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Taxpayer Waiting Time At 
IRS’ Walk-in Service Offices 

At the request of the House Government 
Operations Subcommittee on Commerce, 
Consumer and Monetary Affairs, GAO con- 
ducted a nationwide test of the time it took 
taxpayers to get help at IRS’ walk-in service 
off ices. 

Waiting times averaged 9.4 minutes during the 
first 8 weeks of the 1979 tax filing season 
but varied considerably depending upon the 
IRS district visited, the type of service 
requested, and the hour of the day. Overall, 
taxpayer waiting and service times appeared 
to be timely and in line with prior year aver- 
ages. 

IRS has a card system for collecting inform- 
ation on waiting and service times that could 
help insure that taxpayers everywhere get 
quick service. However, problems with card 
preparation need to be corrected to improve 
the system’s usefulness to management. 
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COMPTROLLER GENERAL OF THE UNITED STATES 
WWHlNGTON, D.C. SOSAS 

B-137762 

The Honorable Benjamin S. Rosenthal 
Chairman, Subcommittee on Commerce, 

Consumer and Monetary Affairs 
Committee on Government Operations 
House of Representatives 

Dear Mr. Chairman: 

In response to your Subcommittee’s March 5, 1979, reau~st 
we conducted a nationwide survey or the time it took taxpayers 
to get help at Internal Revenue Service’s (IRS’) walk-in ser- 
vice offices during the first 8 weeks of the 1979 tax filing 
season. During this time, IRS had more than 2.4 m illion in- 
quiries at its walk-in facilities. 

Based on information developed in our survey, taxDayers 
had to wait an average of 9.4 m inutes before being assisted by 
an IRS representative. This average can vary from 1.8 to 26.6 
m inutes, depending on the district office visited. Waiting 
time can also vary, depending on the type of service requested 
and the hour of the day. Par example, waiting time can vary 
from 2.3 m inutes for a tax question asked after 4 p.m. to 26.3 
m inutes for a tax return prepared between 11 a.m. and noon. IJ 
Even with these variations, however, IRS appears to be doing 
a fairly good job of providing taxpayers with quick service. 

For purposes of our survey, we split the various types 
of walk-in assistance into six broad categories. The first 
category consists of walk-in inquiries where the taxpayer 
seeks the answer to a tax question. The second category, 
“self help return preparation,” involves having taxpayer 
assistors available to instruct the taxpayer in proper re- 
turn preparation. The third category, “direct help return 
preparation,” involves having a taxpayer assistor directly 
prepare a return for the taxpayer. Category four, “return 
review, ” involves a taxpayer who has completed a return and 
walks into an IRS service office to have a taxpayer assistor 
look over the completed return. Category five, “notice or 
Integrated Data Retrieval System (IDRS) contacts,” involves 

L/Based on data available, variances could not be tested for 
statistical significance. 
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a taxpayer who has received correspondence from IRS and wants 
further c larification or a taxpayer serv ice representative 
querying IRS’ computer s y s tem to resolve a taxpayer’s  prob- 
lem. The las t category, “other ,” is  a catchall category which 
inc ludes  any other type of taxpayer walk - in contact. 

W e used a new IRS data s y s tem to develop our information. 
This  same data can be used to help IRS management provide the 
best possible walk - in taxpayer serv ice. Through sampling 
techniques , the data could be used to monitor walk - in ass is t- 
ance and detec t problem s ituations  on a real-time basis . This  
could inc lude identify ing program differences among and within 
IRS dis tric ts . However, IRS needs to improve the usefulness 
of this  data by requiring that all walk - in ass is tance offices 
record all the required information on the cards. 

The details  of our work are presented below. 

BACKGROUND 

IRS ass is ted taxpayers about 37 million times during 
1978. This  ass is tance consis ted of about 93,000 written 
requests, 28 million telephone calls , and 9 million walk - in 
inquiries . The majority  of this  ass is tance occurred during 
the peak tax  filing season from January through April 1978. 
IRS offered walk - in taxpayer ass is tance at about 690 perma- 
nent offices and at 200 temporary offices set up for the 
peak filing period- According to IRS, most taxpayers waited 
les s  than l/2 hour for ass is tance and over half waited les s  
than 15 minutes . For the 1979 filing season, IRS has about 
the same number of locations. 

