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The Honorable J. J. Pickle 
Chairman, Subcommittee on Oversight 
Committee on Ways and Means 
House of Representatives 

Dear Mr. Chairman: 

This report is one in a series that you requested because of your 
continuing interest in the Internal Revenue Service’s (IRS) collection of its 
accounts receivable.’ It discusses IRS’ Collection workload, st&‘ing, and 
productivity. Specifically, the report discusses the growth of the 
delinquent account and delinquent return workload, how IRS has deployed 
its Collection staff to meet this workload, and the results of Collection 
function activities by location. This report concentrates on the Collection 
field function in IRS district offices, which accounts for about two-thirds of 
iris’ Collection staff. 

IRS’ mission is to collect the proper amount of tax revenue at the least cost 
to the public and in a manner that warrants the highest degree of public 
confidence in IRS’ integrity, efficiency, and fairness. Collection’s goal is to 
maximize the collection of delinquent taxes in a manner that is fair and 
equitable to all taxpayers. 

IRS is in the process of changing the way it does business, and it has 
numerous projects under way that may affect the underlying workload and 
staffing needs of the Collection function. Reducing invalid accounts--a 
major portion of the Collection workload-is one part of IRS’ three-part 
accounts receivable strategy. Accelerating collections and slowing the 
growth of accounts receivable are the other parts of the strategy. 

While IRS is addressing its accounts receivable problem, it is also in the 
midst of modernizing its computer systems and reassessing its 
organizational structure. Over the long term, the reduction in the number 
of invalid accounts, the modernization of IRS’ computer systems, and the 
potential reorganization may result in a restructuring of the collection 
process and changes in the desired mix, number, and location of 
Collection staff. The baseline information presented in this report should 
be helpful in these projects and in evaluating future budgetary needs, 

lDelinquencles Included In IRS’ account8 receivable totaled $111 billion at the end of fiscal year 1991. 
IRS estimated that about $29 billion was colledble. The rest represented money that wa8 not actually 
owed or money that IRS would not be able to collect because IRS could not locate the taxpayers or 
taxpayers could not pay. 
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Results in Brief IRS has been faced with a continually growing workload of delinquent 
taxpayers but has not allocated its Collection field staff to maximize 
collections by ensuring that each field office has the appropriate number 
of staff. Productivity has varied greatly over time and among IRS offkes. 
For example, dollars collected per staff year ranged from a low of about 
$136,000 to a high o over $336,000 during the 6 years ending f 
September 30,199l. In addition, some field offices have had almost no 
backlog of delinquent cases, while others individually had over 60,000 
delinquent accounts not being worked at the end of fiscal year 1991 
because of insufficient staff. 

IRS recognizes that some offices have staffing imbalances-differences 
between the actual number of staff and the number that should be, given 
the anticipated workload-but it has not identified the full extent of the 
imbalances. This is because it has not used staff productivity measures in 
determining the most appropriate allocation of staff. Economic principles 
suggest that to be efficient, the allocation of staff should result in equal 
marginal productivity at each location. That is, the increase in productivity 
achieved by adding the next staff person should be the same for each 
location. In addition to not using staff productivity measures, IRS’ staff 
allocation methodology does not take into account future economic 
conditions that could affect workload. 

IRS has not been able to rectify staffing imbalances because of its informal 
policies of (1) providing each field office with at least sufficient staff years 
to maintain its current staff level less the estimated attrition and (2) not 
transferring Collection staff among field offices. The massive efforts under 
way to modernize systems and change the way IRS does business could 
require changes in job descriptions and major realignments of staff. Thus, 
it is imperative that IRS develop a staffing methodology that will accurately 4 
determine appropriate staffmg levels and eliminate staffing imbalances. 

/ 

Accordingly, we believe IRS should develop a Collection staffing plan that 
includes the use of marginal productivity indicators and multiyear 
economic forecasts in determining the number of staff needed. We also 
believe that IRS should reconsider its decision not to transfer Collection 
staff among field offices. 

I 

Ba+kground- IRS’ mission is to collect the proper amount of tax at the least cost to the 
federal government in a manner that warrants confidence in IRS’ integrity, 
efficiency, and fairness. IRS carries out its mission through its National 

Page 2 GAO/GGD-93-97 IRS’ Collection Function Staffing 



B.268219 

Office, 7 regional offices, 10 service centers, 22 collection call sites, 63 
district offices, and various overseas locations2 

IRS uses a three-step process to collect delinquent tax payments and obtain 
required tax returns from taxpayers who have not filed returns. In the first 
step, IRS service centers mail delinquent taxpayers a series of 
computer-generated notices. Collection staff at the service centers are 
responsible for responding to taxpayer inquiries and notice responses, 
supporting other Collection staff in the second and third steps of the 
collection process, and preparing certain tax returns for taxpayers who 
have not filed. 

Taxpayers whose cases are not resolved at the service centers and whose 
actual or potential liability exceeds certain dollar thresholds are 
transferred to the Automated Collection System (ACS), the second step. ACS 
staff are responsible for collecting delinquent taxes, obtaining unfiled 
returns by telephoning taxpayers, and issuing levies against delinquent 
taxpayers’ previously identified assets? 

In step three, taxpayers whose accounts are not resolved through ACS are 
assigned to IRS district offices. At this step, delinquent cases are put in a 
workload management queue and are assigned to revenue officers on the 
basis of predetermined scores! Revenue officers attempt to collect back 
taxes and obtain delinquent returns through telephone or face-to-face 
contact, issuance of levies, and seizures of taxpayers’ physical assets. 
Delinquencies that do not meet the district offices’ cutoff scores are held 
in the workload management queue. 

Collection Staff 
A&cations 

IRS’ Assistant Commissioner (Collection) in the National Office allocates 
Collection staff to the regional offices. Each regional office, in turn, a 
distributes its staff allocation to its operations and the service centers, call 

The Information discussed later in the report refers to 20 call sites. Two new call sites were formed 
from two existing call sites during the period covered in this report In each Instance, we combined 
information on the new and previously existing call site for comparison purposes. 

%cvies are the seizures of taxpayers’ liquid assets, such as wages and bank accounts, in the possession 
of employers and financial institutions. 

‘Because of growing workloads, IRS established the Resource and Workload Management System 
(RWMS) to maximize collections. RWMS is a workload prioritization system that assigns each 
delinquent account a score based primarily on its dollar amount and probability of collection. 
Generally, cases with higher scores are worked before cases with lower scores and cases with scores 
that are below the cutoff score are held in the queue until staff are available. See our report Tax 
Administration: IRS System Used in Prioritizing Taxpayer Delinquencies Can Be Improved - 
‘(A - ,ar.,l * 
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sites, and district offices within its boundaries. In determining regional 
office staff allocations, the National Office first considers staff needs for 
service centers and ACS call sites based on expected workloads and 
workload disposition rates. Generally, about one-third of the Collection 
staff years are allocated for service centers and call sites. After 
considering service center and call site needs, the National Office then 
considers district office needs based on each office’s proportional share of 
the estimated workload for the next year6 If the workload-based regional 
office allocations do not provide sufficient staff years to maintain each 
district office’s existing staff level less estimated attrition, the National 
Office adjusts allocations to provide the additional staff years needed to 
cover any shortfalls. Regional offices generally use National Office 
determinations of staff year needs to distribute staff years but may make 
adjustments among districts, call sites, and service centers to recognize 
local needs. 

For staff allocation purposes, a field office’s estimated workload is the 
actual workload for the preceding fiscal year adjusted for any estimated 
change in the number of returns expected to be filed. IRS does not consider 
local or regional economic trends that could affect the next fiscal year’s 
delinquent taxpayer workload. 

Total staff years used for Collection activities increased about 13 percent, 
from 15,853 to 17,950, from fiscal year 1987 through fiscal year 199Lg (See 
table 1.) Staff year increases occurred primarily as a result of revenue 
initiatives enacted by Congress for fiscal years 1988 and 1991. 

“Before fiscal year 1991, the National Office considered district offices’ total workload. It now only 
considers the portion of the workload that has high RWMS scores. 

“Our analysis of collection staff years was based upon information reported by service centers, ACS 
call sites, and district offices. Our information did not include staff years spent by the National Office 
and regional offkes in managing the overall collection program. Therefore, the information in this 
report may not reconcile with total staffing information reported by IRS. 
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Table 1: Collection Staff Year Usage, 
Fiscal Year8 1987-1991 Collectlon staff years used 

bv 
-I 

Service centers 

Automated Collection 
System 

Field offices 
Total 

Source: IRS data. 

1987 
Fiscal year 

1988 1989 1990 1991 .--- .--. 

2,632 3,539 3,195 3,331 3,512 

2,181 2,435 2,403 2,501 2,790 
10,840 11,931 11,836 11,197 11,648 
15,853 17,905 17,434 17,029 17,950 

Field office staff years were about 65 percent of ah Collection staff years 
in fscal year 1991, with call site staff years 15 percent of the total and 
service center staff years 20 percent. 

Field Office Workload Field office workload increased 40 percent, or about 12 percent annually, 
from 1.37 million taxpayers in fiscal year 1988 to 1.92 million taxpayers in 
fLscal year 1991.’ Workload includes all delinquent taxpayers assigned to 
field offices, including those held in the queue waiting assignment to 
revenue offricers. As shown in table 2, almost all of the growth was in the 
queue. The number of delinquent taxpayers assigned to revenue officers 
was virtually the same in fiscal year 1991 as it was in 1988. 

TablIe 2: Taxpayers Subject to 
Col(ectlon Actlon, Fiscal Years 
1088-l 091 Fiscal year 

1988 
1989 
1990 
1991 

Source: IRS data. 

Taxpayers subject to collectlon action 
Active Queue Total 

958,900 407,200 1,366,100 
944,800 622,400 1,567,200 
912,100 797,100 1,700,200 
965,500 949,800 1,915,300 l 

O/bjectives, Scope, 
a&d Methodology 

Y 

-- . there have been differences among IRS’ Collection field offices during fiscal 
years 1987 through 1991 in (1) the relationship between the workload and 
the staff available to handle the workload and (2) productivity and 

We were unable to calculate the number of taxpayers subject to collection action for fiscal year 1987 
because the necessary data, on a taxpayer basis, were not available from IRS reports. 
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l IRS’ Collection staffing policies and procedures maximize collections. 

To achieve the first objective we reviewed and analyzed information from 
Collection management reports generated by field of&es, call sites, 
service centers, and the National Office. Using available information for 
the most recent 6 years at the time we began our review-fiscal years 1987* 
through 1991-we developed a series of workload and productivity 
indicators for IRS’ 63 district offices and 20 call sites.g Our workload and 
productivity indicators did not take into account the differences in 
locations’ workload characteristics-complexity of cases, size of 
delinquencies, types of taxpayers-because consistent data on these were 
not available for the entire period. 

