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IRS W&I 
ACS Support, CSCO, ACS
Phone Focus Group Moderator’s Guide 
Draft March 4, 2015
 (Notes to the moderator are in italics)

Group 1: ACS Support
Group 2: CSCO
Group 3: ACS

Recruit as many who owed IRS money as possible.
Recruit as many dissatisfied as possible, up to 6 per group.
Give link to Online Payment Agreement Scenario 1 before the group.

Overview
Hello, I’m ________  from an independent research firm named Pacific Consulting Group and I will moderate our discussion. Thank you all for dialing in today.  The topic we’ll be discussing is [ACSS/ACS: resolving collection issues] [CSCO: collection of taxes by the Internal Revenue Service after some sort of compliance review of individual tax information]. The overall goal of the research is to help the IRS provide better service to customers like you.
	
Our discussion will take about one hour. I would like to know your real attitudes and feelings, so please be as open and frank with me as you can. I would like for you to think about your opinions of the IRS with regard to your interactions with them and not your opinions regarding tax laws specifically. 

I also want to point out that I am not an IRS employee and there are no right or wrong answers so please don’t hold back any of your thoughts, opinions, and suggestions.

I am recording this session, and we have some IRS personnel listening in to hear your comments first-hand, but please keep in mind that our focus here is on your experiences and opinions. I will be summarizing your comments in a report for the IRS and will not report your individual identities. I want to emphasize that the IRS does not and will not know your individual identities. 



Introductions (5)
[Moderator:  Gather responses in a roundtable fashion]
To get started, let’s introduce ourselves.  Please tell us your first name only and what city and state you are located in.

CSCO/ACSS/ACS Process and Expectations (10)
[CSCO/ACSS]
1. [CSCO/ACSS] Is this the first time you have owed money to the IRS and received a notice? 

2. I’d like each of you to briefly describe the process and steps you took to resolve your collection issue, from the time you first received a notice from the IRS to the time you resolved the issue. (Including calls, letters, faxes, etc.)  
a. What was the issue that led to the IRS notice or letter?

[ACS] I’d like each of you to briefly describe what was the issue that led you to call the IRS?  

3. [CSCO/ACSS] Did this process meet the expectations you had when you first received the notice?  [ACS] Did this process meet the expectations you had when you first called the toll-free line?
a. What were your expectations?
b. If not, why not?
c. Were they met? If, not, how weren’t they met?


Online Tool for Payment Agreement (25)
Now we’ll discuss the online payment tool that we sent a sample of to you before the group.
4. Had any of you heard of this online tool at IRS.gov for making a payment agreement before we sent it to you?
a. If yes, have you used it?
i. If no, why not?
ii. If yes, did it work for you? Do you have any recommendations for improvements? Would you use it again in the future
5. Did you all receive the Sample Online Payment Tool (Scenario 1) we emailed? Please bring that up on your computer if you can access one right now. As you can see, this online tool allows you to apply for an installment agreement online if you cannot pay your taxes in full. Please take a look at the tool again. Talk it through. Each page is a screen on IRS.gov and they progress one after the other as shown.
6. If you owed IRS money and couldn’t pay immediately, would you use this tool?
a. If no, why not?
b. If yes, what is appealing about it?
7. Are there any areas of the tool that were confusing to you?
8. Do you have any recommendations for improving the tool?

Items with High Leverage (20)
Now we’ll discuss the top areas for improvement from the customer satisfaction survey. I’ll tell you what the top areas for improvement were after analysis of customer data and will ask you what went well for you and what could be improved for all taxpayers in each area.

ACS only
9. Knowledge of the representative
a. What went well in this area?
b. What could be improved?
10. How clearly the representative explained your issue
a. What went well in this area?
b. What could be improved?
11. Representatives willingness to help you with your issue
a. What went well in this area?
b. What could be improved?

ACSS only
12. Length of Process
a. What went well in this area?
b. What could be improved?
13. Explanation of why the IRS did or did  not accept taxpayers documents
a. What went well in this area?
b. What could be improved?
14. Consistency of Information
a. What went well in this area?
b. What could be improved?
CSCO only
15. Total amount of time taken
a. What went well in this area?
b. What could be improved?
16. How well IRS kept you informed of your case status
a. What went well in this area?
b. What could be improved?
17. Explanation of actions taken by IRS
a. What went well in this area?
b. What could be improved?


