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Overview
• Live Chat 

• Methods for customer feedback 

• Customer service dashboard/scorecard

• Feedback

 Gather

 Analyze

 Measure
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Live Chat

• Timeline:

o Contract signed November 12, 2013

o Soft Launch December 26, 2013

o Official “Go Live” on January 2, 2014

• Stats (January 2-June 30, 2014)

o 5,704 chat requests received

 Average 60 chats per day

 Phone Center down 5,500 calls compared to same 
period last year – almost 1:1 ratio!

 One FTE supporting chat

• Added Chat links to 17 of the top 25 most visited 
web pages



Start Window

Chat Window

Live Chat - Taxpayer View



Live Chat - Agent View
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Methods for Customer Feedback

Eleven recommendations were 
submitted for approval to assist the 
agency in: 

• Gauging customer satisfaction

• Collecting data for an agency 
customer service 
performance dashboard

• Supporting Governor Inslee’s 
Goal 5: Effective, Efficient, 
and Accountable Government
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Highlights

1. Conduct Taxpayer Satisfaction Survey

o Cost – approximately $47,000 

2. Investigate commercial products offering customer feedback 
solutions

o Transactional surveys

o Customer feedback

3. Explore options to contact new businesses

4. Require divisions to seek feedback from customers

5. Offer business roundtable events annually throughout the state
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Agency-wide Involvement

Customer Feedback Workgroup

Group of cross-divisional representatives lead by the Customer 
Service Advocate with the following responsibilities:

• develop agency survey guidelines;

• oversee all surveys conducted by the agency or divisions;

• review the Taxpayer Satisfaction survey questions, results, and 
provide recommendations to management; and

• issue annual Customer Service Report.
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Process

• “What would make you 100% satisfied with DOR?” 

• 250 responses 

• Common themes

o Availability

o Ease of Use

o Accuracy

o Timeliness

o Respectfulness

Customer Service Dashboard/Scorecard
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Gathering Feedback

• Web survey

• Taxpayer Satisfaction survey

• Division level surveys

• Customer Feedback system
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Taxpayer Satisfaction Survey
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Taxpayer Satisfaction Survey
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Customer Surveys – Division level
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Customer Feedback System
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Analyzing Customer Feedback

41 comments identified as possible improvements

Changes made due to feedback

• Property Tax annual renewal postcard notice for nonprofits

• Problem with on-line fraud reporting

• Timber Extraction Special Notice rate confusion

• Field office availability

• Website redesign
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Taxpayer Satisfaction Survey Results

34.1%

57.7%
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Q4.  How satisfied are you with the overall quality of 
service you receive from the Department of Revenue
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Acceptable Call Wait Time
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Preferred Methods for Tax Assistance
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Measuring Customer Feedback

• Issuing monthly dashboard

• Customer feedback

o Tracking suggested improvements

o Outcomes from suggestions
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Year-end Scorecard
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Contact

Patti Wilson
Customer Service Advocate

(360) 534-1543
PattiW@dor.wa.gov