We developed information on four productivity indicators: dollars 
collected per staff year, dollars assessed on delinquent returns per staff 
year, active case dispositions per statf year,‘O and the active inventory 
turnover period.” Dollars collected and dollars assessed on delinquent 
returns per staff year are intended to measure how well Collection is using 
its resources to meet some of its primary responsibilities-collecting 
revenue and identifying delinquent returns and assessing the taxes due on 
them. Active dispositions per staff year and the active inventory turnover 
period are intended to measure the speed with which Collection offices 
process their active taxpayer workload. We do not believe that the active 
inventory turnover period is as good a measure of productivity as the 
other indicators because it reflects transfers to the queue as well as 
dispositions, However, we have included it because both IRS and the Office 
of Management and Budget have agreed to use the inventory turnover 

sEecause information was not available to calculate the number of delinquent taxpayers subject to 
collection action for fiscal year 1987, some of the workload indicators are shown from fiscal year 1988 a 
through Sscal year 1991. 

8Although our report concentrates on distict office workload and productivity, we also calculated 
workload and productivity indicators for the call sites. We did not calculate trend information for the 
service center Collection branch because IRS had not developed consistent indicators for the 
Collection branch’s functions. 

ioA disposition occurs when (1) Collection staff close a delinquent account due to payment or 
abatement of the account balance, (2) the taxpayer agrees to pay the amount owed in installments, 
(3) Collection staff classify the account as currently not collectible because of the taxpayer’s financial 
situation or because IRS cannot locate or contact the taxpayer, (4) Collection staff suspend collection 
action because of taxpayer litigation or bankruptcy, or (6) IRS secures a delinquent tax return or 
determines that the taxpayer did not have to file a return. 

“The active inventory turnover period reflects the number of months it takes for district office 
collection staff to dispose of or transfer to the queue the average number of cases in the district 
office’s active inventory. For example, an active inventory turnover period of 6 months means that it 
takes that long for a Collection location to work its average inventory. 
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period in tracking IRS accounts receivable. The workload and productivity 
indicators are in appendix I. 

Collection employees reviewed our indicators and agreed that we 
constructed the indicators appropriately using the information they 
provided. We did not verify the underlying information or do an 
independent reliability assessment. However, we did discuss the reliability 
of the data with the IRS officials responsible for generating the reports and 
management representatives in one IRS regional office, who said that the 
reports contained valid information and pointed out that this was the only 
information available. 

To achieve the second objective, we reviewed IRS policy documents and 
Collection staff allocation records to identify relevant IRS and Collection 
staffing policies and procedures and ascertain the resulting staff 
allocations. We limited our detailed analysis of IRS’ staff allocation 
methodology to the methods used to allocate staff for district offices. We 
discussed the policies, procedures, and resulting staff allocations with 
National Office human resource and Collection officials in the North 
Atlantic and Midwest regional offices. Staff years for each call site and 
field office are in appendix II. 

We did our work between April and December 1992 in accordance with 
generally accepted government auditing standards. 

Workload and Staffing 
Inhbalances 

IRS’ inability to balance its Collection field staffing with its workload has 
resulted in large variations among field offices in the workload per staff 
year, the percentage of the workload actively pursued, and the dollar 
amounts of the delinquencies pursued. The number of taxpayers subject to 
collection action per staff year, for fiscal year 1991, ranged from a low of b 
82 in 3 field offices to a high of 257 in 1 office (see table 1.3 in app. I). The 
percentage of total workload actively pursued ranged from 27 percent to 
100 percent. In addition, the highest field office queue cut-off score at the 
end of fBcal year 1991 was more than 10 times higher than the lowest 
cut-off score, indicating a large difference in the dollar amounts of the 
delinquencies being pursued. 

These disparities have developed over time, as the growth of the 
delinquent taxpayer workload and changes in the staff available to handle 
the workload have occurred at different rates among IRS’ field offices. See 
table II. 1 in appendix II for changes in staff years realized and table I. 1 in 
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appendix I for changes in workload by field office between fiscal years 
1988 and 1991. Figure 1 shows the increase in overall workload per staff 
year as weil as the widening gap between the offices with the lowest and 
highest workload per staff year ratios from ftscal year 1988 through fiscal 
year 1991. 

Fiaure 1: Ranae of Workloed Per Staff 
Y&tar, IRS Diet&t Officer, Flecal Year8 
1088-1001 

275 laxpayorr per ataft yrr 

250 

226 

200 

176 

160 
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- 

1999 1999 1999 1991 
Fircal year 

C 

Hlghert workload per rteff year ratio 

. Natlonal workload par rtaff year ratio 
Lowest workload per rtaff year ratio 

Source: GAO Analysis of IRS data. 

From fiscal year 1988 through fiscal year 1991, workload per staff year 
increased by more than 60 percent in 17 of the 63 field offices, increased 
more than 76 percent in 6 field offices, and only decreased in 2 field 
offices. In 1988,27 offices were actively pursuing more than 76 percent of 
their workload, and every office was pursuing more than 60 percent. By 
1991, only 11 offices were pursuing more than 76 percent of their total 
workload, and 26 were pursuing less than SO percent. 
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IRS could not provide information on queue cut-off scores dating back to 
fiscal year 1987. However, at the end of fLscaI year 1991, the highest queue 
cut&f score, used at 2 offices, was at least 6 times higher than the score 
used at 20 offices and at least 10 times higher than the score used at 7 
of&es. 

Nationally, taxpayers in the queue increased from about 39 percent of 
year-end taxpayer inventory for fiscal year 1987 to more than 66 percent 
for fiscal year 1991. In other words, the percentage of taxpayers in the 
year-end inventory that 1~9 was actively pursuing decreased from 
61 percent to under 34 percent. While at the end of fiscal year 1987,68 of 
the 63 field offices held less than 60 percent of their taxpayer inventory in 
the queue, by the end of fiscal year 1991, only 16 of the offices held less 
than 60 percent of their taxpayer inventory in the queue and 10 offices had 
over 76 percent of their inventory in the queue (see table I.6 in app. I for 
the percentage of the delinquent taxpayer inventory in the queue by field 
location at the end of fiscal years 1987 through 1991). 

Nationally, the value of cases held in the queue increased from 6 percent 
of the value of the year-end delinquency inventory for 1987 to 12 percent 
for 1991. To illustrate, for 1987,69 of 63 field offices had queue cases that 
in total were valued at less than 10 percent of the dollar value of their totsl 
year-end delinquent cases, By 1991, only 31 of the offices still had queue 
cases valued in total at less than 10 percent of the dollar value of their 
total year-end delinquencies. Five field offices had more than 20 percent of 
the dollar value of their delinquent cases in the queue at the end of 1991. 

The variations among field offices are further illustrated by a comparison 
of two field offices-the Newark and Pittsburgh district offices-in the 
same region. Between 1988 and 1991, the Newark District Office’s 
workload more than doubled, from 102 to 220 taxpayers per staff year, l 

while the Pittsburgh District Office’s worMoad increased by about 
one-third, from 92 to 122 taxpayers per staff year. In ffical year 1991, the 
Newark District Office actively pursued about 36 percent of its total 
workload, while the Pittsburgh District Office pursued about 66 percent of 
its workload. Finally, at the end of fiscal year 1991, the Newark District 
Office’s queue cut-off score was almost four times higher than that of the 
Pittsburgh District Office. 

Productivity fiscal year 1991, field office collections per staff year ranged from $176,000 
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to $776,000, and active case dispositions ranged from 21 to 60 per staff 
year. Assessments for delinquent returns ranged from $60,000 to $370,000 
per staff year in fiscal year 1991. 

barge differences also existed in the productivity achieved by field offices 
over time. In addition, field office productivity trends often differed from 
national productivity trends. For example, there was virtually no change 
between fiscal years 1987 and 1991 in collections per staff year on a 
national basis. However, during that same period, collections per staff year 
increased by more than 10 percent for 18 field offices and by more than 
26 percent for 9 offices. At the same time, dollars collected per staff year 
decreased by more than 10 percent for 17 field offices and by more than 
26 percent for 3 offices. (See table I.7 in app. I for the dollars collected per 
staff year by field office for fmcal years 1987 through 1991.) 

Furthermore, on a national basis, dollars assessed on delinquent returns 
per staff year increased 34 percent between f=cal year 1987 and fiscal year 
1991. At the same time, dollars assessed per staff year increased more than 
60 percent for 22 of the 63 offices and by more than 76 percent for 12 of 
the offices. Assessments per staff year decreased by more than 20 percent 
at 6 field offices, (See table I. 11 in app. I for dollars assessed per staff year 
by field office for fiscal years 1987 through 1991.) 

Productivity is influenced by a number of factors, including workload and 
staffing. While IRS did not have the information we would need to 
determine the reasons for the productivity variations over time and among 
field offices, Collection officials provided possible explanations for some 
of the variations. Among the explanations cited were differences in the 
experience level of Collection staff, managerial philosophy and decisions 
underlying each office’s approach to its workload, and characteristics of 
delinquency cases or the geographical area. l 

In fLscal years 1988 and 1991, IRS had two major hiring efforts. Productivity 
usually decreases as newly hired staff join the workforce and experienced 
staff are used to train them rather than to pursue delinquent taxes. IRS 
expects each large staffing increase to reduce overall productivity for 
about 2 years. The effect of a staffing increase on the productivity of 
specific field offices depends on the extent to which the offices gain staff. 

Further, the increase in dispositions per staff year for field offices in the 
Southwest region in fiscal years 1990 and 1991 was attributed by 
Collection officials to the regional office management’s emphasis on 
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working accounts in the queue to reduce its size and the availability of 
staff to work such accounts. The queue generally contains cases that are 
simpler tid easier to close than those in the active inventory. 

Also, according to one Collection executive, field offices in the Southeast 
and Southwest regions generally have lower average dollar receivables, 
due primarily to the fact that most of their receivables are from individual 
taxpayers. On the other hand, offices in the Midwest, Central, and North 
Atlantic regions generally have higher average dollar receivables because 
they have more receivables from business taxpayers. 

While these reasons may explain some of the variations, they may not 
explain all the variation. We believe some of the variation may be due to 
staffing imbalances that result in less productive cases being pursued in 
some districts, while cases with more collection potential sit in the queue 
in other districts. 

COllection Staffing 
Pcilicies Do Not 

Collection staff have not been allocated among field offices in a manner 
that would maximize the collection of delinquent taxes. First, the current 
staff allocation system does not use marginal productivity-the additional 

h+xim ize Collections productivity achieved with each additional staff year-in allocating staff. 
/ As we stated in 1986, IRS needs to consider marginal productivity when 

allocating its resources to maximize the productivity of those resources.i2 
In 1988, Collection began developing a new system called the Collection 
Resource Database and Information Tracking System (CREDITS). The 
system is intended to allocate field office staff using estimated workload 
and marginal productivity factors for case dispositions, collections, and 
assessments and to develop multiyear revenue projections for budgetary 
purposes. Although the complete system has not yet been fully 
documented or tested, preliminary results indicate that large staffing l 

adjustments would be needed to eliminate staffmg imbalances identified 
by CREDITS. 

