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July 2020 

Taxpayer Experience Strategy  
Fact Sheet 
Background 

The TFA Report to Congress recommendations include a comprehensive 
Taxpayer Experience Strategy, which is based on the best practices of 
customer service provided in the private sector: expanded online services, 
telephone call back systems, and improved training of employees. 

To develop the Taxpayer Experience Strategy, the TFA Office collected 
insights and feedback from IRS executives, managers, and employees; 
taxpayers; tax professionals and external stakeholders. 

Talking Points:  
■ The world of taxpayers and stakeholders has changed, as have their 

expectations. Technology has changed, and so has our workforce.  

■ Taxpayers and stakeholders told us that, while they appreciate the 
service provided by IRS employees, they want more consistency and 
access to a wider array of services when contact is needed. More 
specifically, taxpayers and stakeholders want: 

■ Easily accessible, plain language tax information   

■ Fairness and transparency   

■ Swift issue resolution at the earliest point in the process possible   

■ Professionalism and respect   

■ While the IRS has a history of commitment to exceptional service for all 
taxpayers and stakeholders, we are planning to re-dedicate our agency 
to the priority of putting taxpayers first by evaluating and improving the 
overall taxpayer experience.  
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■ The long-term goals of the Taxpayer Experience Strategy are to:  

■ Understand, inform, and educate our diverse taxpayer base by 
providing clear and timely communications, understanding taxpayer 
needs, and building relationships and partnerships. 

■ Provide a seamless experience by simplifying the tax process, 
increasing access, and promoting transparency. 

■ Empower and enable our workforce to provide exceptional service by 
increasing employee knowledge and expertise, equipping employees 
with tools to provide excellent taxpayer support, and empowering 
employees to solve taxpayer issues. 

■ The taxpayer experience is the backbone of our mission. Our 
comprehensive Taxpayer Experience Strategy encompasses all 
taxpayer segments and other stakeholders and considers the entire 
taxpayer experience across all aspects of tax administration. We are 
putting taxpayers first while ensuring fairness and compliance with the 
tax law.  

■ The taxpayer experience has been reimagined based on the following 
six “Big Ideas,” which represent the long-term goals we hope to achieve 
over the next 10 years: 

■ Expanded Digital Services: IRS will provide an improved 
experience through self-service digital channels by building upon 
existing online accounts and introducing online accounts for tax 
professionals and business taxpayers. 

■ Seamless Experience: IRS will guide taxpayers to the resources 
and communication channels that will resolve their issues by 
equipping both taxpayers and employees with the tools and 
resources needed to navigate the IRS. 

■ Proactive Outreach and Education: IRS will educate the taxpayer 
community by proactively providing information in the language, 
timing, and method taxpayers need or prefer. 

■ Focused Strategies for Reaching Underserved Communities: 
IRS will establish a consolidated program to engage with historically 
underserved communities to address issues of communication, 
education, transparency, trust, and the constraints they face in getting 
access to information and services. 
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■ Ecosystem of Partnerships: IRS will establish, shepherd, and 
facilitate a collaborative and interactive network of partnerships 
across the entire tax ecosystem and bring together existing efforts.  

■ Enterprise Data Management and Advanced Analytics: IRS will 
develop an Enterprise Data Management strategy that includes a 
cross-enterprise understanding of the customer experience, emerging 
needs and expectations, and operational data. The strategy will rely 
on a central repository of data from IRS systems that can be used to 
create reports to enable more informed decisions. 

■ Feedback? Do you have feedback you’d like to share as we continue 
to implement the Taxpayer First Act? Please send it to TFAO@irs.gov. 
Privacy Notice: To ensure your privacy, the IRS strongly discourages 
you from sending sensitive personally identifiable information to us by 
email, such as your Social Security number or tax account information or 
bank account information. For assistance, please contact us by 
telephone, fax, or mail. 
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July 2020 

Training Strategy  
Fact Sheet 
Background 

The TFA’s recommendations include a comprehensive Training Strategy, 
which will aim to streamline current training processes, technology and 
funding; develop annual training on taxpayer rights; improve technology-based 
training; focus employee training on early, fair, and efficient resolution of 
taxpayer disputes; and ensure consistent skill development and employee 
evaluations across the Service. 

In developing the Training Strategy, the TFA Office collected insights and 
feedback from IRS executives, managers, and employees; external 
stakeholders; and in partnership with the business units.  

Talking Points:  
■ An effective training strategy is essential to transforming the taxpayer 

experience and modernizing IRS operations.  

