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Product Overview

IRS.gov is seeking to test the redesign of its current website, which was implemented in
the fall of 2005. Usability testing will provide data on the performance of the website.
Previous tests were performed prior to the implementation of the redesign of IRS.gov.
Therefore, usability studies are needed to verify that the changes made are enhancing
the users’ experience ¢on the web site. However, for this study it will be dedicated to the
Tax Practitioner, Individuals and Business portiocn on IRS.Gov.

Usability Test Objectives

The new design proposes a new way to navigate the IRS.gov site using a top navigation
model along with a combination of links and drop down menus that contain the roles and
sub-roles similar to the current site (Individuals, Employees etc.). The objective of this
data collection method is to capture the usability baseline performance metrics of the
existing site.

Usability Measures

Usability measures collected during this test will include:
Time spent to complete a task [not sure about this]

Navigation paths used and type of navigation i.e. “l need to...” dropdown vs.
main navigation

User satistaction ratings (Post Test Questionnaire)
Number of times user required help from facilitator
Task success rate (scale of 1 — 5)

Error recovery



User Profile

Public — External Customers

External Customers . Target #

Individuals — maximum of 1 retired/Senior Citizen and maximum of 1 Student, 4
homemaker or underermployed individual

Employed Individuals B
Paid Tax Preparers / Tax Professicnals 12
Business Representatives 12

+ General knowledge of the internet with frequent use

* Knowledge and job responsihilities for individual and/or business tax filing

Usability Test Procedures

The test is designed to take approximately 60 minutes for each participant to complete.
Tests will be conducted between the hours of 8:00 AM and 4:00 PM during the work
days. Testing three user groups, representing Individuals, Business and Tax
Professionals the IRS.gov test team will use a sampling of participants from the
foliowing cities where the 2006 Nationwide Tax Forums will be conducted. Cities
included for this year are Orlando, FL, Las Vegas, NV, Atlanta, GA, and New York, NY.
Recruitment will be on a volunteer basis for Tax Professionals who would like to be
involved. Consumer Opinion Services, Inc. will recruit participants for the Individuals
and Business. The desired goal for each city will be 3 participants per day, 3 days per
tax forum, for a total of nine participants per site or a maximum of thirty six participants
nationwide. The data collection will follow a classic usability test design for testing in
the field with one participant going through various tasks to assess functionality of
IRS.gov. The participant will be asked to use a talk-aloud method to inform the
moderator and other observers of their thought process. The participant will be
encouraged to continue trying each task until he either completes it successfully, or the
moderator determines the level of frustration to be too high and asks them to begin a
new task.

The usability test will be based on scenarios. Scenarios are brief problem statements
that the participant solves by using the site. The scenarios will be tailored to the
participant's background, i.e., tax preparers will work scenarios designed for tax
preparers. The test team will prepare various suites of scenarios reflecting situations
typical for each different test group. The monitor and one or two note takers observe the
test and work with the participant, where needed.



The moderator will introduce himself/herseif, provide an overview of the test process
and ask the participant to sign a consent form that explains what the participant is going
to do and how IRS plans to use the information gathered during the test.

None of the personally identifiable information will be shared outside the test
environment and the IRS.gov test team will destroy all background information on
completion of the test. This will be communicated to each participant during the
introduction.

After the introduction, each participant will work scenarios individualty on a computer of
approximately 10 minutes each until there are 15 minutes remaining. Participants will
be asked to complete specific tasks with minimal intervention or assistance. They will be
asked at the beginning of the first task (and occasionally throughout the session, if
necessary) to “think aloud” so that their thoughts about the site and their interactions
with the site can be recorded. Any assistance that is required or requested by the
participant will be recorded and the session facilitator may also ask probing questions in
response 1o user requests for help.

if a scenario takes longer than 10-12 minutes, the moderator will ask the participant to
proceed to the next scenario. At the conclusion of the scenarios, the moderator will
debrief the participant. Debriefing consists of open discussion and an exit questionnaire.
in the exit questionnaire, the participant provides structured feedback on the test
experience. Once the Individual and Business participant has completed the test and
questionnaire, s/he is awarded a stipend of $75.00. The Tax Professional participant
will be thanked for s/he participation while attending the tax forum.

Documents including the facilitator checklist and participant consent form are attached
that illustrate the process that will be used to conduct the study sessions.

Participants will use a laptop running Windows XP. The screen resolution of the monitor
will be set to 800 x 600 with Windows display properties set to “Medium Fonts”,
Participants will access the site by using Internet Explorer 6.0.

Task Scenarios

Task Scenarios: Individuals

1. Tobefilledin...
[Target = indwidual = |

Task Scenarios: Tax Professionals

1. To befilled in...
[Target = Tax Prolessionals » |

Task Scenarios: Businesses



1. Tobefilledin...
{Targel - Businesses = |

Test Environment and Equipment

This usability test will be conducted at the 2008 Nationwide Tax Forums in a conference
room.

The following equipment will be used for this test:
« Workstation and chair

» Lapel microphone to be worn by the participant to ensure all comments and
feedback can be heard by the test team in the observation room.

» Webcam to record video of participant.
« Laptop Computer with Windows XP operating system, and Internet Explorer 6.0.

Usability Test Roles

This section describes the roles of people involved directly or indirectly in the usability
test sessions and describes the procedure that will be followed for each test session
and the task scenarios that participants will attempt during the test sessions

The following roles are required before and during the period over which usability
testing takes place:

¢ Planner and coordinator — Usability Administrator ensures that everything is in
place to allow the usability test sessions to take place as planned and without
problems.

+ Participant recruiter — recruits participants and schedules them for available time
slots; provides test facilitator with honorarium checks to give to each participant at
the end of their test session.

The following roles are required in order to conduct a usability test session:
» Test Facilitator/Facilitator

e Usability Consuitant oversees the test itself, introduces and explains the test
session to the participant, observes participant's actions and obtains participant
feedback at completion of test session, conducts issues assessment session.
The facilitator is also available to answer questions and ensures that the
observer stakeholders stay on task and have a productive and successful
experience.



» Usability Consultant stays with the participant during the test session, asks and
reminds participant to think aloud, observes participant's actions as they attempt
tasks and intervenes when appropriate.

Test data logger — creates a written record of the participant's actions and

comments as they use the site using data logging software, a word processor, or a
spreadsheet.

The following roles are optional for any given usability test session:

Observer(s)-team member — observes test to identify functionality and
performance, compares notes with other team members, and actively participates in
Issues Assessment at end of each test session.

Observer-stakeholder — observes test in order to gain a richer understanding of the
nature and significance of the overall usability test, and to witness firsthand some of
the usability issues present in the stakeholders areas of the site.

Deliverables to Client

Final Usability Report

o Executive Summary
List of Usability Issues
Task success rates
Questionnaire results
Recommendations

Assumptions

All usability tests will be physically conducted at the 2006 Nationwide Tax Forums.

The IRS will arrange and ensure the proper functioning of remote viewing from New
Carroliton, MD. If applicable.

Development project will be responsible for participant recruitment and
compensation if necessary with guidance from members of the IRS Usability Team.

This study will not be evaluating the products’ conformance with Section 508
regulations.

Project Team




The following table shows the test rotes and who will fill them:

Role Name(s) Business Organization Job Title Contact
Operating information
Division
Planner and Shawn Tafoya MITS CADD Usability Shawn. A.Tafoya
coordinator Administrator @irs.gov
(801)620-4060
Participant Stephanie N/A Consumer Project Manager stephanie.meek
recruiter Meekhof Opinion Services hof@portlandopi
niocn.com
503.493.2870 x31
Test Facilitator TBD by Usability
Staff
Test team lead Liz Baker Public Portal IRS Liz.baker@irs.qov
Office (IRS.gov)
0S:CIO:ET:ID:P 202-283-7847
P
Observer- TBA FPublic Portal IRS
stakeholder Branch (IRS.gov)
OS.CIO::ET:\D:P
P
Observer-team TBA Accenture Accenture
member Government
Center

System Requirements

Application URL

TBA

Server Requirements

TBA

Hardware needed

Screen Resolution of 800 x 600

Software needed

Internet Explorer

Point

Project Technical Contact

Shawn TaFoya 801-620-4060
minsuk kim@accenture.com

Usability Technical
Contact Point

Howard Schuyler 801-620-4056

howard.schuyler @irs.gov

Remote Viewing

Yes?

Number Viewing

Sites Viewing




Accessing Test Software

1. Browser Requirements

IRS.gov Nationwide Usability Study was designed for and should be viewed with the internet
Explorer web browser, at a minimum screen resolution of 800 x 600 pixels.

2. Proxy Requirements
¢ To be determined

3. Accessing the Prototype
Open the internet Explorer browser and access IRS.gov Nationwide Usability Study at: TBD




Test Agenda

Tuesday

8:00 am - 9:30 am
10:00 am - 11:30 am
11:30 am — 1:00 pm
1:00 pm —2:30 pm
3:00 pm — 4:30 pm

Wednesday

8:00 am —9:30 am
10:00 am — 11:30 am
11:30 am — 1:00 pm
1:00 pm —2:30 pm
3:00 pm — 4:30 pm

Thursday

8:00 am ~ 9:30 am
10:00 am — 11:30 am
11:30 am — 1:00 pm
1:00 pm —-2:30 pm
3:00 pm —4:30 pm

Part #1
Part #2
Lunch

Part #3

Make up Session

Part #4
Part #5
Lunch
Part #6

Make up Session

Part #7
Part #8
Lunch

Part #9

Make up Session
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Office of Management and Budget Clearance Package
IRS.gov 2006 Nationwide Tax Forum (NTF) Usability Study

Introduction

Background/overview

IRS.gov is seeking to test the redesign of its current website, which was implemented in
the fall of 2005. Usability testing will provide data on the performance of the website.
Previous tests were performed prior to the implementation of the redesign of IRS.gov.
Therefore, usability studies are needed to verify that the changes made are enhancing
the users’ experience on the web site. However, for this study it will be dedicated to the
Tax Practitioner, Individuals and Business portion on IRS.Gov.

Objectives of data collection

The new design proposes a new way 1o navigate the IRS.gov site using a top navigation
model along with a combination of links and drop down menus that contain the roles and
sub-roles similar to the current site {Individuals, Employees etc.). The objective of this
data collection method is to capture the usability baseline performance metrics of the
existing site.

Methodology

Sample design

Testing three of seven user groups, representing Tax Preparers and Practitioners,
Individuals and Business, the IRS.gov test team will use a sampling of participants from
the following cities where the annual nationwide tax forums will be conducted for year
2006. Cities included for this year are Atlanta, Ga, Orlando, FL, Las Vegas, Nv and New
York, Ny. Recruitment will be on a volunteer basis for Tax Practitioners who would like to
be involved. However, the Individuals and Business participants will be recruited from
Consumer Opinion Services and paid a stipend. The desired goal for each city will be 3
participants per day, 3 days per tax forum, for a total of nine participants per site or a
maximum of 36 participants nationwide. The data collection will follow a classic usability
test design for testing in the field with one participant going through various tasks to
assess functionality of IRS.gov. The participant will be asked to use a talk-aloud method
to inform the moderator and other observers of their thought process. The participant
will be encouraged to continue trying each task until he either completes it successtully,
or the moderator determines the level of frustration to be too high and asks them to
begin a new task.

Data collection dates
Research will be conducted during the following weeks:

Atlanta, GA July 25 — July 27
Orlando, FL August 1- August 3
Las Vegas, NV August 22 — August 24

New York, NY August 29 — August 31



Data to be collected

This test will gather baseline performance metrics, i.e. task success, task timings, etc.
The participant reactions will be monitored by having a moderator sitting with the
participant. Study sessions are expected to last approximately 60 minutes per
participant.