IRS intends to use CREDITS to allocate Collection field office staff years for 
fiscal year 1994. However, according to Collection officials, before the 
system can be used to make staff allocations, IRS must determine the 
minimum staffing levels necessary to provide an effective compliance 
presence, whether staff will be moved to meet workload requirements, and 
if so, how. In October 1992, Collection established a steering committee to 

%Xatement of Johnny C. Finch, Senior Associate Director, General Government Division, Before the 
Subcommittee on Oversight of the House Committee on Ways and Means on the Administration’s 
Fiscal Year 1987 Budget Request for the Internal Revenue Service, May 12,1986. 
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address these issues. The committee first met in January 1993 and expects 
to complete its work by May 1993. 

Second, the current staff allocation system does not consider future local 
or regional economic trends that may affect workload requirements in the 
next year and beyond. Results of the 1988 hiring initiative demonstrate 
what can happen when future economic trends are not considered. In 
1988, IRS hired over 1,399 new district office Collection staff. The Central 
and Midwest regional offices, for example, increased their staff by 231 and 
134 staff years, respectively. These staff increases were based solely on 
l-year projections of workload. However, because of workload shifts due 
at least partly to changes in economic conditions, both regional offices 
had more staff in f=cal years 1990 and 1991 than new projections would 
have allowed. In fact, IRS considered the Central Region overstaffed as 
early as fscal year 1989. IRS recognizes the need for multiyear forecasts in 
financial budgeting, but it has not developed a means of incorporating 
multiyear economic forecasts in existing or planned staff allocation 
systems. For example, CREDITS will only be able to develop single-year staff 
allocations. 

Third, Collection’s policies of (1) giving each district office sufficient staff 
years to maintain existing staff levels less estimated attrition and (2) not 
transferring staff among district offices prevent the correction of staffing 
imbalances. According to Collection officials, IRS has been relying on staff 
growth and attrition to address staffiig imbalances. However, staff growth 
and attrition have not been sufficient. In fact, since 1988 relative staff 
imbalances have increased. Based on IRS’ allocation system, field office 
staffing imbalances-the number of staff years that would have to be 
reallocated to eliminate staffing imbalances-grew from 17 staff years in 
fLscal year 1988 to 284 staff years in fmcal year 1991.13 Our analyses of field 
office productivity indicators suggested that if IRS had considered marginal b 
productivity, these staffmg imbalances would have been much higher. 

Collection has chosen not to move staff to address staffing imbalances. IRS’ 
staff redeployment guidelines, established in 1982, contain a commitment 
to take all reasonable steps to avoid involuntary separations and preclude 
the use of involuntary reassignments that would require an employee to 
move. However, the guidelines provide for voluntary transfers of staff with 

131RS’ identified staffing imbalances are limited to those identified during the initial staff allocation 
process for each fiscal year. During the course of the year, National Offke changes to staff allocations 
and regional office transfera of staff years between locations may cause the actual imbalances to 
increase or decrease. The imbalance identified for fiscal year 1991 was based on staff allocations made 
before allocation of the additional staff authorized by the revenue initiative. 
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IRS paying the moving cost. According to Collection officials, it would be 
too costly and ineffective to transfer staff among field offices. Collection 
bases its position on the cost of moving staff, which it estimated to be 
$39,000 a person, and its prior undocumented experience with a voluntary 
transfer program that, according to Collection officials, resulted in many 
transferred staff eventually returning to their original district offices or 
quitting. The officials also stated that any movement of staff to address 
staffing imbalances would have to be negotiated with the National 
Treasury Employees Union. 

While we recognize that immediate large-scale shifts of Collection field 
staff between offices may be disruptive and may not be achievable, we 
believe that a revised staff relocation policy could be cost-beneficial in the 
long term. Until CREDITS is fully developed and tested, neither we nor IRS 
will be able to estimate the benefits that may result from a change in IRS’ 
relocation policy. However, because of the large differences-over 
$lOO,OOO-that existed in productivity per staff year, we believe the 
recurring benefits from increased delinquent tax collections and 
delinquent return assessments would far outweigh the 
one-time--$39,000-relocation costs that IRS would incur. 

IRS has begun to address Collection staffing imbalances. In an August 6, 
1992, memorandum, the Assistant Commissioner (Collection) imposed an 
indefinite hiring freeze for all permanent Collection positions. He stated 
that after the freeze is lifted, field offices can only fill nonrevenue officer 
positions with limited-term14 employees to provide more flexibility. The 
memorandum also asked the Collection management of overstaffed 
regions to encourage Collection employees to transfer to other 1% 
functions within offices where they currently work. 

The F’uture 

I 

! 

4 

Tax System Modernization (TSM) is attempting to revamp IRS’ entire 
information system infrastructure. Compliance 2000, a recent initiative, is 
an ms-wide, cross-functional strategy to improve voluntary compliance 
with the tax laws. According to an IRS official, IRS is doing a series of 
business vision studies that are intended to integrate the Compliance 2000 
effort with TSM implementation, IRS has also instituted the One Stop 
Service concept, which is intended to eventually result in the resolution of 
96 percent of all taxpayer inquiries through a single contact between the 
taxpayer and IRS. Collection is looking at how it can improve its workflow 

Wmited-term employees are hired for a certain period of time and are not permanent 
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and collection processes. In August 1992, Collection began a 2-year study 
to determine if it should make procedural changes to allow service centers 
to close some cases that are currently sent to either ACS or field offices. 
These changes and others may result in changing the way IRS does 
business and the role of field Collection employees. Many efforts are 
aimed at preventing delinquencies or at least resolving them earlier in the 
process and, thus, possibly altering the stafting needs and workload in 
field offices. 

Conclusions productivity has varied greatly both within field offices over time and 
among field offices. As a result of IRS’ staffing policies and procedures, 
some Collection field offices do not have the appropriate number of staff 
to pursue the more highly productive cases, while other offices have 
relatively more staff and are pursuing cases with less collection potential. 
Thus, IRS has not been able to maximize its collection of delinquent tax 
debts or effectively stem the growth of its accounts receivable. 

If IRS continues to use a staff allocation system that does not consider 
marginal productivity and uses single-year workload estimates, IRS will not 
know the complete extent of staffing imbalances. Further, as long as IRS 
continues to rely on overall staff growth and attrition as the primary 
means of eliminating field office staffing imbalances, such imbalances are 
likely to continue, and IRS will be unable to deploy its staff where they can 
more effectively attack and help gain control over the receivables 
problem. 

IRS has several studies and initiatives under way that may result in (1) a 
reduction in the number of invalid accounts in the delinquent taxpayer 
inventory, (2) a redefinition of the Collection function, and (3) the 
distribution throughout IRS of collection responsibilities that have 
traditionally been only within the purview of the Collection function. 
These changes, as they take place, will have an impact on Collection’s 
staffing needs. 

/ 

Rdcommendations to We recommend that the Commissioner of Internal Revenue direct the 

the Commissioner of 
Infernal Revenue 

Assistant Commissioner (Collection) to develop a plan for ensuring that 
the Collection staff in field offices is balanced to maximize the assessment 
and collection of delinquent taxes. The plan should include the use of 
marginal productivity indicators and multiyear economic forecasts in the 
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methodology for dete r-mining the number of staff each field office should 
have. This will enable IRS to improve its ability to measure staEmg 
imbalances. Further, the plan should provide a means for Collection to 
assess the impact of planned future technological, strategic, and 
organizational changes on Collection staBmg needs and, if appropriate, to 
modify its plan on the basis of that assessment. Finally, the plan should 
include strategies for transferring Collection employees to other functions 
as a means of eliminating staffing imbalances. 

We also recommend that the Commissioner of Internal Revenue 
reconsider IRS’ decision not to transfer Collection staff among field offices. 
In doing so, the Commissioner should consider the benefits to the federal 
government of the additional collections that will result from balancing 
workload and staffing. This option should only be considered as a last 
resort to eliminating staffing imbalances deemed unacceptable and, to the 
extent possible, should be voluntary to avoid potential disruptions to 
employees. 

Agency Comments officials and, when appropriate, incorporated their suggestions into the 
report. National Office officials agreed that staffing imbalances exist in the 
field offices and said that such imbalances should be eliminated through 
modest, consistent staff growth. They also acknowledged that the 
productivity of Collection staff varies over time and among field offices. 
They told us that marginal productivity indicators would be used in 
allocating Collection staff under CREDITS and that technological, strategic, 
and organizational changes would be considered in determining future 
allocations of Collection staff. 

However, National Office Collection officials still believe that it is too 4 
costly to transfer Collection staff among field offices to eliminate staffing 
imbalances and that additional staff year authorizations from Congress 
and attrition could enable IRS to eliminate staffing imbalances. Unless IRS 
pursues other tactics, we do not believe that additional staff year 
authorizations and attrition will be an effective way for IRS to eliminate 
staffing imbalances. Despite two large hiring initiatives in the time frame 
covered by our statistics, IRS did not rectify its imbalances. In fact, 
imbalances increased. We continue to believe that IRS needs to pursue all 
reasonable avenues to deploy staff most effectively, including reevaluating 
its policy of not transferring Collection staff among field offices. 

Page 16 GAO/GGD-96-97 I%S’ Collection FunctJon 0-g 



B-a66218 

As arranged with the Subcommittee, unless you publicly announce its 
contents earlier, we plan no further distribution of this report until 30 days 
from the date of this letter. At that time, we will send copies to the 
Commissioner of Internal Revenue and other interested parties. We will 
make copies available to others upon request. 

The major contributors to this report are listed in appendix III. If you have 
any questions about this report, please call me at (202) 272-7904. 

Sincerely yours, 

%Iazel E. Edwards 
Associate Director, Tax Policy and 

Administration Issues 
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Workload and Productivity Indicators for 
Collection Field Offices and Call Sites 

We reviewed IRS’ various performance indicators to identify the ones that 
best portray collection workload and productivity trends. We also used IRS 
information to develop additional workload and productivity indicators. 
We calculated the indicators in this appendix based on our analysis of IRS 
data. We extracted the information from computer tapes provided by the 
Nationa,l Office and used a spreadsheet program to manipulate the data 
and calculate the indicators. Staff from Collection’s offices of operations, 
planning and management, and evaluation and research reviewed the 
indicators and provided comments on the way we defined and calculated 
them. When appropriate, we made changes based on their comments. 

Wotkload Indicators The workload indicators we selected characterize IRS’S potential active and 
inactive delinquent account and delinquent return district office and ACS 
workload for fiscal years 1987 through 1991. We sometimes began with 
fiscal year 1988 because information for fiscal year 1987 was not available. 

Taxpayers Subject to Tables I. 1 and I.2 show the number of taxpayers subject to collection 

Collection Action 
action, and tables I.3 and 1.4 show the number of taxpayers subject to 
collection action per staff year. Taxpayers that were subject to collection 
action at the beginning of the fiscal year and those that became subject to 
such action during the fiscal year are generally included.’ Taxpayers that 
had multiple delinquencies are only counted once. 

