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Subcommittee 8 concern was that the correspondence, which
IRS callg "interim lnffnrc," wae inappropriate for the
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situation and likely to generate additional taxpayer

inauiries Cnnnifiﬁa]]v the tavnavere had eont nauvum
1“‘-‘ ke o o & urwud.b‘vu.s.s ’ L X A vunru:v.ﬁu & & Nl Wl [~ A2 F R 4 r“,lll

IRS, but IRS' interim response did not acknowledge that a

navmant had haan mades and {inestansd ~Aantainad Tanmsuiaca
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thanking the taxpayers for their "inquiry." 1In a September
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said that it was taking immediate action to change the

interim letter. You asked us to determine if IRS had sol

the problem.
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To respond to your request, we reviewed the examples of
interim letters you provided us and IRS' response to you
describing the corrective actions taken. Then, at IRS'
Cincinnati Service Center, we judgmentally sampled interim
letters sent after IRS made its changes to see if the
problem had been corrected.

RESULTS IN BRIEF

The problem has not been solved, primarily because IRS
directed only one of several service center functions that
correspond with taxpayers to correct its procedures. 1In 25
of 26 cases we raviewed from the other functions where

taxpayers had written to IRS and sent payments, IRS'

response did not acknowledage receint of the navmnnf' We

res knowledge receip the ant
also found several other instances of what we believe to be
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One reason IRS did not respond appropriately was that IRS staff who
prepare the letters did not choose appropriate language when
composing the letters on IRS' computerized letter writing system.
We will study this problem in more depth as part of the broader
review of IRS correspondence issues we are doing for the
Subcommittee.

BACKGROUND

Taxpayers write to IRS on a variety of matters, such as to send a
payment, to request that a penalty be abated, or to provide
information in response to an IRS notice. IRS sends interim
letters to taxpayers to advise them when the matter in question
will not be resolved within 30 days. 1IRS follows the interim
letter with a final letter when the matter has been resolved.

IRS does not respond to all taxpayer correspondence involving
payments. For example, it does not reply when a taxpayer makes a
scheduled installment agreement payment or when a taxpayer responds
to a balance due notice with a payment in full. 1IRS officials
reason that unless another matter is involved, a response in these
circumstances is costly and unnecessary because the taxpayer's
cancelled check serves as a receipt. Our work focused on those
types of payments in which IRS chose to respond to the taxpayer.

WHAT IRS DID TO CORRECT THE PROBLEM

In replying to your letter, IRS enclosed a proposed change to the
interim letter and said that service centers were being instructed
to begin using it immediately. (See enclosure I). Shortly
thereafter, IRS' National Office directed the underreporter
functions® in each of its service centers to begin acknowledging
taxpayer payments when a case was not closed within 30 days.
Although other service center functions--such as those functions
that process taxpayer responses to collection notices or handle
correspondence relating to taxpayer account adjustments--also
correspond with taxpayers, IRS officials apparently limited the
change to the underreporter function because they believed the
examples you provided originated there. .

THE PROBLEM STILL OCCURS

To determine what changes had occurred in interim letters at the
service center level, we obtained copies of interim letters sent
out by the different correspondence functions in the Cincinnati
Service Center. The underreporter function was not using the

!Service Center underreporter functions are responsible for
notifying taxpayers of possible discrepancies between income they
reported on their tax returns and income reported by payers of
income on information returns.

2 GAO/GGD-93-38R, IRS CORRESPONDENCE
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interim letter as directed by the National Office. 1Instead, it was
using a more generic letter that thanked taxpayers for their
"correspondence."” While this letter did not directly acknowledge a
payment, we believe in most instances taxpayers would not be
confused after receiving it.

A more serious problem exists, however, in the other Cincinnati
Service Center functions that correspond with taxpayers. We looked
at 78 interim letters that were mailed to individual taxpayers from
the account adjustment and collection functions on April 6, 1993.
We matched the interim letters with the incoming taxpayer letters.