SCOPE 

In December 1978 IRS s tarted collec ting serv ice time 
information on a walk - in contact card s y s tem at all of its  
dis tric ts . IRS s tarted this  s y s tem to provide management 
with information on the type and timelines s  of serv ices 
received. 

b 

The cards are designed to provide basic  data for each 
walk - in taxpayer inquiry , In addition to office identifi- 
cation and the date, the time the taxpayer entered the office, 
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the time assistance started, the time assistance was 
completed, and the type of assistance received is recorded 
on the cards. 

Because these cards contain the information needed to 
address your Subcommittee’s request, we developed a plan 
to accumulate information on walk-in taxpayer assistance 
waiting time to project average waiting times for 
the Nation. 

We randomly selected 15 IRS district offices which 
represent over 162 permanent, part-time, and filing season 
only posts-of-duty providing walk-in taxpayer assistance. 
At each location, we randomly selected approximately 300 
walk-in cards from the total available cards collected dur- 
ing the first 8 weeks of the tax filing season. 

The districts randomly selected were: 

Augusta, Maine 
Boston, Massachusetts 
Portsmouth, New Hampshire 
Manhattan, New York 
Wilmington, Delaware 
Jacksonville, Florida 
Jackson, Mississippi 
Little Rock, Arkansas 

Chicago, Illinois 
Milwaukee, Wisconsin 
Helena, Montana 
Aberdeen, South Dakota 
Seattle p Washington 
Portland, Oregon 
Los Angeles, California 

HOW LONG MUST TAXPAYERS 
WAIT FOR ASSISTANCE? 

Overall taxpayer waiting time averaged less than 10 
minutes. However, the type of service requested did impact 
on waiting time. For example, average waiting time before 
a taxpayer could ask a question was about 5 minutes, whereas, 
a taxpayer seeking help in preparing a tax return had to 
wait about 19 minutes. Moreover, 24 percent of the tax- 
payers had to wait over 30 minutes far return preparation 
assistance. 

IRS service time also averaged less than 10 minutes, 
but again type of service requested influenced IRS service 
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time. Tax ass is tors answered tax  questions in about 6 min- 
utes , but averaged about 14 minutes  when a taxpayer needed 
ass is tance with return preparation. Return preparation took  
IRS ass is tors over 30 minutes  about 8 percent of the time. 
For a detailed summary of IRS walk - in ass is tance, see 
appendix  I. 

The volume of taxpayers walk ing into an IRS serv ice 
office s teadily  peaks to a high of 14.3 percent of the daily  
volume between the hours of 11 a.m. and 12 noon. Volume drops 
back between noon and 1 p.m., then pic k s  up at 1 p.m. and 
s teadily  recedes after that. O ur analy s is  showed no s ignifi- 
cant differences by day of the week. Monday, Tuesday, and 
W ednesday each carr ied s lightly  above 20 percent of the 
volume, and Thursday and Fr iday  carr ied s lightly  under 19 
percent of the volume. 

The volume of taxpayer v is its  fluc tuated throughout our 
8-week tes t period. O f the 2.4 million taxpayers v is iting IRS 
for ass is tance, 4.3 percent v is ited during the firs t week of 
January. Taxpayer v is its  increased to a high of 18.9 percent 
of the total in the week ending February 3, then receded to 
10.6 percent during our las t test week ending February 
24. 

In terms of type of taxpayer ass is tance rendered, 
ass is tance with tax  questions was most frequent, representing 
55.8 percent of the serv ices rendered. Self he12 and direc t 
help return preparation together represented 35.3 percent of 
the serv ices rendered, while ass is tance with return review 
totaled 4.7 percent. In appendix  I, charts 9 and 10, we 
plotted a frequency dis tribution for these four major cate- 
gories  of ass is tance showing average waiting and serv ice time 
depending upon the time of the day the taxpayer seeks 
ass is tance. 