■ Our employees are our most important asset and key to instilling 
taxpayers with confidence and trust in tax administration. Equally 
important, high-quality training can improve employee morale, increase 
productivity, and foster innovation.   

■ IRS has a history of quality training and development for its employees. 
The recommended Training Strategy recognizes a need to focus on 
training in new technologies, skill improvement and quality of completed 
work – all with a goal toward delivering the right training at the right time 
in an efficient way. 

■ IRS employees continuously strive to do their jobs better and to help 
taxpayers. The Training Strategy will aim to ensure training activities 
support employees’ professional development throughout their careers 
and equip them with what they need to provide high-quality service to 
taxpayers. 
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■ The Strategy includes four recommended components that aim to 
empower the workforce by equipping employees with the skills and tools 
need to advance their careers, provide high-quality service to taxpayers 
and ultimately enhance the taxpayer experience: 

■ Taxpayer-Focused Training: Equip all employees with a working 
knowledge of our Taxpayer Experience Strategy and organizational 
awareness.  

■ Continuous Learning: Training for employees not only on their first 
day on the job but ongoing professional development throughout their 
careers. 

■ IRS University: A centralized learning organization that is modern, 
innovative and leverages technology to provide enhanced training 
experiences for employees. 

• Enable collaboration across business units to streamline processes and 
deliver a more equal training experience across the Service. 

• Support continuous learning for all employees through different “academies” 
that focus on functions such as Tax Enforcement Administration or Taxpayer 
Service. 

■ Measuring Effectiveness: IRS will use this feedback to make 
necessary training adjustments and continuously improve our training 
capabilities. 

■ The TFA training team has worked with stakeholders across the Service 
to research and evaluate characteristics of the current state of training, 
the ideal structure and capabilities of IRS enterprise-wide training and 
the costs necessary to implement that change.  

■ Aside from input from managers, employees and the National Treasury 
Employees Union the TFA Office has received input from:  

■ IRS Learning & Development Council 

■ IRS Learning & Development Professionals 

■ Executive Deputy Commissioner for Services and Enforcement and 
Deputy Commissioner for Operations Support Review Panels 

■ Taxpayer Advocate Service 

■ We also considered data from: 

■ The Federal Employee Viewpoint Survey results.  

■ The Kirkpatrick Model – the industry leader in training evaluation - 
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contains employee survey results of their experience in training 
classes and manager feedback on how the employee is implementing 
their training in daily work. 

■ Feedback? Do you have feedback you’d like to share as we continue 
to implement the Taxpayer First Act? Please send it to TFAO@irs.gov. 
Privacy Notice: To ensure your privacy, the IRS strongly discourages 
you from sending sensitive personally identifiable information to us by 
email, such as your Social Security number or tax account information or 
bank account information. For assistance, please contact us by 
telephone, fax, or mail. 
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July 2020 

Organizational Redesign Strategy  
Fact Sheet 
Background 
The TFA Report to Congress recommendations will include a comprehensive IRS 
Organizational Redesign, which prioritizes the taxpayer experience to ensure that all 
taxpayers easily and readily receive the assistance they need, streamlines the structure of 
the agency and best positions the IRS to combat cybersecurity and other threats. 

Talking Points:  

■ Over the last several months, the TFAO team has been working on developing, 
refining, and socializing all the work and progress made with the Taxpayer Experience 
Strategy and the Training Strategy.  

■ In tandem, the TFAO’s Organizational Redesign team has been working to develop our 
redesign Strategy and structural recommendations. To stay in alignment with all TFAO 
efforts, recommendations from the Taxpayer Experience and Training Strategies are 
being used to provide input and context for decisions related to a new organizational 
structure.  

■ Senior leadership team, employee and manager input is being considered to better 
understand the challenges of the current structure and ways it could be improved. 

■ Overall, as we continue making progress in developing a comprehensive 
Organizational Redesign Strategy, our focus and priority is on improving / modernizing 
the existing IRS organizational structure to: 

■ Improve the overall employee / internal customer experience  
■ Deliver the Taxpayer Experience Strategy 
■ Enable more efficient internal operations 
■ Reduce organizational redundancies 

■ Feedback? Do you have feedback you’d like to share as we continue to implement the 
Taxpayer First Act? Please send it to TFAO@irs.gov. Privacy Notice: To ensure your 
privacy, the IRS strongly discourages you from sending sensitive personally identifiable 
information to us by email, such as your Social Security number or tax account 
information or bank account information. For assistance, please contact us by 
telephone, fax, or mail. 
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