How data will be used

The data gathered from this research will be instrumental for determining any future
revisions to the IRS.Gov website. Future performance metrics will be validated against
the baseline data gathered at the tax forums. All information collected is strictly for
research, and will not be used to personally identify participants nor will it be shared for
commeercial purposes.

How data will be analyzed

Study team observations are geared toward assessing the performance (design) of the
product. Observations of the users will be reviewed for user preference and to identify
areas of the website functionality that are confusing.

Who is conducting the research

The IRS.gov test team consists of one IRS employee, a management analyst assigned
to the Public Portal Branch of ETA and two internal usability consultants from the IRS-
Ogden Usability Lab. The IRS.gov test team will request and get OMB approval to recruit
external test participants.

Location - region/city and facilities
As stated earlier the studies will conducted at the FY-2006 Nationwide Tax Forums in
the following cities:

Atlanta, GA July 25 — July 27
Orlando, FL August 1- August 3
Las Vegas, NV August 22 — August 24
New York, NY August 29 — August 31
Stipend

A $75 per participant stipend will be necessary to recruit a sufficient number of study
participants. This stipend will not be paid to Tax Professionals at the Tax Forums.
Special care will be made to screen out Tax Professionals that are attending the Tax
Forums in Ogden so that there is no confusion between the two events.

Recruitment efforts

Consumer Opinion Services, an external market research firm, will recruit twenty seven
participants from two user groups: Individuals and Businesses. Participants will be
recruited the week prior to each tax forum. With the usability studies being completed
by September 1, 2006.



Methods to maximize response rate and Expected Response Rate
In order to maximize the response rate, the test is being limited to 36 participants
(Maximum 9 per city) and the test duration is being held to 60 minutes.

Test structure/design

The test is designed to take approximately 60 minutes for each participant to complete.
Tests will be conducted between the hours of 8:00 AM and 5:00 PM during the work
days of the following weeks:

Atlanta, GA July 25 — July 27
Orlando, FL August 1— August 3
Las Vegas, NV August 22 — August 24
New York, NY August 29 - August 31

The test team plans to test a maximum of three participants a day over a period of three
days. A test facilitator will facilitate the process to ensure that the test stays on schedule.

The usability test will be based on scenarios. Scenarios are brief problem statements
that the participant solves by using the IRS.gov site. The scenarios will be tailored to the
participant’s background, t.e., tax preparers will work scenarios designed for tax
preparers. The test team will prepare various suites of scenarios reflecting situations
typical for the test group. The monitor and one or two note takers observe the test and
work with the participant, where needed. The participant is encouraged to describe aloud
what he/she is thinking and continue with the test, even if he/she has difficulty finding the
solution to the scenario.

The monitor will introduce himself/herself, provide an overview of the test process and
ask the participant to sign a consent form that explains what the participant is going to
do and how IRS plans to use the information gathered during the test.

None of the personally identifiable information will be shared outside the test
environment and the IRS.gov test team will destroy all background information on
completion of the test. This will be communicated to each participant during the
introduction.

After the introduction, each participant will work scenarios of approximately 10 minutes
each until there are 15 minutes remaining. If a scenario takes longer than 10-12 minutes,
the monitor will ask the participant to proceed to the next scenario.

At the conclusion of the scenarios, the monitor will debrief the participant. Debriefing
consists of open discussion and an exit questionnaire. In the exit questionnaire, the
participant provides structured feedback on the test experience, a subjective view of
IRS.gov website and may be asked to comment on various hypothetical enhancements
to the IRS.gov.

Documents including the moderator checklist and participant consent form, are attached
that illustrate the process that will be used to conduct the study sessions.



Efforts to not duplicate research

Usability testing has been conducted on the site previously, Future research on the
IRS.gov site will be informed by this testing and will not duplicate it - though some of the
tasks may be repeated to gather metrics on improvement.

Participants Criteria

Users of the IRS.gov site are looking for a variety of information, including forms, form
instructions, tax publications, tax law guidance, tax topics and, to some degree, latest
tax news. Many search for specific forms and instructions needed to complete tax
returns during filing season, or forms and instructions to assist them in having the correct
withholding tax deducted from their salary payments. Employers and individuals both
use the site and a smaller but highly visible and vocal constituency of tax preparers and
practitioners are regular site users.

The equipment and level of IT skills of IRS.gov site users, of course, varies widely with
preparers and employers most likely having a higher degree of IT knowledge and more
sophisticated computer systems than individuals. The test plan seeks to gather usability
input from a representative sample of tax preparers, to build as broad-based a profile of
performance from the client perspective as possible.

The IRS.gov test team has developed and categorized scenarios according to the
different types of test subjects being recruited to evaluate IRS.gov performance,

Additionally all participants will meet the following criteria:

* Have not participated in a market research interview or usability study in the
past 6 months.

* Do not work for or have immediate family members who currently or ever
worked for any of the following:
o Marketing, Market Research
o Advertising
o Internal Revenue Service

* [lave access to the internet

* Are comfortable using: a mouse; a keyboard and the internet.



Privacy, Security, Disclosure, Confidentiality

The IRS will ensure compliance with the Taxpayer Bill of Rights 1. All participants will be
treated fairly and appropriately.

Confidentiality will be safeguarded. During the study sessions, participants will be
identified to IRS personnel by their first names only. In addition, no participant names
will be mentioned in the study report. Participants will be advised that observers from
the IRS may be observing the session and via video monitoring equipment and that their
comments may be recorded to ensure accurate data capture. Participants will also be
given the OMB Control number for this collection, which is #1545-1349 and given an
address in which to direct comments. The address is

Internal Revenue Service

Tax Products Coordinating Committee
SE:W:.CARMP:T:T.5P

1111 Constitution Avenue NW
Washington, DC 20224

Burden Hours

Individual Participants

Total Screened: 30 @ 25 minute screening interview = 12.5 hours

Total Recruited: 12 people (40% of screened individuals qualify)

Travel Time estimated 2 hours per participant to travel to testing facility and return = 24 hours
Total testing time averaged at 1 hour/participant = 12 hours

Total estimated burden is 48.5 hours

Business Participants

Total Screened: 30 @ 25 minute screening interview = 12.5 hours

Total Recruited: 12 people (40% of screened individuals quality)

Travel Time estimated 2 hours per participant to travel to testing facility and return = 24 hours
Total testing time averaged at 1 hour/participant = 12 hours

Total estimated burden is 48.5 hours

Tax Professional Participants

Total Screened: 20 @ 25 minute screening interview = 5 hours
Total Recruited: 12 people (65% of screened individuals qualify)
Travel time estimated 0 hours per participant to travel

Total testing time averaged at 1 hour/participant = 12 hours
Total estimated burden is 17 hours

Total burden hours for all participants is estimated at 114 hours.



Attachments

—_

Telephone/Participant Screeners

Cover Letter/ Correspondence

Moderator Checklist

Consent form

Scenarios

Moderator's Guide

Exit Questionnaires — Including PRA Statement & OMB Control Number
Confirmation Phone Call Scrip

Test Plan

© @ N o ;0 kN

Paperwork Reduction Act (PRA) Statement: (This statement should be included on every
collection instrument and voiced during every focus group)

The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is OMB Control #1545-
1349. Also, if you have any comments regarding the time estimates associated with this study
or suggestions on making this process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee
SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW
Washington, DC 20224
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1. Telephonel/Participant Screeners
IRS.gov Nationwide Usability Study

Individuals Screener
Job #

Date

First Name:

Last Name:

Male / Female
(NOTE AT START):

Address/Location:

Telephone #’s: Appt date

Interviewer: Appt time

Comments:

Helle, 'm from Consumer Opinion Services calling on behalf of the Internal
Revenue Service. The IRS wants to hear from you. Have you heard about the website IRS .gov?
What we would like to do is ask you a few guestions to see if you would be able to participate in a
60 minute evaluation of an IRS web site to be scheduled during the week of [DATE OF TESTING].
We would pay you to come to the IRS testing room at the 2006 Tax Forum location and provide your
feedback and input on how well it works. Would you be willing to answer a few questions to see if

you qualify?

i NO, schedule time to call back. If Yes, continue.
Reference the OMB Control Number and PRA Statement below before continuing

The Paperwork Reduction Act requires that the IRS display an OMB control number on all public
information requests. The OMB Control Number for this study is #1545-1349. Also, if you have any
comments regarding the time estimates associated with this study or suggestions on making this

process simpler, please write to:
Internal Revenue Service



Tax Products Coordinating Committee
SE:W:CARMP:T:T:SP

1111 Constitution Ave. NW
Washington, DC 20224

Because we are seeking a wide variety of people, let me start by asking you some questions
about yourself...

1.

3.

Are you currently registered to attend the 2006 Nationwide Tax Forum in XXXXX city? IF
YES END INTERVIEW

Have you ever taken part in a market research interview or usability study, either one on
one or in a focus group type setting? IF NO SKIP TO Q3

When was the last time you participated in a market research interview or usability study?
END INTERVIEW IF LLESS THAN 6 MONTHS

Do you or any member of your immediate family currently work for or did they ever work
for any of the following?

_| Marketing, Market Research Firm
—| Advertising

—| Web Site Design Company

IF YES TO ANY END INTERVIEW

| _| For acity, state or federal government agency? If so, which one? |

IF IRS, END INTERVIEW
Do you have access to the internet where you can use it for your own personal use?

Yes
NO END INTERVIEW

On a scale of 1 to 5 where 1 means ‘not at all comfortable’ and 5 means “very comfortable’,

how comfortable are you with... END INTERVIEW IF1 OR 2
using a mouse 1 2 3 4 5
using a keyboard 1 2 3| 4|5
using the Internet 1 2 3 4 5

Do you use the Internet to do any of the following?

e-commerce {(web shopping) YES NO
web site surfing YES NO
pay bills online YES NO
work related reasons YES NO
research YES NO
online banking YES NO
pay taxes online/software YES NO
Are you employed?

| | Full time or Part Time outside the home NEED 4




[ _ [ Self employed /Small Business Owner [ USE BUSINESS QUESTIONNAIRE

If employed:

What industry are you in?

What is your occupation?

GET A GOOD MIX OF DIFFERENT OCCUPATIONS AND INDUSTRIES

If Not Employed:

2 MAXIMUM NOT EMPLOYED

_| Retired

_| Student

| Homemaker

In between jobs

9. What is the highest level of education you have completed?
DO NOT READ ANSWER CHOICES - GET A MIX

—| Some high school or less END INTERVIEW
_| High school graduate CONTINUE
~ Some college, vocational or trade school CONTINUE
_| College graduate CONTINUE
_| Graduate school CONTINUE

10. Can you please tell me which of the following categories your age falls into?

Under 20
21-29
30-39
40-49
50-59
60-65
66+

END INTERVIEW
NO MORE THAN 2
CONTINUE
CONTINUE
CONTINUE
CONTINUE

NO MORE THAN 1

11. On a scale of 1 to 5 where 1 is ‘not at all knowledgeable’ and 5 is ‘extremely knowledgeable’,
how much do you know and understand about federal income taxes and procedures, i.e.
filling out tax forms, etc.

[1 ] 2] 3] 4] 5 | GETAMIX-ENDINTERVIEW iF 1

12. Have you ever visited the website IRS.gov?

YES
NO SKIP TO Q17

13. What was the nature of your visit to the website?

_| to find forms

_| to review tax regulations

_| to find phone numbers

file downloads

online tax tools




14.

15.

16.

17.

18.

