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Script Instructions to the Taxpayer by the TAC Employee

The Individual Tax Advisory Specialist (ITAS) or Initial Assistance Representative (IAR)
will offer each taxpayer who is provided assistance at a Taxpayer Assistance Center
(TAC) office a Customer Satisfaction Survey (CSS) card on the designated day(s) of the
month for their TAC as shown on their CSS Sampling Plan Calendar located on
SharePoint. The employee should advise the taxpayer that:

“Please complete the Customer Satisfaction Survey Card;

e Completion of the card is voluntary.

e Your feedback is used to improve our customer service.

e The card should not be folded.

» The completed card should be placed in the survey card drop box (indicate
location).”

(Or, when appropriate, the TAC employee can accept the card and place it into
the drop box.)

For Virtual Service Delivery (VSD) sites when the VSD Assistor is offering the survey
card, the VSD Assistor will provide instructions to the taxpayer that:

The survey card should be located near the monitor.
e Place the completed survey card in the survey card drop box located near the
VSD monitor.

On days of the month when the card is not being offered,

e |If a taxpayer questions why they are not offered a survey card, the employee
should advise the taxpayer that: the survey is being offered to taxpayers
through a random sample.

¢ |f ataxpayer requests the card to provide feedback, the card should be
provided to the taxpayer.

For unstaffed and partner VSD sites, the VSD site Point of Contact (POC) will maintain
an ample supply of survey cards near the VSD monitor. Although the cards will be on
the desk every day, VSD Assistors will follow the procedures with offering the survey
cards only on the designated day(s) of the month.
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Your partici this voluntary survey is very important to us. Yourfeedback about the service provided today %
will be used to help improve our service to the public. 2
(Please make sure marks completely fill ovals. Please do not make stray marks on the form.) E
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Es muy importante para nosotros que usted participe en esta encuesta voluntaria. Sus opiniones acerca del servicio
que le dimos hoy nos seran Gtiles para mejorar el servicio que le brindamos al piblico.
(Asegirese de llenar los dvalos complatamenta. No marquae @n ninguna otra parte del formulario).

Por favor, marque el encasillado apropiado. El 1 equivale a “Muy Insatisfecho,”el 2
“Algo Insatisfecho,” el 3 "Neutral,” el 4 “Algo Satisfecho,”y el 5 *Muy Satisfecho.”
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Satisfaccién general con s‘"’_'_’_“"“
el Servicio 15
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Insatisfecho Neutral

Capacitacién del personal
Privacidad guardada |
oficina facil de encontrar (1]

ile contestd todas sus preguntas el representante del IRS hoy?

) si | Mo

iOpina gue con la informacion que recibio hoy, elimina la necesidad

de volverse a comunicar con el IRS referente el asunto que le trajo a la oficina?
) si | No
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Por favor, margue el encasillado apropiado. El 1 equivale a “Mucho Peor de
lo Anticipado,” el 2"Algo Peor de lo Anticipado,” &l 3 "Segin Anticipade,”
el 4°Algo Mejor de lo Anticipado,”y el 5 “Mucho Mejor de lo Anticipado.”

Diganos por faver, sobre sus ideas en como podriamos mejorar
nuestro servicio.

Mientras estaba en la oficina del IRS, y como parte de la atencién que recibié hoy,
;utilize una computadora conectada a la pagina web del IRS (www.irs.gov)?

| Si No

£5e comunic a través de una pantalla con un ayudante que estaba
fisicamente en otro lugar mientras atendimos su problema hoy?

(s | No
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Par favor depesite el cuestionario
en la caja provista.
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