Recommendations (5)
Finally, are there any other elements of service provided by the IRS regarding [ACSS/ACS: resolving collection issues] [CSCO: collection of taxes by the Internal Revenue Service after some sort of compliance review of individual tax information] that could be improved which we have not discussed?

Wrap Up
Those are all the questions that I have for this session. I and the IRS thank you for participating in this discussion.  PCG will be sending a $40 token of our appreciation in the mail within two weeks. If, by chance, you do not receive the check in the mail or have any questions about it you can reach my colleague Lauren, at 650-223-8222. 

Thank you for participating and enjoy the rest of your day. 
























IRS W&I 
Filing and Payment Compliance
Phone Focus Group Screener and Reminder
March 2015

Note: Recruit 3 phone focus groups, one each for CSCO, ACSS, and ACS 

RECRUITING INSTRUCTIONS:
For each group recruit 12 individuals, try to get as many dissatisfied as possible, up to 6 for each group

INITIAL CALL

Hello, I’m _________ and I’m calling from Pacific Market Research.  May I please speak to ________________________?

During the past year you participated in an IRS customer satisfaction survey and indicated you would be interested in participating in future research efforts. We are calling to set-up a one-hour focus group phone call to discuss your interaction with the [CSCO: Collection Notice Operation of the IRS/ACSS: IRS’ Automated Collection System Support/ACS: IRS’ Automated Collection System]. This is NOT a call about your specific case. Participation in the focus group will give you an opportunity to tell the IRS about your service experiences and the group can share their ideas for service improvements.

First, can you confirm that you completed an IRS customer satisfaction survey within the past year? 
1. Yes (Continue)
2. No (Thank taxpayer for their time, and hang up)

Your participation with this research is voluntary, but your help on this project would be very much appreciated. As a token of our appreciation for your time, you will receive $40. 

The focus group will be held via telephone on [insert day]. All participants will call in to an 800 number to join the conference call. The discussion will last about one hour. You will be joined by a group of about six people who, like you, have experience with [CSCO: Collection Notice Operation of the IRS/ACSS: the IRS’ Automated Collection System Support process/ACS: the IRS’ Automated Collection System process].  You will not be asked about your specific tax situation, only about your experience with this process.  

As part of the group, we will email you a 10-page PDF with a sample IRS online tool for you to review before and during the group. You will need to be able to view that during the group.

1. Are you interested in participating? 
	Yes......1 [Continue]
	No......	2 [Thank taxpayer for their time, and end call]

2.	The date and time for the session is:
· Group 1
· Group 2
· Group 3

3.  [Recruiter: note male or female]
_______ Male
_______ Female

We are delighted that you will participate in our group. The dial in number is:  1-877-668-4493. The access code is:
· Group 1
· Group 2
· Group 3


Before the discussion, we will be emailing you a sample online tool and we will discuss how useful it is. Please have that on hand for the discussion as well.


Do you have any questions? We would like some contact information to confirm the meeting, to send the sample online tool for the group, and to mail out the token of appreciation for your participation. 

Respondent Name __________________________

Respondent Address ___________________________________________________________

Respondent Email Address (REQUIRED)___________________________________________

We would also like to give you a reminder call on the day of the focus group call. Would we reach you at this number or another? [record number ________________________]

The Paperwork Reduction Act requires that IRS provide an OMB Control Number on all approved public information requests.  That number is OMB 1545-1349.  Also, if you like, I can give you an address where you can send comments and questions regarding this process or suggestions for making it simpler.

READ ONLY IF RESPONDENT ASKS FOR ADDRESS: Send your comments and suggestions to:
 
Internal Revenue Service
Tax Products Coordinating Committee
SE:W:CAR:MP:T:T:SP
1111 Constitution Avenue NW
Washington, DC 20224

Thank you and have a nice day. We look forward to speaking with you on DAY DATE TIME.