DIFFERENCES IN W AITING  AND SERVICE 
T IME AMONG IRS DISTRICTS 

Average waiting and serv ice time at IRS’ dis tric t offices 
-by the type of serv ice rendered is  presented in appendix  I, 
chart 11. The overall average waiting time for all serv ices 
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can vary I/ from a low of 1.8 minutes within IRS’ Aberdeen 
district to a high of 26.6 minutes within IRS’ Wilmington dis- 
trict. Likewise, the average overall service time can vary 1/ 
from a low of 6-l minutes within IRS’ Los Angeles district to 
a high of 13.4 minutes within IRS’ Chicago district. 

For two types of assistance-- tax questions and self help 
return preparation --we were able to use a statistical test 
for determining whether the observed differences in average 
waiting and service times are real or the product of chance. 
Our test showed them to be real. (See app. III.) 

We evaluated the concept that districts having the short- 
est waiting time for taxpayers asking questions also had the 
shortest waiting time for self help return preparation. We 
found that a moderate correlation existed. This indicates 
that some districts do a better job of reducing waiting times 
than others. 

In our opinion, the time a taxpayer must spend obtaining 
IRS assistance is influenced by the way the district imple- 
ments its taxpayer assistance program. Using the walk-in 
contact card system, IRS now can identify those districts with 
excessive waiting and service times and implement changes where 
needed. 

The newly initiated walk-in card system should provide 
IRS with an accurate data base for planning, scheduling, and 
managing its resources. To date, IRS has not utilized the 
1979 cards to prepare management reports on the timeliness of 
walk-in taxpayer service. However, IRS plans to make a com- 
plete analysis of taxpayer walk-in service using all the cards 
prepared nationwide, after the peak walk-in service ends in 
April 1979. 

PROBLEMS NOTED IN IRS 
DISTRICTS SAMPLED 

The most prevalent problem noted among the district 
- offices sampled was that the time recorded as entrance time 

J/See footnote, p. 1, 
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may be understated because, during peak periods, taxpayers 
must stand in line before receiving a walk-in contact card. 
This could result in waiting that is not recorded. In addi- 
tion, at some of the smaller posts-of-duty, IRS does not 
distribute cards as taxpayers walk in. If the taxpayer ser- 
vice representative is busy, the taxpayer 'may not receive a 
card until served. This results in entrance time being either 
deleted or recorded the same as the service time. 

As chart 12 in appendix I indicates, error rates among 
the 15 districts sampled varied widely. Within one district, 
Jackson, which used the walk-in contact cards last year on a 
test basis, our sample showed no missing items of information 
among the 307 cards sampled. At the other extreme, however, 
IRS’ Los Angeles district had an error rate for waiting and 
total time of 65.4 percent, indicating that the cards were 
not being used to record the time that a taxpayer walked 
into the office for assistance. 

In IRS’ Portland district, the majority of errors occurred 
because completion time was not being entered on the contact 
cards. This accounted for the 35.8-percent error rate in 
service time. 

In total, six of the IRS district offices we sampled 
had error rates exceeding 33 percent for the walk-in contact 
cards. This high error rate, which could undermine the intent 
of the walk-in contact card system to collect meaningful 
management information, requires corrective action. Part of 
the reason for the high error rate at these IRS districts 
could be the lack of standardization for completing the walk- 
in contact cards. For example, at some locations visited we 
noted the use of time clocks for recording the entrance time. 
At other locations the taxpayer was required to fill in the 
entrance time. At one location, taxpayers appeared to be 
frustrated by this procedure since there was no wall clock 
available for their use, which could account for the large 
number of cards left blank. 

Within one district, Little Rock, we found that taxpayers 
were requested to include their names on the cards when they 
entered the taxpayer assistance office. We were told that 
this procedure allowed taxpayer service representatives to 
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cal l  peop le  by  n a m e  ra the r  th a n  by  n u m b e r . W e  be l ieve  th is  
p rocedure  shou ld  b e  d iscont inued because  it cou ld  have  a  
d e trim e n ta l  e ffec t o n  those  taxpayers  w h o  wish to  ask a  tax  
ques tio n  anonymous ly . IRS o fficials sa id  th is  p rac tice wil l  
b e  d iscont inued in  Litt le Rock . 