19,

| _| other ‘

Approximately how long was the duration of time for your visit to the website?
less than 15 minutes

_{ 15 minutes to 30 minutes
—| 30 minutes to 1 hour

—| longer than 1 hour

How many times have you visited the website?

Was the information you were seeking on the website different depending on the season?
(such as quarterly filing or investigating withholding changes)
YES NO

What ways have you ever contacted the IRS aside from the website?
_| visited a local branch

—| phone call

_| spoken with a specific representative

Thank you, the following questions are for classification purposes only.

What is your current marital status? RECRUIT A MIX
—| Single
—{ Married/Living with pariner
—j Widowed
—| Divorced/Separated

Do you use assistive technology, such as a screen reader, to access a computer or do you
have a condition which makes it more difficult for you to use a computer without making
adjustments?

YES Recruit at least 1 Person in any of the three user groups who is a Screen Reader user
NO

People with the foliowing conditions would be wonderfu! to include:
- Low vision
- Hand stability issues such as Parkinson's, arthritis, etc.
- Cognitive disability, Literacy issues andfor ESL {Spanish is first language)

Recruit to obtain the following targeted occupations:

a. Retired/or Senior Citizen .....cccervecveeeneir e 1 Maximum
b. Student, homemaker, underemployed, etc.........ccccvvvmrnnneen 1 Maximum
A EMPIOYEA ... ..o et 4+

Mix of men and women
Keep a bank of holds in case we have no shows on the first three days



Keep the last day open for the holds if needed

Thank you for answering my questions. As you can imagine, this survey was part of a larger
research project. Your responses to the questions I have asked have prompted me to
inquire if you would be interested in further helping by participating in a website
usability study. You will receive $75.00, simply for sharing more of your opinions
with us in a 60 minute interview.

This is strictly a research project, and we do not, and are not selling anything, ever. We also
want you to know that the IRS will NOT in anyway use your personal information for anything
other than the strict usage of it for this particular website study. They will not record your
name or personal information. The IRS is just interested in finding out your opinions on
website navigation styles and if they help taxpayers or not. If you are asked to provide personal
information it will be kept sealed and used just for this research study.

These interviews will be held on {DATE, TIME) at the various cities of the 2005 Tax Forums.
They will last approximately 1 Hour. Would you be available for that particular date and time?

[ ORI M| Politely Discontinue
YOS ot (] Continue

Do you have any questions up to this point or special needs for coming to our facility?
(Answer inquiries appropriately and thoroughly)

Again, let me thank you for your participation. This research is important to all of us, and your
help and participation is highly appreciated. Here are the rest of the steps in the process:

After | have gathered your information, we will mail you a confirmation letter and map to the
IRS testing facility. You will also receive a follow-up / reminder call prior to the interviews. In a
moment, I will need your name and address, as well as a phone number where you can be
reached during the day and in the evening,.

We will give you a reminder call prior to your scheduled appointment on (date) (time) to re- We
will give you a reminder call prior to your scheduled appointment on (date) (time) to re-confirm
that you will be attending and that you have no further questions. If we are unable to reach you
and we leave a message, please call us back. Because we only schedule a limited number of
sessions, and invite a limited number of research participants, it is our policy to continue calling
until we do confirm your attendance.

Should something change in your participation availability, please phone our call center at 1-
888-xxx-xxxx and reference “XXXXXX".



IRS.gov Nationwide Usability Study

Tax Professionals Screener
Job #

Date

First Name:

Last Name:

Male / Female

(NOTE AT START):

Address/Location:

Telephone #'s: Appt date

Interviewer: Appt time

Comments:

Hello, I'm from the Internal Revenue Service. We are talking to people who
conduct professional tax preparations. The IRS wants to hear from you. Have you heard about
the website IRS .gov? What I would like to do is ask you a few questions to see if you would be
able to participate in a 60 minute evaluation of an IRS web site. Would you be willing to

answer a few questions to see if you qualify?

If NO, schedule time to call back. If Yes, continue.
Reference the OMB Control Number and PRA Statement below before continulng

The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is #1545-1349. Also, if
you have any comments regarding the time estimates associated with this study or suggestions

on making this process simpler, please write to:
Internal Revenue Service
Tax Products Coordinating Committee
SE:-W:CAR:MP:T:T:SP
1111 Constitution Ave. NW
Washington, DC 20224



Because we are seeking a wide variety of people, let me start by asking you some questions
about your experience...

1. Do you currently conduct professional tax preparations? YES NQ - END INTERVIEW

2. On ascale of 1 to 5 where 1 means ‘not at all comfortable’” and 5 means ‘very comfortable’,

how comfortable are you with... END INTERVIEW IF 1 OR 2

IRS jargon {(IRM, PTIN, EFTPS, etc.) 1 21 3|4]|65
preparing both 1040 and business clients 11213 |4)|5
preparing complex returns (multiple W-2s, 1099s, deductions, etc.) 112 (3|45

3. What size of tax preparation company do you work for? RECRUIT A MIX IF POSSIBLE
—| 1-10 Employees

—| 10 - 50 Employees
—| 50 - 1000 Employees
—| 1000 + Employees

4. Have you ever taken part in a market research interview or usability study, either one on
one or in a focus group type setting? NOQ - SKIP TO Q5

5. When was the last time you participated in a market research interview or usability study?
END INTERVIEW IF LESS THAN 6 MONTHS

6. Do you or any member of your immediate family currently work for or did they ever work
for any of the following?

| Marketing, Market Research Firm
—| Advertising

Web Site Design Company

IF YES TO ANY END INTERVIEW

| __| For a city, state or federal government agency? If so, which one? \

IF IRS, END INTERVIEW

7. Do you have access to the internet at your company? NO - END INTERVIEW

8. On ascale of 1 to 5 where 1 means ‘not at all comfortable” and 5 means ‘very comfortable’,
how comfortable are you with... END INTERVIEW IF 1 OR 2

using a mouse 2 3 4 5
using a keyboard
using email
using the Internet

2 3 4 5
2 3 4 5
2 3 4 5

9. Do you use the Internet to do any of the following?
| e-commerce (web shopping) | YES | NO




10.

11.

12.

13.

14.

web site surfing YES NO
pay bills online YES NO
work related reasons YES NO
research YES NO
online banking YES NO
pay taxes online/software YES NO
Have you ever visited the website IRS.gov?

YES

NO SKIP TO Q16

What was the nature of your visit to the website?

to find forms

to review tax regulations

to find phone numbers

file downloads

online tax tools

other

Approximately how long was the duration of time for your visit to the website?

| less than 15 minutes

__1 15 minutes to 30 rminutes

__| 30 minutes to T hour

— longer than 1 hour

Flow many times have you visited the website?

Was the information you were seeking on the website different depending on the season?
(such as quarterly filing or investigating withholding changes)
YES NO

- What ways have you ever contacted the IRS aside from the website?

visited a local branch

phone call

spoken with a specific representative

Do you use assistive technology, such as a screen reader, to access a computer or do you
have a condition which makes it more difficult for you to use a computer without making
adjustments?

YES Recruit at least 1 Person in any of the three user groups who is a Screen Reader user
NO

People with the following conditions would be wonderful to include:



L.ow vision

Hand stability issues such as Parkinson’s, arthritis, etc.

Cognitive disability, Literacy issues and/or ESL (Spanish is first language)
Recruit to obtain 3 Paid Tax Preparers / Tax Professionals

Mix of men and women
Keep a bank of holds in case we have no shows on the first three days
Keep the last day open for the holds if needed

Thank you for answering my questions. As you can imagine, this survey was part of a larger
research project. Your responses to the questions I have asked have prompted me to inquire if
you would be interested in further helping by participating in a research project. This is strictly
a research project, and we do not, and are not selling anything, ever.

This is how our process works: As part of our research, we will be conducting interviews with a
number of people similar to yourself. You would be attempting tasks on a web site and
discussing your experiences with that web site. Let me stress again that these interviews are for
research purposes only — we just want your opinions.

These interviews will be held on (DATE, TIME) in XXXXX conference room. They will last
approximately 60 minutes. Would you be available for that particular date and time?

NO a POLITELY DISCONTINUE
YES CONTINUE

Do you have any questions up to this point?
{Answer inquiries appropriately and thoroughly).

Again, let me thank you for your participation. This research is important to all of us, and your
help and participation is highly appreciated.



IRS.gov Nationwide Usability Study

Business Screener
Job #

Date

First Name:

Last Name:

Male / Female
(NOTE AT START):

Addrjesstocation:

Telephone #'s: Appt date

Interviewer: Appt time

Comments:

Hello, I'm from Consumer Opinion Services, Inc. On behalf of the Internal
Revenue Service we are currently seeking out decision makers and persons who have
involvement with the tax preparations for their place of business. The IRS wants to hear from

- you. Have you heard about the website IRS.gov? What we would like to do is ask you a few
questions to see if you would be able to participate in a 60 minute evaluation of an IRS web site
to be scheduled during the week of [DATE OF TESTING]. We would pay you to come to the
IRS testing room at the 2006 Tax Forum location and provide your feedback and input on how
well it works. Would you be willing to answer a few questions to see if you qualify?

If NO, obtain referral and and schedule time to call back. If Yes, continue.
Reference the OMB Control Number and PRA Statement below before continuing

The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is #1545-1349. Also, if
you have any comments regarding the time estimates associated with this study or suggestions
on making this process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:-W:CARMP:T:T:SP

1111 Constitution Ave. NW



Washington, DC 20224

Let me start by asking you some questions about yourself...

1. Are you currently registered to attend the 2006 Nationwide Tax Forum in XXXXX city? IF
YES END INTERVIEW

2. Would you consider yourself to be directly involved in preparing and filing your company’s
federal taxes or in decision making regarding tax issues?

YES
N Obtain referral and ask to speak with the appropriate person - otherwise
terminate.

3. ow would you rate yourself on a scale of 1to 5 where 1 would be you completely agree and
5 would mean you disagree completely

[ know what tax forms the company needs to file by what dates.

[ understand the tax laws and rules that apply to the company.
BOTH MUST BE 1-3
ONE MUST BE 1-2 IN ORDER TO CONTINUE.

4. Have you ever taken part in a market research interview or usability study, either one on
one or in a focus group type setting? NO - SKiP TO Q5

5. When was the last time you participated in a market research interview or usability study?
END INTERVIEW IF LESS THAN 6 MONTHS

6. Do you or any member of your immediate family currently work for or did they ever work
for any of the following?

_| Marketing, Market Research Firm
—| Advertising

—| Web Site Design Company

IF YES TO ANY END INTERVIEW

| _| For a city, state or federal government agency? If so, which one?

IF IRS, END INTERVIEW

7. Do you have access to the internet? NO - END INTERVIEW

8. Onascale of 1 to 5 where 1 means not at all comfortable’ and 5 means ‘very comfortable’,
how comfortable are you with... END INTERVIEWIF 1 OR 2

using a mouse 2 3 4 5
using a keyboard
using email
using the Internet

k[ e [ e [

2 3 4 5
2 3 4 5
2 3 4 5




10.

11.

12,

13.

14.

15.

16.

Do you use the Internet to do any of the following?

c-commerce (web shopping) YES NO
web site surfing YES NO
pay bills online YES NO
work related reasons YES NO
research YES NO
online banking YES NO
pay taxes online/software YES NO

Have you ever visited the website IRS DOT GOV?
YES
NO SKIP TO Q14

What was the nature of your visit to the website?

_| to find forms

—| to review tax regulations

_| to find phone numbers

_| file downloads

__| online tax tools

| other

Approximately how long was the duration of time for your visit to the website?

_| less than 15 minutes

_| 15 minutes to 30 minutes

_ | 30 minutes to 1 hour

_] longer than 1 hour

How many times have you visited the website?

