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Dear Mr. Chairman: 

The enclosed document summarizes information on I R S '  tax- 
payer assistance activities on which we briefed your staff on 
April 2 4 ,  1985. The document contains information on the 
( 1 )  difficulty taxpayers have understanding I R S  forms and pub- 
lications ( 2 )  changes in the way I R S  is distributing its staff 
resources, and (3) results of a GAO survey of I R S '  toll free 
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Since we only had several weeks to complete the work for 
the briefing, we were unable to do as much work as we have done 
in prior reviews of taxpayer assistance matters. Therefore,  the 
data should be viewed individually and not as a trend or abso- 
lute measures of the level of service provided. 

We trust this information will be usefyl in your evalu- 
ations of the adequacy of the quality and quantity of I R S '  t a x -  
payer assistance activities, If you have any questions, please 
let us know. 

Sincerely yours, 

, S d U .  William J. Anderson, 
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TAXPAYER DIFFICULTY I N  UNDERSTANDING 
IRS FORMS AND PUBLICATIONS 

O u r  p r i o r  r e v i e w s  and a r e c e n t  r e v i e w  by I R S  i n d i c a t e  t h a t  
t a x p a y e r s  c o n t i n u e  t o  have  d i f f i c u l t y  i n  u n d e r s t a n d i n g  IRS forms 
and p u b l i c a t i o n s .  

I n  our 1978 repor t  on  F u r t h e r  S i m p l i f i c a t i o n  of Income Tax 
Forms and I n s t r u c t i o n s  i s  Needed and P o s s i b l e  (GGD-78-74, J u l y  
5, 1978), w e  conc luded  t h a t  Form 1040 p a c k a g e s  were w r i t t e n  a t  a 
r e a d i n g  l e v e l  beyond t h e  comprehens ion  of 'many t a x p a y e r s .  
r e s u l t ,  I R S  i n i t i a t e d  a c t i o n s  t o  make forms and i n s t r u c t i o n s  
easier to  r e a d  and u n d e r s t a n d .  I n  f i s c a l  y e a r  1982, I R S  t e s t e d  
a s i m p l i f i e d  v e r s i o n  of the Form 1040A and accompanying 
i n s t r u c t i o n s .  I n  f i sca l  y e a r  1983, IRS i n t r o d u c e d  Form 1040 E2 
which h a s  h a l f  a s  many l i n e s  as t h e  form 1040A: IRS r e p o r t e d  
t h a t  be tween J a n u a r y  1 and August  1 1 ,  1984 a p p r o x i m a t e l y  19 
m i l l i o n  1040As and 15 m i l l i o n  1040EZs were f i l e d .  

A s  a 

O u r  r e p o r t  on  t h e  Need t o  Better Assess Consequences B e f o r e  
Reducing Taxpaye r  A s s i s t a n c e  (GGD-84-13, A p r i l  5, 1984) showed 
t h a t  t a x p a y e r s  were s t i l l  hav ing  d i f f i c u l t y  u n d e r s t a n d i n g  I R S '  

w r i t t e n  mater ia ls .  The q u e s t i o n a i r e  w e  s e n t  t o  t a x p a y e r s  i n  
1982 c o n t a i n e d  a q u e s t i o n  r e l a t i n g  t o  t h e  c l a r i t y  o f  I R S  t a x  
fo rms ,  i n s t r u c t i o n s ,  and p u b l i c a t i o n s .  And, a s  shown below,  t h e  
r e s p o n s e s  w e  r e c e i v e d  i n d i c a t e d  t h a t ,  even  a f t e r  I R S '  

s i m p l i f i c a t i o n  e f f o r t s ,  a s i g n i f i c a n t  p e r c e n t a g e  o f  t a x p a y e r s  
c o n t i n u e d  t o  have  d i f f i c u l t y  i n  u n d e r s t a n d i n g  IRS' w r i t t e n  
documents. 

Taxpayer  Tax fo rms  and 
categories i n s t r u c t i o n s  P u b l i c a t i o n s  

A l l  t a x p a y e r s  41 22 
Te lephone  a s s i s t a n c e  users 33. 29 
Walk-in a s s i s t a n c e  users 43 36 
Cor re spondence  a s s i s t a n c e  users 39 35 
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.. 