In assessing whether IRS had responded appropriately, we grouped
the letters into three categories, (1) those where a taxpayer's
payment was not acknowledged (similar to the examples you had
provided us), (2) those that did not involve a taxpayer payment but
where IRS did not respond appropriately, and (3) those where IRS
sent an appropriate response. Table 1 shows our results.

Table 1: Analysis of IRS Interim Letter Responses to Taxpaver
Correspondence

Reason taxpayer Number of Number of Total number
wrote to IRS appropriate inappropriate | of IRS

IRS responses IRS responses | responses
To send a paymént 1 25 26
Other (see
discussion below) 42 10 52
Total 43 35 78

In 25 of 26 cases IRS staff did not acknowledge receipt of the
taxpayer's payment. Instead, IRS either responded "Thank you for
your inquiry", or "Thank you for the information you submitted.”
Depending on the situation, the staff could have more appropriately
responded

"Thank you for your inquiry dated ----, and your payment of
$____"

"Thank you for your payment of $--- and your response dated
---- to our inquiry concerning your account", or

"Thank you for your payment of $--- and your Form ---- for
this account."”

Enclosure II shows examples of taxpayer payment letters and the
interim letters sent to the taxpayers by IRS. We have also
annotated IRS' letter with what we believe would have been a more
appropriate response. We limited our proposed changes to the

3 GAO/GGD-93-38R, IRS CORRESPONDENCE
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We do not know why IRS staff are using inappropriate paragraphs in
preparing responses to taxpayers. Our review was very brief and
limited to 1 of IRS' 10 service centers. As noted earlier, we will
examine the issue in more depth as we continue work for the
Subcommittee on IRS' efforts to improve its correspondence
practices. Some of the points we intend to look into are (1) the
training and instructions given to the staff who prepare letters to
taxpayers, (2) the availability of computer terminals so the staff
can review letters they prepare, (3) the costs involved in
tailoring interim letters to specific taxpayer situations, and (4)
communications about the requirements and standards for interim
letters between IRS' National Office and the service centers.

If you have any questions about this letter, please contact me on
(202) 512-5407.

Sincerely yours,

Jennie S. Stathis
Director, Tax Policy and
Administration Issues

Enclosures - 4

5 GAO/GGD-93-38R, IRS CORRESPONDENCE



ENCLOSURE I ENCLOSURE 1I
RS R R PR D CHANGE T HE INTERIM LETTER

ure B Re ett

DEPARTMENT OF THE TREASURY
INTERNAL REVENUE STAVICE
WASHINGTON. D C. 20224

RECEIVED
15 pep 01 g 9w

Ways ars Mes-s
Subcommitiee on Overs.an:

The Honorable 2. J. Piekle

Chairzan, Subcommittee on Overs.ght
United States Houss ©f Representatives
Washingten, D.C. 20218

Dear Chairman Pickle:

Commissionar Petarson has asked me tO respond to your letter
dated August 21, 1992, concerning taxpayers who received an
inappropriate form lettsr frem the Philadelphia Service Center in
response tO their tax payzents. A copy of your letter is
senclosed for your ready referencs.

The form latter 2645-C is generally used as an interins
responss whan the Service is unable to conplete all necessary
actions within thirty days from the date we recsive
correspondence from taxpayers. These actions may include
adjusting taxpayer accounts to reflect any proposed tax increases
that taxpayers agreed to and for which they enclosed payment.
Although taxpayer accounts are credited immediately for any
paynments recsived, it may take several weaks before the case
reaviev is completed and the related debit transactions are
posted. At that time, the Service issues a "settlement™ notice
t0 taxpayers notifying them that the case is closed.

We agree that the lLetter 2643-C, in its present form, is
inappropriste £or acknowledging receipt of a taxpayer's full
paynent. We have drafted an inproved interina response to address
this situation, and vill issue {nstructions to all service
centers to begin using it immediataly. A sanpls of the revised
interim response is also enclosed for your information.