C O N C L U S IO N S  

A m o n g  IRS walk- in  ass is tance o ffices, d i f ferences exist 
in  th e  tim e  taxpayers  have  to  wa i t a n d  th e  tim e  IRS takes  to  
render  a  specif ic type o f assistance. B u t overal l ,  taxpayer  
wa i tin g  a n d  serv ice tim e s  appea r  to  b e  tim e ly a n d  in  l ine 
with pr ior  year  ave rages . Never theless,  by  improv ing  walk-  
in  ass is tance mon i to r ing , IRS wou ld  b e  assured  o f col lect ing 
m a n a g e m e n t inform a tio n  with wh ich  to  improve  taxpayer  service. 

/ IRS cur ren tly Tlans  to  ana lyze  th e  walk- in  con tac t ca rd  
d a ta  a fte r  th e  tax  re tu rn  f i l ing season  has  e n d e d . This  p ro -  
cedu re  shou ld  he lp  improve  its taxpayer  serv ice even  m o r e  in  
fu tu re  years.  Howeve r , th a t analys is  wou ld  n o t p rov ide  feed -  
back  o n  a reas  whe re  immed ia te  ac tio n  cou ld  improve  th e  cur ren t 
p rog ram. I/ 

I 
S o m e  cards  w e  samp led  wer  

as  use fu l  as  they  cou ld  b e . A ?  
n o t comp le te  a n d  the re fo re  n o t 

R S  shou ld  imDrove  th e  accuracy 
o f th e  walk- in  B rd ; d a ta  by  requ i r ing  assistors to  
record  al l  ite m s  o f inform a tio n  o n  th e  cards.  IRS shou ld  a lso  
cons ider  samp l ing  th e  cards  dur ing  th e  tax  f i l ing season  to  
p rov ide  m a n a g e m e n t with cur ren t inform a tio n  o n  walk- in  tax-  
payer  assistance. /This wou ld  insure  th a t any  p rob lems  occur -  
r ing  du r ing  th e  d  & e a k  tax  f i l ing season  cou ld  b e  d e tec te d  a n d  
cor rected by  IRS m a n a g e m e n t b e fo re  th e  season  ends . W e  a re  
adv is ing IRS in  a  sep fa te  letter o f th e  n e e d  .tcr. m a k e ? % F B  
iE $ F o v e m e n ts. 
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As arranged with the Subcommittee, we are sending 
copies of this letter to the Commissioner of Internal Reve- 
nue. Copies will also be available to other interested 
parties. 

Sincerely yoursI 

ACTING compG%tcP 
of the United States 

-0- 
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C h a rt 1  

C h a rt 2  

C h a rt 3  

C h a rt 4  

C h a rt 5  

C h a rt 6  

C h a rt 7  

C h a rt 8  

C h a rt 9  

C h a rt 1 0  

C h a rt 1 1  

C h a rt 1 2  

IN D E X  O F  C H A R T S  F O R  A P P E N D IX  I 

A v e ra g e  to ta l  ti m e s  (w a i ti n g  a n d  s e rv i c e ) fo r 
w a l k - i n  ta x p a y e r s e rv i c e -- J a n u a ry  I to  F e b ru a ry  2 4 , 
1 9 7 9  

P e rc e n ta g e  o f e a c h  ta x  s e rv i c e  re n d e re d  d u ri n g  
J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  

P e rc e n ta g e  o f a l l  ta x p a y e r s e rv i c e s  re n d e re d  
b y  ti m e  o f d a y -- J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  

P e rc e n ta g e  o f c o n ta c ts  b y  ti m e  o f d a y --J a n u a ry  1  
to  F e b ru a ry  2 4 , 1 9 7 9  

A v e ra g e  p e rc e n ta g e  o f ta x p a y e r s e rv i c e s  re n d e re d  
fo r e a c h  d a y  o f th e  w e e k -- J a n u a ry  1  to  F e b ru a ry  2 4 , 
1 9 7 9  