-----------------------end conversation------------------------------

For record keeping:
	______ Reminder call made day before group
	______ Reminder call 1 hour before group



REMINDER CALL

[bookmark: _GoBack]Hello, I’m _________ and I’m calling from ____________. This is a call to remind you of your participation in the telephone focus group scheduled for (REFER TO DATE, TIME ABOVE) The dial in information is (REFER TO INFORMATION ABOVE). Have you received the information that was emailed for the discussion? (IF NOT, RESEND). Please have that on hand for the call. Do you have any questions? (PAUSE AND ANSWER QUESTIONS). Thank you in advance for your participation.
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Sample OPA Scenario for FG.pptx

Online Payment Agreement 
Application (OPA)

This document shows you how to use the IRS’ Online Payment Agreement (OPA).



The Online Payment Agreement Application is an online tool available at IRS.gov. It allows individual or  business taxpayers or their authorized representative to establish an installment agreement online. 
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  Other Methods

Call IRS

Visit IRS Office 

Complete and mail in form
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Details for This Example

Individual Taxpayer 

Owes IRS $4,550

Received a notice from IRS 

Can pay $300 per month

Taxpayer wants to pay using Direct Debit 
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Information Needed from Taxpayer

Social Security number or Individual Tax ID number

Highest amount they can pay and payment date

Bank routing number and account number

Valid email address
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Start at IRS.gov page

Online Payment Agreement is under the “More…” option.  

It is also located under “Payments.”
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“More” Option
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OPA Landing Page on IRS.gov
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Login: e-Authentication
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Step 1 of 5 Personal Information

User will go to another window to access their email and retrieve their confirmation code. 
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Confirmation Code
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Confirmation Email
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Name, TIN and Date of Birth
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Address and Phone
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Login Options

The user will choose to create password or proceed as guest. Creating a user ID and password will make the next login quicker.
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Security Profile
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Security Profile (continued)
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Profile Created
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Your Balance Due
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Payment Option
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Payment Option page (cont.)

This is the information explaining the payment options that is displayed at the bottom of the previous slide.
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Request for Monthly Payment Plan
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Sign up for Direct Debit
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Contact Information
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Direct Debit
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Terms and Conditions
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Direct Debit Confirmation
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Tools ens

Filing and paying your taxes should be as convenient as possible. That's why the IRS provides you
with many helpful tools, including the following featured interactive forms, calculators and tools

Eree File
Prepare and file your federal income taxes
online—it's easy and is free!

Get Transcript for My Tax Records
View your transcript online and print
immediately.

Where's My Refund?
Check the status of your refund online
within 24 hours after we have received your
efiled retum or 4 weeks after you mail a
paper retum

Where's My Amended Return?
Track the status of your amended retum
atter it has been fled.

egnlme Payment Agreement
Determine i you'e eligible and apply for an

online payment agreement if you have a tax
liability you cant completely pay today.

e-Services for Tax Professionals
Register as an approved IRS business
partner (e.g., eiling tax professionals) and
conduct business electronically with the
RS,

IRS Withholding Calculator
Estimate the amount that should be

withheld from your paycheck for federal
income tax purposes

Electronic Filing PIN Request
Get your Electronic Fiing PN, a one-time
‘code used to verify your identity when you
‘submit your tax return electronically.

Online Employer Identification Number
(EN)

Get your EIN within minutes without picking
up the phone or maling/faxing a paper
Form S54.

Direct Pay (for individuals)
Pay from your bank account vithin a free,
secure session

Electronic Federal Tax Payment System
Pay your federal taxes on-ine or by

phone through EFTPS, a free tax payment
system.

EATCA FFI
Tool

The FFI List Search and Download Tool is
now available. Use the Search and
Download Tool to find out if 2 Foreign
Financial Institution (FFI) has registered
with FATCA. Download an entire lst of
Financial Institutions or search for a
specific Financial Institution

ist Search and Download
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RS

Filing  Payments

Payments Topics

o Understand Your IRS
Natice

* Foreign Electronic
Payments

* Payment of User Fees
(IVES, Historic Easerment,
US. Residency)

Subscriptions v | Language v | Information For . v

Search Q  Advanced

Refunds  Credits & Deductions  News & Events  Forms & Pubs  Help & Resources for Tax Pros

Apply for an Online Payment Agreement for L+ K=}
Individuals and Businesses

* 52 for direct debit

This application allows you or your authorized representative (Power of Attorney) to apply for an agreement
installment agreement fyou cannot pay your axes in fullatthis time. Learn more about the Onling * $120for agreements not
Payment Agreement Application debited directly from your
hank account
« §43 ifyour income is below
a certain level
« No setup fees for those
Individuals ‘ who qualifyfor Short Term
agreement

Do You Qualify?
You owe $50,000 or less in combined tax, penalties and interest, and filed all equired returns. You may
also qualifyor a shortterm agreement fyour balance is under §100,000.