Ve are confident that the measures described above will
effectively address the problea created by the shortcomings in
the current version of lLetter 264%=C. We apologize for any
inconvenience that taxpayers say have experienced as a result of
the inappropriate use of this letter, and thank you for bringing
the matter to our attention.

sincerely,

¢ A

Beverly A. Stovell .
Director, Returns Processing
and Accounting Division

Enclosures
as Stated

Source: IRS Cincinnati Service Center.
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ENCLOSURE I ENCLOSURE 1

igqure 1.2: P hange to the Interim Lett

cepartaent of the Treasury SANPLE OF REVISED INTIAIN ABSPONSE
snternal Revenus Service
Philadeliphia, PA (9338

cohn Taxpayer
22 Main Street
citytown., xx xAXAXX

Taxpayer Identification Number: O6X-Xx=xoocx
Tax Period: Dec. 31, 1991
form: 1040

Dear Mr. Taxpsyer:

Thank you for your payment of $100.00 and your response of
June 1, 1992 to our inguary concerning this aceount.

ted the ps Secause your paymenc
arrived at the same time ve received a large volume of
correspondencs from other taxpayers, ws haven't yst been able te
complets our processing of your case. When ve do,

I You should receive is notics
ithin 30 days. You do not need to take any further action at
thas tisme.

If you have any questions about this lattsr, plsase write to us
at the address shown on this letter. You may call J. Jones
betwveen tha hours of $:00AM and 4¢:00PM at XXX-XXX-XXXX for
assistance. If the numbar is cutside your local calling area,
there vill be a long-distance charge to you. If you prefer, you
may call the IRS telephone number listed in your loeal diresctory.
An esployes there may be able to help you, but the office at the
address shown on this letter is nmost familiar with your cass.

Whanever you vwrite, please include your telephone number, the
hours yeu can be reached, and this lettar. Your maay also vant to
kesp a copy of this letter for your records.

Your Telephone Number Hours

We apologize for any inconvenience we may have caused you, and
thank you for your cooperation.

Sincersly yeours,

Name of IRS Manager
Chief, Processing Section

Enclosure:
Copy of this letter

Source: IRS Cincinnati Service Center.
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ENCLOSURE II : ENCLOSURE

Source:

EXAMPLES OF TAXPAYERS' PAYMENTS NOT ACKNOWLEDGED
IN IRS’ RESPONSES

.1 X er's Letter to IR
. Marcnh 1@, lec3

Jevartmens of the Tre
Irter=sl Fevemuys ‘ewnv
Cinc. C’h‘c
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Tentlemen:

Cn Maran 17, 166G, I receives g "“e~uest Tof Paymert”
rotice < the sum o7 $5ZL. Thiz i3 the amount that I submiszed
with my 1062 tax returc cn Tetrua-v £, 1993, check -
Yestersay, - checkes with =y tank anc wes infcrmed that my
cnecsz had =ot clesred as ¢f V.ren 1%, T am sutmitting ancther

chesi Ter STZL, - Shoulsd == ecrigiral cleer tefore April 16,
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IRS Cincinnati Service Center.
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ENCLOSURE II ENCLOSURE

14

: R onse to Taxpaver's tt

=~ Ceparimentofine Treasury

)

internsi Revenue Service

In zeply zefex to: 1760806023
CINCINNATI, OH 45999 Apzr. 06, 1993 LIR 2645C
9212 30 000

Input Op: 1760806023 00579

TAXPAYER ACCOUNXT v,
Taxpayer Identification Numbez: ?
Tax Period(s): Dec. 31, 1992

Fozxm: 1040

Deaz Mz. & Nzs. _

Thank you for your inguixy dated Max. 19, 1993,

We had hoped to informs you that this satter had been rssolved.
Howevez, at this point., we have not yet been able to complete all the
zeseazrch ue need to give you s Full zesponse. We will contict you
sgean within 30 days to let you knouw uhat action we aze taking. You
do not nsed to do snything Zurther at this time.!

I£ you have any gquastions about this letter, please uzite to us at the
addzess shown on this lettexr. You say call D. Fabe:x

between the houzs of 5:00 P.m. and 10:00 P.M. at 606 292-5166 for
assistance. If the number is outside youzr local cslling axea, there
will be a long-distancs charge to you. If you prefez, you may call
the I2S telephone numder listed in your local dizectory. An employee
theze may be able to help you. but the offics at the address shoun on
this lettex is most fusiliar with your csse. .