An PRS s p o n s o r e d  s u r v e y  conduc ted  d u r i n g  t h e  p e r i o d  May t o  
J u l y  1984 a l so  showed a c o n t i n u i n g  p rob lem f o r  t a x p a y e r s .  Most 
people s u r v e y e d  ( 5 5  p e r c e n t )  r a t e d  IRS forms and r u l e s  f o r  t h e i r  
p a r t i c u l a r  t a x  s i t u a t i o n  as  c o m p l i c a t e d  and d i f f i c u l t  t o  
u n d e r s t a n d .  Thus,  I R S  a c t i o n  t a k e n  so f a r  c o n t i n u e s  to  l e a v e  
about h a l f  of t h e  i n d i v i d u a l  taxpayer p o p u l a t i o n  h a v i n g  
d i f f i c u l t y  u n d e r s t a n d i n g  IRS forms and p u b l i c a t i o n s .  

Because t h e  I n t e r n a l  Revenue Code h a s  e v o l v e d  i n t o  a n  
extremely c o m p l i c a t e d  a r r a y  of e x e m p t i o n s ,  e x c l u s i o n s ,  
d e d u c t i o n s ,  and c r e d i t s ,  t a x p a y e r s  o f t e n  need a s s i s t a n c e  i n  
m e e t i n g  t h e i r  t a x  o b l i g a t i o n s .  Among o t h e r  t h i n g s ,  t a x p a y e r s  
f r e q u e n t l y  need  h e l p  i n  t h e  form o f  r e t u r n  p r e p a r a t i o n  a n d / o r  
a n s w e r s  t o  q u e s t i o n s  r e l a t i n g  t o  t a x  law r e q u i r e m e n t s .  I n  
f i s c a l  y e a r  1984, 42 m i l l i o n ,  o r  4 4  p e r c e n t ,  o f  t h e  96 m i l l i o n  
i n d i v i d u a l  t a x  r e t u r n s  f i l e d  were p r e p a r e d  by someone o t h e r  t h a n  
t h e  taxpayer--IRS,  commercial and v o l u n t e e r  a s s i s t e r s .  IRS a l s o  
answered  t a x  law q u e s t i o n s  o v e r  t h e  t e l e p h o n e ,  a t  walk- in  
o f f ices ,  and t h r o u g h  c o r r e s p o n d e n c e .  Accord ing  t o  I R S  

s t a t i s t i c s ,  d u r i n g  f i s c a l  y e a r  1984, t a x p a y e r s  asked IRS a b o u t  
23.4 m i l l i o n  t a x  law ques t ions - -20 .7  m i l l i o n  by t e l e p h o n e ,  2 .6  

m i l l i o n  a t  walk- in  o f f i ces ,  and 67,000 v i a  c o r r e s p o n d e n c e .  

IRS RESOURCES DEVOTEP TO TAXPAYER 
ASSISTANCE FOR FISCAL YEAR 1985 

Our r e v i e w  of I R S  1985 b u d g e t  estimates and d i s c u s s i o n s  
w i t h  I R S  o f f i c i a l s  i n d i c a t e  t h a t  there h a s  been  a r e d u c t i o n  i n  
t h e  number of p e r s o n n e l  a v a i l a b l e  to  a s s i s t  t a x p a y e r s  i n  r e c e n t  
y e a r s .  S i n c e  actual  f i g u r e s  are u n a v a i l a b l e ,  w e  used IRS' 
b u d g e t  es t imates  t o  estimate t h e  number of a v a i l a b l e  assisters.  
Our estimate shows t h a t  a v a i l a b l e  assisters w i l l  d e c l i n e  f rom 
8 ,243  i n  1984 t o  7,416 i n  1986. 