Was the information you were seeking on the website different depending on the season?
(such as quarterly filing or investigating withholding changes)
YES NO

What ways have you ever contacted the IRS aside from the website?

_| visited a local branch

_| phone call

spoken with a specific representative

Thank you, the following questions are for classification purposes only.

What industry is your company in?




17.

18.

19.

20.

21.

22.

Get a good mix of different industries
What is the legal structure of your company, for example corporation, LLC, partnership,
sole proprietorship? _

Does your company have any offices outside the USA?
Yes
No
Are your company’s total assets greater than $10 million?
Yes
No
What is the highest level of formal education you have completed?
DO NOT READ ANSWER CHOICES - GET A MIX
—| Some high school or less END INTERVIEW
_| High school graduate CONTINUE
—| Some college, vocational or trade school CONTINUE
—| College graduate CONTINUE
__| Graduate school CONTINUE

Can you please tell me which of the following categories your age falls into?
Under 18 END INTERVIEW

21-26 NO MORE THAN 2
26-39 CONTINUE

40-49 CONTINUE

50-59 CONTINUE

60-65 CONTINUE

66+ END INTERVIEW

Do you use assistive technology, such as a screen reader, to access a computer or do you
have a condition which makes it more difficult for you to use a computer without making
adjustments?

YES Recruit at least 1 Person in any of the three user groups who is a Screen Reader user
NO

People with the following conditions would be wonderiul to include:
- Low vision

- Hand stability issues such as Parkinson’s, arthritis, etc.
- Cognitive disability, Literacy issues and/or ESL (Spanish is first language)

Recruit to obtain 3 participants from a mix of Small Business owners or Self-Employed

Mix of men and women



Keep a bank of holds in case we have no shows on the first three days
Keep the last day open for the holds if needed

Thank you for answering my questions. As you can imagine, this survey was part of a larger
research project. Your responses to the questions I have asked have prompted me to inquire if
you would be interested in further helping by participating in a paid research project. You will
reccive $75, simply for sharing more of your opinions with us in a 60 minute interview. This is
strictly a research project, and we do not, and are not selling anything, ever.

This is how our process works: As part of our research, we will be conducting interviews with a
number of people in your area similar to yourself. You would be attempting tasks on a web site
and discussing your experiences with that web site. Let me stress again that these interviews are
for rescarch purposes only — we just want your opinions.

These interviews will be held on (DATE, TIME) at XXXXX. They will last approximately 60
minutes. Would you be available for that particular date and time?

NO O POLITELY DISCONTINUE
YES O CONTINUE

Do you have any questions up to this point?
(ANSWER INQUIRIES APPROPRIATELY AND THOROUGHLY).

Again, let me thank you for your participation. This research is important to all of us, and your
help and participation is highly appreciated. Here are the rest of the steps in the process:

After [ have gathered your information, we will mail you a confirmation letter and map to our
facility. You will also receive a follow-up / reminder call prior to the interviews. In a moment, |
will need your name and address, as well as a phone number where you can be reached during
the day and in the evening.

We will give you a reminder call prior to your scheduled appointment on (date) (time) to re-
confirm that you will be attending and that you have no further questions. If we are unable to
reach you and we leave a message, please call us back. Because we only schedule a limited
number of sessions, and invite a limited number of research participants, it is our policy to
continue calling until we do confirm your attendance.

Should something change in your participation availability, please phone our call center at 1-
888-xxx-xxxx and reference “XXXXX".



2. Confirmation Letter
Consumer Opinion Services, Inc.

2225 Lloyd Center » Portland, Oregon 97232 « (503) 281-1270 « Fax (503) 453-7199

July, 2006

Dear

Thank you for agreeing to participate in our upcoming research usability study for the Internal Revenue
Service about feedback of the TRS.gov Web site. We want to assure you that this is only a research study
and your identity remains anonymous. During the study we will ask you to navigate a website to ensure
it is helpful to taxpayers. Your appeintment is as follows:

DATE: (insert date)
L OCATION: IRS 2005 Tax Forum City ?
TIME: (insert time)
LENGTH: 3 hours (inciluding travel time and 60 minule interview)
HONORARIUM:  $75.00
STUDY TITLE: IRS.gov Nationwide Usability Study
DIRECTIONS: Provide 2006 Tax Forum City and Hotel Location
Contact Liz Baker at 202-283-7847 if you get lost.
See enclosure

Please check in 15 minutes before the session start time lo ensure that we proceed on schedule.

We have invited only a limited number of people, about 12, and we are counting on your timely
attendance and participation for completion of our study. There is no back up person to participate if
you do not show up to the research study, so it is very important that you keep your commitment. You
will be alone in a conference room with a moderator and the IRS staff will be observing you while you are
reviewing the website. Your opinions are very important to the IRS, as they will act on what you have to
say. If for any reason you cannot make Htis appointment, call us upon receipt of this letter so that we may find a
replacement for you before the day of the study.

Please bring your photo ID upon check-in. If you use reading glasses, please bring these with you,
Becanse of limited space, please do not bring children or others along with you, as we will not be able to
accommodate them. If you need to bring an assistant to help you please contact us to make
arrangements. Only the people we have contacted are accepted in to the research study.

All of our interviews are conducted strictly for research. At no time will someone attempt to sell you any
product or service, nor will your name be supplied to any manufacturer for sales purposes.

Your honorarium will be paid at the end of your interview. Again, thank you for your time, and
remember, vour opinion counts!

Sincerely,
Beth Fitzpatrick, Call Center Manager




3.

10.
11.

12.

13.

14,

Moderator Checklist

Look at and remember person’s name prior to going to meet him/her.

Introduce yourself and other team members who might interact with participant
{i.e., logger, observation facilitator}.

Ask if person would like something to drink and /or to use the restroom.

Ask person to read and sign the consent form.

Reference the OMB Control Number and PRA Statement:

The Paperwork Reduction Act requires that the IRS display an OMB control number on all public
information requests. The OMB Control Number for this study is #1545-1349. Also, if you have any
comments regarding the time estimates associated with this study or suggestions on making this
process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee
SE:-W:CAR:MP:T:T:5P

1111 Constitution Ave. NW
Washington, DC 20224

Talking points to cover in verbal session overview:

» Discuss the purpose of usability testing / this usability study.

* Inform that the session will be videotaped and audio taped {(as mentioned in consent
form).

s Ask person to wear microphone (if applicable).

» Explain that people will be observing (and remotely, if applicable) and that they will see
what is happening on the computer screen and the video from the video camera.

* Remind participant to “think-aloud” — ask the participant to provide a running
commentary about what he/she is doing at all times in the site, and that it may seem
awkward but to try to talk as much as possible. '

e Remind that (s)he is helping us evaluate the site—we are not evaluating him/her

Instruct the participant to read the first page of the participant package.

Ask the participant if (s}he has any questions.

Ask the participant to turn the page and complete the preliminary question about

information (s)he typically would want to find on IRS.gov.

Ask the participant to turn the page and read the first task aloud.

After each task, ensure that participant completes the post-task questions and discuss

his/her responses with him/her.

After each task, check whether more than 15 minutes of session time remains. If so, let
participant proceed to next task. If not, ask him/her to respond to design and do an
“exploration” task where the participant can look through other sections — observe
navigation technique.

Ensure that participant completes post-study questionnaire and discuss his/her responses
with him/her. Ask if (s)he has any other comments about the site.

Have participant sign receipt form and record honorarium check number on signed form.



4. Participant Consent Form

The purpose of this study is to help us evaluate the new design for the IRS.gov Web
site. We would like you to help us identify ways we can change the design to make
finding information easier. By participating in this study, you will help us shape the
future of the IRS.gov Web site.

This session will take approximately 1 hour. You will be given a brief questionnaire to
find out more about your previous web experiences. While you evaluate the Web site,
you will be asked to perform specific tasks and answer some questions after each task is
performed. The session will be recorded using microphones, a video camera, and a
device to capture the computer screen.

You may experience frustration and confusion during the test. The Search function will
not be working, but all content will be in the site. You may ask questions at any time
during the study, but please note that due to the type of information we are trying to
collect, we may not be able to fully answer your question until after the study.

If you do not want to be in this study, you do not have to participate. You do not have
to answer any questions you do not want to, and you may stop at any time without any
consequences. All information that you provide in this research study will be kept
confidential and any report of this research will not identify you personally in any way.

If you agree to help us, please sign below.

(Signature) (Date)

(Print Name)

Paperwork Reduction Act {PRA) Statement:
The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is OMB #1545-1349. Also,
if you have any comments regarding the time estimates associated with this study or
suggestions on making this process simpler, please write to the:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224



5. Scenarios

Task for all participants before beginning study:
Please list the types of information that you personally might typically want to find on the IRS.gov Web
site, using a separate line for each item.

Task Scenarios: Individuals

1. You are a resident of Tennessee and need to know where to send your taxes. You have completed the
1040EZ form and are enclosing a payment What address would you send your form and payment 10?
Target - "IBS B-Fde” « Whera 6 Hile” < Where 1o fre agorasses for ndividual t'lxpayers by Siaw’ « TH
CHRUSkp o State anks” < Tennwsoo O CTENNESSHE
[Gapayers 1040ES

b~ Whoero to Frile Addresses for Inglyy

2. You learn from a friend that you are now able to make e-payments for your taxes. You want to pay by
credit card and are unsure if you have all the infermation necessary to do this. Where would you go to
find this information?

Targer = *E-Fla” < "Elzctronie Payvment Ophone” < "Craot Card” OR "Search: ‘Pay by crad 1 oa-d”
Credit Card”

4. Your yearly income is $32,000 a year. You found out from an IRS help line that you are eligible to file
online for free. How would you do this?

Target = "E-le” <« e-file for individhal tawwwm <" < TFiling your taxes was never easior” « Virpo Ha”
start now” CR- Sparr he hie taxes for free” « “Froe intesnat blng ontions” < “Start now”

5. You have money in a Roth IRA and are wondering if you are unsure if you have to report your
nondeductbible contributions. Using the FAQ link where would you find the answer to your question?
Target - More ondng 100 87 « Troguanty astens guestions '« “Koyword < "R < "Hoth iBA™ (R
Cateyory™ < “Individual rewroment arangements” < Hoin IRA

6. You are a Canadian citizen both living and working in the United States. You are unsure if you need to
file a US tax return or a Canadian tax return or both. Where would you go to find this information?

Targel - “Mere onling tools™ < oo e dy as<ed quesiong’ - Kayword” < “Ahens and US G zeng wng
Ahroad”

7. You are a student who is at the [RS site because you have no idea where to lock to find information
about FAFSA. Using the IRS.gov FAQY's find the link to the FAFSA webite.

Farget = "More onling tools™ « “Froauently Asked Guestions ™ = r(ewvorf 3"« "Student” < " Te
formation tor students” « "Frae Anchoat on lar Feoson S{le.. et Al

8. You are just about done with your son's taxes and realize you cannot finish them without finding out
about what to do about his trust fund. You have already read through the FAQ's and found no answer
your guestions. Your last hope is to call the tax assistance line. How would you go about doing this?
Target = "Contact IRS” « "Conti-t -+ IRS oy Heln Desk ™. Faoby with ax questions”

9. You get a notice in the mail from the IRS letting you know you are being investigated. You don't believe
you have done anything wrong. You call the help line and they tell you to ook on the website and find the
organization within the IRS that helps taxpayers with problems such as these. Where on the IRS.gov
website would you flnd 1h|s orgamzanon what are they called and who heads |t'?

Laet o Contact I'? T . Poaguiyn el sorvices” < "Have a hx
neac holp?