Source: IRS Cincinnati Service Center.

VISION

I1I

We would revise the first paragraph of figure II.2 to read "Thank
you for your payment of $524.00 and your response dated March 19,
1993, to our inquiry concerning this account."

9



ENCLOSURE 1II ENCLOSURE
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Source: IRS Cincinnati Service Center.
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ENCLOSURE I1I ENCLOSURE
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Depariment of the Treasury
internai Revenue Service

P.O. 30X 148300 3 In zeply refexr to: 1771302006
CIKCINNATI OR 45250-~0000 ., Apz. 06, 1993 LTR 2645¢C
8612 30 000

Input 0p: 1771605283 00647

TAXPAYER ACCOUNT __ ,
Taxpayer Identification Nuaber: __ o
Tax Periocd(s): Dec. 3t, 1986 Dec. 3!, 1989
Deec. 31, 1990 Deec. 31, 1991%
Foxrm: 1040

Denz Taxpayerx!

1

Thank you 2oz the information you subsitted. Ne will contact you
sgain within 30 days to let you know uhat action we axe taking. You
don't need to send us anything further at this time.

He have given instructions to stop any furthex notices on this aeccount
4xom being sent to you whila we do the necessary resesrch. However, :
i$ you receive any msore notices defore uwe can give you a complate
zesponse., please diszegazd them.

If you have any questions about this letter, please urite to us at the
addzess shoun on this lettsr. You may call Ms. Nills

betueen the houzs of $:00 a.m. and 2:00 p.a. at 606-292-5184 for
agsistance. 1€ the numbex is outside your local calling azes; the:ze
will e a long-distance charge to you. If you prefez, you may csll
the IRS telephone number listed in youzr local dizectory. An employes
there ssy bde sble to help you, but the office at the sddzess shown on
this lettexr is sost Zamiliax with youxr case.

Source: IRS Cincinnati Service Center.

GAQ REVISION
We would revise the first paragraph of figure 1I.4 to read

11

11

"Thank you for your inquiry dated March 25, 1993, and your

payment of $300.00.

We will contact you again within 30 days to let you know
what action we are taking. You do not need to send us
anything further or take any other action at this time."



ENCLOSURE 1II ENCLOSURE 11

ure .5 ax r's Letter to IR

Information About Your Tax Return
*** For INDIVIDUAL Taxpayers Oniy ***

{Buginess taRDEVErS use OtPer voe./

Plowss cHECR OF COMDMTY tNE 119/ME NG BCTIONS ERET SDDIV (0 YOU IN the SIETIONS DeIow. B0 Jure 10 COMDILE the SNETUre 8res

Print Your Nemets) w snawn an the notice

’ -

Social Security Number ttne TIN shown on the notice) .

MaRe snY COTTECTIONS 1O YOUr NBME 20GTESS. o TIN in tne 'REMARKS' tection Deiow.

A. 11 You Are Not Required To Fils, Compiste This Section:

My tots) wee § . wRIER 18 1088 TNAN NS BMOUNT reauIren {or tling, ana | am 10 ciaim
(AUMBET) EXOMBTIONT 1O TN 18K DANOY IN QUEITIOA

8. 1t You Have Alrsagy Filed, Compiete This Secrion:

Dawe tieg Form Tax vese on tne torm:

NETIL INOWN ON My TR FPTUPR

Vv s86i8! eurity numper (SEN) shawn on the tex rrtur~ el T b = ™
Ry - T T

My wouse s SSN (it vou tiled 8 101nt tex returm:

Wi
C 11 Your Spouse (s Decsssed, Compiete Thi Section: i 933

"

AR VA I

Name ot mous

Socisl smcurity Aumber of this IDOUN

Date ot aeern

D. Credit Baiance — if The Notics Shows You Have An Overpayment On Your Asssunt, Compiate This Section:

" want § retung of the cregit Delancs  (Even if vOu 8re NOT rYQWITeT 10 file (section A SDOVE) 10 JNT 3 TRTUNG Of the CTEOIt DElENCE You Mut!
Hi® 0 1OR MITUTN fOr THhE TRR DETIOT SNBWN ON the AOTICE |