I n  f i s c a l  year 1985,  I R S  r e d i s t r i b u t e d  i ts  s t a f f  
r e s o u r c e s  d e v o t e d  t o  t a x p a y e r  a s s i s t a n c e .  A s  shown i n  a p p e n d i x  
I ,  I R S  p l a n n e d  t o  i n c r e a s e  t h e  number o f  pe rmanen t  t a x p a y e r  
p o s i t i o n s  f o r  f i s c a l  y e a r  1985 by 158 and t o  d e t a i l  i n  a n  
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I .  

a d d i t i o n a l  124 s t a f f  y e a r s  from o t h e r  Phis u n i t s  t o  t a x p a y e r  
service on a t empora ry  b a s i s .  A t  t h e  same time, IRS p lanned  t o  
d e c r e a s e  t h e  number o f  s t a f f  y e a r s  f o r  p a r t  t ime / t empora ry  
employees by a n  e s t i m a t e d  351. I R S '  budge t  r e d u c t i o n  of s t a f f  
y e a r s  f o r  p a r t  t ime/ temporary  p e r s o n n e l  r e su l t s  i n  t h e  l o s s  o f  
many more a s s i s t a n c e  p e r s o n e l  t h a n  t h e  a c t u a l  number o f  s t a f f  
y e a r s  r educed .  Fo r  permanent  p o s i t i o n s ,  one  s t a f f  y e a r  p r o v i d e s  
f o r  o n l y  one  p e r s o n  working t h e  e n t i r e  y e a r .  For t empora ry  
p o s i t i o n s ,  one  s t a f f  y e a r  u s u a l l y  p r o v i d e s  f o r  s e v e r a l  p e r s o n s  
working p a r t  of t h e  y e a r  t o  a d d r e s s  t h e  peak  demand d u r i n g  t h e  
f i l i n g  s e a s o n .  

IRS d o e s  n o t  have  i n f o r m a t i o n  on t h e  impact of t h i s  
r e d i s t r i b u t i o n  o n  a v a i l a b i l i t y  o f  assisters d u r i n g  t h e  f i l i n g  
season. However, IRS o f f i c i a l s  acknowledge t h a t  there h a s  been  
a d e c l i n e  i n  t h e  number o f  assisters a v a i l a b l e .  To o b t a i n  a n  
i n d i c a t i o n  of t h e  impac t ,  w e  p r e p a r e d  an es t imate  based on t h e  

a s sumpt ion  t h a t  a l l  temporary  ass i s te rs  work d u r i n g  t h e  f i l i n g  
s e a s o n .  As shown i n  append ix  I ,  t h i s  e s t i m a t e  i n d i c a t e s  t h a t  

t h e  number o f  assisters a v a i l a b l e  d e c l i n e d  by a b o u t  5 2 3  between 
t h e  1984 and 1985 f i l i n g  s e a s o n s .  However, t h i s  estimate d o e s  
n o t  show t h e  p r e c i s e  number o f  assisters a v a i l a b l e  e a c h  y e a r  
because ,  among o the r  t h i n g s ,  n o t  a l l  temporary  ass is ters  work 

d u r i n g  t h e  f i l i n g  s e a s o n .  R a t h e r ,  t h i s  es t imate  i s  i n t e n d e d  t o  
show t h a t  t h e  e f f e c t  o n  t h e  number o f  assisters a v a i l a b l e  i s  
g r e a t e r  t h a n  t h e  s t a f f  y e a r  r e d u c t i o n  shown i n  t h e  budge t s .  

Accord ing  t o  I R S  h e a d q u a r t e r s  o f f i c i a l s ,  t h i s  
r e d i s t r i b u t i o n  o f  s t a f f  resources was done  because more f u l l  
t i m e  employees were needed y e a r  round t o  h a n d l e  a n  increase i n  
workload d u r i n g  t h e  May-SeQtember p o s t  f i l i n g  p e r i o d .  T h e s e  

o f f i c i a l s  a t t r i b u t e d  t h i s  increase workload to  ' t axpaye r  demand 

f o r  a s s i s t a n c e  r e g a r d i n g  r e f u n d s  and s e r v i c e  c e n t e r  notices.  A n  

IRS o f f i c i a l  a t  t h e  d i s t r i c t  l e v e l ,  however, t o l d  u s  t h a t  t h i s  

r e d i s t r i b u t i o n  of resources a d v e r s e l y  a f f e c t e d  t h e  t i m e l i n e s s  
and a c c u r a c y  o f  t h e  t e l e p h o n e  a s s i s t a n c e  p r o v i d e d  t o  t a x p a y e r s  
d u r i n g  t h e  1985  f i l i n g  s e a s o n .  
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IRS' PLANNED TAXPAYER ASSISTANCE 
RESOURCES FOR FISCAL YEAR 1986 