10. You have a babysitter, and once a week he/she cleans as part of her duties. He/She doesn't live with
you and you are unsure if they are considered a household employee or not. Find your answer using
search.

Pargat - "Search bhoyys tor
anve A househo d anuloyves

TR Obhoaton GRS 12 RYIT o b aket v plavers i crncte’ o T v

11. You are about to receive some assets because of a loss in your family. You need to fill out a form for
tax purposes but are unsure of the form you need to fill out for taxes. Using search find the form number
and the instructions for the form.

Target - "Agvanced Troen’ - Agsols oo v bers oo oo ol entonr T e Cnstecton gofd (PR OR

Fonm 8L847

12, You are being brave, and this year, you have decided to do your own taxes. You wonder whether the
IRS has some sort of instructions or guide that could help you out if you have any questions. Using

search, find the information.
Target = “Scarch. tax gude’ « 1R85 nublicaton V7-Frae Ta ode tor ind widuals” < “Publicaton 17 yoirr
fousral neome tax

Final Task (when 15 minutes left): Review the list you created of the types
of information that you personally might typically want to find on the
IRS.gov Web site. Choose one item and locate it on the IRS.gov site.

Reference the OMB Control Number and PRA Statement as noted below:
The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Confrol Number for this study is #1545-1349. Also, if
you have any comments regarding the time estimates associated with this study or suggestions
on making this process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224



Task Scenarios: Tax Professionals

1. Your client is a resident of Tennessee and you need to know where to send his tax return to. You have
completed the 1040EZ form and are enclosing a payment. What address would you send the form and
payment 10'?

ar Getionn s Fde o W oo f e e o necnidial @ avey oy slaw” < TN
’7 1'%'\ i Statn oln o Teoepgses” OF CTENNESRTTD hs o g File ﬂ\r*r*rmqm‘ A STV STV
Taxpaye:s 104007

2. Recently you heard from a co-worker that you are now eligible to e-file your clients taxes. Using e-file
how would you go about applying for this?
Progfagsmnas” < te-gervicas-Onling 0uis ror Loy aroleszionals” < "IRS e lv marle sasy — A
: v e-lile and e-pay shep” - "IB S =1 & Anplaabon process: Sten! - How 1o aoply”

3. You have already flied a return for your client and you now have to go before the IRS and represent
your client. You schedule is busy so you would rather do all of it online. You are aware of the Electronic
Account Resolution, but are not sure if this is exactly what you need. Find this resolution online, and is it
necessary for cne to be a participant of the e-file program?

Farget = "Tax Professinnais” «  Basie Tools fortax pre « 7+ Berv ces Eectronic Account Resclation” <
Seroll down o F i oemie A o'm Rosolwtion”

4, Yeur client has money in a Roth IRA and you are unsure if you have to report their non-deductible
contributions. Using the FAQ link where would you find the answer to your question?

Target - “More oo oo e s < Freguently asket! guoes: aoywora' < R« CRote 1RATOR
“Category” < Indy duaretirement arrangements” - Hoin (RAT

5. Your client is a Canadian citizen both living and working in the United States. You are unsure if you
need to file a US tax return or a Canadian tax return or both. Where would you go to find this information?
Target - "More onling feols” < "Frequentty asked quecias™ - Keyword” < "Aliens and US Citizens living
abroad”

6. A client you did taxes for last year calls you and states that he/she feels that someone may have filed a
return using their socia! security number because the IRS is calling and wants to know why 2 returns
were filed with the same SSN. You want to halp your worried client, but aren't 100% sure one what
exactly to do. Using the FAQ find the answer sc that you can help your client.

Targe! - "Wiorn onbee tonds T« Frequently asked guesto e o FAQ Dy subcategory” < "Reporting Fraud”

7. Your client's taxes are just about completed and you realize you cannot finish them without finding out
about what to do about his trust fund. You have already read through the FAQ's and found no answer
your questions. Your last hope is to call the tax assistance line. How would you go about deing this?
Targe! . Oonme! 9032 "Contact the IRS. gov Heln Dewe - e now 3 A questions”

8. Your client has a babysitter, and once a week hefshe cleans as part of her duties. He/She doesn’t live
with you and you are unsure if they are considered a household employee or not. Find your answer using
search.

Trtget - CSeats v s the T Pushication 226 (e 0 o0 ersl bamplovers ik awde” < Do you

pren

Baye a noaschond o rry o ?

9. Your client is about 1o receive some assets because of a loss in their family. You need to fill out a form
for tax purposes but are unsure of the form you need to fill out for taxes. Using search find the form
number and the mslrucnons for the form.

i PeY e T e e e ARSelS anguEenn, 0 0 0 srare T s Cingtraeton 853 00D OF

PRt zt -




10. Your client comes 1o you and believes they're eligible for earned income tax credit for the year 2005.
Using search flnd out how you can help your cllent ﬂgure out |f they are ellglble for EITC

Tar ggz s e cornineoang Tax O »z'z woarree e o e Urannt - BaaL 0 o 0 tax Yows
POLES Enaianss i-B'! e b A e g

Final Task (when 15 minutes left): Review the list you created of the types
of information that you personally might typically want to find on the
IRS.gov Web site. Choose one item and locate it on the IRS.gov site.

Reference the OMB Control Number and PRA Statement as noted below:
The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is #1545-1349. Also, if
you have any comments regarding the time estimates associated with this study or suggestions
on making this process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224



Task Scenarios: Business

1. Your client is a resident of Tennessee and you need to know where to send his tax return to. You have

completed the 1040EZ form and are enclosing a payment. What address would you send the form and

payment to?

Talge: = WY ke o ngre o File™ - 00 are e e sas o nndiv €

OR Sk e State iths - CTemessea” O CTENNESSEE - Where to F le As
Ei}(pa»b 3 1 0ES

2. Recently you heard from a co-worker that you are now eligible to e-file your clients taxes. Using e-file
how would you go about applying for this?

Target = "Tax Professionais” « “e-sarvices-Online fools for tax professionals” « "IRS o-fhe minrde oasy - A
tax professonal’s one ston e-fle and e-pay chop” « MBS e-hie Applical on process Swert How to apply”

3. You have already flied a return for your client and you now have to go before the IRS and represent
your client. You schedule is busy so you would rather do all of it online. You are aware of the Electronic
Account Resolution, but are not sure if this is exactly what you need. Find this resolution online, and is it
necessary for one to be a participam of the e- file program?

Tarqot  “Tox Paofoy 5"« Base Tools for ax pre’ < "E-Sorvicos Eluctrye ¢ Aons s Pleselution™ «
“Soroll doen e Bt o .-\r,Lo ant Resolubon”

4, Your client has money in a Roth IRA and you are unsure if you have to report their non-deductible
contributions. Usmg 1he FAQ link where would you find the answer to your question’?

Targe! . "Rorn ool oo onls e Froguently asked questons” < Keywora™ < 17« Hois OR
“Calegoiy < indpeg ropramont arrangemoents” - Hoth 1HA

5. Your client is a Canadian citizen both living and working in the United States. You are unsure if you
need to file a US tax return or a Canadian tax return or both. Where would you go to find this information?
Target - "More L tools” - “Frequentiy as.ed cuestiens” < “Keyword” < "alens sl 15 Gt zensg living
aproac”

6. A client you did taxes for last year calls you and statas that he/she feels that someone may have filed a
return using their social security number because the 1RS is calling and wants to know why 2 returns
were filed with the same SSN. You want to halp your worried client, but aren't 100% sure one what
exactly to do. Usmg the FAQ find the answer so that you can help your client.

Target = %' aon o0 oy Freguenty askod guastions ' < FAQ by subeateoy - ey otting Fraud”

7. Your client's taxes are just about completed and you realize you cannot finish them without finding out
about what 1o do about his frust fund. You have already read through the FAQFs and found no answer
your questlons Your last hope is to call the tax assistance line. How would you go about doing this?
Targe! : aeoihe  Jeniact the RS ooy Hop Dosk™s "Haelp with tax quest o @

8. Your client has a babysitter, and once a week he/she cleans as part of her duties. He/She doesn't live
with you and you are unsure if they are considered a household employee or not. Find your answer using
search.

Target  So. oo s e BPubsgalion 926 112 20051 Household employe oo xr you
fave o oo

9. Your client is about to receive some assets because of a loss in their family. You need to fill out a form
for tax purposes but are unsure of the form you need to fill out for taxes. Using search find the form
number and the instructions for the form.

Ta mv::t Sngaly aroger e b i and nstroctons : T PLEY OR
o



10. Your client comes to you and believes they're eligible for earned income tax credit for the year 2005.
Using search fmd out how you can help your cllent hgure out if they are ellglble for EITC.
G0 fnnome ";ﬁ R ey oA tax Grecit Sres o ony o Thax Ve

o Am sl 'jf’; g

mr et - Sefror F

Final Task (when 15 minutes left): Review the list you created of the types
of information that you personally might typically want to find on the
IRS.gov Web site. Choose one item and locate it on the IRS.gov site.

Reference the OMB Control Number and PRA Statement as noted below:
The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is #1545-1349. Also, if
you have any comments regarding the time estimates associated with this study or suggestions
on making this process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224



6. Moderator’s Guide

IRS.gov 2006 Nationwide Tax Forum (NTF)
Usability Study

Individuals Participant Package

MODERATOR GUIDE



1. Introduction

Today you will be evaluating a proposed redesign of IRS.gov. We appreciate you taking time out of your
day to help us improve the quality and usefuiness of this application.

During the evaluation, you will be asked to perform a few typical tasks. Use the site as you might—or
do—use it at home or at work and let us know what you are thinking as you go along. Your feedback
during this test session is vital: It will help shape the future application. Please comment freely on
anything you observe. Both positive and negative comments are welcome!

This session will be videotaped using microphones, a video camera, and a device to videotape the
computer screen. Additionally, another person will be taking notes behind the mirror. These recordings
will only be used for purposes of data analysis.

Pleasc note that the Paperwork Reduction Act requires that the IRS display an OMB control number on
all public information requests. The OMB Control Number for this study is #1545-1349. Also, if you have
any comments regarding the time estimates associated with this study or suggestions on making this
process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224

Important Guidelines:

While you are completing the tasks:

» Think out loud. Tell us what's going on while you are attempting a task. For example:
"I'm having trouble doing this task because | cannot figure out where to go to do it. I thought I'd find
a link to XYZ on the home page, but it doesn’t seem to be there..."
"No problem; it was obvious that clicking on the XYZ link would take me to this page which
completes the task.”

There is also space in this package for you to add additional written comments,

s If you have trouble with a task:

1. Tell us what is happening and why it's different than you expected.
2. Tell us what you did to try to overcome the problem.
3. Ask the administrator for help if you cannot proceed further.
(However, try to think of the administrator as a friend you would have to call.)
4. Let us know when you think you’d normally stop and just call the 1RS instead or if you'd just
try again another time.

*  Work at your own pace. Remember that we're evaluating the Web site — we're not evaluating you. If
you have trouble, it probably means there is something we need to improve in the design.

» The facilitator may from time to time ask questions about what you're doing or thinking, or remind
you to think out loud.

Remember that if at any point during the session you feel you need to end the session and leave, you
are of course free to do so.

Do you have any questions before we start?



Participant's Name: _ Date:

2. Types of Information You Typically Want to Find

Before we get started with the tasks, please list the types of information that you personally might
typically want to find on the IRS.gov Web site, using a separate line for each item:




4.Tasks

Now we wil! start the session. Please perform the tasks using the application unless asked otherwise.
After performing a task, please answer the questions below the task on the page.
Task One:

You are a resident of Tennessee and need to know where to send your taxes. You have completed the
1040EZ form and are enclosing a payment. What address would you send your form and payment to?

