

 GS 1‐8 3.09%  0.03%  8.29% 

GS 9‐12  78.06%  80.87%  71.15% 

GS 13‐15  18.85%  19.10%  20.56% 
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33.4%28.6%40%
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0%
 
CY2019 CY2020 CY2021 

   Goal  FY2017  FY2018  FY2019 

PWD  12.00%  9.43%  9.12%  10.05% 

PWTD  2.00%  1.99%  1.77%  1.92% 

   OCLF  FY2017  FY2018  FY2019 

Female  64.20%  58.37%  58.27%  57.97% 

Male  35.80%  41.63%  41.73%  42.03% 

   OCLF  FY2017  FY2018  FY2019 

Hispanic  10.70%  12.37%  12.69%  13.68% 

White  63.10%  55.34%  54.64%  51.78% 

Black  19.90%  26.79%  27.04%  28.08% 

Asian  4.80%  4.34%  4.55%  5.09% 

NHPI  0.20%  ‐‐ ‐‐ 0.09% 

AIAN  0.70%  0.92%  0.85%  0.94% 

TMR  0.50%  0.24%  0.23%  0.34% 

 

At‐A‐Glance 

Revenue Officer (Series 1169) 

Total Workforce = 3,283 


Source: Workforce Analytics as of 9/30/2019 

Workforce Trend
 

Workforce Demographics: 

Age Trend  

Veteran Trend 


Veteran is percent of total workforce.  

Grade Trend 

Retirement  Eligibility 100%

Retirement is cumulative by calendar year. 

Demographics with Benchmarks: 

Disability Trend 

IRS goals are  12 percent and  2 percent for PWD and PWTD.  

Gender Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

Ethnicity Race Indicator Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

American Indian/Alaska Native (AIAN). 
 
Native Hawaiian/Pacific Islander (NHPI). 
 
Two or More Races (TMR). 
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 Workforce = Perm and Temp.  

  FY2017  FY2018  FY2019 

 Average Age 42.7  43.1  43.0 

Average Yrs.  15.6  15.9  15.6 
of Service 

40 and Older  61.42%  65.08%  66.60% 
 

  FY2017  FY2018  FY2019 

Veterans  9.08%  9.26%  9.61% 

Disabled  1.57%  1.68%  1.99% 
Veterans  

  FY2017  FY2018  FY2019 

 GS 1‐8 1.85%  1.44%  1.00% 

GS 9‐12  5.09%  4.95%  8.86% 

GS 13‐15  92.77%  93.21%  89.60% 
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   Goal  FY2017  FY2018  FY2019 

PWD  12.00%  1.85%  1.88%  2.14% 

PWTD  2.00%  0.09%  0.10%  0.10% 

   OCLF  FY2017  FY2018  FY2019 

Female  23.70%  27.56%  27.29%  26.48% 

Male  76.30%  72.44%  72.71%  73.52% 

   OCLF  FY2017  FY2018  FY2019 

Hispanic  11.20%  8.89%  9.26%  9.06% 

White  73.20%  74.02%  73.70%  73.82% 

Black  11.70%  10.28%  9.96%  9.61% 

Asian  2.10%  6.07%  6.29%  6.62% 

NHPI  0.10%  ‐‐ ‐‐ 0.05% 

AIAN  1.10%  0.56%  0.59%  0.65% 

TMR  0.50%  0.19%  0.20%  0.20% 

 

At‐A‐Glance 

Criminal Investigation (Series 1811)
 

 Total Workforce = 2,009 

Source: Workforce Analytics as of 9/30/2019  

Workforce Trend
 

Workforce Demographics: 

Age Trend  

Veteran Trend 


Veteran is percent of total workforce.  

Grade Trend 

Retirement  Eligibility 

Retirement is cumulative by calendar year. 

Demographics with Benchmarks: 

Disability Trend 

IRS goals are  12 percent and  2 percent for PWD and PWTD.  

Gender Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

Ethnicity Race Indicator Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

American Indian/Alaska Native (AIAN). 
 
Native Hawaiian/Pacific Islander (NHPI). 
 
Two or More Races (TMR). 
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 Workforce = Perm and Temp.  

