Customer Satisfaction Survey (Advance Letter)

IRS

SE:T:GE:ITG

1111 Constitution Ave., N.W.
Washington, DC 20224

Dear [insert tribe’s name]

The Office of Indian Tribal Governments, within the Internal Revenue Service, has been
established to provide all of the services you need in order to fully administer federal tax
laws. In addition, we seek to provide tribes with information to further their economic
development without risk of federal tax concerns. It is very important that the Office of
Indian Tribal Governments understand your opinion of our operations. To get your
opinions, we will soon send you a questionnaire to ask you about how well we are doing
our job. In the next few weeks, your survey will arrive in the mail.

We hope you will cooperate with us and complete the survey, as your responses will
help us better serve your needs in area of federal tax administration. We guarantee that
all responses will remain anonymous. We would appreciate it if you would base your
responses on your experiences with the Office of Indian Tribal Governments within the
past year. Your participation is voluntary and it should take approximately 12 minutes to
complete the survey

If you have any questions or comments about this survey please contact us at [Provide
Phone Number] or you may write to us at the following address [Insert Address]. You
can also contact us if you would like a copy of the survey results. Thank you in advance
for spending your valuable time to help the Office of Indian Tribal Governments better
serve your needs.

Sincerely,
XXXXXXX

XXXXX

Enclosure



DEPARTMENT OF THE TREASURY
INTERNAL REVENUE SERVICE
Office of Indian Tribal Governments
P.O. Box 227
Buffalo, New York 14225

TAX EXEMPT AND
GOVERNMENT ENTITIES DIVISION

July 1, 2008
Dear

The Office of Indian Tribal Governments at the Internal Revenue Service was established to
help Indian tribes address their federal tax matters. During the planning and creation of this
office, we received valuable input from Indian tribal governments and tribal associations so
we would be better able to understand and meet your specialized needs.

The overall goal of this office is to use partnership opportunities with Indian tribal
governments to respectfully and cooperatively meet the needs of both the tribal governments
and the federal government and to simplify the tax administration process.

What are we asking you to do? Complete a survey.

As part of an ongoing process, we are asking each tribe to complete the attached survey.
We would like your responses to be based on experiences your tribe has had with the Office
of Indian Tribal Governments within the past year.

We have identified you as the recipient of the survey for your tribe, but ask that you include
input from all those who have involvement in federal tax issues and/or have interacted with
our office. This would most likely include financial officers, tribal administrators and
accountants, payroll officials, casino managers, and similar positions. While several
individuals may provide input, only one survey form should be completed. All responses will
remain anonymous.

Response deadline: August 1, 2008

Please mail us the completed survey by the above response date. A self-addressed
stamped envelope is enclosed for your convenience. The survey results will post to our web
site at www.irs.gov/tribes along with a list of opportunities for improvement that we identify
during the analysis of the survey results. Surveys conducted in prior years have led to the
development of new products and processes to better serve tribal tax needs, so your input is
both valued and important.

If you have any questions or comments about this survey please feel free to contact me at
(202) 283-9800, or you may write to us at the address shown above. Thank you for your
valuable time to help the office of Indian Tribal Governments better serve your needs.

Sincerely,

Christie Jacobs
Director

Enclosures:
Survey
Envelope
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Indian Trikal Governments Customer Satisfaction Survey

The Office of Indian Tribal Gevernments (ITG) within the IRS & asking for your input to help ws evaluate how well we are senving your
needs. Your responses will help us identify the areas where we can improve our producisisenvices. No identifying information is
required, and your response will be kept confidential. Thank you for your input.

Please read each guestion carefilly, and then mark the appropriate box from the scale (where 1 means “Strongly Agree” and
5 means “Strongly Disagree™) o show how much you agree or disagree with each staterment.

Tha firet sight questions will conelder how ITG reduces TAXPAYER BURDEN and
controls DELIVERY OF INFORMATION to the Tribes.

. It|s hand to c3ll and reach the Tribe's assigned Speclallst.

The Tribe rarely needs to ik i more than one empioyee o get an answer i a question.
. It |5 easy to access the IRS Intemet site.

. It I5 hand b get {ax information by calling the ITG Specialist

. Forms, Publications & ather wiitien materials are avallable on the IRS Inbemed she.

. ITG has specinc tax pubiicalians hat meet tribal Informalion needs.

. Specialisi(s) provide explanations the Trbe can undenstand.

. The IRS Indernet sits ks not wser mandty.

The fiollowing four guestions look at the COLLABORATION betwean ITG and fhe Triba.