P e rc e n ta g e  o f a l l  ta x  s e rv i c e s  re n d e re d  b y  w e e k  
d u ri n g  J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  

P e rc e n ta g e  o f p e rs o n s  w a i ti n g  fo r s e rv i c e  fo r 
n u m b e r o f m i n u te s  s p e c i fi e d --J a n u a ry  1  to  
F e b ru a ry  2 4 , 1 9 7 9  

P e rc e n ta g e  o f p e rs o n s  b e i n g  s e rv e d  fo r n u m b e r o f 
m i n u te s  s p e c i fi e d -- J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  

A v e ra g e  w a i ti n g  ti m e  b y  ti m e  o f d a y  fo r s e rv i c e s  
re n d e re d -- J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  

A v e ra g e  s e rv i c e  ti m e  b y  ti m e  o f d a y  fo r s e rv i c e s  
re n d e re d -- J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  

A v e ra g e  w a i ti n g  a n d  s e rv i c e  ti m e s --J a n u a ry  1  to  
F e b ru a ry  2 4 , 1 9 7 9  

IR S  w a l k - i n  c o n ta c t c a rd  e rro r ra te s  a t 1 5  d i s - 
tr i c ts  s a m p l e d  --J a n u a ry  1  to  F e b ru a ry  2 4 , 1 9 7 9  
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CHART 2i 
PERCENTAGE OF EACH TAX SERVICE 

RENDERED DURING 
JANUARY 1 TO FE8RUARY 24,1979 

Tall 
Ouesllons 

Direct 
Help 
Return 
Preparation 

Return 
Review 

Notlcs 
or IDRS 
Contacts 

Other 

.-, 
_- . --- __ ____ 



w 
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CHART 4 PERCENTAGE OF CONTACTS BY TIME OF DAY 
JANUARY 1 TO FEBRUARY 24,1979 

Self help Direct hdp 
Tax return return 

Hour question prepsrsilon preparation 

Before 6 a.m. .l 
6.9 a.m. 5.3 7.2 7.8 
B - 10 a.m. 11.5 14.2 19.4 
10 - 11 a.m. 12.6 16.0 12.4 
11 a.m. - 12 p.m. 15.4 14.3 $2.3 
12 - 1 p.m. 1l.f 11.1 12.6 
1 - 2 p.m. 13.7 11.5 13.1 
2 ’ 3 p.m. 12.6 10.1 11.4 
3 - 4 p.m. 11.8 io.4 7.3 
d-5p.m. 5.7 5.2 3.8 
Afler 5 p.m. .2 

Mote: Percentages may not sdd up to 100% due to rounding off figures. 

Type o? Sewlcr 
Notlce 

Relurn or IDRS 
review contact 

10.3 11.7 8.6 
13.4 11.6 19.6 
15.6 18.2 11.7 
10.3 6.2 12.9 

8.8 11.9 9.7 
i5.1 14.4 2.4 
13.1 15.5 19.8 

0.7 5.5 5.4 
4.7 7.0 9.7 

Other 
All 

rervlces 

.l 
6-S 

13.0 
14.0 
14.3 
11.1 
12.9 
11.9 
10.7 

5.5 
.l 
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CHART 6' 

30 
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PERCENTAGE OF ALL TAX SERVICES 
RENOERED BY WEEK 

DURING JANUARY 1 TO FEBRUARY 24,1979 
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CHART 7 PERCENTAGE OF PERSONS WAlftNG FOR SERVICE 
FOR NUMBER OF MINUTES SPEClFlED 

JANUARY 1 TO FEBRUARY 24,1979 

Mlnules 
4 

Under 5 
5-m 
10-15 
f!b30 
30-45 
over 45 

Tax 
question 

Self hdp 
return 

prepatatlon 

Direct help 
return 

preparation 

76.8 53.2 43.0 
7.3 10.8 11.0 
4.9 7.7 3.5 
7.6 13.6 17.9 
1.8 7.8 11.6 
I.6 7.1 13.0 

Type of Servlce 
Notice 

Return ot IDRS 
review COntaCt Other 

43.9 80.6 75.6 
9.7 4.3 11.8 
5.7 2.8 7.4 

25.7 9.9 
7.8 1.3 5.2 
7.2 1.3 

All 
servicer 

65.7 
8.7 
5.8 

10.9 
4.8 
4.3 

Note: Percentages may not add up to lob% due to roundlng off figures. 

