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Jane,Jane, 

WithWith regardregard toto youryour questionquestion asas toto whetherwhether thethe proposedproposed universaluniversal callcall routingrouting systemsystem forfor W&IW&I ExamExam 
runsruns afoulafoul ofof thethe requirementsrequirements ofof sectionsection 37053705 ofof thethe IRSIRS RestructuringRestructuring andand ReformReform ActAct ofof 1998,1998, wewe 
dodo notnot believebelieve thatthat itit does.does. TheThe intentintent ofof CongressCongress inin enactingenacting sectionsection 37053705 waswas toto improveimprove taxpayertaxpayer 
serviceservice byby requiringrequiring thethe ServiceService toto provideprovide taxpayerstaxpayers withwith informationinformation thatthat wouldwould enableenable taxpayerstaxpayers toto 
easilyeasily contactcontact anan IRSIRS employeeemployee whowho wouldwould bebe ableable toto assistassist thethe taxpayer.taxpayer. TheThe expectationexpectation waswas thatthat 
thethe requiredrequired informationinformation wouldwould enableenable thethe taxpayertaxpayer toto contactcontact anan IRSIRS employeeemployee whowho isis familiarfamiliar withwith 
thethe correspondencecorrespondence oror noticenotice inin questionquestion andand presumablypresumably wouldwould bebe ableable toto answeranswer thethe taxpayer'staxpayer's 
questionsquestions concerningconcerning thethe document.document. CongressCongress generallygenerally believedbelieved thatthat itit wouldwould bebe beneficialbeneficial ifif 
taxpayerstaxpayers werewere ableable toto getget backback inin touchtouch withwith thethe IRSIRS employeeemployee withwith whomwhom theythey previouslypreviously 
communicatedcommunicated inin casecase thethe taxpayertaxpayer hadhad anyany followfollow upup questionsquestions andand triedtried toto encourageencourage continuitycontinuity byby 
generallygenerally requiringrequiring aa singlesingle contactcontact toto handlehandle thethe taxpayer'staxpayer's mattermatter untiluntil itit waswas resolved.resolved. 

TheThe ICMICM proposalproposal clearlyclearly satisfiessatisfies thethe requirementrequirement inin sectionsection 37053705 ofof RRARRA 9898 toto provideprovide aa telephonetelephone 
numbernumber thatthat thethe taxpayertaxpayer maymay contact.contact. InsteadInstead ofof aa site-specificsite-specific toll-freetoll-free telephonetelephone numbernumber thatthat isis 
providedprovided toto taxpayerstaxpayers underunder currentcurrent practicepractice however,however, underunder W&I'sW&I's proposal,proposal, aa single,single, universaluniversal toll­toll­
freefree telephonetelephone numbernumber willwill bebe provided.provided. AsAs thisthis isis designeddesigned toto increaseincrease thethe likelihoodlikelihood thatthat taxpayerstaxpayers 
willwill bebe ableable toto discussdiscuss theirtheir casescases withwith aa livelive examiner,examiner, wewe believebelieve thisthis toto bebe consistentconsistent withwith 
CongressionalCongressional intent.intent. 

Similarly,Similarly, althoughalthough W&IW&I ExamExam willwill notnot bebe providingproviding taxpayerstaxpayers withwith aa singlesingle contactcontact toto handlehandle aa 
taxpayer'staxpayer's issuesissues untiluntil resolution,resolution, asas describeddescribed inin sectionsection 37053705 ofof RRARRA 98,98, anyany concernconcern aboutabout lacklack ofof 
continuitycontinuity oror familiarityfamiliarity withwith thethe taxpayer'staxpayer's casecase isis mitigatedmitigated byby thethe factfact thatthat anyany examinerexaminer whowho 
receivesreceives thethe taxpayer'staxpayer's telephonetelephone callcall willwill bebe ableable toto accessaccess thethe taxpayer'staxpayer's informationinformation throughthrough 
CEAS.CEAS. Thus,Thus, W&IW&I shouldshould stillstill bebe ableable toto prOVideprOVide thethe taxpayertaxpayer withwith anan acceptableacceptable levellevel ofof customercustomer 
serviceservice underunder ICM.ICM. SectionSection 37053705 doesdoes notnot requirerequire thethe ServiceService toto provideprovide aa singlesingle contactcontact inin allall 
cases,cases, itit isis onlyonly requiredrequired "to"to thethe extentextent practicablepracticable andand ifif advantageousadvantageous toto thethe taxpayer".taxpayer". SinceSince ICMICM 
isis expectedexpected toto improveimprove customercustomer serviceservice andand customercustomer satisfactionsatisfaction byby increasingincreasing thethe percentagepercentage ofof 
taxpayertaxpayer telephonetelephone callscalls beingbeing hand.ledhand.led byby aa livelive examinerexaminer andand resultingresulting inin aa reductionreduction ofof cyclecycle timetime inin 
casecase resolution,resolution, overalllCMoveralllCM shouldshould bebe moremore beneficialbeneficial toto taxpayerstaxpayers thanthan aa singlesingle contact.contact. 
Additionally,Additionally, givengiven thethe lowlow percentagepercentage ofof telephonetelephone callscalls inin whichwhich taxpayerstaxpayers areare successfulsuccessful inin 
reachingreaching thethe assignedassigned examinerexaminer underunder thethe currentcurrent site-specificsite-specific toll-freetoll-free telephonetelephone numbernumber system,system, itit 
appearsappears toto bebe impracticableimpracticable andand unadvantageousunadvantageous toto taxpayerstaxpayers toto provideprovide aa singlesingle contactcontact withwith 
respectrespect toto W&IW&I correspondencecorrespondence examinations.examinations. Consequently,Consequently, thethe ServiceService isis notnot requiredrequired byby sectionsection 
37053705 ofof RRARRA 9898 toto provideprovide aa singlesingle contactcontact inin thisthis context.context. Therefore,Therefore, W&I'sW&I's proposedproposed 
implementationimplementation andand expansionexpansion ofof ICMICM inin conjunctionconjunction withwith CEASCEAS willwill notnot violateviolate sectionsection 3705.3705. 

However,However, inin lightlight ofof Congress'Congress' intentintent toto affordafford taxpayerstaxpayers informationinformation thatthat wouldwould enableenable taxpayerstaxpayers toto 
contactcontact anan IRSIRS employeeemployee withwith whomwhom thethe taxpayertaxpayer previouslypreviously communicatedcommunicated concerningconcerning aa particularparticular 
natter,natter, andand Congress'Congress' desiredesire toto encourageencourage thethe ServiceService toto provideprovide aa singlesingle contactcontact toto handlehandle aa mattermatter 
untiluntil itit isis resolved,resolved, itit IsIs recommenderecommende 
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IfIf youyou havehave anyany questions,questions, pleaseplease letlet meme know.know. 

CarolCarol 
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