9. Tne OfMmce of ITG assisis the Tribe In awokding penalties.
10. The CiMce of ITG does Qi explain how i1 Iaw changes affect the Tribe.
11. The CfMee of ITG works with the Tribe fo help resolve any tax ksues.
12. Ascistance given by the Cffice of TG Inferferes wilh Tribal saversignly.
The fiollowing four questions messure how ITG manages flve RECOGHNITION OF
GOVERNMENT-TO-Z0OVERMMENT RELATIONSHIP.
13. The CMee of ITG seeks bo bulkd a respectiul relationship.
14. The Cifce of ITG wants o work with the Tribe o administer ihe @x Ew.
15. The CMce of ITG does not clarily &x Issues that are unigue io the Trbe.
16. The Cffice Of ITEG heips ihe Tribe comply wilh the ta law.
mmmnlm_hmnmwmumu
the services provided by ITG.
17. The CMce of ITG |5 respeciiul of Tribal culure.
18. The OMce of ITG Is courteous In s comacts wih he Tribe.
19. The Tribe wil contact the OMce of ITG when R has a problem andior queston.
2. The Cifice of ITG works with the Tribe on a govermment-io-gowemment basls.
21. TG abways explains e reason for thelr compliance cantact.

Tha foliowing Mve questions will messure the ACCURACY, TIMELINESS, and HOMEETY
of e services provided by ITG.

The Ciffce of ITG works with the Tribe ko expiain ing requirements ko ribal members.

. The CMce of ITG provides 3 tmedy response i Me Triba's quastions.
The Cffice of ITG does nof keep he Tribe Informed of s actions i resotve an Isswe.
. The CMce of ITG falrty apples the tax law to the Tribe.

Overall, ihe Tribe |5 satisfied wilh he products and sendces provided by the OfMce af
MG.
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Pleass anewed YES of HO io the following queetion:
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Z7. Within the past year has your tlbe had Bs books andior reconds reviewed In a compllance
CNECcK or examination oy ITE?

I you answered Yee™ to question 27, continue to question 28. I you anewered “Hio”, procesd to Comments, question 42
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The following guestions askyaurumwnmgar:ﬁngfmrmmmmmle‘hed ITG examination or compliance chech. For
each question, pegardless of w L icome, please mark the appropriate response.

OVERALL SATISFACTION hor  agea st Blagien

23. The Tribe was salisfied wih the way ITS handied this case overall.

20. The Tribs was satisNed wih the length of the examination process. from Arst notice
throwgh resoiution.

30. The Tribe was satisfied wih the way ITE communicated with them throughout the
examination.

INITIAL MEETING For thiz asction pleass respond based on your Inferaciion with the
ITG Spechallst at the initkal mesting.

31. The TG Specialist was courenus.

32. The TG Specialst was knawedgeahle.

33. The TG Specialst clearty explained e Examination or Compliance Check pROCESs.
34, The TG Specialst Bstened to e Tribe's CoNGEms.

SUBSEQUENT INTERACTIONS For this saction piaase complets only If the ITG
Speciaiist asked you to provide additional iInformation after the infttal masting.

. The ITG Specialist considered the Infermation provided previously by the Tribe (e.q.
during the Iniial meeting).
. The TG Speciailst expiained why aoditienal Information was needed.

The ITG Specialst atequately communicated about the status of e examination or
complianca check after the Tribe provides the requested Infoamation.

. The TG Speciailst responded Bmely to ihe Tribe's Inquines.
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FINAL RESOLUTION

b

39. The Examination Repart or Complance Check Closing Lester cleary explaingd the
outcome, Including e reason Sor any adjustments or recommendatians.

40. The closing letter or closing conference addressed steps that could mindmize fubure
problems.

41. Tne method of e Examination of Compllance Check (comespandence, felephane, or in
person Inderview) was conduchve bo the Bmely and accurate compietion of the task.
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COMMENTS
Pleags add any comments you wish fo make, Inciuding exampleafdeas of how ITG could batter assist you:

42,
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Proposed Script for follow-up phone calls with Tribes

Survey administrator (places call to Accounting/Finance Department within Tribe). A
master sheet of contacts will be maintained to ensure that each non-respondent is
contacted only once.

READ. Hi, my name is , and I work for the Office of Indian Tribal
Governments within the IRS. [Verify that you are speaking with a representative from the
Accounting/Finance Department. If not, ask the individual to transfer you to this office
and/or ask for a contact person/phone number. If the Tribal leadership prefers to
designate someone else, you must work with that individual].

My office recently mailed you a customer satisfaction questionnaire to get your feedback
on how well are serving your needs in the area of federal tax administration.

[You may need to remind them of who we are and what we have mailed, i.e., we are an
office within the IRS that is responsible for helping federally recognized tribes meet their
federal tax obligations. Our office recently mailed a questionnaire to their tribe. We want
them to let us know how well we are doing our job. This feedback will help us improve
the products/services we provide.]

READ. Have you returned the questionnaire to us?

=>Yes, thank them for their cooperation and mention the results will be posted on our
web site (provide website address). DISCONTINUE CALL.

=>No, ask them if they would be willing to take a few minutes to answer the questions
over the telephone. It should take no more than 10 minutes.

=>Yes, proceed to the questionnaire and read the directions/questions.
Periodically remind the respondent of the scale. At the conclusion of the
questionnaire, thank the respondent for their time and remind them the survey
results will be posted on our web site (provide web site address).

=>No, ask them if there would be a better time to call back. If they refuse to cooperate
over the phone, you should encourage them to complete the questionnaire that was
mailed to them. Thank them for their time. DISCONTINUE THE CALL.
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