Table i.1: Taxpayers Subject to 
COll8CtlOn Actlon, Field OffiCeS, FlSCal 
Years p 988-l 991 

Field offices 

North Atlantic Region 
FY88 FY 89 FY 90 FY 91 

Augusta 5.215 6,300 7,111 8,043 
Portsmouth 6,224 7,915 9,019 10,359 
Burlington 2,894 3,082 3,533 4,582 4 

Boston 33,620 43,042 46,131 51,674 
Providence 5.868 6.961 7.282 8,069 
Hartford 18,324 19,433 21,531 27,084 
Brooklvn 45,059 52,569 68,787 74,024 
Manhattan 48,598 57,643 70,219 72,657 
Albany 7,852 10,054 11,188 14,501 
Buffalo 14,000 16,666 17,620 22,082 

(continued) 

‘The numbers include taxpayers who had delinquent accounts or returns that were being actively 
pursued by collection staff and those who had delinquencies in the queue. Because collection did not 
have information on the number of accounts and returns entering the queue each fiscal year, the tables 
reflect year-end queue numbers only. 
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Workload and Productivkg Indhtmu for 
Collection I’ield OfXlcee mad Call Sites 

Field officer FY 88 FY89 FY90 FY 91 
Region 187,654 223,665 262,421 293,075 

Mid-Atlantic Reaion 
Newark 35,913 57,168 72,142 78,736 
Philadelphia 27,620 38,592 47,153 45,787 
Pittsburah 12,838 15,880 18,803 16,714 
Wilmington 3,792 5,822 7,470 6,988 
Baltimore 30,315 32,755 44,593 47,237 
Richmond 30,186 29,152 37,602 38,133 
Region 140,664 179,369 227,763 233,595 

Southeast Region 
Greensboro 30,202 36,026 39,954 41,831 
Columbia 14,853 17,837 19,220 21,304 
Atlanta 42,347 51,359 52,643 57,267 
Jacksonville 39,934 50,640 61,397 69,301 
Nashville 19,923 22,820 26,974 28,810 
Birmingham 17,151 20,082 25,286 26,499 
Jackson 10,659 12,994 15,622 17,199 
Ft. Lauderdale 46,313 56,116 66,607 78,563 
Little Rock 11,138 12,018 13,431 13,795 
New Orleans 26,021 29,860 27,151 24,799 
Reaion 258,541 309,752 348,285 379,368 

Central Region 
Cincinnati 
Cleveland 
Indianapolis 
Detroit 
Parkersburg 
Louisville 
Region 

Midwest Region 
Chicago 
Springfield 
Milwaukee 

20,654 22,258 19,924 21,386 
26,241 28,865 25,576 29,024 
18,610 18,333 19,914 22,691 
45,374 50,026 58,688 67,441 

6,588 7,187 6,886 7,267 
13,201 15,210 16,258 16,134 b 

130,668 141,879 147,246 163,943 

36,620 39,397 36,666 45,520 
6,461 5,577 6,135 8,284 

13,444 13,705 11,355 12,947 
St. Paul 19.334 24,758 24,409 23,599 
Des Moines 7,011 7,161 6,521 7,586 
St. Louis 17,285 17,220 19,679 26,602 
Farao 2,373 2,385 2,545 2,845 
Aberdeen 2,410 2,294 2,280 2,403 
Omaha 5,096 5,142 5,301 5,225 

(continued) 
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Workload and ProductMy Indicaton for 
Collection Field Officer md Call Sitem 

Field office8 FY88 FY 89 FY90 FY 91 
Helena 
Region 

Southwest Region 

4,499 4,531 4,564 4,633 
114,533 122,170 119,455 139,644 

Wichita 8,328 12,438 13,159 15,153 
Oklahoma City 21,507 25,438 24,988 24,098 
Austin 36,764 45,388 49,183 46,672 
Dallas 65,455 70,760 72,825 73,575 
Houston 38,179 45,731 52,217 50,193 
Cheyenne 3,367 4,192 4,361 3,037 
Denver 23.402 26,573 29,331 27,632 
Albuquerque 7,622 9,173 10,154 10,200 
Phoenix 22,651 27,007 30,607 28,759 
Salt Lake Citv 11,675 13,961 14,633 13,221 

Sacramento 

Region 
Western Region 

Laauna Niouel 

238,950 

35.368 

280,661 

33.500 

301,458 

32,907 

292,540 

39,079 
57,800 67,209 69,000 104,607 

San Jose 36,600 37,765 37,274 50,353 
Boise 5,419 4,848 4,834 4,935 
Las Vegas 13,693 13,098 13,519 14,222 
Seattle 28,329 26,659 26,943 29,804 
Anchorage 10,783 8,746 8,894 7,390 
Portland 17.146 15,760 14,624 16,692 
San Francisco 25,663 27,235 25,113 33,972 
Los Angeles 58,398 67,928 63,382 101,810 
Honolulu 
Region 

Nation 

Source: GAO analysis of IRS data. 

5,902 6,957 6,055 10,247 
295,101 309,705 302,545 413,111 

1,366,lll 1,567,201 1,709,173 1,915,276 b 
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Workload emd Prodncdvkv Indicrton for 
Collection Field Offhem and Call Biter 

Table 1.2: Taxpayer8 Subject to 
Collectlon Adlon. Automated Call 
Sltrr, Flrcal VW; 1988-1991 

Call rites FY88 FY 89 FYQQ FY 91 
North Atlantic Region 

Boston 
Manhattan 

196,776 149,872 141,995 156,772 
224,113 210,864 252,462 221,977 

Buffalo 
Region 

Mid-Atlantic Region 
Newark 
Philadelphia 
Baltimore 
Reaion 

113,521 115,488 129,593 147,244 
534,410 476,224 524,050 525,993 

120,582 136,179 140,283 146,825 
132,182 134,848 133,583 139,077 
94,556 135,378 202,486 216,281 

347,320 406,405 476,352 502,183 
Southeast Region 

Atlanta 
Jacksonville 

220,227 187,495 178,616 208,751 
250,101 248,597 297,757 317,297 

Nashville 
Region 

Central Region 
Cleveland 
Indianapolis 
Detroit 
Reoion 

155,895 182,992 244,474 279,233 
626,223 619,084 720,847 805,281 

103,005 99,704 111,056 132,159 
117,250 112,568 145,583 160,217 
115,898 116,991 130,861 143,451 
336,153 329,263 387,500 435,827 

Midwest Region 
Chlcago 
St. Louis 
Region 

Southwest Reaion 

150,318 168,316 202,726 241,051 
72,719 98,497 141,595 152,245 

223,037 266,813 344,321 393,296 

Dallas 245,415 223,786 199,295 231,214 
Houston 239,024 194,637 161,029 167,871 
Denver 222,590 174,268 177,252 183,212 b 
Reaion 707,029 592,691 537,576 582,297 

San Francisco 
Region 

Nation 
Source: GAO analysis of IRS data. 

247,902 228,372 254,743 311,180 
724,749 714,834 847,361 1,011,392 

3,498,921 3,405,314 3,838,007 4,256,269 
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Appeniix 1 
Workload md Produetltity Indicatora for 
ColIacdon Field OfXlcer and Call Biterr 

Table M: Taxpayera Subject to 
CollectIon Actlon Per Staff Year, Field 
Off Ices, Fkcal Year@ 1988-l 091 

Field offlcer 
North Atlantic Region 

Augusta 
Portsmouth 

FY88 FY89 FYQO FY 91 

139 154 179 184 
162 206 245 208 

Burlington 116 119 130 150 
Boston 171 213 236 239 
Providence 156 166 169 146 
Hartford 164 176 205 231 
Brooklyn 154 173 246 257 
Manhattan 163 199 250 251 
Albanv 
Buffalo 
Aeoion 

Mid-Atlantic Reaion 

100 
93 

121 
112 121 

135 153 
143 

148 174 212 219 

Newark 102 169 228 220 
Philadelphia 115 162 209 196 
Pittsburah 92 116 144 122 
Wilminaton 125 175 251 219 
Baltimore 110 124 181 187 
Richmond 134 138 185 177 
Reaion 111 147 198 190 

Southeast Region 
Greensboro 147 164 186 170 
Columbia 130 161 183 181 
Atlanta 146 166 175 157 
Jacksonville 137 171 212 182 
Nashville 120 138 169 155 

Birmingham 155 172 228 182 4 
Jackson 124 150 195 166 
Ft. Lauderdale 131 161 206 199 
Little Rock 141 141 159 148 
New Orleans 105 117 120 111 
Reaion 133 155 184 169 

Central Region 
Cincinnati 112 113 105 121 
Cleveland 119 122 116 135 
Indianapolis 94 94 106 122 
Detroit 105 108 136 165 

(continued) 
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Workload and Productivity Indicntmn for 
Cde~tio~ F’leld OfXlcer and Call film 

Field off icee 
Parkersburg 

FY88 FY89 FYQO FY 91 
77 81 85 98 

Louisville 100 110 120 123 
Region 105 107 118 138 

Midwest Region 
Chicaao 91 103 102 136 
Sorinafield 92 85 95 136 
-I- Y-- 

Milwaukee 90 96 88 106 
St. Paul 119 156 162 141 
Des Moines 79 94 96 113 
St. Louis 96 99 116 170 
Fargo 69 75 91 111 
Aberdeen 79 78 91 92 
Omaha 80 78 81 82 -.. -. _. 
Helena 75 79 87 96 
Reaion 92 103 108 130 

Southwest Region 
Wichita 
Oklahoma Citv 

85 127 141 160 
101 122 130 133 
104 143 165 153 

133 137 147 
Austin 
Dallas 123 
Houston 115 139 160 161 
Cheyenne 73 92 105 82 
hnver 106 121 137 127 
Albuquerque 100 119 133 143 
Phoenix 110 140 167 141 
Salt Lake City 93 113 122 116 
Reaion 108 131 145 144 

Western Region 
Laguna Niguel 
Sacramento 

‘ 97 122 135 183 
118 109 117 143 

SanJose 108 113 122 158 
Boise 87 84 85 89 
LasVeaas 97 92 102 116 
Seattle 112 112 117 130 
Anchorage 101 79 89 82 
Portland 127 122 113 129 
San Francisco 112 118 119 155 
LosAngeles 109 129 134 217 
Honolulu 104 124 104 166 

(continued) 
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Appendix I 
Workload and Productbity Indicatora for 
Collection Field OfiIcee and CaU Biter 

Field off Ice8 FY 88 FY 80 FY98 FY 91 
Region 

Nation 

Source: GAO analysis of IRS data. 