What Do You Need to Apply?

* Name

* Valid e-mail address

* Address of most recently processed tax return

* Date of birth

* Fling status

* Your SSN (or spouse’s iffiled jointly) or Individual Tax ID Number (ITIN)

Mon.Fri: 6arn - 12:30am ET
Sat: Barn - 10pm ET
prm - midnight ET

IFyou previously registered to get an Identity Protection PIN (IP PIN) or IRS transcript, you may login using
the same username and password.

> et
Don't Quaify
for an Online
Payment
Agreement?
Applying as Power of Atiorney (POA) for an individual? You need:
= Taxpayer's Social Security Number (SSN) or Individual Taxpayer
Identification Number (ITIN)
* Your Centralized Authorization File (CAF) Number
* Caller ID from notice or POA's signature date of form 2848
= Taipayer's lastyear's Adjusted Gross Income (if 2014 was recently filed, then use 2013's AGI)

Power of Attorney

Apply as POA for Individual
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As part of our normal protocols we are asking users to change their current password out of an abundance of caution to
ensure the protection of your information.

Create a Logi

Login

Create a Login to UseriD

« Verify your identity for access to your personal tax information.
» Create a user ID and password to save time on future visits. [ Mask user 1D
« Reactivate your user ID and password.

Forgot User ID
Information you need to verify your identity

GET STARTED LoGIN
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Al fields are required.

FistName

Emai Adaress

ReEnter Emoil Address

A confimation code willbe sent to your email address.

CANGEL SEND EMAIL CONFIRMATION CODE >

What will we do with your information?

‘The IRS may use third party data t verity you denty.The thid party provides th IRS with informatin to generate questions used to
elp authenticae yourdentity. This acton creates n enry called 8"$0f Inquify” on yourcre repot. Th sof inquiry will belsted a5
anie with th date of the Only you can see the IRS sofinquy. Softinquiries o not afect yourcredt score and are
o reporie tofenders. ¢ more about sof Inguires.
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Do not close this browser window, or you will have to restart the process.
« A confirmation code will be sent to your email address within the next 10 minutes.
* Check your spam folder if you do not receive an emai.
* Open your email in another browser window:

Gmail Outiook Yahoo AOL

Enter Confirmation Code
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Dear user,
Your confirmation code is: 12345678

This code will expire in 15 minutes. Enter it into the Email Confirmation Code field as soon as
possible to access your reguested service.

This is an automated email. Please do not reply.
125 will never initiate contact through email asking taxpayers for personal or financial information.

Sincerely,
I35 Online Services
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Personal Information

This information is used for identity verfication purposes only. The information you enter should match the information from your most
recent tax return

Personal Information

st ame
Lastame

Email

I

Social Security Number (SSN) or

O-0-C

Date of Birth
Month[v] [Day[~]
Filing Status

O I nave filed a tax retur in the past seven years

O I have not filed a tax return in the past seven years

ing status from your most recently filed tax returt
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Address

Country

United States T~
Address Line 1

Address Line 2 (Optional)

city

]

Statell.S. Terrtory

Contact Information (Optional)

Phone Number (Optional)

Mobile Number (Optional)
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Login Options

) Create a User ID and Password.
AUser ID and Passuword wil llow you to skip entering tis information when you access the system.

© Proceed as guest.
Proceeding as guest il require you 1 enter this nformation every time you access the system.

canceL conTiUE >
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User Profile Successfully Created

Your profile was successfully created. Be sure to write down your User D for future reference. Please click the "Continue” button to go
to your selected application

Note: Al future correspondence wil be via email

CONTINUE
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¥IRS

Online Payment Agreement (OPA)

Revi Choose Payment Option

5 print | 0PA Help | Exit

Your Balance Due
According to our records, this is the full balance due including penalties and interest computed on 01/02/2014.