     Age Trend  

  FY2017  FY2018  FY2019 

 Average Age 52.0  52.2  52.3 

Average Yrs.  17.2  17.2  16.0 
of Service 

40 and Older  89.46%  89.00%  88.69% 
 

                 Veteran Trend 


  FY2017  FY2018  FY2019 

Veterans  19.79%  20.42%  21.08% 

Disabled  9.01%  9.94%  10.96% 
Veterans  

       Grade Trend  

  FY2017  FY2018  FY2019 

 GS 1‐8 2.54%  2.71%  2.23% 

GS 9‐12  32.61%  29.92%  29.07% 

GS 13‐15  64.82%  67.33%  68.66% 
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   Goal  FY2017  FY2018  FY2019 

PWD  12.00%  16.37%  17.15%  17.80% 

PWTD  2.00%  5.41%  5.36%  5.10% 

   OCLF  FY2017  FY2018  FY2019 

Female  29.60%  41.99%  41.82%  40.19% 

Male  70.40%  58.01%  58.18%  59.81% 

   OCLF  FY2017  FY2018  FY2019 

Hispanic  7.60%  5.58%  5.55%  5.41% 

White  73.10%  47.67%  46.74%  45.17% 

Black  11.10%  31.02%  31.48%  31.63% 

Asian  6.60%  14.27%  14.72%  16.32% 

NHPI  0.10%  0.15%  0.17%  0.18% 

AIAN  0.80%  0.88%  0.85%  0.78% 

TMR  0.40%  0.42%  0.49%  0.53% 

 

At‐A‐Glance 

IT Management (Series 2210)
 
 Total Workforce = 6,270 


Source: Workforce Analytics as of 9/30/2019  

Workforce Trend
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Workforce Demographics: 

Veteran is percent of total workforce.  

Retirement  Eligibility 100%

Retirement is cumulative by calendar year. 

Demographics with Benchmarks: 

Disability Trend 

IRS goals are  12 percent and  2 percent for PWD and PWTD.  

Gender Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

Ethnicity Race Indicator Trend 

Occupational Civilian Labor Force (OCLF) 2010. 

American Indian/Alaska Native (AIAN). 
 
Native Hawaiian/Pacific Islander (NHPI). 
 
Two or More Races (TMR). 
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FY2019 EXIT SURVEY SUMMARY FOR MD-715 


The Office of Equity, Diversity and Inclusion analyzed exit survey responses from significant employee groups 
which included Females, Hispanics, Blacks, Asians, and Persons with Disabilities. In general, 50 percent of 
employees who voluntarily separated from the IRS in FY-19 did so through retirement.    

Job-related stress had the strongest impact on decisions to separate from the agency followed by office 
morale. High percentages of employees in various groups said they would be willing to return to the agency. 
Significant numbers also indicated that their separations could have been prevented.  

Separations other than retirement for Females were transfers to other agencies and resignations in lower 
grades (GS 5-8). This trend was similar to Hispanics and Blacks in general. Both male and female Asians 
separated at a lower rate than their participation in the workforce; unlike Hispanic, White, and Black females 
that separated at a rate higher than their participation in the  workforce. 

 Resignations were the top reason other than retirement for Persons with Disabilities (PWD) in mid-graded 
positions (GS 5-12). 
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This document reports the Inclusion Index 

(and it’s sub‐indices) for the IRS, its 

business units, major organizations, and  

major offices.  The IRS has made 

incremental  improvements in its  Fair, 

Open, Cooperative, and Empowering sub‐

indices over the past  two fiscal years but  

opportunities for improvement in  these 

areas remain. 
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BACKGROUND 
This Inclusion Quotient  (IQ) Index  is designed  to “help employees and managers foster diversity and  

inclusion in the workplace  1“. It is comprised of 20 questions that in turn are  a part of five “habits” of 

inclusion: Fair, Open, Cooperative, Supportive, and Empowering. Each habit (or subfactor) gathers 

information to address an overarching question/theme.  As  explained in 2017 FEVS Government 

Management Report, the question that is addressed  by each habit is: 

  Fair – Are all employees treated equitably?  
  Open – Does management support diversity in all ways?  
  Cooperative – Does management encourage communication and collaboration?  
 Supportive – Do supervisors value employees? 
 Empowering – Do employees have the resources and support needed to excel? 

The IQ  index and its  sub‐scales (habits) are reported throughout all levels of the agency.  As explained in  

a 2015 OPM Director’s Blog article1, “having data at this micro‐level allows managers to drill  down into 

the information and learn what engagement strategies worked and where more work needs  to be done  

to unlock the  full potential  of the Federal workforce.”   In addition, Department IQ scores and/or 

Government‐wide IQ scores can serve  as a baseline  to compare agency IQ scores against.   

