
Verification of 
a taxpayer or 
third party’s 

identity across 
digital channels

Systems, 
software, and 
governance 
that support 

secure 
transactions, 
data security, 
and privacy 
protection

Ability for a 
taxpayer or 
preparer to 

correct errors 
identified during 
error detection 
through online 
account access

Online forums 
through which 
taxpayers can 

seek information 
and guidance 
from the tax 
community

Secure, online 
resources and 
tools that allow 

taxpayers to 
easily access 

relevant 
information 
and interact 
with the IRS

Preemptive, 
tailored, 

multi-channel 
communications 
with taxpayers 

aimed at 
improving the 

taxpayer 
experience and 

encouraging 
voluntary 

compliance

Online accounts 
that allow 

taxpayers to 
manage their tax 

compliance 
responsibilities

 

Digital Content 
Management

Taxpayer 
Self-Correction

Taxpayer 
Outreach and 

Education

Online 
Community 
Management

Digital Taxpayer 
Account

Management 

TAXPAYER-FACING CAPABILITIES

Privacy and Security 
Management 

e-Authentication

Sheila logs 
onto the 
state’s IRS 
account and 
downloads 
the Form 941 
that the state 
submitted 
last quarter. 

After a few months, 
Sheila receives a 
notification through the 
state’s IRS account 
notifying the state that 
it is subject to an 
examination due to 
anomalies in its 
employment taxes. The 
notification provides 
that the exam will begin 
no earlier than 90 days.

While logged into 
the account, Sheila 
receives a tailored 
notification about 
FICA withholding 
requirements for 
foreign students, 
scholars, teachers, 
researchers and 
trainees. Sheila 
clicks on a link to 
register for training 
on this issue being 
o�ered by a 
third party.

Sheila electronically 
submits the state’s 
Form 941 through 
the state’s online 
account and 
submits the 
employment tax 
through electronic 
funds transfer.

The notification gives the 
state the option to conduct 
a review of its prior year’s 
filings and (i) make 
corrections and (ii) 
self-certify that a review 
has been conducted. 
The notification also states 
that if the state submits 
the certification and 
corrections, the IRS may 
not conduct an examination.

In order to qualify for 
employment tax 
self-certification, 
Sheila completes the 
self-certification 
training through the 
IRS website by taking 
and passing multiple 
required courses.

After taking the trainings, 
Sheila realizes that she 
may have failed to issue 
Forms 1099s to certain 
vendors and also failed 
to do appropriate 
back-up withholding. On 
the state’s IRS account, 
she makes the 
corrections, self-certifies 
her submission, and 
electronically submits 
the amount due.

Sheila receives 
confirmation 
through the 
state’s IRS 
account that the 
corrections have 
been accepted. 
Within a few 
days, she 
receives a 
notification that 
the state will not 
be subject to an 
employment tax 
examination 
based on its 
most recent 
submission.

Sheila is 
preparing to 
pay the state’s 
bi-weekly 
employment 
tax. It is also 
time for the 
state to file its 
quarterly Form 
941.

PRE-FILING FILING POST-FILING

SheIla
Employee, 
State GOVERNMENT

Experience Expectations

BACKGROUND

Government Entity 
Taxpayer Experience of the Future

The state employs full-time and part-time sta� as well as 
independent contractors. To comply with employment tax laws, 
the state withholds payroll taxes and other deductions from 
employees’ paychecks, including FICA (which includes Social 
Security tax and Medicare tax), Federal income tax, and state 
income tax. In addition, the state is responsible for remitting its 
portion of the Social Security tax on behalf of its employees. 
Sheila is the state’s newly assigned accountant for processing 
the state’s bi-weekly employment taxes and managing the state’s 
obligations for employment taxes. She knows a lot about tax law, 
but is new to employment tax. 

Secure
Easily Accessible

TransparentConsistent
Fast

Taxpayer Journey

I can access my info 
centrally through my 
secure online account.

It’s easy to understand my
tax responsibilities.

I can fix problems on my 
own or with limited support.

I have confidence that my
interactions with the IRS 
will be easy, secure, and 
transparent.

I can receive communica-
tions from the IRS through 
multiple channels, 
including online, via 
mobile app, or via text.

PRE-FILING

GOALS

I access my tax information 
centrally through my 
secure online account.

I receive clear guidance 
on potential issues with 
my return. 

My exemption require-
ments and filing responsi-
bilities are clear. 

I use digital IRS resources 
to help me understand 
my tax obligations.

I receive tailored 
communications from the 
IRS and its partners on tax 
issues that affect me. 

Taxpayer experience