Tax Period Tax Form
2012 1040 $2,000.00
2013 1040 $2,550.00
Total Amount Owed: $4,550.00
Note: Only tax periods with a current balance due are displayed. Your balance due may not reflect recent
activity that occurred within the last 3-10 weeks.
Pay In Full Payment Plan
Paying in full enables you to minimize the Sign up for a payment plan if you are unable to
amount of interest and penalty you are pay the full amount you owe in the next 10
charged. To learn more, please visit Why You days.

Should Pay In Full. If you are paying the full
amount you owe, it is due within the next 10

days.
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¥IRS

Online Payment Agreement (OPA)

5 print | OPA Help | Exit

Review AmountOwed ~ Choose Payment Option  Verify Contact Information  Confirm Payment

Payment Options
Full 60 Days 120 Days Monthly
$ 4550.00 $ 4750.00 $ 4950.00 $64.00
$0 $200.00 $400.00 $1800.00
estimated additional cost estimated additional cost estimated additional cost estimated additional cost
due in 10 days ‘extra time to pay ‘extra time to pay ‘extra time to pay
no extra interest or penalties low interest and penatties low interest and penalties high interest and penalties
no user fee no user fee no user fee additional user fee

CHOOSE > CHOOSE > CHOOSE > CHOOSE >
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Pay In Full

Paying in full enables you to minimize the amount of interest and penalties you are charged. If you are paying the full
‘amount you owe it is due within the next 10 days.

For more information: Why You Should Pay In Full
Short Term Payment Plan: 60 Days or 120 Days

By signing up for a short-term payment plan. you agree that the IRS will receive your full payment within your
selected payment length

Monthly Payment Plan

By signing up for a monthly payment plan. you agree to pay off your full balance. A one time user fee of up to $120
will be applied to your balance due. in addition to accrued interest and penalties. The total amount you will pay can
only be estimated as the actual amount will vary depending on changes in interest rate. The estimated amount due
is based on the minimally acceptable monthly payment amount: choosing a greater monthly payment will reduce
your cost.

PREVIOUS

Contact Us | RS Privacy Policy
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EMIRS

Online Payment Agreement (OPA)

=d Cor nt

Request for Monthly Payment Plan

S print | 0PA Help | Exit

Step 1: Payment Amount Payment Estimator
Please enter your proposed monthly payment amount. Enter a whole. Get help estimating how much you can
atford o pay each mon

dollar amount without commas or decimals.

Monthly Payment Amount =
E —

[300

Step 2: Payment Due Date

Please select the day of the month (from the 1st through the 26th) that we willreceive your monthly payment by

Payment Due Date
23 E

Step 3: Type of Monthly Payment Plan

Please select the type of monthly payment plan you would like to set up:

@ Direct Debit Installment Agreement (552.00 user fee applies)
This agr vatic payments from your banking account

€ Payroll Deduction Installment Agreement (§120.00 user fee applies)
Thi ‘payments from your paycheck

€ Installment Agreement (120 user fee applies)
‘This agreement requires you to send in payments every month

< PRevious CONTINVE >

Contact Us | IRS Privacy Policy
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@RS

Online Payment Agreement (OPA)

Review Amount Owed  Choose Payment Option _ Verify Contact Information  Confirm Payment

Sign Up for a Direct Debit Installment Agreement

2 prnt| 0PA Help| Ext

Bank Information

1025

Please enter your checking accout
information.

o R, <}

Nome on Account

]

‘outing Number s

e
—

[

Confirm Account Number

[

Consent and Authorization for Direct Debit

By providing my basking information, my First Name, Last Name and Social Security Number (SSN), T understand tat ] consent to
Electronic Funds Wibdrawal (EFW) and | auborizethe US. Treasuy and s designated Finanial Agent to it al ecessary ACH
elecronic unds withdrawal enties t the firancial instiftion routing humber and my account mumber for payment of my Federal taxes
oved.

Talso authorize the financial institution involved in the processing of the electronic payment o taxes o receive confidential nformation
necessary to answer inquiries and resolve ssues related o the payment.

“This authorization will emain n full force and efect untl [ notfy the U.S. Treasury Financial Agent to terminate authorization or the
account i paidin fll. To revoke a payment.  mustcontac e IRS 1o lter than fourteen (14) business days pricr to the payment
(etlement) date. Enter your First Name, Last Name and SSN foconsent.