107 115 122 163 
115 132 153 164 
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Appendix I 
Workload and ProductMty Jndicntorr for 
cOllecUon Field Of&se aad Call Sitea 

Table 1.4: Taxpayer8 Subject to 
Collection Actlon Per Staff Year, 
Automated Call Site@, Flrcal Year8 
19881991 

Call rite8 
North Atlantic Region 

Boston 
Manhattan 
Buffalo 
Region 

Mid-Atlantic Region 
Newark 
Philadelphia 
Baltimore 
Region 

Southeast Region 
Atlanta 
Jacksonville 
Nashville 
Region 

Central Region 
Cleveland 
Indianapolis 
Detroit 
Region 

Midwest Region 
Chicago 
St. Louis 
Region 

FY88 fV89 FYQO FY 91 

1,726 1,362 1,498 1,361 
1,522 1,501 1,823 1,548 
1,506 1,591 1,331 1,455 
1,587 1,474 1,585 1,462 

1,355 1,404 1,422 1,485 
1,385 1,401 1,295 1,194 

933 978 1,574 1,570 
1,216 1,225 1,441 1,422 

1,624 1,817 1,607 1,792 
1,828 1,715 1,719 1,725 
1,499 1,517 1,633 1,571 
1,664 1,678 1,661 1,684 

1,216 1,201 1,366 1,355 
1,457 1,131 1,599 1,681 
1,227 1,249 1,688 1,534 
1,295 1,192 1,551 1,522 

1,536 1,778 1,910 1,830 
1,075 1,170 1,349 1,347 
1,347 1,492 1,631 1,607 

Southwest Region 
Dallas 
Houston 
Denver 
Region 

Western Region 
Laguna Niguel 
Seattle 
San Francisco 
Region 

Nation 

Source: GAO analysis of IRS data. 

1,122 1,313 1,192 1,452 
1,442 1,218 1,318 1,337 
1,563 1,462 1,476 1,474 4 
1,342 1,319 1,313 1,423 

1,670 1,516 1,477 1,432 
1,301 1,480 1,681 1,586 
1,508 1,520 1,629 1,633 
1,497 1,506 1,583 1,538 
1,437 1,417 1,535 1,526 
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Appendix I 
Workload and Productltity Indicatora for 
Collection Field Ofllcer and CalI Site8 

Workload in the 
Q ueue 

Table I.6 shows taxpayers who had delinquent account.$ or delinquent 
returns in the queue at the end of fiscal years 1987 through 1991 as a 
percentage of the taxpayers subject to collection action at year end. Table 
I.6 shows the dollars in the queue at the end of fmcal years 1987 through 
1991 as a percentage of the dollars owed by taxpayers subject to collection 
action at year end. Both indicators reflect the proportion of district offices’ 
workload that revenue officers had not been able to work. 

Table 1.5: Delinquent Account and 
Return Taxpayera In tho Queue aa a 
Percentage of Total Taxpayer0 Subject 
to CcNectlon Action at the End of 
Firca~i Year8 1887-1991 

Field off icea 
North Atlantic Region 

Augusta 
Portsmouth 
Burlington 
Boston 
Providence 
Hartford 
Brooklyn 
Manhattan 
Albany 
Buffalo 
Region 37.31 57.24 71.54 79.26 76.14 

FY 87 FY 88 FY 89 FYQO FY 91 

39.00% 65,03% 72.44% 76.77% 75.01% 
42.66 65.96 73.74 82.70 73.30 
35.71 56.47 61.14 72.81 62.18 
30069 69.13 81.36 85.31 82.30 
45.56 61.60 70.55 72.42 64.97 
31.47 66024 69.39 77.85 77.59 
46.64 54.37 73.03 81.60 82.05 
34.02 51.69 69.60 79.29 71.43 
32.26 42.03 58.24 65.88 66.24 
26.92 40.10 54.16 63.76 66.44 

39.36 46.73 73.13 81.12 76.41 
Mid-Atlantic Region 

Newark 
Philadelphia 39.36 57.76 72.13 81.43 77.10 
Pittsburgh 27.17 41.58 56.30 66813 54.12 
Wilmlnaton 47.36 64029 82872 86.10 83.84 
Baltimore 39.22 52.27 66.68 80.65 77.54 
Richmond 46.01 55.81 57.06 71427 69.22 
Reaion 39.86 52.22 68.53 78.77 74.66 b 

Southeast Region 
Greensboro 
Columbia 

43.34 59.86 73.34 79.70 68.09 
39.32 62.03 73.31 74.73 65.72 

Atlanta 35.86 61.27 72.42 74,70 60.65 
Jacksonville 36.82 55.79 66.29 75.45 59.98 
Nashville 41.35 62.47 72.34 79.67 64.19 
Birmingham 35.59 63098 77.63 83.14 68.19 
Jackson 42.69 65.88 70.36 70.43 67.28 
Ft. Lauderdale 44.26 46.37 72.51 81.64 74.44 
Little Rock 28.22 55.90 65.61 66.00 56.87 

(continued) 
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Workload and Productivity hiicatma for 
Collection Field OilScer and CaD Sitm 

Field off Icer FY87 FY88 FY8Q FV 90 FY91 
New Orleans 36.58 24.69 37.82 47.99 35.66 
Region 

Central Region 
Cincinnati 
Cleveland 
Indianapolis 
Detrolt 
Parkersburg 
Louisville 
Region 

Midwest Region 
Chlcaao 
Springfield 10.12 27.82 39.88 44.62 65.01 
Milwaukee 40085 29.08 34.95 26.99 35.16 
St. Paul 51.10 52.75 36.02 66.52 70.27 

39.16 55.30 69.32 76.07 84.63 

41.95 47.06 57.10 42.85 59.19 
49.58 53.73 65.65 61.17 60.17 
26.55 38.30 46.43 57.49 56.93 
38.09 40.89 47.83 59.47 87.29 
31.51 14.67 22.31 26.41 37.50 
40.54 37.09 28.30 30.25 48.77 
39.71 42.93 50.35 53.85 61.08 

46.00 44.84 59.94 65.14 72.03 

Des Moines 
st. Louis 
Fargo 
Aberdeen 
Omaha 
Helena 
Region 

Southwest Region 
Wichita 
Oklahoma City 
Austin 
Dallas 
Houston 

54,73 42.62 50.65 50.31 58.85 
31.03 44.33 54.87 59080 73048 
38.12 7.94 42.81 50.63 58.91 
11.75 30.59 38.06 35.35 30.43 
36.11 23.69 18.20 30.69 33.63 
28.06 37.28 37.71 39.20 56.35 
42.17 41.96 47.97 56.82 66.09 

36.40 26.47 40.47 53.20 55.32 
36.84 43.90 53.22 37.49 42.45 
48.57 34.09 47.58 51.73 3859 
55.23 38.32 47.54 44.42 46.96 
34.18 40.69 40.43 52.85 50.35 

l Cheyenne 27.12 17.77 0.00 0.00 0.00 

Denver 54,79 45.88 45.67 40.11 44-11 
Albuaueraue 37.72 28.57 40.89 46.97 55.38 

I 1  

Phoenix 36.66 43.96 24.51 39.80 4652 
Salt Lake City 59.89 41.78 34.27 27.45 32.71 
Reaion 46.23 39.25 42.81 45.05 45.55 

Western Region 
LagunaNiguel 
Sacramento 

43.20 38.96 57.54 70.73 72.43 
37.39 40097 48.21 54.42 65.07 

SanJose 28.96 36.32 56.98 50.79 68.62 
Boise 20.15 21.25 22.73 28.35 37.15 

(continued) 
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Appendix I 
Workload and Productivity Ind1cat.o~ Zor 
Collection Field Offlceo and Call Sites 

Field off Ice8 FY 87 FY88 FY 69 FY90 FY 91 
Las Vegas 17.05 15.88 29.94 37.91 53.89 
Seattle 35.90 47.87 52.62 57.78 59.69 
Anchorage 25.13 38.14 21.79 29.49 41.98 
Portland 18.69 23.87 31.78 37369 46.49 
San Francisco 32.35 37.44 57.69 46.43 67.66 
Los Angeles 24.02 39.72 62.65 61.22 78.03 
Honolulu 14.96 30.16 63.15 61.46 77.84 
Reaion 31.72 37.62 54.26 57.31 69.60 

Nation 39.01% 
Source: GAO analysis of IRS data. 

46.57% 59.14% 66.33% 66.44% 

Table 1.6: Dollar8 in the Oueue at the 
End of Flrcal Year8 lQ87-1991 as a 
Percehtsge of Dollare Owed by 
Taxpayers Subject to Collectlon Actlon 
at Year End 

Field off Ices FY 87 FY 88 FY 89 FY 90 FY 91 
North Atlantic Region 

Auausta 
Portsmouth 

4.73% 11.43% 16.03% 23.27% 22.41% 
4.66 10.47 8.76 27.81 28.43 

Burlington 3.85 6.65 4.50 14.60 8.76 
Boston 3.92 11.04 16.96 22.09 27.57 
Providence 6.29 13.29 15.78 16.48 16.35 
Hartford 2.21 9.43 10.59 15.79 21.26 
Brooklyn 6.12 4.99 13.04 16.49 la.53 
Manhattan 1 .a4 2.61 5.23 10.24 11.45 
Albany i .a2 4.98 6.44 10.45 13.80 
Buffalo 2.33 5.06 8.13 9.88 12.84 
Region 

Mid-Atlantic Region 
Newark 
Philadelphia 
Pittsburgh 
Wilminaton 
Baltimore 3.36 4.22 9.12 12.09 14.91 
Richmond 7.74 10.86 9.76 a.54 16.74 
Reaion 4.49 6.23 11.62 13.56 17.31 

3.59 5.46 9.80 15.11 18.12 

4.69 6.24 13.49 16.33 20.83 
3.22 6.42 14.56 13.31 17.89 A 

4.03 4.48 8.51 10.19 5.32 
2.63 6.13 13.94 25.30 12.99 

Southeast Region 
Greensboro 
Columbia 

5.33 10.54 20.35 20.45 13.61 
4.18 12.15 19.32 19.79 14.96 

Atlanta 2.66 16.00 24.27 
Jacksonville 4.63 11.37 la.28 

21.22 18.82 
27.30 15.27 

(continued) 
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Appendix I 
Workload and Productivity Indicatora for 
CQllectIon Field Oincee and Cell SItee 

Field officer PY 87 FY 88 FY 89 FYQO FY 91 
Nashville 3.95 13.91 16.07 22.29 13.17 
Birmingham 4.43 13.65 29.46 26.27 14.59 
Jackson 5.57 15.99 25.17 17.82 12.27 
Ft. Lauderdale 5.76 9.88 18.03 25.67 la.81 
Little Rock 0.59 10.46 11.20 7.90 3.96 
New Orleans 3.34 5.12 12.88 9.40 4.01 
Region 4.39 11.27 19.24 22.26 14.63 

Central Aeaion 
Cincinnati 7.25 9.83 15.00 5.94 12.13 
Cleveland 8.09 12.04 16.34 7.53 9.01 
Indianapolis 2.87 4.00 5.46 8.27 8.16 
Detroit 3.94 6.43 7.41 7.83 9.65 
Parkersburg 0.67 0.51 0.85 0.93 2.25 
Louisville 5.77 5.48 2.64 3.04 5.17 
Reaion 4.87 7.25 9.34 6.74 8.98 

Midwest Region 
Chicano 4.12 3.20 11.43 11.14 15.86 
Sorinafield 0.07 1.91 1.94 2.20 6.44 I v 