' ANT INE CrEa SD010 1O thE tOX FRILFM 1EX DIFIOG SNC 10CIS CUMITY NUMBDEr SNROWN OR the ABLIEE My tAX 7BTUIN 1§ ENCIOMN

ot

| Want 196 Creait SO0UEG 10 ENOTNET TOR rEIUMM tx DATIOG. ING/OF 30CISI WEUNTY NUMDEr 81 100 fied Below

Tan form Tan perog

Sotisl weynty Aumber

Nets:  Genersilv. if /0u Neve AN OVErDEV™MENT ON D tAR ACCOUNT ANT vOU want B retund, YOou Mmust file vour .ax mturn within 3 vesry from
The GATE tNE DIINEI TAR FETUTT wits OUe O Tile 8 C1Bim within 2 yoars (TOMM ThE LIME thE TAX WEt DIC. WhIENEver 3 Bter

a&uud.4&HZZ.a«JDIQ/,ff;rzféf;zi,AZ;Z ,: 4f;f_n:ZQ:? Q-

s

" t
S Prvdeciug IA42,%
" Indew on 91 M ¢ my & now imige sl Delwf, 1he IN{DrMetien Srevael 60 LRE TBIT 5 TFVE. SOrTEGT, NS SOMBINS.
-y -

¥ o ome _3os %2 Thie:

\ - - - -

<& Toisonone number Mome (. ’ { ;

~ A
MOst convenant tune 107 us tB 68l - -+

(LY |

form B3B8 192 Catag No 132032 Deosnmen of the Tressury = tm-n}lmm Service

Source: IRS Cincinnati Service Center.
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ENCLOSURE II ENCLOSURE 11I

Figure I1.6: IRS Response to Taxpaver's Letter

2 0 Cazarmeniotine Treasurv
' j inlernal Revenue Service
L P.O. BOX 145500 In zeply zefexr to: 1771302006
CINCINKATI OH 45250-0000 Apz. 06, 1993 LIR 2645C
- 8712 30 000

T Anput Op: 1771605283 00663

TAXPAYEIR ACCOUNT
Taxpayer Identification Number: .. . .
Tax Peraod(s): Dec. 31, 1987 Dec. 31, 1988
Dec. 3%, 1’.9
Tozm: 10490

—

Dear Taxpayer:

1
Thank you fox the information you submitted. We will contact you
agein uwithin 30 days to let you know wuhat action uwe aze taking. You
don't need to sand us anything Zfurther at this tinme.

We have givan instructions to stop any furthexr notices on this account
f£xom being sent to you while we do the necessary reseaxch. Howeverx.
if you receive sny more notices before we can give you a complate
zesponse, plense disregaxd them.

I2 you have any guastions about this lettexr., plasse wzrite to us at the
address shoun on this letter. You msy call Mns. Mills

betusen the hours of $:00 a.a. and 2:00 p.m. at 606~292-5184 £for
assistance. If the nuaber is ocutside your loecal calling azes, theze
will be a long-distance chazge to you. I£f you prefex, you may call
the IRS telephona number listed in youzr local directozy. An esployee
thezs may be esble to0 help you, but the office st the address shoun on
this letter is most familiax with your case.

Source: IRS Cincinnati Service Center.

GAQ REVISION

We would revise the first paragraph of figure II. 6 to read

"Thank you for your payment of $442.00 and your Form 9358
for this account.

We had hoped to inform you that this matter had been
resolved. However, at this point, we have not yet been able
to complete all the research we need to give you a full
response. We will contact you again within 30 days to let
you know what action we are taking. You do not need to do
anything further at this time."