First Name Last Name ssx

[ ] [ -

Contact Us | IRS Privacy Policy
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EAIRS

Online Payment Agreement (OPA)

Contact Information

Your contact information s below. Please verify that the informaton s correct.If you need to change the.
‘address on fle, you can submi form 8522 (change of address) or cal 1-800-825-0994 ext 634, When outside.
the US, call267-841-1000. TT/TDD: 1-500-829-405.

1fyou wish to contnue processing an oniine payment agreement using the address we already have on fie,
select"continue”.

RS telephone service is available during the fllowing hours:
Monday-Fridsy 700 am.-7.00 p.m local ime
Saturday-Sundey  Unavailable

Street Adress
1234 WINDSOR PLACE

iy
oavTon

state
on

2¢
501z

Home Phone Hlumber
Lpteah

Hobile Phone Humber
(@59) s4a5555

Viork Phone Humber
(5132223333 ext 3214

ContactUs | 1BS Pivacy Potiey
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EMIRS

Onllne Payment Agreement (OPA)

S print | 0PA Help | Exit

Direct Debit Installment Agreement

You have requested to pay the amount you owe by Electronic Funds Transfer (EFT) from your checking account in
the amount of $300 on the 23rd day of each month

Aletter confirming the IRS acceptance of your payment agreement will be mailed to you within 10 days after you
agree to the terms and conditions of this agreement

We charge a $52 user fee on Direct Debit Installment Agreements to cover the cost of providing an Installment
Agreement regardiess of the monthly payment amount of your "agreed” payment. Your payments will be
electronically vithdrawn. Please keep suficient funds in your checking account to cover the payments when they are
due.
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Terms and Conditions

PLEASE READ THESE TERMS AND CONDITIONS OF USE CAREFULLY BEFORE PROCEEDING.

This agreement will remain in effect until your liabiliies (including penalties and interest) are paid in full. the
statutory period for collection has expired., or the agreement is terminated
While this agreement is in eflect, you must fle al federal tax retumns and pay any (federal) taxes you owe on
time
We will apply your federal tax refunds or overpayments (i any) to the amount you owe unti it s fully paid
fFyou default on your installment agreement, you must pay an additional user fee if we reinstate the
agreement
We have the authority to deduct this fee from your irst payment after the agreement is reinstated
We will apply all payments on this agreement in the best interest of the United States
We can terminate your installment agreement it

* You do not make monthly installment payments as agreed

« You do not pay any other federal tax debt when due

« You do not provide financial information when requested
FFwe terminate your agreement, we may collect the entire amount you owe by levy on your income, bank
accounts, other assets, or by seizing property.
We may terminate this agreement at any time if we find that collection of the tax is in jeopardy.
We may file a Federal Tax Lien if one has not been fled previously.

Interest and penalties will continue to be added to the amount you owe until the balance is paid in full

Do you agree to the above terms and agreement?

¥ Yes, | agree and would like to proceed

< PRevious CONTINUE >

Contact Us | RS Privacy Policy
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EMIRS

Online Payment Agreement (OPA)

Review Amount Owed  Choose Payment Option _Verify ContactInformation  Confirm Payment
Direct Debit Installment Agreement Confirmation
Your have been approved for a Direct Debit Installment Agreement.

‘Thank you for using the Online Payment Agreement (OPA). Please print this page for your records.

You have agreed to pay the amount you owe by Electronic Funds Transfer (EFT) from your checking account in the
‘amount of $300 on the 23rd day of each month

Our records indicate that your income is not at or below the established levels to qualify for the reduced user fee.
However, if you believe that our records are incorrect, you can apply via Form 13844 for us to re-evaluate whether or
not you qualify to pay a reduced fee of $43.

You are expected to make your installment payment each month. Please keep sufficient funds in your checking
‘account to cover the payment when it is due. If you have new or additional taxes that become due during the term of
this agreement, you must pay them in full and on time.

Interest and penalties will continue to be added to the amount you owe until the balance is paid in ful

For more information: Make additional payments on your account balance

=5 print | 0PA Help | Exit

Please take a brief survey on your experience using OPA:

EXIT

Contact Us | RS Privacy Policy
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