Milwaukee 5.84 3.35 4.30 2.58 5.43 
St. Paul 8.88 9.13 1.24 14.28 18.64 
Des Moines 13.79 5.79 7.27 5.63 8.81 
St. Louis 2.99 5.76 9.81 9.74 15.52 
Farao 4.43 0.24 5.40 5.91 7.90 
Aberdeen 0.25 1.35 1.82 1.81 1.34 
Omaha 5.21 2.68 1.65 3.71 3.30 
Helena 5.61 7.28 3.84 3.68 10.25 
Region 5.10 4.71 6.55 9.00 13.47 

Southwest Region 
Wichita 

b 
9.70 4.10 3.97 4.77 3.99 

Oklahoma Citv 7.34 10.62 10.37 3.59 366 
Austin 
Dallas 

8.36 
15.30 

2.55 
3.58 

5.05 
7.14 

5.39 
4.21 

0.66 
3.81 

Houston 1.73 3.98 3.13 5.07 4.36 
Cheyenne 
Denver 

5.44 
12.40 

2.10 
ii.82 

0.00 
12.19 

0.00 
8.91 

0.00 
6.78 

Albuaueraue 6.93 4.36 3.76 3.38 4.89 
-I I  

Phoenix 7.24 11.14 5.93 6.75 7.40 
Salt Lake Citv 26.35 7.15 4.57 3.48 2.67 
Reaion 9.85 5.52 6.43 5.06 3.17 

(continued) 
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Appendix I 
Workload and Productivky Indicatmo for 
Collection PiaId Of’flcee and Cell Biter 

Field off Ice8 FY 87 FY88 FY 89 FY90 FY 91 
Western Region 

Laauna Ninuel 7.28 5.87 9.07 14.24 18.54 
Sacramento 5.64 4.21 6.20 9.08 12.23 
San Jose 5.21 6.03 9.61 5.33 12.95 
Boise 2.30 1.31 2.10 2.53 3.27 
Las Veaas 3.33 3.86 7.04 8.56 11.99 
Seattle 6.13 a.45 10.03 13.97 10.60 
Anchorage 3.60 6.27 2.24 2.53 4.06 
Portland 2.77 2.58 3.80 3.94 5.93 
San Francisco 
Los Angeles 
Honolulu 

2.65 
1.52 
0.06 

3.42 
3.68 
1.27 

9.23 
a.99 
7.94 

4.01 
9.21 
5.98 

9.85 
9.19 
9.37 

Region 4.41 4.81 a.37 9.39 12.12 
Nation 5.53% 6.50% 10.39% 12.09% 12.15% 
Source: GAO analysis of IRS data. 

Prbductivity 
Inbicators 

Tables I.7 through I. 14 show dollars collected per staff year, active 
dispositions per staff year, dollars assessed per staff year, and active 
inventory turnover periods for field offices and ACS call sites. 

“Dollars collected per staff year” refers to amounts collected for payment 
of taxes, penalties, and interest, attributable to either delinquent accounts 
or delinquent returns, divided by the number of collection staff years used. 
Amounts collected were received from taxpayers subject to collection 
action at the time of payment as well as from taxpayers who were no 
longer subject to collection action at the time of payment for various 
reasons2 l 

“Active dispositions per staff year” refers to the total number of 
dispositions of active delinquent account or delinquent return cases 
divided by the number of collection staff years used. Each delinquent 
account or delinquent return case included in these calculations pertained 
to a taxpayer who was subject to collection action at the time of the 
disposition. 

*Some delinquent taxpayers are not subject to collection action for any of several reasons, including 
IRS determination that they are currently unable to pay their delinquencies or they cannot be located, 
bankruptcy or other legal proceedings involving the taxpayers, or the taxpayer has agreed to pay the 
amount owed in installments. 
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Workhad md Producttvttg Indtortorcl for 
Collection Field Omcee and Call Biter 

“Dollars assessed per staff year” refers to the total assessments 
attributable to delinquent returns divided by the number of collection staff 
years used. In some instances, the assessments were made on the basis of 
returns that were eventually secured from taxpayers; ln other instances, 
the assessments were based on returns that IRS had prepared for 
delinquent taxpayers by using the most recent income lnformation 
available. Assessments included taxes, penalties, and interest. 

The “active inventory turnover period” refers to the average number of 
delinquency cases in the active inventory during the fmcal year divided by 
the number of case dispositions plus the number of cases transferred to 
the queue during the fiscal year? The active inventory contains cases that 
are being pursued by collection staff. IRS collection reports did not contain 
the information necessary to determine the fiscal year 1987 turnover 
period. 

Table 1.7: Dollar. Collected Par Staff 
Year, Field Officer, Flacal Years 
19674991 

Dollars in thousands 
Field off Ices 
North Atlantic Region 

Augusta 
Portsmouth 
Burlington 
Boston 
Providence 

FY 87 FY 88 FY 89 FY99 FY 91 

$311 $313 $369 $323 $268 
354 443 523 539 287 
304 336 307 315 246 
514 560 650 621 474 
309 409 416 696 326 

Hartford 729 810 644 836 612 
Brooklyn 368 406 486 476 449 
Manhattan 735 658 784 609 506 
Albany 429 402 557 399 776 
Buffalo 263 298 343 371 350 
Renion 496 509 572 543 470 ‘ 

Mid-Atlantic Region 
Newark 
Philadelphia 

502 447 543 485 376 
381 337 443 355 306 

Pittsburgh 244 276 327 267 267 
Wilmington 214 234 253 252 205 
Baltimore 342 334 404 338 336 
Richmond 391 343 437 403 337 
Region 387 359 443 383 331 

(continued) 
W3 cakulates field office and ACS annual active inventory turnover periods as the average8 of 
monthly turnover periods. 
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WorkIoad and Producdvl~ Indicatmu for 
Collection Field Offhe nnd Call Siterr 

Dollars In thousands 
Field off Ice8 
Southeast Reaion 

Greensboro 
Columbia 343 324 353 363 319 
Atlanta 290 277 298 284 239 

FY 87 FY 88 FY 89 FY90 FY 91 

276 302 345 317 252 

Jacksonville 451 306 398 412 243 
Nashville 267 280 322 325 265 
Birminnham 337 327 354 312 266 
Jackson 242 256 249 310 293 
Ft. Lauderdale 249 277 397 390 298 
Little Rock 330 298 304 272 285 
New Orleans 276 230 245 277 276 

306 284 335 335 267 

294 256 337 303 295 

Region 
Central Region 

Cincinnati 
Cleveland 
Indianapolis 
Detroit 
Parkersburg 
Louisville 
Region 

Midwest Region 
Chicago 
Sprinafield 
Milwaukee 338 272 291 296 297 

352 329 368 353 332 
236 235 386 304 280 
326 381 350 459 343 
252 235 256 237 255 
234 262 306 278 283 
297 308 346 359 312 

342 301 395 340 437 
236 250 283 314 621 

St. Paul 298 222 311 261 259 
Des Moines 231 166 237 283 445 
St. Louis 376 289 322 314 314 6 
Fargo 167- 149 172 243 269 
Aberdeen 179 145 168 174 193 
Omaha 200 196 206 196 216 
Helena 176 188 170 328 174 
Region 302 254 311 300 351 

Southwest Reaion 
Wichita 246 183 263 287 279 
Oklahoma City 196 196 191 238 275 
Austin 300 237 267 305 319 
Dallas 256 225 289 
Houston 352 509 306 

287 416 
364 382 

(continued) 
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Appendix I 
Workload aad Productivity lndieatom for 
Collection Phld Of!lcer and Call Sites 

Dollars in thousands 
Field off ices 

Cheyenne 
FY87 FY88 FY89 FY 90 FY 91 

187 136 180 204 173 

Denver 267 221 242 265 255 

Albuquerque 296 226 276 302 292 
Phoenix 268 206 273 314 290 

Salt Lake Citv 245 157 215 228 256 

Reaion 273 257 264 293 330 

Western Region 
Laguna Niguel 359 318 395 640 284 
Sacramento 353 292 337 352 382 

San Jose 322 289 439 364 301 
Boise 231 180 228 220 216 

Las Vegas 236 208 227 240 367 

Seattle 294 262 332 359 349 
Anchorage 255 183 214 210 226 

Portland 346 277 336 348 419 
San Francisco 343 404 434 394 316 
Los Angeles 337 317 390 350 316 

Honolulu 355 363 438 337 422 

Region 328 
Nation $335 

Source: GAO analysis of IRS data. 

298 369 403 321 

$314 $366 $369 $332 
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Appendix I 
workloul and Productlvlb Indtcatolu for 
Collection Field Offless and Call Biter 

Table 1.8: Dollar8 Collected Per Staff 
Year, Automated Call Siter, Flscal 
Yeerr 1987-l 891 

Dollars in thousands 
Call rite8 
North Atlantic Region 

Boston 

FY87 FY88 FY89 FY90 FY91 

$1,648 $1,417 $1,183 $1,659 $1,441 
Manhattan 2,075 1,734 1,258 1,468 1,645 
Buffalo 1,762 1,246 1,186 1,347 1,547 
Region 1,653 1,517 1,216 1,487 1,552 

Mid-Atlantic Reaion 
Newark 1,803 1,481 1,246 1,454 1,958 
Philadelphia 1,854 1,430 1,216 1,365 1,430 
Baltimore 1,508 955 970 1,448 1,650 
Region 1,717 1,278 1,122 1,424 1,664 

1.306 1,118 1,155 1,215 1,434 
Southeast Region 

Atlanta 
Jacksonville 1,716 1,253 1,208 1,180 1,481 
Nashville 1,417 1,143 1,172 1,370 1,460 
Reaion 1,493 1,174 1,181 1,254 1,462 

Central Region 
Cleveland 
Indianapolis 
Detroit 1,560 1,242 1,277 1,797 1,748 

2,338 1,205 1,199 1,518 1,629 
1,584 1,303 996 1,273 1,487 

Region 
Midwest Reaion 

Chicago 
St. Louis 
Reaion 

1,822 1,249 1,152 1,515 1,620 

1,733 1,451 1,493 1,742 1,664 
1,306 1,011 1,066 1,342 1,462 
1,575 1,271 1,292 1,543 1,571 

Southwest Region 
Dallas 
Houston 
Denver 
Region 

Western Region 
LagunaNiguel 
Seattle 
San Francisco 
Reaion 

1,255 881 1,030 1,194 1,515 l 

1,072 917 742 1,032 1,383 
1.137 1,164 1,147 1,301 1,616 
1,159 969 958 1,177 1,505 

1,787 1,509 1,542 1,518 1,533 
1,386 1,195 1,416 1,643 1,733 
1,714 1,193 1,302 1,518 1,517 
1.637 1,301 1,427 1,556 1,590 

Nation $1,567 
Source: GAO analysis of IRS data. 