CALCULATION 
The five habits of inclusion (Fair, Open, Cooperative, Empowering, and Supportive) are calculated as the 

average of the percent positive responses of the 5, 4, 2, 4, and 5 questions respectively that load onto 

each habit.  (See Appendix C for the wording of each of these 20 questions.) The Inclusion (IQ) Index 

reported in this report is the average of the percent positives of the 20 questions that make up the five 

inclusion habits.  Unlike the IQ Index score that is reported by OPM (the average of the 5 habit scores), 

the calculation used in this report allows each of the 20 questions to influence the overall IQ Index score 

equally2. 

1 Cobert, Beth.  Engaging the Workforce Pays Off. OPM Director’s Blog. October 6, 2015. 
https://www.opm.gov/blogs/Director/new‐iq/ 
2 The OPM calculation weights each  of the habits equally but does not  weigh each  question equally.  This means 
that a habit like “Cooperative” with two  questions carries twice as much weight as both the 4‐question “Open” and  
“Empowering” habits.  Said another way,  each habit carries 20% of the weight of the overall IQ Index.  This weight 
is distributed equally amongst each of the questions loading onto it.  So, a question on  a 5‐member  habit (like Q37  
on “Fair” or Q48 on  “Supportive”) carries 4%  of the weight of the overall index while a question on a 4‐member 
habit (like Q32  of “Open” or  Q3 of “Empowering”) carries a 5% weight.  In comparison,  each  question on the  
Cooperative habit carries 10% of the  weight of the overall  IQ index score.  By weighting each question equally, 
each question (regardless of the habit onto which it loads)  carries 5% of the weight of the overall Index. 

2 


https://www.opm.gov/blogs/Director/new-iq


 

       

       

Fair   Open Cooperative   Empowering  Supportive Inclusion    Index3

 

FY 2013  48%  58%  59%  55%  79%  60% 

FY 2014  49%  57%  56%  54%  79%  59% 

FY 2015  48%  56%  55%  53%  79%  58% 

FY 2016  49%  57%  57%  54%  80%  60% 

FY 2017  50%  59%  59%  56%  81%  61% 

FY 2018  49%  59%  59%  55%  80%  61% 

FY 2019  51%  61%  60%  57%  81%  62% 

 

                                                            

IRS FINDING 
For the past seven fiscal years, the Service overall IQ score and its scores on the Fair, Open, Cooperative, 

Empowering habits have been lower than the target of 65%.  However, the Service has made 

incremental improvements over the past two fiscal years (with most improvements happening between 

FY 18 and FY 19) in these areas. 

Two Year Updates – Major Business Units (FY 2017-2019) 
In FY 2017, the Office of Equity, Diversity, and Inclusion concluded that “IRS respondents do not 

necessarily believe that the IRS is a fair place to work.”  At  that time, the overall Fair score was 49.6%, 

the lowest score of all five of the inclusion habits.  And of the 13 business units analyzed, none had  a 

Fairness score over 57%.   In FY 2019, the Fair habit is once again the lowest of the inclusion habits.  

However, measurable improvements have been made in the Fair  score.  Specifically:  

  The Fair score has increased one percentage point (2 percent increase4) from its FY 2017 score 
of 49.6% to 50.6%.  

  Three of the business units now have Fairness scores above 57%.   PGLD leads the pack with  a  
Fairness score of 63.7% followed by IT at 58.6% and CFO at 58.0%. 

The IRS continues to struggle with Openness.  In FY 2017, eight of the  thirteen business units that were 

analyzed had Open scores of 64% or less.  Not only do W&I, SB/SE, LB&I, CI, TAS, TE/GE, and Appeals 

3 Inclusion Index is calculated using OPM methodology (average of  5 habits) through FY 2017.  Afterwards, the 

average of the  20 questions is reported. 
 
4 Percent increase is calculated as (final value – initial value) / (initial value).  In this case, it is (50.6% – 49.6%) / 

49.6% = .0201 or 2.01%. 
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continue to have Open scores of 64% or less in FY 2019 but HCO’s Openness score is also now under the 

threshold at 63.6%.   

Some good news:  

  The IRS improved its Open score from 59.1% in FY 2017 to 60.5% in FY 2019. 
  AWSS which had a 62.0% Open score in FY 2017 increased its Open score (reported under  FMSS) 
to 64.7% in FY 2019. 