O u r  r e v i e w  o f  budge t  estimates and d i s c u s s i o n s  w i t h  IRS 
o f f i c i a l s  i n d i c a t e  t h a t  t h e  r e d u c t i o n  i n  t h e  number o f  p e r s o n n e l  
a v a i l a b l e  t o  assist  t a x p a y e r s  w i l l  c o n t i n u e  i n  f i s c a l  y e a r  1986. 

I n  f i s c a l  y e a r  1986, IRS p l a n s  a f u r t h e r  r e d i s t r i b u t i o n  of 
i t s  s t a f f  resources d e v o t e d  t o  t a x p a y e r  a s s i s t a n c e .  As 
i l l u s t r a t e d  i n  append ix  11, IRS p l a n s  to  d e c r e a s e  t h e  number o f  
permanent  t a x p a y e r  s e r v i c e  p o s i t i o n s  f o r  f i s c a l  y e a r  1986 by 82 
and t h e  number o f  d e t a i l e d - i n  s t a f f  y e a r s  by 84. A t  t h e  same 
t i m e ,  IRS p l a n s  t o  i n c r e a s e  t h e  number of s t a f f  y e a r s  f o r  p a r t  
t ime / t empora ry  employees by 10 .  Again,  assuming t h a t  each 
d e t a i l e d - i n  and p a r t  t ime / t empora ry  t a x p a y e r  service s t a f f  y e a r  
budgeted  would p r o v i d e  a b o u t  t h r e e  a s s i s t e r s  d u r i n g  t h e  f i l i n g  
s e a s o n ,  t h e  maximum number o f  assisters a v a i l a b l e  w i l l  d e c r e a s e  
by 304 f o r  t h e  f i s c a l  y e a r  1986 f i l i n g  season. 

RESULTS OF 1985 SURVEY OF 
IRS TELEPHONE ASSISTANCE 

To assess t h e  e f f e c t  o f  IRS' r e a l l o c a t i o n  o f  r e s o u r c e s  o n  
t e l e p h o n e  a s s i s t a n c e ,  w e  conduc ted  a t e l e p h o n e  s u r v e y  d u r i n g  t h e  
15-day p e r i o d  March 27,  1985 to A p r i l  1 0 ,  1985 s imi l a r  t o  t h e  
ones w e  conduc ted  d u r i n g  t h e  1978 and 1982 f i l i n g  seasons. T h e  

methodology we used on t h e  t h r e e  s u r v e y s  i s  shown i n  a p p e n d i x e s  
111, VI and IX. Although t h e  s u r v e y s  were s i m i l a r ,  t h e r e  are 
d i f f e r e n c e s  i n  methodology,  e .g . ,  p e r i o d s  c o v e r e d .  T h e r e f o r e ,  
c a u t i o n  m u s t  be  t a k e n  i n  making any  yea r - to -yea r  compar isons .  
However, IRS n a t i o n a l  o f f i c e  o f f i c i a l s  s a i d  t h a t  t h e  t r e n d  f o r  
services p r o v i d e d  i s  downward. 

As shown i n  a p p e n d i x e s  IV, VII, and X, w e  estimated t h a t  a 
t a x p a y e r  cou ld  e x p e c t  t o  reach an  IRS a s s i s t e r  on t h e  f i r s t  c a l l  
31 p e r c e n t  of t h e  t i m e  i n  1985,  6 2  p e r c e n t  of t h e  t i m e  i n  1982, 
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and 78 p e r c e n t  o f  t h e  time i n  1978. Fu r the rmore ,  a t a x p a y e r  
w i l l i n g  t o  make m u l t i p l e  c a l l s  t o  IRS had a 70 p e r c e n t  c h a n c e  i n  
1985 of r e a c h i n g  a n  assister w i t h i n  a t o t a l  of f i v e  c a l l  
a t t e m p t s .  Taxpaye r s  i n  1982 and 1978 c o u l d  e x p e c t  t o  r e a c h  an  
IRS a s s i s t e r  85  p e r c e n t  and 86 p e r c e n t  o f  t h e  t i m e ,  
r e s p e c t i v e l y ,  w i t h i n  f i v e  c a l l  a t t e m p t s .  The results o f  t h e  
t h r e e  tests s h o u l d  n o t  be viewed a s  p r e c i s e  measures o f  t h e  
l e v e l  of IRS p r o v i d e d  a s s i s t a n c e .  