$1,229 $1,190 $1,410 $1,561 
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Appendix I 
Workload and Produceivity Indkatom for 
Collection Field Mncar and CaJl Sitar 

Table 1.9: Active Delinquent Account 
and Dellnquent Return‘Dlspoeltlonr 
Per Staff *ear, Field OffIce;, Flrcal 
Years 1987-1991 

Field off ice8 FY87 FY88 FY 89 FY90 FY 91 
North Atlantic Region 

Auausta 51.98 44.07 34.42 33.57 29.37 
Portsmouth 43.82 42.00 42.52 34.10 22.99 
Burlington 43.45 33.68 27.20 28.38 21.93 
Boston 58.03 46.49 44.38 41.30 32.49 
Providence 38.49 42.55 47.66 46.79 32.38 
Hartford 67.13 47.32 49.45 45.75 39.07 
Brooklvn 42.33 37.64 37.93 40.88 33.84 
Manhattan 53.33 46.73 40.37 44.54 47.80 
Albany 54.49 40.08 41.32 41.49 39.98 
Buffalo 47.53 36.13 41.21 35.09 35.86 
Region 

Mid-Atlantic Region 
Newark 

51.05 42.37 41.21 41.04 36.88 

39.05 30.24 28.17 32.20 24.49 
Philadelohia 41.34 34.77 39.49 36.78 32.58 
Pittsburgh 39.64 35.79 38.03 42.94 39.23 
Wilmington 32.67 25.89 25.82 29.27 24.73 
Baltimore 36.86 28.41 25.27 26.77 20.78 
Richmond 46.69 40.08 44.30 49.94 35.35 
Region 40.21 32.96 33.59 36.20 28.82 

Southeast Reaion 
Greensboro 
Columbia 

47.69 32.39 33.89 38.03 35.44 
59.46 41.63 41.91 4527 40.02 

Atlanta 37.51 30.83 42.30 42.46 38.90 
Jacksonville 84.26 43.87 56070 55.05 38.47 
Nashville 46.21 34.13 34.45 34.26 27.60 
Birmingham 51.05 40.58 34.66 35.44 2831 b 
Jackson 46.77 35.75 39.93 51.14 46.29 
Ft. Lauderdale 34.87 44.17 46.54 36.58 29.68 
Little Rock 65.74 49.61 54.86 54.02 44.31 
New Orleans 61.13 49.99 58.64 58.52 49.28 
Region 52.22 40.27 45.66 44.73 36.90 

Central Reaion 
Cincinnati 41.36 37.33 40.09 42.55 34.23 
Cleveland 40.93 35.24 39.75 38.55 36.27 
lndianaoolis 62.79 43.03 44.27 38.71 40.33 
Detroit 47.34 38.55 39.34 42.02 36.10 
Parkersburg 42.85 30.85 34.46 37.83 33.97 

(continued) 
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Appendix I 
Worklond and Produetlvity lndierton for 
Collection Field Omcea and Call 811~4~ 

Field off Ices FY 87 FY 88 FY89 FYeo FY 91 
Louisville 53.17 47.00 57.68 66.09 5387 
Region 48.08 3886 41.85 43.32 38.33 

Midwest Region 
Chicago 
Sorinafield 

48.27 33.26 32.99 29.10 25.22 
59.12 46.91 39.80 46.03 42.54 

Milwaukee 6481 40.31 48.38 42.45 45.91 
St. Paul 47.90 31.75 32.66 30.98 26.70 
Des Moines 55.55 34.30 37.91 39.61 37.39 
St. Louis 47.56 34.76 29.37 28.90 2781 
Fargo 38.61 32.63 26.67 23.98 3358 
Aberdeen 51.31 36.77 32.41 36.67 38.35 
Omaha 37.20 36.97 38.59 3852 35.22 
Helena 
Region 

Southwest Region 
Wichita 
Oklahoma City 45.53 35.73 42.59 62.22 53.50 
Austin 41.09 36.35 54.48 61.57 60.13 
Dallas 36.27 41.27 45.21 57.44 48.57 

41.53 29.07 30.33 30.97 26.01 
49.89 35.03 34.96 33.19 31.08 

53.73 36.48 44.77 58.18 46.87 

Houston 69.51 52.85 52.07 66.57 55.76 
Cheyenne 30.21 25.94 48.68 59.17 36.79 
Denver 43.43 31.46 43.56 5881 54.73 
Albuquerque 52.17 44.83 45.98 53.52 44.70 
Phoenix 46.26 29.96 48.40 70.41 50.22 
Salt Lake Citv 35.63 18.16 37.16 51.68 53.20 
Region 

Western Region 
Laguna Niguel 
Sacramento 
San Jose 
Boise 
Las Vegas 54.36 39.63 32.44 40.44 35.23 
Seattle 47.24 39.85 39.75 36.72 34.52 
Anchoraae 41.80 34.75 36.73 32.38 29.66 

46.64 37.93 47.11 60.79 52.50 

43.56 26.61 24.65 23.36 22.72 
45.19 35.09 37.07 34.66 30.32 
43.53 34.18 31.82 26.27 21.37 
52.65 36.52 41 .oo 36.99 35.03 

Portland 74.52 54.76 56.12 48.29 47.81 - ..-. _ 
San Francisco 42.23 35.78 35.79 37.66 30.11 
Los Anaeles 41.90 30.32 29.47 26.32 27.15 

(continued) 
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Appendix I 
Workload end Producdvky Indlcato~~ for 
Collection Field Omcee end Call Sltee 

Field offlcer FY 97 
Honolulu 54.53 
Region 46.10 

Nation 47.66 

Source: GAO analysis of IRS data. 

RI99 FY8B FY99 FY 91 
39.66 34.30 26.17 23.96 
34.06 33.18 31.22 28.32 
37.16 39.86 42.12 36.52 
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Appendix I 
Worlload and Productlvi~ hdicatme for 
CollectIon Field Ofttcm md Call Biter 

Table 1,lO: Active Delinquent Account 
and Deilnquent Return Dleporltlonr 
Per Staff Year, Automated Cell Slter, 
Flecal Yeere 1987-l 991 

Call Biter 
North Atlantic Region 

Boston 

FY87 ws9 FY89 WQO w 91 

491.63 616.90 594.83 699.66 612.45 
Manhattan 565.79 484.19 476.72 831.91 739.49 
Buffalo 583.31 505.87 630.80 494.91 565.63 
Reaion 542.76 533.99 551.55 694.76 649.93 

Mid-Atlantic Region 
Newark 
Philadebhia 

574.56 468.92 446.32 541.18 545.64 
621.87 533.07 553.19 546.13 408.87 

Baltimore 
Region 

Southeast Region 
Atlanta 

417.83 373.58 383.89 598.99 450.53 
535.52 456.54 451.27 565.24 463.43 

606.47 461.67 495.20 530.94 673007 
Jacksonville 634.11 529.27 580.61 608.62 715.92 
Nashville 575.83 481.05 524.77 609.41 737.68 
Reaion 608.24 491.59 538.45 589.00 713.57 

Central Region 
Cleveland 
lndianaoolis 

513.19 434.69 496.75 657.52 678.97 
669.96 550.15 418.11 566.64 583.05 

Detroit 

” 

St. Louis 

Region 

Reaion 

Midwest Reaion 
Chicaao 

546.19 

484.00 

451.92 

467.99 

588.16 

533.84 

840.94 

617.18 

774.92 

681.20 

572.44 

556.52 

476.74 

467.04 

499.43 

565.33 

681.31 

604.64 

678.38 

603.92 

599.07 466.38 593.34 592.25 537.59 

Southwest Region 
Dallas 
Houston 

535.70 384.87 644.13 542.94 677.40 
584.87 483.75 436.04 590.48 580.84 6 

Denver 563.10 591.51 718.07 712.70 690.37 
Region 560.22 471.81 589.75 606.92 651.70 

Western Recrion 
Laguna Niguel 605.62 534.05 507.07 448.33 559.43 
Seattle 608.47 522.55 555.51 549.60 659.42 
San Francisco 560.05 472.15 567.14 548.75 576.12 
Region 591.84 509.36 540.93 508.40 595.08 

Nation 569.06 489.34 535.77 596.07 623.43 

Source: GAO analysis of IRS data. 
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Appendix I 
Workload and Productlvil~ Indlcrton for 
Collection Field Offlcsr mnd Call S1t.m 

Table I.1 1: Dollaro Aeeerud Par Steff 
Year, Flold Other, Flecal Yeerr 
1987-1981 

Dollars in thousands 
Field off lcer W87 w 99 w 80 w90 FY 91 
North Atlantic Region 

Augusta 
Portsmouth 

$107 $151 $221 $212 $186 
196 261 310 315 211 

Burlinoton 182 194 293 234 201 
Boston 204 240 314 320 255 
Providence 87 191 300 263 206 
Hartford 453 224 325 407 351 
Brooklyn 148 128 217 298 281 
Manhattan 178 137 320 357 304 
Albany 223 178 457 322 298 
Buffalo 
Region 

Mid Atlantic Region 

137 107 152 197 174 
190 164 280 309 266 

Newark 186 179 214 273 279 
Phlladelphla 132 137 278 225 258 
Pittsburgh 113 127 215 228 189 
Wilminaton 78 68 248 223 220 
Baltimore 291 173 254 1,825 272 
Richmond 148 131 295 329 310 
Reoion 182 153 250 599 267 

Southeast Region 
Greensboro 135 118 160 205 203 
Columbla 165 147 195 255 292 
Atlanta 112 114 188 239 242 
Jacksonville 225 138 225 164 155 
Nashville 81 108 122 171 112 l 

Birmingham 143 140 139 200 171 
Jackson 111 135 222 218 204 
Ft, Lauderdale 98 129 252 249 208 
Little Rock 119 112 180 217 174 
New Orleans 180 137 153 200 217 
Reaion 139 128 190 212 197 

Central Region 
Cincinnati 
Cleveland 

139 139 196 231 198 
135 116 179 205 189 

Indianapolis 124 83 138 
Detroit 156 132 191 

145 205 
226 199 

(continued) 
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Worklond and Productlvlty Indicatme for 
Collection Field Offlcee end Cell Biter 

Dollars in thousands 
Field off Ices 

Parkersbura 
W87 W88 W89 FY90 FY 91 

148 145 194 178 197 
Louisville 145 132 192 221 190 
Region 

Midwest Reqion 
Chicaao 

144 123 182 207 197 

175 123 167 189 196 
Springfield 249 127 165 228 250 
Milwaukee 199 153 172 196 186 
St. Paul 148 124 138 207 148 
DesMoines 128 72 129 161 142 
St. Louis 137 120 152 184 188 
Farao 88 78 85 101 107 
Aberdeen 95 64 105 99 128 
Omaha 81 82 127 145 122 
Helena 61 69 85 226 96 
Reaion 155 117 149 167 173 

Southwest Region 
Wichita 55 23 157 186 176 
Oklahoma Citv 122 104 121 192 198 
Austin 153 143 238 224 186 
Dallas 94 112 160 197 181 
Houston 209 157 184 206 210 
Cheyenne 96 59 109 84 60 
Denver 110 76 138 171 172 
Albuquerque 169 137 206 279 369 
Phoenix 144 90 135 191 172 
Salt Lake Citv 111 73 121 155 169 
Region 133 111 165 196 189 ' 

Western Region 
LaaunaNiguel 160 101 138 153 127 
Sacramento 141 122 147 152 159 
SanJose 89 90 231 179 148 
Boise 100 85 120 118 144 
LasVegas 110 75 89 144 159 
Seattle 166 109 154 659 229 
Anchorane 149 80 131 133 108 
Portland 126 107 176 179 204 
San Francisco 174 92 152 141 188 
LosAnneles 112 85 145 141 156 

(continued) 
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Appendix I 
Workloed and Productivity Indicatom for 
CMlection Field Officer and Call Sitar 

Dollars In thousands 
Field off ices FY 87 FY 88 FY 89 FY90 FY 91 

Honolulu 231 
Region 138 

Nation $150 

Source: GAO analysis of IRS data. 