Target:

S E-Fee” « "Where o Fiie” < "Where to file addresses or a0 v ausliaspavers by state” < TN
SGats links” < *Tennossos” OR "TENNESSEE - Where o3 Fee Actrasses for Individual

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. Please comment on your first impression of the web site:

Comments:

2. i this web site had informed your first opinion, what might you think of the IRS?

Commaents:

3. Was there anything you particularly liked {or disliked) about your first impression?
What you liked:

What you disliked:




Task Two:

You lean from a friend that you are now abie 1o make e-payments for your taxes. You want to pay by
credit card and are unsure if you have all the information necessary to do this. Where would you go fo
find this information?

Target:

rarmot - FLFile < Fiectromn Payment Gprons” < "Cradit Cand OR Seach, 'Pay by credt card™ =
e Dard

Success: Yes [ No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very 0 Difficult a Somewhat @ Neutral Q Somewhat 0O Easy Q Very
Difficult Ditficult Easy Easy
Comments:

2. If i had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

a Strongly ODisagree aoSomewhat QNeutral QSomewhat O Agree  Q Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Three:
Your yearly income is $32,000 a year. You found out from an IRS help line that you are eligible to file
online for free. How would you do this?

Target:
Tarmet = "B-file™ - et o pd arprayere o bl g T a0 T NES sl nevEr @asier < o bl s
sstart now” OF "Searen e teeezs o free” - CRrag el et o opnions ' < tSlact now”

Success: Yes [ No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very D Difficult o Somewhat  Q Neuwtral a Somewhat 0O Easy o Very
Difficult Bifficult Easy Easy
Comments:

2. If | had to perform this task in real life, | would visit this site to perform it {as opposed to calling or
some other method).

a Strongly QDisagree aSomewhat ONeutral QSomewhat Q Agree & Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked) about the way you were able to (or unable to)
perform this task?

What you likec:

What you disliked:




Task Four:
You have money in a Roth IRA and are wondering if you are unsure if you have to report your
nondeductbible contributions, Using the FAQ link where would you find the answer to your question?

Target:
Parget = "Mors onling 1ol - Fraguanty ashed geashaon, peyndrd < "R < "Rat 1A R
atenory < TInavad s st amant arrancemants’ o Bod HIAT

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

o Very o Difficult 0 Somewhat 0 Neutral a Somewhat Q Easy a Very
Difficult Difficult Easy Easy
Comments:

2. If | had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

o Strongly ODisagree  0OSomewhat ONeutral 0OSomewhat 0O Agree  Q Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to {(or unable to)
perform this task?

What you liked:

What you disliked:




Task Five:
You are a Ganadian citizen both living and working in the United States. You are unsure if you need to file
a US tax return or a Canadian tax return or both. Where would you go to find this information?

Target:
Talgal - Boig noane e’ - Chretn eety askeg et L ey ord” < TAllens and U5 O sans buing
asoroad”

Success: Yes/ No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very o Difficult 0 Somewhat QO Neutral 0 Somewhat 0O Easy a Very
Difficult Difficult Easy Easy
Comments;

2. K| had to perform this task in real life, | would visit this site to perform it {(as opposed to calling or
some other method).

Q Strongly o Disagree oSomewhat QNeutral QSomewhat O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to {or unable to)
perform this task?

What you liked:

What you disliked:




Task Six:

You are a student who is at the IRS site because you have no idea where to iook to find information about
FAFSA. Using the IRS.gov FAQH's fing the link tc the FAFSA webite.

Target:
Tarmgst - Rlos vep oo« CFrequentty Aok Tlpetens L Raywe o 57 e hidend Ex
slormateo oo s wienis” o Freg Apohoaliae S

Success: Yes /[ No

Commentis:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

o Very Q Difficult Q Somewhat 0 Neutral a Somewhat QO Easy a Very
Cifficult Difficuit Easy Easy
Comments:

2. If I had to perform this task in real life, 1 would visit this site to perform it (as opposed to calling or
some other method).

a Strongly ODisagree OSomewhat  ONeutral 0OSomewhat a Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked} about the way you were able to (or unable to)
perfarm this task?

What you liked:

What you disliked:




Task Seven:

You are just about done with your son's taxes and realize you cannot finish them without finding out about
what to do about his trust fund. You have already read through the FAQ's and found no answer your
questions, Your last hope is to call the tax assistance line. How wouid you go about doing this?

Target:

Fariser o Dontart 1RS < Contact the |B 3 g Hegs Dasd - Halp wath fan ueshior 3

Success: Yes [ No

Commentis:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

Q Very a Difficult 0 Somewhat 0O Neutral 0 Somewhat O Easy a Very
Cifficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

a Strongly aDisagree nSomewhat QNeutral QSomewhat O Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked} about the way you were able to (or unable to)
perform this task?

What you liked:

What you disiiked:;




Task Eight:

You get & notice in the mail from the IRS letting you know you are being investigated. You don't believe
you have done anything wrong. You call the help line and they tell you to look on the website and find the
organization within the IRS that helps taxpayers with problems such as these. Where on the IRS.gov
website would you find this organization, what are they called, and who heads it?

Target:

L~ Taxpayer sovens oy w0 Taaneyer a6l 20! SHeenas

Trrgee
o

LrLmees

Success: Yes [ No

Comments:

Please answer the following questions and statements based en the task you just attempted.

1. How easy or difficult was it to complete this task.

0O Very 0 Difficult 0 Somewhat T Neutral o Somewhat 0O Easy a Very
Difficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

a Strongly aDisagree DSomewhat ONeutrai 0OSomewhat 0O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Woas there anything you particularly liked (or disliked} about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Nine:
You have a babysitter, and once a week he/she cleans as part of her duties. He/She doesn't live with you
and you are unsure if they are considered a household employee or not. Find your answer using search.

b Bionuge e S T E 2000Y Hlousomalt e, soad el < Doy

Success: Yes /No

Comments:

Please answer the following guestions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very o Difficult O Somewhat  Q Neutral O Somewhat O Easy Q Very
Difficult Difficuit Easy Easy
Comments:

2. If t had to perform this task in real life, | would visit this site 1o perform it (as opposed 1o calling or
some other method).

a Strongly ODisagree oSomewhat ONeutral 0OSomewhat O Agree  Q Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {(or disliked) about the way you were able to (or unable to}
perform this task?

What you liked:

What you disliked:




Task Ten:

You are about to receive some assets because of a loss in your family. You need to fill out a form for tax
purposes but are unsure of the form you need 1o fill out for taxes. Using search find the form number and
the instructions for the form.

Target:

Bovanoed Sear it < CAnc L L e oy Borms andg InsiructonsT - lpstraenes 8542 {PDEC OR

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

QaVery Q Difficult Q Somewhat Q0 Neutral O Somewhat 0O Easy o Very
Difficult Difficult Easy Easy
Comments:

2. if I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some cther method).

a Strongly ODisagree aScmewhat  ONeutral 0QSomewhat G Agree QO Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to {cr unable to)
perfoerm this task?

What you liked:

What you disliked:




Task Eleven:

You are being brave, and this year, you have decided to do your own taxes. You wonder whether the IRS
has some sort of instructions or guide that could help you out if you have any questions. Using search,
find the information.

Target:
Taroe - Search e guie” < RS n ol TeeRran Tov o e e g vnedis | tHebacanon 17, your

N TS T s TR O S

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very o Difticult 0 Somewhat  Q Neutral O Somewhat 0O Easy 0 Very
Ditticult Difficult Easy Easy
Comments:

2. It I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

a Strongly oDisagree aSomewhat ONeutral OSomewhat O Agree QO Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




FINAL Task:

Review the list you created of the types of information that you personally might typically want to
find on the IRS.gov Web site. Choose one item and locate it on the IRS.gov site.

Target:

N/A

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very a Ditficult 0 Somewhat 0 Neutral Q Somewhat 0 Easy a Very
Difficult Difficult Easy Easy
Comments:

2. If 1 had to perform this task in real life, | would visit this site to perform it {as opposed to calling or
some other method).

0 Strongly QADisagree OSomewhat ONeutral QSomewhat 0O Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




IRS.gov 2006 Nationwide Tax Forum (NTF)
Usability Study

Tax Professionals Participant Package

MODERATOR GUIDE



1. Intr_oduction

Today you will be evaluating a proposed redesign of IRS.gov. We appreciate you taking time out of your
day to help us improve the quality and usefulness of this application.

During the evaluation, you will be asked to perform a few typical tasks. Use the site as you might—or
do—use it at home or at work and let us know what you are thinking as you go along. Your feedback
during this test session is vital: It will help shape the future application. Please comment freely on
anything you observe. Both positive and negative comments are welcome!

This session will be videotaped using microphones, a video camera, and a device to videotape the
computer screen. Additionally, another person will be taking notes behind the mirror. These recordings
will only be used for purposes of data analysis.

Please note that the Paperwork Reduction Act requires that the IRS display an OMB control number on
all public information requests. The OMB Control Number for this study is #1545-1349. Also, if you have
any comments regarding the time estimates associated with this study or suggestions on making this
process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224

Important Guidelines:

While you are completing the tasks:

¢ Think out loud. Tell us what's going on while you are attempling a task. For example:

"I'm having trouble doing this task because I cannot figure out where to go to do it. 1thought I'd find
a link to XYZ on the home page, but it doesn’t seem to be there...”

"No problem; it was obvious that clicking on the XYZ link would take me te this page which
completes the task.”

There is also space in this package for you to add additional written comments.

+ If you have trouble with a task:

Tell us what is happening and why it's different than you expected.
Tell us what you did to try to overcome the problem.
Ask the administrator for help if you cannot proceed further.
(However, try to think of the administrator as a friend you would have to call)
4. Let us know when you think you'd normally stop and just call the IRS instead or if you'd just
try again another time.

Pl

» Work at your own pace. Remember that we're evaluating the Web site — we’re not evaluating you. If
you have trouble, it probably means there is something we need to improve in the design.

* The facilitator may from time to time ask questions about what you're doing or thinking, or remind
you to think out loud.

Remember that if at any point during the session you feel you need to end the session and leave, you
are of course free to do so.

Do you have any questions before we start?

CONFIDENTIAL
Disclose and distribute solely to U S WEST employees having a need to know i



Participant’s Name: o Date:

2. Types of Information You Typically Want to Find

Before we get started with the tasks, please list the types of information that you personally might typically
want to find on the IRS.gov Web site, using a separate line for each item:




_4. Tasks

Now we will start the session. Please perform the tasks using the demao version of the site unless asked
otherwise. After performing a task, please answer the questions below the task on the page.

Task One:

Your client is a resident of Tennessee and you need to know where to send his tax return to. You have
completed the 1040EZ form and are enclosing a payment. What address would you send the form and
payment to?

Target:

Target = "I[HS F-F w0 -
OR “Skip to Sinte !
Taxpayers 104087

Wire o File” « Wherd o Tle amilresses for ndiviguai tagpay ors by L T« TN
Tanpeagea” DR OCTONNESSEE - Where to File Addresses for indurd !

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. Please comment on your first impression of the website:

Comments:

2. If this website had informed your first opinion, what might you think of the IRS?

Comments:

3. Woas there anything you particularly liked (or disliked) about your first impression?
What you liked:

What you disliked:




Task Two:
Recently you heard from a co-worker that you are now eligible to e-file your clients taxes. Using e-file how
would you go about applying for this?

Target:
larget = "Tax Professon
tax professional e ope gt

Cpegervices-Onpre focla o e prolessionals” « TIRE a-ire mierie ansy - A

stop o-tre and e-pay shop” « THS ooy Applcation process. Sien’ - How o appiy’

Success: Yes [ No

Comments:

Please answer the following questions and statements based on the task vou just attempted.