13



ENCLOSURE III

.1: Ta 's Letter to
e, IR TN
oo
February 23, 1993 IENCLE LR R m L
SOV T e
Internal Revenue Service
Cincinnaes OH 45000
Re: ‘ ‘ ) mf;"wn (1992 Tax Return)
88 7 B
Dear Sir:

on 2~20-93 I mailed my 1992 (Federal Corrected Tax Return to
the IRS in Cincinnati OH.) with a check for $387.00 and I
forgot to attach a copy of my W-2 forms, thersfors I am
enclosing a copy of my W-2 forms for your records.

If you have any questions regarding this, pleass let me know.

Sincerely,

ERELOSUTES:

7~ ——

- GENERALMOTORSCORPORNHON

‘l"'ma——}’ﬂ"ﬁm——‘ L cop
0,00 247, 22.708 .64 l
I

[ T T Danantam & e Tty -~ Wray Rovenas B
h-----m--uun-mu— lun_-n.anMnm"vﬁ_--—-mln*-“—ﬁuo-

Source: IRS Cincinnati Service Center.
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ENCLOSURE I1lI ENCLOSURE

ea? e axpaver's lLett

o Departmeni of the Treasury
s P}B internal Revenue Service
{ In zeply zefex to: 1757605979
CINCINNATI, OH 45999 Apr. 06, 1993 LTR 2645C
b 9212 30 000
00135

TAXPAYER ACCOUNT

Taxpayexr Identificstion Nuaber: WD
Tax Pexiod(s): Dec. 31, 1992

Fozm: 1040
Deax Taxpayer:
1 .
Thank you fez your inquiry dated Feb. 23, 1993.

2". had hopead to inform you that this matter had bheen zesolved.
However, at this point, uwe have not yet been able to complete all the
zxessazch ue need to give you a full rasponse. e will contact you
sgain uwithin 30 days to let you knouw what sction we axe taking. You
do not need to do anything further at this time.

If you have any guestions about this letter., please uxite to us at the
sddzess shown on this lettex. You may call L. Pezzy

betueen the houxs of 7:30 A.M. and 3:00 P.M. at 606-292-5200 fox
assistance. IXIf the numbexr is outside your local calling axes, tharxe
will be a long-~distance charge to you. If you prefexr, you may call
the IRS telephone nuadbex listed in youxr local directory. An eaployse
there may be able to help you, but the office at the address shown on
this letter is wost familiar with your case. .

Source: IRS Cincinnati Service Center.

GAQ REVISION

We would revise the first paragraph of figure III.2 to read
"Thank you for your Form W-2 for this account.
We will contact you again within 30 days to let you know
what action we are taking. You do not need to send us
anything further or take any other action at this time."

15
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ENCLOSURE III ENCLOSURE I1I

Figure III.3: Taxpaver’s Letter to IRS

i f‘“’”‘t&)& “’“‘%‘f‘ e z%"" ok

. s Y 12-3V4 |~ 150

1130483 rp oma L Q00 A Bl QT
' o eow?j&l"% ‘ ;itpébﬁcd

Source: IRS Cincinnati Service Center.
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ENCLOSURE III ENCLOSURE III

igqure . 4: se to Taxpaver’'s Lette

Depariment of the Treasury
Internai Revenue Service

P.0. 30X 145300 In zeply zefex to: 1771301805
CINCIXNATI OR 48380-0000 . 06, 1993 LTR 2645C
9012 3¢ 000

Iaput Opt 1771608382 00621

TAXPAYER ACCOUNT
taxpayezr Ifentificution Numbez!® *
Tax Perxiod(s): Das. » 1990 Desc. 31, 1991
Yoza: 1040

Deaz Taxpsye::

lrhunh you foxr the infozmatien you sudmitted. We will ceantaet yeu

agein within 30 days to let pou know what sction ue age tllin;. Tou
don't need to sand us anything Zuzther at this time.

We have given instruotions to step any tuzth-z fetices on thes asseunt
£zom being seat te vyou while ue do tRe necessary zesearsh. Nemever,
i£ you zeceive any nmoze netices before we owa ltv- you a complete
zegponse, plense disrzegazd thes. .
If you have any guestioas adbout this lettex, plesse ugite te us at the
addzess shown on this lattez. You may esll Ns. Nills

batueen the houzs of 5:00 a.a. and 2:00 3.2 at 605-292-5184 fo2
asgistance. £ ths numbez is outside youxr local c¢alling szea, theze
will be a loag-distanee chazge to you. IZ you prefez, yeu aay osll
the IS telerPhone number listed in your loesl direetory. 1in empleyes
there may be asble to help yeu, but the office at the addzess shown on
this lettex is most familiaz with youz case.