C a l l s  may n o t  be  comple ted  f o r  a v a r i e t y  of r e a s o n s .  For 

example,  IRS c a n  d i s c o n n e c t  a t a x p a y e r ' s  c a l l  b e f o r e  an  ass i s te r  
answers ;  a t a x p a y e r  c a n  p e r s o n a l l y  t e r m i n a t e  a c a l l  a f t e r  
w a i t i n g  on h o l d  f o r  a period of t i m e  ( f o r  our t e s t ,  w e  w a i t e d  o n  
h o l d  for 15 m i n u t e s ) ;  or a t a x p a y e r  may e n c o u n t e r  a busy  s i g n a l ,  
a r e c o r d i n g  a d v i s i n g  t h e  t a x p a y e r  to  c a l l  back a t  a n o t h e r  time, 
o r  a c o n t i n u o u s  r i n g i n g  w i t h o u t  an  answer .  

B e s i d e s  problems w i t h  c a l l s  n o t  comple ted ,  t a x p a y e r s  a lso 
could e x p e r i e n c e  problems w i t h  i n a c c c u r a t e  r e s p o n s e s .  A s  shown 
i n  a p p e n d i x e s  V ,  V I I I ,  and X I ,  i n  1978 12 p e r c e n t  and i n  1982 11  
p e r c e n t  of t h e  t o t a l  c a l l s  made t o  I R S  resu l ted  i n  an  i n a c c u r a t e  
r e s p o n s e  t o  a q u e s t i o n .  I n  1985, 14  p e r c e n t  of t h e  t e l e p h o n e  
ass is ter  r e s p o n s e s  were i n a c c u r a t e .  IRS o f f i c i a l s  reviewed o u r  
q u e s t i o n s  and answers and agreed t h a t  t h e  answers  w e  s o u g h t  

were correct.  

Appendixes  V,  V I I I ,  and X I  show t h e  i n a c c u r a c y  r a t e s  w i t h  

d a t a  on c a l l s  n o t  comple ted  and t e r m i n a t e d  c a l l s  f o r  e a c h  tes t  
p e r i o d .  The d a t a  show t h a t  f o r  e a c h  100 t e l e p h o n e  c a l l s  made t o  
IRS i n  1985, 52 r e s u l t e d  i n  c o n t a c t  w i t h  a n  I R S  ass i s te r  who 
c o r r e c t l y  answered a q u e s t j o n .  The remain ing  48  c a l l s  e i t h e r  
d i d  n o t  g e t  answered ,  were c u t  o f f ,  o r  r e s u l t e d  i n  a s s i s t e r s  
p r o v i d i n g  e r r o n e o u s  answers .  I n  1982, 72 calls o u t  of 1 0 0  

r e s u l t e d  i n  contact  w i t h  an  IRS ass is ter  who c o r r e c t l y  answered 
a q u e s t i o n .  On 1978, 80 c a l l s  o u t  o f  1 0 0  r e s u l t e d  i n  a correct 
answer .  
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IRS n a t i o n a l  o f f i c e  o f f i c i a l s  r e s p o n s i b l e  f o r  IRS t a x p a y e r  
a s s i s t a n c e  program c o n c u r r e d  w i t h  o u r  1985 t e s t  resul ts  which 
i n d i c a t e d  t h a t  t h e  a v a i l a b i l i t y  of a s s i s t a n c e  d e c l i n e d  w h i l e  t h e  
a c c u r a c y  of a s s i s t a n c e  remained  about t h e  same. They a t t r i b u t e d  
t h e  d e c l i n e  i n  a v a i l a b i l i t y  to  p u b l i c  r e a c t i o n  to  t h e  widespread 
p u b l i c i t y  g i v e n  to  a l l e g e d  problems w i t h  r e f u n d s  and s h r e d d i n g  
of r e t u r n s  which s tar ted i n  l a t e  J a n u a r y  1985. 
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APPENDIX f APPENDIX I 