1. How easy or difficult was it to complete this task.

a Very Q Difficult o Somewhat 0 Neutral 0 Somewhat O Easy a Very
Difficult Difficult Easy Easy
Comments:

2. |f I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other methed).

Q Strongly aDisagree DSomewhat  QNeutral OSomewhat 0 Agree O Strongly
Disagree Bisagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Three:

You have already flied a return for your client and you now have 1o go before the IRS and represent your
client. You schedule is busy so you would rather do all of it online. You are aware of the Electronic
Account Resolution, but are not sure if this is exactly what you need. Find this resolution online, and is it
necessary for one to be a participant of the e-file program?

Target:

Taroel — " Tax Professonals” « "Base l-Sarvaces Becironie Account Resowin:s’ «

seot vy 1 o Frecirorne Account Haesoha, e,

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very 0 Difficult a Somewhat O Neutral a Somewhat QO Easy Qa Very
Ditficult Difficult Easy Easy
Comments:

2. |f I had to perform this task in real life, | would visit this site to perform it {as opposed 1o calling or
some other method).

Q Strongly aDisagree OSomewhat QNeutral 0QSomewhat 0O Agree QO Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Four:
Your client has money in a Roth IRA and you are unsure if you have to report their nondeductbible
contributions. Using the FAQ link where would you find the answer to your question?

Target:
[argel = Mare o0 o s Rreduently as-sdpsstiong’ - Bayeora - R o Bioth IRAT OR
CUAtETER Y el v oat relirement arraegge eets Hom 1A

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

Q Very Q Difficult o Somewhat  a Neutral 0 Somewhat O Easy 0 Very
Cifficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real life, 1 would visit this site to perform it {as opposed to calling or
some other method).

o Strongly O Disagree oSomewhat QONeutral 0OSomewhat 0O Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:







Task Four:
Your client has money in a Roth IRA and you are unsure if you have to report their nondeductbible
contributions. Using the FAQ link where would you find the answer to your question?

Target:

B - o R . L s e - b R T
o Rore oy AT s Bt 1RA (3R

O ST U I

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

D Very O Difficult 0 Somewhat 0O Neutral O Somewhat 0O Easy a Very
Cifficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

a Strongly abisagree oSomewhat  QNeutral oSomewhat O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Five:
Your client is a Canadian citizen both living and working in the United States. You are unsure if you need
to file a US tax return or a Canadian tax return or both. Where would you go to find this information?

Target:

s bk 100087 < CFrRgUEnY as<aa quast ons’ o eyweny w CAlere sna LS CHizens living

Success: Yes [/ No

Commenis:

Please answer the following gquestions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very O Difficult 0 Somewhat 0O Neutral 0 Somewhat QO Easy 0 Very
Difficult Difficult Easy Easy
Comments:

2. If i had to perform this task in real life, | would visit this site to perform it {as opposed to calling or
some other method).

@ Strongly QDisagree QSomewhat QNeutral ©Somewhat 0O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Six:

A client you did taxes for last year calls you and states that he/she feels that someone may have filed a
return using their social security number because the IRS is calling and wants to know why 2 returns
waere filed with the same S8N. You want to halp your worried ¢lient, but aren't 100% sure one what
exactly to do. Using the FAQ find the answer so that you can help your client.

Target:

cend e lonis’ TR ennaly ke uestons” ¢ FAG 10 ooy« Heporting Frawd

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

Q Very o Difficult Q Somewhat 0 Neutral 0 Somewhat Q Easy 0 Very
Difficult Difficult Easy Easy
Comments;

2. i I had to perform this task in real life, | wouid visit this site to perform it (as opposed to calling or
some other method).

a Strongly 0 Disagree OSomewhat  QNeutral OSomewhat 0O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked} abotit the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Seven:

Your ciient’s taxes are just about completed and you realize you cannot finish them without finding out
about what to do about his trust fund. You have already read through the FAQ's and found no answer
your questions. Your last hope is to cal the tax assistance line. How would you go about deing this?

Target:

Toadgt = Corta RS L Contact e 198 quy Heln Deak™ Hafr win ta s st ons

Success: Yes / No

Commenis:

Please answer the following questions and statements based on the task you iust attempted.

1. How easy or difficult was it to complete this task.

a Very Q1 Difficult 0 Somewhat QO Neutral O Somewhat 0 Easy O Very
Difficult Difficult Easy Easy
Comments:

2. It I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some ather method).

o Strongly aDisagree OSomewhat  QONeutral OSomewhat O Agree 0 Strongly
Disagree Disagree Agree Agree

Comments:

3. Was there anything you particulariy liked {or disliked) about the way you were able 1o {or unable 10)
perform this task?

What you liked:

What you disliked:




Task Eight:
Your client has a babysitter, and once a week hefshe cleans as part of her duties. He/She doesn't live

with you and you are unsure if they are considered a household employee or not. Find your answer using
search.

Target:

faraat — "Search babysater o S
nave o nogsebold employes

05y, Frousnadd eryslovers tax guide” = Do vou

Success: Yes /No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

O Very Q Difficult 0 Somewhat 0O Neutral 0 Somewhat O Easy 0 Very
Difficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real fife, | would visit this site to perform it (as opposed to calling or
some other method).

O Strongly QDisagree aSomewhat QNeutral 0Somewhat 0O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Nine:

Your client is about 10 receive some assets because of a loss in their family. You need te fill out a form for
tax purposes but are unsure of the form you need to fill out for taxes. Using search find the form number
and the instructions for the form.

[

argat - Advanced Senon - Assets nogosion, Forma aec el sohions < UInstructinn 8854 k) R
Farmy 30847

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task vou just attempted.

1. How easy or difficult was it to complete this task.

Q Very 0 Difficult 0 Somewhat O Neutral 0 Somewhat O Easy 0 Very
Difficult Difficult Easy Easy
Comments:

2. If | had to perform this task in real life, | would visit this site to perform it {as opposed to calling or
some other method).

0O Strongly QDisagree OSomewhat ONeutral QSomewhat O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:




Task Ten:

Your client comes to you and believes they're eligible for earned income tax credit for the year 2005.
Using search find out how you can help your client figure out if they are eligible for EITC.

Target:

T e
P

dincume Tax Cradt - "egamed ooy s Crecit - Snoud | apply s " YVeur

rec A §ehopiie”

Success: Yes /No

Comments:

Please answer the following guestions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very a Difficult 0 Somewhat 0 Neutral Q Somewhat 0 Easy O Very
Difficult Difficult Easy Easy
Comments:;

2. If I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

Q Strongly aDisagree OSomewhat QONeutral DSomewhat a Agree 0 Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked) about the way you were able to (or unable to})
perform this task?

What you liked:

What you disliked:




FINAL Task:

Review the list you created of the types of information that you personally might typically want to
find on the IRS.gov Web site. Choose one item and locate it on the [RS.gov site.

Target:
N/A

Success: Yes /No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

Q Very O Difficult Q Somewhat O Neutral O Somewhat Q Easy a Very
Difficult Difficult Easy Easy
Comments:

2. If 1 had to perform this task in real life, | would visit this site to perform it (as opposed 1o calling or
some other method).

O Strongly QDisagree oSomewhat  QNeutral aSomewhat O Agree  Q Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:
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1. Introduction

Today you will be evaluating a proposed redesign of IRS.gov. We appreciate you taking time out of your
day to help us improve the quality and usefulness of this application.

During the evaluation, you will be asked to perform a few typical tasks. Use the site as you might—or
do—use it at home or at work and let us know what you are thinking as you go along. Your feedback
during this test session is vital: [t will help shape the future application. Piease comment freely on
anything you observe. Both positive and negative comments are welcome!

This session will be videotaped using microphones, a video camera, and a device to videotape the
computer screen. Additionally, another person will be taking notes behind the mirror. These recordings
will only be used for purposes of data analysis.

Please note that the Paperwork Reduction Act requires that the IRS display an OMB control number on
all public information requests. The OMB Control Number for this study is #1545-1349. Also, if you have
any comments regarding the time estimates associated with this study or suggestions on making this
process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224

Important Guidelines:

While you are completing the tasks:

e Think out loud. Teil us what's going on while you are attempting a task. For example:

"I'm having trouble doing this task because I cannot figure out where to go to do it. 1 thought I'd find
a link to XYZ on the home page, but it doesn’t seem to be there...”

"No problem; it was obvious that clicking on the XYZ link would take me to this page which
completes the task.”

There is also space in this package for you to add additional written comments.

¢ If you have trouble with a task:

1. Tell us what is happening and why it's different than you expected.
2. Tell us what you did to try to overcome the problem.
3. Ask the administrator for help if you cannot proceed further.
(However, try to think of the administrator as a friend you would have to call.)
4. Let us know when you think you'd normally stop and just call the IRS instead or if you'd just
try again another time.

+  Work at your own pace. Remember that we're evaluating the Web site — we're not evaluating you. If
you have trouble, it probably means there is something we need to improve in the design.

¢ The facilitator may from time to time ask questions about what you’re doing or thinking, or remind
you to think out loud.

Remember that if at any point during the session you feel you need to end the session and leave, you
are of course free to do so.

Do you have any questions before we start?

CONFIDENTIAL
Disclose and distribute solely to U S WEST employees having a need to know 15
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Participant’s Name: Date:

2. Types of Information You Typically Want to Find

Before we get started with the tasks, please list the types of information that you personally might typically
want to find on the IRS.gov Web site, using a separate line for each item:
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4. Tasks

Now we will start the session. Please perform the tasks using the demo version of the site unless asked
otherwise. After performing a task, please answer the questions helow the task on the page.

Task One:
You are a large corporation and want to know if you are eligible to e-file. How would you find this
information?

Target:
farget = "Busmess” < e-lle for large and rud sized Corporatons”
Comments:

Please answer the following questions and statements based on the task vou just attempted.

1. Please comment on your first impression of the website:

Comments:

2. if this website had informed your first opinicn, what might you think of the IRS?

Comments:

3. Was there anything you particularly liked (or disliked) about your first impression?
What you liked:

What you disliked:




%ﬁ Internal Revenue Service

United States Department of the Treasury

Task Two:
Being a business is it possible, and if so, how do you go about applying for e-services’?

Target:

TR e pa o mpugay e 3 L s
[P L DRSNS w0 TS0 D 1 gt 1

Success: Yes / No

Commentis:

Please answer the following guestions and statements based on the task you just attempied.

1. How easy or difficult was it to compiete this task.

o Very a Difficult 0 Somewhat O Neutral a Somewhat Q4 Easy 0 Very
Difficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real lite, ! would visit this site to perform it (as opposed to calling or
some other method).

O Strongly aDisagree OSomewhat QNeutral 0OSomewhat 0 Agree QO Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {(or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:
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Task Three:

You have aiready flied a return for your business and you now have to go before the IRS and represent
your business. You schedule is busy so you would rather do alf of it online. You are aware of the
Electronic Account Resolution, but are not sure if this is exactly what you need. Find this resolution
online, and is it necessary for one to be a participant of the e-file program?

Target:
oot Tax Prolessiongls’ « Bas o Fouis o e pre’ < E-Servicas bsctomg Sceount Resoiition <
e art o BEoechone Acoount Farnn e

Success: Yes /No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very a Difficult a Somewhat O Neutral 0 Somewhat O Easy a Very
Difficult Difficult Easy Easy
Comments;

2. If I had to perform this task in real lite, | would visit this site to perform it {as opposed to calling or
some other method).

o Strongly aDisagree ASomewhat  ONeutral aSomewhat Q Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able to {or unable to)
perform this task?