. --..._ 
-- .--, 

_  I,^ 

(_ 



CHART 8 

PERCENTAGE OF PERSONS BEING SERVED FOR NUMBER OF MINUTES SPECtFtEO 
JANUARY t TO FEBRUARY 24,19T9 

Minutes 

Under 5 
S-10 
10.15 
15-30 
30-45 
over 4s 

fax 
tyuestlon 

73.7 
18.1 

5.2 
3.9 

.6 

.5 

Type of Ssntce 
sew h@tp Dlrsct help Notlea 

ntum return flaturn or IDFIS 
pr@pemton prepsretton rsvtew contmct 

293 37.7 53.1 35.0 
26.4 22.5 30.2 31-f 
16.1 14.0 8.9 tat 
IT.9 $8.9 6.8 17.9 

5.3 S.0 .3 1.2 
2.7 1.9 j.1 

Other 

42.9 
29.0 
16.9 
IO.4 

.B 

All 

SOfVlCBU 

s6.0 

21.5 
9.5 
9.6 
2.2 

3.2 

Note: Psrcentsges may not add up (0 100% due to rounding 00 ttgurer. 
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CHART 10 

APPENDIX I 

AVERAGE SERVICE TIME 8Y TIME OF DAY 
FOR SERVICES RENDERED 

JANUARY 1 TO FEBRUARY 24,1979 
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APPENDIX I APPENDIX I 

CHART 11 

IRS 
Olrtrkt 

*llqllrlJ, ME: 
ualting time 
SSNh t&m* 

BbJton. MA: 
wJiting Urn* 
-tlmm 

~b~t~~awllk, FL 
WJlthg IhllJ 
menlo tlme 

&JtibJ, w*: 
WJhhQ tlmJ 
UNkm llma 

YJnhJttJn, NY: 
writing urn. 
sonica lima 

Jackson, MS: 
WJith(j thJ 
JJwko lime 

Wllmlngton, DE: 
WJlting timJ 
rmko Hmr 

Lo1 Angelar. CAZ 
wrlllng llmr 
servko time 

Lltlir Rob, AR: 
wJlting llmr 
urvkm tfme 

ChkJgo, II: 
WJltfw thVw 
SeNlmttmm 

Yllwrukn. WI: 
WJitlng llrn. 
setvlcr Itma 

Abordnn. SD: 
WJithQ thJ 
mwka limo 

)tJhJ. Mt: 
rnlilnp time 
eJnlcm time 

Portsmouth, NH: 
wsltlng l lmm 
ma*0 Uma 

PufttJd. OR: 
WJlthg tlme 
wnb tlmr 

AVERAGE WAlTlNG AND SERVICE TIMES 
JANUARY 1 TO FEBRUARY 24,19?9 

Typ@ Of SSNkO 

TJX All 

qwstlon ,g, 
HnicJs 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ..~~~~~~ ,.........*........,......*........... 