TAXPAYER S E R V I C E  BUDGET ESTIMATES 
FISCAL YEAR 1984 TO 1985 COMPARISON 

S t a f f  vears  F i l i n a  season imoact 
Increase Persons per Increase 

Average pos i t i ons  - 1984 - 1985 (Decrease) s t a f f  y r .  (Decrease) 

Full t i m e  permanent 

Taxpayer se rv i ce  
s p e c i a l i s t  534 7 58 

Taxpayer se rv i ce  
r ep resen ta t ive  1036 1188 

967 749 Other permanent - 
2537 2695 158 - - Subtotal  

P a r t  time/temporary - 1846 - 1495 (351 1 

Detailed-in 

Revenue o f f i c e r  4 14 

Tax audi tor  35 104 

Revenue agent 
Sub t o  tal 

To t a l  

62 37  
56 1 8 0  
- - 

1 2 4  

1 

3 

3 

1 sa 

(1053) 

372 
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APPENDIX I1 APPENDIX 11 

TAXPAYER SERVICE BUDGET ESTIMATES 
FISCAL YEAR 1985 TO 1986 COMPARISON 

Average p o s i t i o n s  

Full t i m e  permanent 

Taxpayer service 
spec ia l i s t  

Taxpayer s e r v i c e  
r e p r e s e n t a t i v e  

Othe r  permanent 

S u b t o t a l  

P a r t  t ime/ temporary 

D e t a i l e d - i n  

Revenue o f f i c e r  
Tax a u d i t o r  
Revenue a g e n t  
Sub to  t a l  

Total  

S t a f f  y e a r s  F i l i n g  season  impact 

1985 - 

7 5 8  

1188 
7 4 9  - 

2695 - 

1495 - 

I n c r e a s e  Pe r sons  p e r  I n c r e a s e  
- 1986 (Decrease) s t a f f  y r .  ( D e c r e a s e )  

733  

1155 

7 2 5  - 

2613 - 
1505 - 

1 4  1 4  

104 30 

5 2  

96 
- 6 2  

180 
- 

_. - 

4370 4 2 1 4  

( 8 2 )  

10 

3 
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APPENDIX I11 APPENDIX III 

1978 GAO TELEPHONE SURVEY--METHODOLOGY 

No. of telephone calls 873 

Time period: 
Dates 
Calendar days 
Business days 

No. of existing IRS 
sites contacted 

316-318 
3 
3 

20 of 70 

No. of tax law questions used 14 
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APPENDIX IV APPENDIX IV 

1978 GAO TELEPHONE SURVEY--COMPLETED CALLS 

Rumber Percent 

Calls placed before 
reaching a s s i s t e r  

1 
2 

3 
4 

5 
Total completed c a l l s  

C a l l s  not completed 
Total calls attampted 

682 
96 
34 
17 

10 

839 
- 

34 
873 
- 

'78 
1 1  
4 
2 
1 

96 
_. 

4 
100 
- 
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APPENDIX V APPENDIX V 

1978 GAO TELEPHONE SURVEY--SUCCESSFUL CALLS 

Total  c a l l s  a t t e m p t e d :  

C a l l s  n o t  comple ted  

Te rmina ted  c a l l s  1/ 

Completed c a l l s  
r e s u l t i n g  i n  i n -  
a c c u r a t e  answers  

Tota l  c a l l s  made which  
were comple ted  and 
r e s u l t e d  i n  a n  
accurate r e s p o n s e  

Number P e r c e n t  

873  - 100 - 

34 4 

36 4 

108 12 

I /  Termina ted  ca l l s  i n c l u d e  those lost d u r i n g  d i s c u s s i o n  w i t h  an 
a s s i s t e r  and those l o s t  d u r i n g  r e f e r r a l  t o  back up ass i s te rs .  
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APPENDIX VI 

1982 GAO TELEPHONE SURVEY--METHODOLOGY 

N o .  of t e l e p h o n e  c a l l s  1092 

Time p e r i o d :  
Dates 
C a l e n d a r  d a y s  
B u s i n e s s  d a y s  

NO. of e x i s t i n g  I R S  

s i tes  c o n t a c t e d  

N o .  of t a x  l a w  q u e s t i o n s  used  

1/25-3/31 
66 

48 

49 of 52 1/ 

20 2/ 

APPENDIX VI 

I /  W e  e x c l u d e d  Anchorage ,  A l a s k a ;  Honolu lu ,  H a w a i i ;  and San J u a n ,  
P u e r t o  Rico. 