What you liked:

What you disliked:
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Task Four:

You believe that being a mechanic and doing side jobs constitutes a *small business’, but you are unsure.
You don’'t want to get into any “hot water” with the government so to be on the safe side you have
decided to research on IRS.gov and find out if what you do would be considered a small business. Using
the FAQ's find what the difference is ina small business and what might be a hebby.

Target:

vl Rlore on! neoresourens’ o FAQ Dy subondtegory < Do mer vl exeineos”

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

O Very Q Difficult  Somewhat O Neutral a Somewhat O Easy Qa Very
Difticult Difficult Easy Easy
Comments:

2. it | had to pertorm this task in real life, I would visit this site to perform it (as opposed to calling or
some other method).

o Strongly aDisagree aSomewhat  QNeutral OSomewhat 0O Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disiiked) about the way you were able to (or unable to}
perform this task?

What you liked;

What you disliked:
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Task Five:
You have just created your new business and have 5 employees. You are aware of a tax ID number, but

are unsure if you need one for your small business. Where would you find this topic using the [RS.gov
FAQYs?

Target:

Targel = "Sncal Busmess/Se s bon wad Ofnar Business -0 0 99 S X Fpoyer lentficatior N nber

F L
FLTREEY

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very a Difficult a Somewhat  Q Neutral 0O Somewhat O Easy 0 Very
Difficult Difficult Easy Easy
Comments:

2. I I'had 1o perform this task in reat life, | would visit this site to perform it (as oppesed to calling or
some other method).

o Strongly aDisagree OoSomewhat ONeutral 0Somewhat O Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:
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Task Six:

Your business is a partnership and you have questions about estimated tax and how your business files
and pays quarterly tax payments. Using the FAQ's where would you look to find the answer 1o your
guestion?

Target:
Targot - Busmness S towmes oo Toows < Voo ey, rogs nibngs FASs T < RAD s by
Supealegory . ESimgie s [ox Hes e

Success: Yes [ No

Commentis:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very a Difticult o Somewhat 0O Neutral 0 Somewhat O Easy O Very
Bifficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real life, | would visit this site to perform it {(as opposed to c¢alling or
some other method).

O Strongly o Disagree QSomewhat ONeutral 0OSomewhat 0O Agree 0O Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {or disliked} about the way you were able to {or unable to)
perform this task?

What you liked:

What you disliked:
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Task Seven:
Your company is international and you have no idea where to begin when doing taxes. You have looked

on the site (FAQ's, Search, Business) and still, you are confused. Where could you find another source of
help on the IRS.gov site?

Target:

Taraet « “Conlact iH= « re ath D Quosions

Success: Yes /No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

O Very 0 Difficult 0 Somewhat  a Neutral 0 Somewhat O Easy g Very
Ditficult Ditficult Easy Easy
Comments:

2. It I had to perform this task in real life, | would visit this site to perform it {as opposed to calling or
some other method).

a Strongly DO Disagree OSomewhat QNeutral QSomewhat 0O Agree QO Strongly
Disagree Disagree Agree Agree
Comments:

3. Woas there anything you particularly liked (or disliked) about the way you were able to {or unable to)
perform this task?

What you liked:

What you disliked:
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Task Eight:

Your company is about to receive some assets because of a recent merger. You need to fill out a form for
tax purposes but are unsure of the form you need to filt out for taxes. Using search find the form number
and the instructions for the form.

Target:

farget CAdvanee Seiren o BRSNS DLuE Do, Facr s snugions < Instrusiens RGP0 O

Farm 8504

Success: Yes f No

Comments:

Piease answer the following questions and statements based on the task you just attempted.

1.

How easy or difficult was it to complete this task.

a Very o Difficult 0 Somewhat 0O Neutral 0 Somewhat 0 Easy o Very
Ditficult Difficult Easy Easy
Comments:

If [ had 1o perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method}.

O Strongly QDisagree OSomewhat QNeutral QSomewhat 0O Agree T Strongly
Disagree Disagree Agree Agree
Comments:

Was there anything you particulariy liked (or disliked} about the way you were able to (or unable 10)
perform this task?

What you liked:

What you disliked:
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Task Nine:

Unfortunately your company is now bankrupt and you still have to pay taxes. Using Search find the form
that needs to be completed in order to get a reduction of tax attributes.

Target:

Targ2t — "Sesvan Buiaploy Form < e s ET P

Success: Yes / No

Commenis:

Please answer the following questions and statemenis hased on the task you just attempted.

1. How easy or difficult was it to complete this task.

a Very O Difficult 0 Somewhat O Neutral 0 Somewhat O Easy o Very
Difficult Difficult Easy Easy
Comments:

2. If I had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other methaod).

a Strongly o Disagree OQSomewhat QNeutral QSomewhat 0O Agree O Strongly
Disagree Disagree Agree Agree
Comments:

3. Woas there anything you particularly liked (or disliked) about the way you were able to (or unable to)
perform this task?

What you liked:

What you disliked:
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Task Ten:
You are getting older and is it time to retire and you have no desire to sell your business. Instead you

decide to just close your business but you don't know what to do about your income and expenses. Using
search, find out what you would do.

Target:

farual Sewth Comngabusingrss” < "Gosmn » Booomo e 00 g anG BExpencos’

Success: Yes / No

Comments:

Please answer the following questions and statements based on the task you just attempted.

1. How easy or difficult was it to complete this task.

u Very a Difficult a Somewhat  Q Neutral 0 Somewhat Q Easy a Very
Difficult Difficult Easy Easy
Comments:

2. If | had to perform this task in real life, | would visit this site to perform it (as opposed to calling or
some other method).

O Strongly aDisagree QaSomewhat QNeutral QSomewhat Q Agree  Q Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked (or disliked) about the way you were able o {or unable to)
perform this task?

What you liked:

What you disliked:
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FINAL Task:

Review the list you created of the types of infermation that you personally might typically want to
find on the IRS.gov Web site. Choose one item and locate it on the IRS.gov site.

Target:
N/A

Success: Yes /No

Comments:

Please answer the following questions and statements based on the task you {ust attempted.

1. How easy or difficult was it to complete this task.

a Very o Difficult a Somewhat O Neutral 0 Somewhat O Easy a Very
Difficult Difficult Easy Easy
Comments:

2. If | had to perform this task in real life, | would visit this site to perform it (as opposed te calling or
some other method).

o Strongly aDisagree OSomewhat QONeutral 0OSomewhat Q Agree  Q Strongly
Disagree Disagree Agree Agree
Comments:

3. Was there anything you particularly liked {(or disliked) about the way you were able to {or unable to)
perform this task?

What you liked:

What you disliked:
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7. Exit Questionnaire

Instructions:

Flease circle the single response that best matches your answer where there is a multiple choice
question and print your response in the space provided for open ended questions. Please feel free to
include your feedback in the comments areas provided.

Please answer the following questions and statements based on all the tasks you performed today.

Navigating the Demo

1. How easy was it to find your way through the site using the navigation bar at
the top?

ery Slightly Slightty Very
Hard Hard Hard Easy Easy Easy
Comments:

2. Did the words on the navigation bar make sense to you? What would you
have preferred to see on the navigation bar?
Yes No

Comments:

3. Did you have difficulty completing tasks?
Yes No

Comments:

4. If you lost your way, how easy was it to recover and continue searching for the
answer to your task?

ery
Hard

Hard

Slightly

Hard

Slightly
Easy

Easy

Very
Easy

Comments:
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5. Many users come to the IRS.gov website looking for tax forms. How easy was
it to find forms on the site? How might the path to forms be made more

intuitive?
ery Slightly Slightly Very
Hard Hard Hard Easy Easy Easy
Comments:

Site Features

6. Please list the 2 most helpful features of this website.

7. Please list the 2 least helpful features of this website.

8. If you used the “I need to...” dropdown, what was your opinion of this tool?
Was it useful?

Not Useful at | Not Useful Slightly Slightly Very
All Unuseiul Useful Useful Useful

Comments:

9. If you used the links in the upper right-hand corner of the pages (About IRS,
Help, etc.) how useful were they? Did you like their location?

Not Usetful at
All

Not Useful

Slightly
Unuseful

Slightly
Useful

Usetul

Very
Useful

Comments:
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Search Feature

10. How would you rate the difficulty of initially finding the search box on the
page?

Very Slightly Slightly Vary
Hard Hard Hard Easy Easy Easy
Comments:

11. Did you understand the purpose of the search term field and the drop-down
field beside it?

Yes No

Comments:

Site Aesthetics

12. To what degree did you find the homepage visually attractive?

Not Attractive | Not Attractive | Slightly Slightly Very
At All Unattractive | Aftractive Attractive Attractive
Comments:

13. How would you rate the amount of information on each page of the IRS.gov
website?

Far Too Much Too Much About the Too Little Far Too Little

information— Information Correct Amount Information Information—

Qverload per Page Unsatisfied
Comments:

14. Did you find the colors used throughout the website attractive?
Yes No

Comments:
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15. Did you find that the site maintained a good balance of text versus graphics?
Yes No

Comments:

Other Features

16. Please list any features you expected on this website but did not find.

17. What other improvements would make it easier to find and read content on
IRS.gov?

18. Do you have overall suggestions for improvement of the website?

Paperwork Reduction Act (PRA) Statement:
The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is #1545-1349. Also, if you
have any comments regarding the time estimates associated with this study or suggestions on
making this process simpler, please write to the:

Internal Revenue Service

Tax Products Coordinating Committee

SE:W:CAR:MP:T:T:SP

1111 Constitution Ave. NW

Washington, DC 20224
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8. Confirmation Phone Call Script

Good morning/ afternoon, I am calling to confirm your participation in our upcoming research

usability study for the Internal Revenue Service about the IRS.gov Web site.

Reference the OMB Control Number and PRA Statement as noted below before
continuing with the interview:

The Paperwork Reduction Act requires that the IRS display an OMB control number on all
public information requests. The OMB Control Number for this study is #1545-1349. Also, if
you have any comments regarding the time estimates associated with this study or suggestions
on making this process simpler, please write to:

Internal Revenue Service

Tax Products Coordinating Committee
SEW:CARMP:T:T:SP

1111 Constitution Ave. NW
Washington, DC 20224

Did you receive a package from us with the date and time of your interview and directions to
the site?

YES eieieciniirc st O Confirm Date and Time are OK and that
Directions are clear (see below). Verify that
they have transportation to get to the facility.

NO ctiee it e O Detail the appeointment [See below] and ask if
they have FAX # or email address that you
can send the information to.

DATE: (insert date)
TIME: (inserttime}

LOCATION: IRS 2005 Tax Forum City ?
DIRECTIONS: Provide 2008 Tax Forum City and Hotel ocation
Contact Liz Baker at 202-283-7847 if you get lost.
See enciosure

LENGTH: 3 hours (including travel time and 60 minute interview)
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Please check in 15 minutes before the session start time to ensure that we proceed on schedule.
Please bring your photo ID upon check-in. If you use reading glasses, please bring these with

you.

We have invited only a limited number of people, and we are counting on your timely
attendance and participation for completion of our study. There is no back up person to
participate if you do not show up to the research study, so it is very important that you keep
your commitment. Should something change in your participation availability, please phone

our call center at 1-888-xxx-xxxx and reference “IRS.gov Nationwide Usability Study”.

All of our interviews are conducted strictly for research. At no time will someone attempt to
sell you any product or service, nor will your name be supplied to any manufacturer for sales

purposes. Your honorarium of $75 will be paid at the end of your interview.

Do you have any questions?

[ANSWER INQUIRIES APPROPRIATELY AND THOROUGHLY]

Again, thank you for your time and we look forward to seeing you on [day of week] at [time].