In FY 2017, seven of the eight business units that had low Open scores also had Cooperative scores that 

were lower than the 65% threshold.  In FY 2019, this relationship continues to hold.  The lone exception 

in 2019 is C&L which had an Openness score of 63.3% and a Cooperative score of 68.3%.  Both HCO and 

FMSS which both had Open scores under the 65% threshold also had Cooperative scores lower than 65% 

as well.  Further analysis using data from the 13 business units analyzed in both FY 2017 and FY 2019 

shows that the Open and Cooperative habits are very strongly positively associated with each other (R = 

0.954).  These findings show that: 

  The IRS  business units with  a Cooperative culture  tend to be Open as well. 
  There was an overall 1.3 point increase in the IRS’s overall Cooperative habit from 58.7% in FY 
2017 to 60.0% in FY 2019. 

According to the respondents to the FEVS survey report, there appears to be a loss in empowerment 

over the past two fiscal years.  In FY 2017, half of the business units analyzed in this report are successful 

in empowering their employees.  However, six business units had Empowering scores less than the 65% 

cutoff (W&I, SB/SE, LB&I, CI, TE/GE, and Appeals).  In FY 2019, these six business units continue to report 

low Empowering scores.  Unfortunately, three additional business units now report Empowering scores 

lower than the 65% threshold.    TAS, which had a 69.0% Empowering score in FY 2017 reported a score 

of 59.2% in FY 2019.  Similarly, Empowering scores from C&L and Appeals decreased from FY 2017 to FY 

2019 from 71.7% to 64.1% and from 60.8% to 58.5% respectively.  The key take‐aways here is that 

employees in the IRS are not feeling as empowered to make decisions now as much as they were just 

two years ago. 

Despite our general inclusion challenges, there are some bright spots for the Service. The IRS continues 

to be a supportive work environment.  The overall IRS Supportive score was 79.7% in FY 2017.  It 

increased to 80.7% in FY 2019.  Of the 13 business units that were analyzed in FY 2017, none had a 

Supportive score less than 77.3%.  In FY 2019, the lowest Supporting score for these business units was 

77.9%, well above the 65% threshold. 
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Previous National Headquarters Offices – (FY 2018-2019) 
Two years ago, the IRS began to flatten the NHQ complex.  Specifically, it began to elevate NHQ offices 

to business unit status.  Three of these offices included Procurement, EDI, and RAAS.  Beginning in FY 

2018, the Office of Equity, Diversity, and Inclusion began collecting IQ Index data on these three offices 

along with the other business units.  Because of this, one‐year comparisons (FY 2018 to FY 2019) for 

these three offices were conducted and are reported here. 

Fairness appears to be a concern in these offices.  None of the offices had Fairness scores above the 65% 

threshold.  Having said this, Procurement and RAAS have made improvements in their Fairness over the 

past fiscal year while EDI’s fairness scores has decreased.  Specifically, Procurement’s score increased 

from 52.3% to 53.5%, RAAS’s score increased from 54.7% to 61.0%, and EDI’s score decreased from 

36.8% to 34.4%. 

  There was a  2.3 percent increase and an 11.43 percent increase in Procurement and  RAAS’s Fair 
scores from FY 2018 to FY 2019. 

 There was a 6.63 percent decrease in EDI’s Fair scores from FY 2018 to FY 2019. 

Two of the three offices are Open environments.  For the past two fiscal years, both Procurement and 

RAAS have had Open scores above the 65% threshold.  The Procurement score decreased slightly while 

RAAS’s score increased considerably.   

 Procurement’s Open score dropped from 68.7% to 67.9%.  This represents a 1.18 percent 

decrease from FY 2018 to FY 2019. 

  RAAS’s Open score increased from 66.1% to 73.3% from FY 2018 to FY 2019.  This represents a 
10.86 percent increase from FY 2018 to FY 2019. 

	 EDI lags in this habit as its Open score was 45.1% in FY 2019; however, this represents a 5.44 

percent increase from the previous year’s score of 42.8%. 

The Cooperative scores of the three NHQ offices increased from FY 2018 to FY 2019.   During this time, 

EDI’s score increased from 30.8% to 32.3%.  However, EDI’s scores are less than half of the Cooperative 

scores of the other two offices.  Both Procurement and RAAS’s scores were above the threshold each 

fiscal year.  Procurement’s scores increased from 63.3% to 67.3% while RAAS’s scores increased from 

66.1% to 72.7%.  RAAS’s FY 2019 score represents a 9.98 percent increase over FY 2018’s scores while 

Procurement and EDI’s score represent a 6.29 percent and 4.77 percent increase respectively. 

The Empowering scores of all three offices increased over the past fiscal year.  Procurement’s scores 

increased slightly from 63.5% to 63.7%.  RAAS’s FY 2018 score of 73.4% increased 6.6 points to 79.0%.  