3.2 
4.1 

3.3 
127 

22 
s.4 

8.1 
122 

a.7 
5.2 

t5.4 
16.6 

7.6 
5.e 

15.3 
11.4 

5.8 
9.9 

16.8 
14.6 

2.5 
5.4 

16.1 
17.6 

16.4 
7.1 

29.1 
to.7 

6.6 12.7 
4.5 9.3 

1.2 
4.7 

k7 
72 

26 
s.9 

1.6 
5.7 

23 
a.4 

3.0 
7.7 

a*1 
a.5 

a.9 
9.5 

26.6 
23.6 

3.a 
15.5 

2.4 
t5.0 

2.2 
11.6 

10.5 
10.1 

16.0 
13.2 

3.6 
4.3 

1.0 
to.7 

3.4 
7.2 

16.3 25.3 
8.7 a.5 3.0 1.0 

7.4 
a.9 

31.0 
17.5 

2t.a 
a.6 

5.0 
6.3 

20 
5.6 

a.0 
6.1 

14.2 7.4 4.4 3.6 9.5 
11.3 4.6 e.2 5.6 7.4 

1.3 
14.6 

a.7 
a.3 

4.0 
17.6 

.a 
10.2 

14.0 
13.0 

19.7 
14.7 

5.7 
6.7 

2.2 
7.2 

2.0 
17.8 

11.3 
12.2 

2s.9 26.0 23.5 12.4 26.6 
18.2 6.5 13.6 6.a 10.2 

120 
a.7 

3.3 
a.9 

8.f 
6.1 

6.0 
11.0 

6.4 
10.t 

3.5 
S.? 

ll.9 16.6 
11.2 10.4 

14.1 
1U 

3.1 
16.7 

.4 
13.7 

1 .S 
20.4 

104 
10.7 

3.3 
122 

9.0 
3.1 

1.6 
7.5 

1.7 
10.2 

5.0 
a.11 

11.3 
4.9 

5.4 
10.9 

25 
5.5 

1x1 
10.1 

9.3 

17.5 

.3 
9.0 

9.0 

5.5 
16.5 

16.3 
13.0 

6.0 

20.0 
3.4 
6.1 

1.0 
a.9 

2.2 
11.0 

7.7 
8.7 

Il.4 
1.9 

a / Baped on dalatilabie, Ma*2 muld rut be msd far smtistii sigrificam. 
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CHART 12 

IRS District 
Augusta, ME 
Boston, MA 
Jacksonville, FL 
Seattle, WA 

ii 
Manhattan, NY 
Jackson, MS 
Wilmington, DE 
Los Angeles, CA 
Little Rock, AR 
Chicago, iL 
Milwaukee, WI 
Aberdeen, SD 
Helena, MT 
Portsmouth, NH 
Portland, OR 

IRS WALiGIbi CONTACT CARD 
ERROR RATES AT 15 DISTRICTS SAMPLED 

JANUARY 1 TO FEBRWARY 24,1979 (notea) 

Per&tage of errors 

Cards 
sampled Waltlng time Service time 

31f 
315 
303 
289 
375 
307 
360 
315 
307 
301 
289 

, 337 
315 
305 
310 

22.1 
44.1 

5.6 
14.5 
21.6 
- 

43.3 
65.4 

1.0 
2.0 

21.5 
.9 

34.3 
63.6 
19.0 

.9 
12.1 

5.6 
2-0 

19.7 
- 
2.2 
9.2 
1.3 
1.0 
4.2 
1.5 

12.7 
3.9 

35.8 

Total time 
22.1 
44.4 

5.6 
14.5 
26.9 

43.3 
65.4 

1.3 
2.3 

19.7 
1.8 

34.6 
64.6 
43.2 

a Errors most frequently noted were missing Items of Information on the cards (tlme In, time 
served, or time out). However, In some tnstances, times were recorded out of sequence. 
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APPENDIX I I APPENDIX I I 

STATISTICAL SAMPLING  TECHNIQUE 

Statis tical sampling ‘enables one to draw conclus ions  
about a universe based on information contained in a sample 
of that universe. The results  from any s c ientifically  
selec ted sample are alway s  subjec t to some uncertainty 
( i.e., sampling error) because only  a part of the universe 
is  selec ted for analy s is . 
of two parts: 

The sampling error consis ts  

level indicates 
confidence level and range. The confidence 

the degree of confidence that can be placed 
in the estimates derived from the sample. The range is  
the upper and lower limits  between which the actual value 
of the universe can be found. 

For example, our sample of walk - in contact cards showed 
that 55.8 percent of the cards represented taxpayers v is iting 
IRS to ask questions. Us ing the sampling error formula, we 
were 95 percent confident the true percentage would be with- 
in 2 6.4 percent of the sample results . Thus, if all the 
cards received by IRS were checked, the chances would be 
95 in 100 that the actual percentage would range between 
49.4 and 62.2 percent. 