Source: IRS Cincinnati Service Center.

GAQ REVISION

We would revise the first paragraph of figure III.4 to read
"Thank you for your inguiry dated __» 1983.
We will contact you again within 30 days. to let you know
what action we are taking. You do not need to send us

anything further or take any other action at this time."
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Title: Interis Response

Mmber of Copies ' Distribution to: ! Rormer Letter

Original and 1 ! 2t TP 1 2645C (Rev. 12-81)

OMB Clearance Number | Expires '
- : ' TMP/BMF

Letters Considered in Revision:

TAXPAYER ACCOUNT
Taxpayer ldentification Number: (01 12T]

A} Tax Period(s): [02Z 13P] {03 13P)
{04 123F) (05 13P)
B} ’ Form: (06 SV)
Dear [(-30V]

C) Thank you for your inquiry (07 SV] [08 13D].

D) Thank you for vour inguiry (09 5V] [10 13D]), and your payment of
{11 128].

E) Thank you for your response [12 5V] (13 13D], to our inquiry
concerning this account.

F] Thank you for your payment of $[14 128] and your response (15 5V]
{18 13D], to our inquiry concerning this account.

G) Thank you for your Form(s) [17 8V] for this account.

H) Thank you for your paywent of ${18 129) and your Form [19 8V)
for this account.

13 This is in response to the correspondence dated [20 13D], from
[21 20V]. We have no record that [22 20V)
18 suthorized to act for you in this matter. Please notify
{23 20V]) that we have replied directly to you.
J) We had hoped to inform you that this matter had been resclved.
However, we need %o review your original tax (24 7V]}. Bince (25 8V]
located in another office, it will be (26 2] days before we can give you a

Letter 2845C (Rev. 08-92)

Y
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spartaent :Page Number.Transzittal Date of Issue:. Form Number
of the ' 2z ©82-12 1 11-13-92 | 2845C
Treasury

Internsa.

Revenue IDRS

Service CORRESPONDEX

- -

romplete response.

K] 1f you wish to expedite this process by faxing a copy of your tax
{27 TV] to us, you may do 80 by using FAX Number (28 12V]. You
will alsc need to fax this letter to help us identify your case.

L] We had hoped to inform you that this matter had been resolved.
However, we need to verify information with copies of original Forms
W-2. Since we had to regquest these copies from ancther office, it
will be (29 2N] days before we can provide you with a complete response.
You do not need to take any further action at this time.

M} We had hoped to inform you that this matter had been resolved.
However, we need to obtain information from the [30 22V]
and are vaiting for their reply. It will be [31 2N) days before we can
provide you with a complete response. You do not need to take any
further action at this time.

N) We had hoped to inform you that this matter had been resolved.
However, at this point, we have not yst been able to complete all the
research we need to give you a full response. We will comtact you
again within {32 2N) days to let you know what action we are taking. You
do not need to do anything further at this time.

0] We had hoped to inform you by now that this matter had been resolved.
However., because we received a large volume of similar inquiries at
the same time, we haven 't yst been able o complete our review of the
information you submitted. We will contact you again within [33 2N) days
with an answer to your inquiry. You do not need to take any further
action at this time.

P] We had hoped to infors you that this matter had besn resolved.
Houwever, because we recesived a large volume of similar responses at
the sane time, we haven’t yet besn able to complete our review of the
information you submitted. We will contact you again within (34 2N) days
to let you know what action we are taking. You do not need to tahe
any further action at thia time.

Q) Thank you for the information you sulmitted. We will contact you
again within (35 2N] days to let you know what action we are taking. You
don‘t need to send us anything further at this time.

R] We will contact you again within (38 2N] days to let you know what action
we are taking. You do not need to send us anything further or take
any other action at this tise.