EDI also increased its Empowering scores from 43.2% to 44.9%. 

 Despite remaining below the 65% threshold, both Procurement and EDI have made strides in 

improving its Empowering score. 

  RAAS leads all offices and  business units in empowering its employees.  As  such, they may serve 
as a Best Practice when it comes to empowering its  employees.  
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The Supportive scores for the three offices are on par with the other business units and the overall IRS 

Supportive score.  All three scores are above the 65% threshold.  However, a couple of patterns have 

emerged: 

 In both FY 2018 and FY 2019, EDI’s Supportive score was substantially lower than Procurement 

and RAAS’s Supportive score.  For example, in FY 2019, RAAS’s Supportive score was 90.0%, 

Procurement’s score was 79.0%, and EDI’s score was 68.2%.   

 The Procurement and EDI Supportive scores decreased by 2.85 and 7.95 percentage points 

respectively while RAAS’s Supportive score increased by 5.76 percentage points. 

Summary 
The Service continues to be a supportive work environment.  However, the IRS continues to have many 

opportunities to improve its inclusion habits.  Specifically, the IRS should focus on improving its fairness, 

openness, cooperative spirit, and empowerment.  For the past seven fiscal years, the IRS’s score on 

these habits have been below the 65% threshold.  These scores range from 8‐12 percentage points 

below the threshold in Empowering habit to 14‐17 points below in Fairness habit. 

Having said this, the Service is making incremental strides in its inclusion habits.  Over the past year, its 

Fairness score has increased 1.2 percentage points.  Similarly, Its Open, Cooperative, Supportive, and 

Empowering scores have increased 1.7, 1.3, 0.4, and 1.4 points respectively.  Taken together, this has 

caused the overall IQ score to increase by 1.2 points.  Assuming a point increase per year, it will take the 

Service nearly three years to reach the 65% threshold for the overall IQ score. 

While the Service has increased its inclusion habits incrementally, several of its business units have 

increased their scores quite substantially in the same time period.  For example, PGLD increased its Fair 

score by 7.6 points.  Similarly, RAAS increased its Open score by 7.2 points, its Cooperative score by 6.6 

points, its Supportive score by 4.9 points, and its Empowering score by 5.6 points.  Both PGLD and RAAS 

may be considered Best Practices in each of these respective habits.  If the Service operationalizes their 

processes across the Service, it is possible then that the Service’s annual rate of change may increase by 

two or three percentage points in the short term. 

Increasing the Service’s overall IQ and Inclusion habit scores to above the 65% threshold will be a multi‐

year effort.  For this reason, EDI recommends that IRS leadership and the Diversity and Inclusion 

community focus their analysis on incremental changes.  Even if the overall score or inclusion habit 

score is below the threshold, maintaining an annual increase of one percentage point will ensure that 

the Service achieves its targets eventually.   The Service’s Open and Cooperative scores would reach 

threshold in five years, its Empowering score would be reached in 10 years and its Fairness score 

reached in 15 years.  Doubling the improvement rate would have the Service reach its Fairness threshold 

in eight years. 
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Business Unit 
Fair  Open  Cooperative  Supportive  Empowering  IQ Index (20) 

