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E-Services

• History
• What customers expect
• Demands driving technology
• Key Agency decisions
• Samples
• Agency changes
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Tele-file

• Tele-file became popular
– Filing fairly simple returns
– Where’s my refund?

• Some states are disbanding
– Usage doesn’t warrant cost

• Some states continue on
– Afraid of increased paper
– Fraud lookup
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Historical Progression
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E-Filing

• Washington first in US - 1997
• Fed/State filing of Income Tax returns
• States started some electronic filing of other 

returns
– Sales Tax
– Withholding

• Typically filing only, with little or no integration
– Can’t amend
– No on-going balance
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Modernized e-File

• Provided the full state and federal returns 
in a single submission
– Easier for the vendor community
– Better data for the states
– Started as EMS (Electronic Management 

System)
– Moved to MeF/XML-based
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Decisions on Filing and Paying

• Which tax types do I want via an access 
portal?
– Is the return available via MeF?
– How much data does the return contain?
– Withholding Tax

• Payments act as the returns
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Decisions on Authentication

• How do taxpayers identify themselves?
– Pendulum of security
– Letters sent with access?

• Which tax types?
– Are there ‘families’ of tax types?

• Third Party access
– Internet Availability

• Two-Factor Authentication on registration
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Decisions on Registration

• Advantages of Registration
– Storing of bank accounts
– Request history and status
– Can have multiple people for a single 

business
– Can pre-load returns from previously filed 

returns
– Taxpayers can view letters and ‘Go 

Paperless’
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Decisions on Registration

• Advantages of an un-registered activity
– Annual or transactional ‘events’
– Public records lookup
– Lack of regular use issues

• Forgot password
• Forgot how to use the site

– Need identification assurance
• Name/ID comparison
• Letter ID/dates – Letter types
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Un-registered examples
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Un-registered examples
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Un-registered examples
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Registered examples

Bank Levy Payments
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Registered examples

Bank Levy Status Changes
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What are other States doing?

• General Taxpayer Services
– E-Delivery of notice
– Validate accounts
– 3rd Party support
– Appeals
– Search for unclaimed property
– How-to videos
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What are other States doing?

• Fraud Prevention
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What are other States doing?

• File and Pay
– Using portals to replace FTP servers
– Pre-pop data from previous filings

• Sales tax counties
• Licensing of vehicles

– Integrating with credit card companies
• PCI-DSS Compliance (Payment Card Industry 

Data Security Standard)
• IDs, payment types and balances
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What are other States doing?

• Compliance
– Payment plan requests
– Employer managed garnishments
– Bank managed levies
– Bankruptcy trustee payments
– Other agency debt
– Reporting tax evasion
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What are other States doing?

• Mobile applications
– Where’s my refund
– Sales tax rate lookup
– Contact information
– Entire e-Services portal
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What else should we offer?

• Look for
– Volume requests
– Manual repeatable processes
– Paper processes
– Reponses to correspondence generated by 

the agency
– Mobile applications
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Agency Shifts

• Many clerical positions reduced or 
eliminated

• Increase in taxpayer calls for help
• Agencies are now recruiting with additional 

education requirements
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Future?

• Over the last decade
• Agencies moving to integrated tax systems 

for internal staff to administer programs
• Going forward

• E-services are likely to be “integrated tax 
systems for the public” - single, 
consolidated view of everything tax related
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Impact?

• Transparency – A few examples of what 
taxpayers will see:

• Small balance adjustments and write-offs
• Transfer of credit between periods/accounts
• Grace periods
• Daily calculation of interest

• Policies need to be revisited in light of 
transparency
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Impact?

• Third parties
• Power of attorney, tax preparer, agent, 

payroll service, etc.
• Requires careful consideration around 

delegation, security, maintenance
• Design

• Typical business and IT staff not skilled in 
designing public applications

• Emphasis on simplicity, not business rules
• Hire an artist?
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Impact?

• 24/7 availability
• Support

• Chat
• Login trouble

• Contingencies for outage
• Waive penalty and interest

• Balance need for authentication vs. burden 
to taxpayer 
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In Conclusion

• E-Services no longer ‘Nice to Have’
– Public pressure to provide more services
– Simply File and Pay just scratches the 

surface of what can be done
– Taxpayer service delivered on-demand
– Taxpayer connectivity is anytime and 

anywhere



WSATA  2014
BOISE ID      SEPT 7 ‐ 10

Questions?
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History

• It started with Integrated Tax
– Agencies had multiple technology platforms
– Change was difficult
– Development resources diminishing
– Wanted a single customer view
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Integrated Tax Effect

• Single entity filing multiple account types
– Cleaner organization of taxpayer information