Letter 2645C (Rev. 09~92)
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ENCLOSURE

‘Page Number Tranamittai Date of Issue: Form Number
. 3 L 82-12 11-13-82 | 2645C

- - CL LTy P e

1DRS
CORRESPONDEX

S) The current balance due for the tax period [37 13P] is
(38 128), which includes penalty and interest figured to

{3% 120).

We will continus to charge penalties and interest

until the balance dus is paid in full.

T) Your installment agreement is still in effect. so please continue tc
make your scheduled payments.

U] We have given instructions to stop any further notices om this account
from being sent to you while we do the necessary ressarch. However,
if you receive any more notices before we can give you a complete
response. please disrsgard them.

If you have any questions about this letter, please write to us at the
address shown on this letter. You may call {40 20V]
betusen the hours of [41 10V] and [42 10V) at (43 12V) for

assistance.

I1f£ the number is outside your local calling area. theare

will be a long-distance charge to you. If you prefer, you may call
the IRS telephone number listed in your local directory. An esplovee
thers say bs able to help you, but the office at the address shown on
this letter is most familiar with your case.

Whenever you write, please include your telephone mmber, the hours
you can be reached., and this letter. You may also want to keep a copy
of this letter for your records.

Your Telephone Number Hours

V] We apologize for any inconvenience we may have caused you. and thank
you for your cooperation.

Inclosure:

Sincerely yours,

{44 355)
(45 388)

Copy of this letter

Letter 2645C (Rev. 08-82)
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NOTE: In fill-ins 07. 08. 12, or 1E&. use "dated” for

correspondence or “of”

for telephone calle

NOTE: In £ill-ins 21. 22. 23. use 'your accountant’ . "your
] r:prtlcntat:vo . "your attorney’. or individual’s nnnf
) NOTE: In fill-ins 24. éi-;;; “return’. or “returns’ i
) NOTE: In fill-in 25.-;;; “it is”, or_:E?ov are” _ )
°-'--§6§i; In £i11-in 30. ;sc the name »f another government az;;;;:------

federal or state, etc.

(268565)
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standardized paragraphs available for interim letters in IRS'
computerized letter writing system.

We also identified other inappropriate IRS responses to taxpayer
letters that did not involve payments. These taxpayer letters
included, for example, requests for IRS to abate a penalty, change
an installment agreement, or provide information about a refund.
In 10 of 52 cases, we believe that IRS could have used different
wording to make the letter clearer to the taxpayer. For example,
one interim letter began with "Thank you for the information you
submitted”", when the taxpayer had asked if IRS could arrange an
installment agreement. (See p. 16) A more appropriate wording
choice would have been

"Thank you for your inquiry dated ----."

In other examples we thought inappropriate, taxpayers were
responding to IRS requests for information (forms, supporting
documentation), and IRS' interim letter responded with "Thank you
for your inquiry dated ----." A more appropriate response would
have been

"Thank you for your response dated ---- to our inquiry
concerning this account", or

"Thank you for your Form(s) ---- for this account."”
Enclosure III provides examples of these problems, including the
taxpayer's letter, IRS' interim response to the taxpayer, and our
suggested wording.

REASONS FOR THE PROBLEM

We identified two reasons IRS did not respond appropriately to the
taxpayer letters in our sample. The most obvious reason is that
IRS' National Office focused only on the underreporter function
when acting in response to your August 21, 1992, letter. Second,
staff who prepared the letters did not choose the appropriate
language when using IRS' letter writing system.

IRS tax examiners and clerical staff use IRS' computerized letter
writing system to write interim letters. The letter writing system
contains about 350 standardized letters designed to respond to a
variety of taxpayer situations. Staff can tailor each letter to
specific taxpayer situations by choosing from a set of standardized
paragraphs. In our sample cases, staff chose the types of
paragraphs discussed above when they should have chosen other more
appropriate paragraphs that were available. Enclosure IV shows the
interim letter format and the different paragraph choices.

4 GAO/GGD-93-38R, IRS CORRESPONDENCE