2/ I n c l u d e s  10 q u e s t i o n s  from our  1978 t e s t  and 10 newly d e v e l o p e d  
q u e s t i o n s .  
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APPENDIX VI1 APPENDIX VI1 

1982 GAO TELEPHONE SURVEY--COMPLETED CALLS 

Percent Number 

Calls  placed before 
reaching a s s i s t e r  

1 

2 
3 
4 

5 

Total completed calls 

C a l l s  n o t  completed 

Total  calls attempted 

676 
132 
67 
33 
2 5  

- 
9 3 3  

159 

1092 - 

62 
12 
6 
3 
2 

- 
85 

15 

- 
100 
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APPENDIX VI11 APPENDIX VIII 

9982 GAO TELEPHONE SURVEY--SUCCESSFUL CALLS 

Number P e r c e n t  

T o t a l  calls a t t e m p t e d :  

Calls n o t  c o m p l e t e d  

T e r m i n a t e d  ca l l s  1/ 

Completed c a l l s  
, r e s u l t i n g  i n  in-' 

a c c u r a t e  a n s w e r s  

Total c a l l s  made which  
were c o m p l e t e d  and 
r e s u l t e d  i n  an 
a c c u r a t e  r e s p o n s e  

1092  - 

159 1 5  

17 2 

125 1 1  

- .  
72 
- - 

1/ T e r m i n a t e d  c a l l s  i n c l u d e  those l o s t  d u r i n g  d i s c u s s i o n  with a n  
ass i s te r  and  t h o s e  l o s t  d u r i n g  r e f e r r a l  t o  back up assisters.  
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APPENDIX IX 

1985 GAO TELEPHONE SURVEY--METHODOLOGY 

APPENDIX %X 

No, of t e l e p h o n e  ca l l s  577 

Time p e r i o d :  
Dates 
C a l e n d a r  d a y s  

B u s i n e s s  gays 

3/27-4/10 
15 
11 

N o .  of e x i s t i n g  I R S  

s i tes c o n t a c t e d  33 of 36 1/ 

N o .  of t a x  l a w  q u e s t i o n s  u s e d  17 2/ 

1 /  W e  e x c l u d e d  Anchorage ,  A l a s k a ;  Honolulu, Hawaii; and San J u a n ,  
P u e r t o  Rico. 

2/ I n c l u d e s  17 of t h e  20 q u e s t i o n s  from our 1982 test--3 of t h e  
q u e s t i o n s  were no longer applicable. 
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APPENDIX X APPENDIX X 

7985 GAO TELEPHONE SURVEY--COMPLETED CALLS 

Number Percent 

C a l l s  placed before 
reaching assister 

Total completed c a l l s  

Calls not completed 

Total calls attempted 

182 
102 
54 
40 
27 

- 
405 

172 

- 
577 

31 
18 
9 
7 
5 

- 
70 

30 

- 
100 
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APPENDIX XI APPENDIX XI 

1985 GAO TELEPHONE SURVEY--SUCCESSFUL CALLS 

Number P e r c e n t  

Tota l  c a l l s  attempted: 

Ca l l s  n o t  completed 

Terminated c a l l s  1/ 

Completed c a l l s  
r e su l t i ng  i n  i n -  
accurate  answers 

Total  c a l l s  made which 

were completed and 
resu l ted  i n  an 
accurate  response 

577 - 

172 

22 

80 

- 
3 0 3  

14 

100 - 
30 

4 

- 
52 

1/ Terminated c a l l s  include those l o s t  during d iscuss ion  with an 
a s s i s t e r  and those l o s t  d u r i n g  r e f e r r a l  t o  back up a s s i s t e r s .  
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