FY 2018  FY 2019  FY 2018  FY 2019  FY 2018  FY 2019  FY 2018  FY 2019  FY 2018  FY 2019  FY 2018  FY 2019 

APPEALS  52.3%  54.9%  58.3%  60.7%  58.4%  60.7%  80.6%  81.9%  54.7%  58.5%  61.7%  64.1% 

C&L  51.0%  53.8%  64.3%  63.3%  68.2%  68.3%  82.5%  85.0%  59.7%   64.1% 65.0%  67.0% 

CFO  57.4%  58.0%  70.9%  73.6%  70.9%  74.0%  85.3%  87.0%  74.7%   76.1% 71.9%  73.6% 

CI  46.6%  47.6%  59.3%  59.4%  60.2%  62.0%  82.6%  80.8%  59.8%  60.4%  62.1%  62.3% 

EDI  36.8%  34.4%  42.8%  45.1%  30.8%  32.3%  74.1%  68.2%  43.2%   44.9% 48.0%  46.9% 

FMSS  49.0%  51.2%  62.7%  64.7%  61.8%  62.4%  83.1%  80.4%  66.5%  65.7%  65.0%  65.2% 

HCO  54.2%  53.6%  64.6%  63.6%  63.6%  64.3%  81.6%  79.4%  63.0%   61.5% 65.8%  64.7% 

IT  56.2%  58.6%  68.1%  70.6%  69.1%  72.4%  83.2%  84.3%  63.9%  66.7%  68.2%  70.4% 

LB&I  55.1%  55.8%  64.0%  66.0%  63.7%  67.4%  85.5%  85.2%  56.8%  59.4%  65.7%  67.1% 

PGLD  56.1%  63.7%  67.0%  73.0%  74.3%  75.2%  84.7%  85.3%  71.2%  73.3%  70.3%  74.0% 

PROCUREMENT  52.3%  53.5%  68.7%  67.9%  63.3%  67.3%  81.3%  79.0%  63.5%  63.7%  66.2%  66.2% 

RAAS  54.7%  61.0%  66.1%  73.3%  66.1%  72.7%  85.1%  90.0%  73.4%  79.0%  69.4%  75.5% 

SB/SE  48.0%  49.6%  55.8%  58.2%  56.8%  57.4%  79.2%  79.9%  52.5%  55.3%  59.2%  60.8% 

TAS  52.6%  51.4%  61.6%  59.3%  65.3%  61.8%  79.8%  77.9%  60.8%  59.2%  64.1%  62.2% 

TE/GE  51.7%  53.6%  60.6%  63.5%  55.5%  61.2%  84.8%  84.9%  54.6%  58.4%  62.7%  65.1% 

 W&I 45.2%  45.9%  54.9%  56.1%  52.7%  53.5%  77.2%  78.1%  50.2%   50.3% 56.9%  57.6% 

IRS  49.4%  50.6%  58.8%  60.5%  58.7%  60.0%  80.3%  80.7%  55.3%  56.7%  61.1%  62.3% 

   

APPENDIX A – Inclusion Quotient Scores (FY 2018- FY 2019) 
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APPENDIX B – Change in IQ Index Scores (FY 2018 to FY 2019) 
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APPENDIX C – FEVS INCLUSION INDEX (IQ) QUESTIONS 

FAIR 

23. In my work unit, steps are taken to deal with a poor performer who cannot or will not improve. 

24. In my work unit, differences in performance are recognized in a meaningful way. 

25. Awards in my work unit depend on how well employees perform their jobs. 

37. Arbitrary action, personal favoritism and coercion for partisan political purposes are not tolerated. 

38. Prohibited Personnel Practices  (for example, illegal discriminating for or against any 

employee/applicant, obstructing a  person’s right to compete  for employment, knowingly  violating 

veterans’ preference requirements) are  not tolerated. 

OPEN 

32. Creativity and innovation are rewarded. 

34. Policies and programs promote diversity in the  workplace (for example,  recruiting minorities and 

women, training in awareness of diversity issues, mentoring).  

45. My supervisor is committed to a workforce representative of all segments of society. 

55. Supervisors work well with employees of different backgrounds. 

COOPERATIVE 

58. Managers promote  communication among different work  units (for example, about projects, goals, 

needed resources). 

59. Managers support collaboration across work units to accomplish work objectives. 

EMPOWERING 

2. I have enough information to do my job well. 

3. I feel encouraged to come up with new and better ways of doing things. 

11. My talents are used well in the workplace. 

30. Employees have a feeling of personal empowerment with respect to work processes. 

SUPPORTIVE 

42. My supervisor supports my need to balance work and other life issues. 

46. My supervisor provides me with constructive suggestions to improve my job performance. 

48. My supervisor listens to what I have to say. 

49. My supervisor treats me with respect. 

50. In the last six months, my supervisor has talked with me about my performance. 
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APPENDIX D – Abbreviations Used in This Report 


AWSS   Agency  Wide Shared Services 
CFO  Chief Financial Office 
C&L  Communications & Liaison 
CI  Criminal Investigation 
EDI  Equity, Diversity, & Inclusion 
FEVS   Federal Employee Viewpoint Survey  
FMSS  Facilities  Management and Security  Services 
FY  Fiscal Year  
HCO  Human Capital Office  
IQ   Inclusion Quotient Index 
IRS  Internal Revenue Service 
IT   Information Technology  
LB&I  Large Business & International 
NHQ   National Headquarters  
OPM  Office of Personnel Management 
PGLD  Privacy, Government, Liaison & Disclosure 
RAAS  Research, Applied Analytics, & Statistics  
SB/SE  Small Business Self‐Employed  
TAS   Taxpayer Advocate Service  
TE/GE  Tax Exempt Government Entities  
W&I  Wage & Investment 
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