The universe of cards was such that the sample had to 
be designed so that the firs t s tep was to randomly se lec t 
15 of the 58 IRS dis tric ts . The second s tep was to selec t 
cards in each of the selec ted dis tric ts . The cards at each 
selec ted dis tric t were sampled using s y s tematic  sampling 
with a random s tart. Thus, 
sample. 

we had a two-stage c lus ter 
The estimates were made using the appropriate 

s tatis tical techniques . 
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APPENDIX I II APPENDIX III 

DIFFERENCES AMONG IRS DISTRICTS 

As discussed on page 3, the average waiting and service 
time did not appear to be the same for every type of assis- 
tame. We did not test these figures for statistical dif- 
ference. We were, however, interested in knowing whether 
on the average, taxpayer waiting and service time differed 
by district for the same type of assistance. In other words, 
when taxpayers went to IRS with questions, did they spend 
more time in some districts than in others. 

Using analysis of variance, a statistical test for 
determining whether observed differences in the means of 
groups are real or the product6 of chance, we evaluated the 
waiting and service time6 taxpayers experienced at each dis- 
trict in our sample. We rejected the results of these tests 
when even one of the 15 districts had less than 25 occurren- 
ces of a particular type of service in our sample. This 
requirement caused us to exclude all types of service except 
those involving questions or assistance with preparation 
of the taxpayer’s return. 

We found taxpayer time varied by district even when the 
type of service was the same. For example, at the Helena 
district, taxpayers who sought assistance in preparing their 
return waited an average of about 2 minutes for service, 
while taxpayers seeking the same type of assistance at the 
Wilmington district waited an average of about 29 minutes. 
The following table shows the average waiting and service 
times in the district6 we sampled. 

IRS 
District 

Augusta, ME 
Boston, WA 
Jacksonville, FL 
Seattle, WA 
Hanhattan, NY 
Jackson, MS 
Wilmington, DE 
Los Angeles, CA 
Little Rock, AR 
Chicago, IL 
Hilwaukte, WI 
Aberdeen, SD 
Helena, HT 
Portsmouth, NB 
Portland, OR 

Averase waiting times 

&lf help 
return 

guest ion preparation 

?i 3.3 

t”:1 185:: 
lS.3 

5.9 18.8 

1::: 16.6 29.1 
6.8 12.7 

1.2 
::5 

2::: 
3.8 

i:: ::t 
3.0 10.5 
8.1 18.0 

14 

Averaqe sefv ice times 

Self help 
return 

Question preparation 

4.1 12.7 
5.4 12.2 
5.2 16.6 
5.8 11.4 

ii:: 14.8 17.6 
7.1 10.7 
4.5 9.3 

7(:1 2::: 
5.9 15.5 
5.7 15.0 
::t 10.1 11.6 

6.5 13.2 
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A P P E N D IX  III A P P E N D IX  III 

Us ing  rank  o rde r  correlat ion,  w e  a lso  eva lua te d  th e  
concep t th a t districts with th e  shor tes t wa i tin g  tim e  fo r  
taxpayers  ask ing  ques tions  a lso  h a d  th e  shor tes t wa i tin g  
tim e  fo r  self he lp  re tu rn  p repa ra tio n . W e  fo u n d  th a t a  
m o d e r a te  corre lat ion existed, ind icat ing th a t s o m e  dis-  
tricts d o  a  b e tte r  j ob  o f reduc ing  taxpayers ' wa i tin g  tim e  
th a n  d o  o thers . 

W h i le th e  inform a tio n  shown  a b o v e  was  o b ta ined  from  th e  
1 5  districts in  ou r  samp le , th e  in ference app l ies  to  al l  IRS 
districts. In  ou r  op in ion , th e  tim e  taxpayers  spend  o b ta in ing  
IRS assis tance is in f luenced by  th e  way  th e  district o ffices 
imp lemen t IRS pol icy a n d  p rocedures . 

( 268071 )  
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