182 182 271 237 
98 154 202 160 

$123 $188 $254 $201 

Page 49 GAO/GGD-99-97 IRS’ Collection Function Staffing 



Appendix I 
Workload and Productivitg Indierton for 
Collection F’ield Offlcea and Call Slter 

Table 1.12: Dollars Assessed Per Staff 
Yesr, Automated Call Sites, Flscal 
Year8 1987-1991 

Dollars in thousands 
Call 8lter FY 87 FY88 FY 89 FYQO FY 91 
North Atlantic Region 

Boston $602 $674 $1,160 $1,469 $527 

Manhattan 446 426 499 459 359 
Buffalo 
Region 

Mid-Atlantic Reaion 

611 641 856 549 445 
538 558 804 775 437 

Newark 538 469 820 597 747 
Philadelphia 787 446 1,026 505 577 
Baltimore 502 488 563 615 573 
Reaion 605 468 773 575 623 

Southeast Region 
Atlanta 627 495 414 376 267 
Jacksonville 606 615 520 360 243 
Nashville 394 366 457 485 263 
Region 553 503 470 407 256 

Central Reaion 
Cleveland 
Indianapolis 

666 582 604 1,067 421 
709 518 488 451 340 

Detroit 725 437 725 642 554 

Region 
Midwest Region 

Chicaao 

701 509 603 773 440 

626 201 326 613 452 

St. Louis 404 266 444 461 333 
Reaion 544 228 382 537 397 

Southwest Region 
Dallas 
Houston 

526 304 594 387 387 4 

638 395 374 380 293 
Denver 465 506 901 519 353 

Region 
Western Region 

541 387 597 423 348 

Laauna Niauel 382 293 475 1,548 330 
Seattle 552 402 481 441 401 
San Francisco 406 281 409 509 250 

Reaion 444 324 456 908 329 
Nation $546 $428 $586 $635 $388 

Source: GAO analysis of IRS data. 
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Workloed md ProductMy Jndicatmm for 
Colleetlon Field Offfear and Cell Slter 

Table 1.13: Active Inventory Turnover 
Periods, Field Offlcee. Flrcel Yeere 
1988=19il 

Periods exoressed In months 
Field off Ice8 
North Atlantic Region 

FY88 FY 89 FYQO FY 91 

Auausta 8.85 11.63 12.00 13.15 
Portsmouth 10.46 11.69 9.50 12.80 
Burlington 12.06 15.15 i2.21 14.43 
Boston 8.87 8.95 8.58 9.79 
Providence 11.14 9.52 8.50 10.61 
Hartford 9.31 9.58 9.80 10.11 
Brooklyn 12.12 11.20 10.56 11.19 
Manhattan 11.59 10.28 10.28 9.76 
Albany 9.31 8.51 9.09 8.24 
Buffalo 11.12 9.93 11.12 10.00 
Reaion 10.79 10.17 10.02 10.26 

Mid-Atlantic Region 
Newark 12.95 14.87 13.02 14.40 
Philadelphia 9.97 10.09 10.20 8.88 
Pittsburgh 10.15 10.69 9.46 9.60 
Wilmington 13.56 11.60 11.55 13.01 
Baltimore 14.20 13.97 11.20 14.52 
Richmond 10.80 10.15 8.21 10.26 
Region 11.82 12.02 10.50 11.60 

Southeast Reaion 
Greensboro 
Columbia 

14.91 11.33 9.52 11.04 
9.41 9.!30 9.14 11.45 

Atlanta 12.35 9.64 9.25 9.56 
Jacksonville 8.36 7.37 6.63 10.29 
Nashville 9.41 9.12 8.63 13.16 l 

Birminaham 10.80 10.80 10.44 13.40 
Jackson 10.00 8.55 7.80 660 
Ft. Lauderdale 9.65 8.76 9.97 12.35 
Little Rock 8.05 7.20 6.87 10.12 
New Orleans 8.64 7.44 7.46 8.65 
Rt3QiOn 10.07 8.74 8.36 10.47 

Central Reaion 
Cincinnati 
Cleveland 

11.31 10.50 9.70 11.58 
11.55 9.90 9.76 11.18 

Indianapolis 8.12 8.21 
Detroit 12.05 12.39 

9.22 10.11 
11.84 13.80 

(continued) 
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Appendix I 
Workluui and Produetivlty Indicata~ SOP 
Collection Field Officea and CalI Sitaa 

FY88 FY89 FYQ9 PY91 
11.13 12.47 11.54 12.00 

Perfodsexpressedin months 
Field off Ice8 

Parkersbura 
Louisville 
Region 

Midwest Reaion 
Chicaao 
Springfield 5.55 8.43 6.81 6.80 
Milwaukee 9.09 8.24 9.64 8.88 

7.87 7.31 6.92 8.09 
10.58 10.27 9.99 11.47 

11.75 11.02 10.75 13.53 

St. Paul 12.49 9.06 9.03 12.49 
DesMoines 7.64 9.30 8.67 8.55 
St. Louis 9.33 11.39 10.57 9.69 
Farao 9.44 9.23 10.47 9.13 
Aberdeen 8.40 8.70 10.19 10.65 
Omaha 9.05 9.71 9.60 10.33 
Helena 11.53 11.56 12.29 11.02 

10.00 9.85 9.78 10.59 

8.79 9.73 8.09 7.93 

Region 
Southwest Region 

Wichita 
Oklahoma City 11.10 9.48 7.40 9.51 
Austin 11.86 10.13 9.03 9.40 
Dallas 8.91 11.60 9.21 10.38 
Houston 8.20 10.04 8.84 10.30 
Cheyenne 11.60 7.69 7.70 9.00 
Denver 12.18 11.06 8.45 8.63 
Albuquerque 
Phoenix 
Salt Lake City 
Region 

Western Region 
Laauna Niauel 
Sacramento 13.39 11.01 12.57 13.06 
SanJose 14.03 11.41 14.79 19.07 
Boise 10.22 9.67 10.53 11.31 

8.82 10.20 9.17 10.06 
13.21 13.47 9.98 10.28 
16.61 13.82 10.86 10.01 
10.25 10.90 896 9.76 ' 

15.36 13.74 13.82 15.18 

LasVeaas 12.36 12.23 9.96 9.80 w 

Seattle 11.21 9.49 10.29 lo<67 
Anchoraae 12.41 10.28 8.73 11.72 
Portland 10.58 9.29 9.66 9.60 
San Francisco 12.15 10.25 11.01 12.58 
LosAnaeles 14.90 2.42 14.12 11.67 

(continued) 
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Appendix I 
Workloed and Productivity Indicston for 
Collection Field Omcer and Call Sltem 

Periodsexpressedin months 
Field off Ices 

Honolulu 
Region 

Nation 

Source: GAO analygis of IRS data. 

FY88 M89 FY90 FY 91 
12.19 9.44 13.48 14.11 
13.34 11.42 12.31 12.90 
11.10 10.45 9.87 10.92 
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Workloed and Prodncdvity Indicatonr for 
Collecdon Field Offleer and CaU Sitee 

Table 1.14: Active Inventory Turnover 
Perlode, Automated Call Slter, Fiscal 
Yean 1999-l QQl 

Periods expressed in months 
Call 8Iter N88 FY 89 FY99 FY 91 
North Atlantic Reaion 

Boston 368 3.44 4.48 5.22 
Manhattan 5.74 9.85 5.33 5.33 
Buffalo 4.54 6.02 8.11 7.30 
Region 4.65 6.37 5.66 5.81 

11.19 7.78 6.28 7.75 
Mid-Atlantic Region 

Newark 
Philadelphia 7.34 8.42 5.70 11.09 
Baltimore 6,86 12.04 7.84 13.24 
Reaion 8.34 8.29 6.73 10.74 

Southeast Reaion 
Atlanta 8.34 7.23 10.07 9.51 
Jacksonville 5.50 7.78 7.39 8.52 
Nashville 4.95 9.04 7.72 5.39 

5.64 7.92 8.09 6.75 

3.63 4.55 6.11 5.21 

Region 
Central ReQlOn 

Cleveland 
Indianapolis 3.64 8.77 8.36 9.35 
Detroit 4.32 4.63 3.51 2.99 
Realon 3.86 5.71 5.80 5.57 

Midwest Region 
Chicago 
St. Louis 
Region 6.49 11.24 11.82 9.60 

6.96 11.49 16.05 14.16 
5.61 10.79 7.87 5.46 

5.99 5,09 5.34 5.11 4 
Southwest Region 

Dallas 
Houston 6.40 8.46 5.29 5.90 
Denver 4.02 5.33 5.42 5.66 
Reaion 5.42 5.60 535 5.50 

Western Region 
Laguna Niguel 
Seattle 
San Francisco 5.88 7.82 11.34 6.98 

6.64 10.87 12.30 8.89 
4.95 10.63 12.23 9.48 

Region 5.88 9.69 11.99 7.65 
Nation 5.56 7.55 7.77 7.14 
Source: GAO analysis of IRS data. 
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Appendix II 

Sttif Years Realized for Collection Field 
Offices and Call Sites 

Table 11.1: Staff Yeare Realized, Field 
Off Ice& Flrcal Year8 1987-1991 Field off Ice FY 87 FY 88 FY 80 FYQO FY 91 

North Atlantic Reaion 
Augusta 37 37 41 40 44 
Portsmouth 33 38 36 37 50 
Burlinston 24 25 26 27 31 
Boston 194 197 202 195 217 
Providence 34 38 42 43 55 
Hartford 96 111 110 105 117 
Brooklvn 291 293 303 280 288 
Manhattan 303 298 289 281 289 
Albany 73 78 83 83 95 
Buffalo 143 150 149 145 155 
Region 

Mid-Atlantic ReQiOn 

1,227 1,267 1,285 1,236 1,340 

Newark 324 353 337 317 357 
Philadelohia 240 240 239 226 234 
Pittsburgh 134 139 137 131 137 
Wilmington 31 30 33 30 32 
Baltimore 275 276 263 246 253 
Richmond 207 225 211 203 216 
Region 1,212 1,264 1,220 1,152 1,228 

Southeast Region 
Greensboro 
Columbia 99 115 110 105 118 

188 205 220 215 246 

Atlanta 266 290 309 300 365 
Jacksonville 252 293 296 290 380 
Nashville 158 166 165 159 186 
Birmingham 112 110 117 111 146 4 

Jackson 77 86 87 80 92 
Ft. Lauderdale 306 352 348 323 394 
Little Rock 72 79 85 84 93 
New Orleans 202 247 256 225 224 
Reaion 1,731 1,943 1,993 1,892 2,244 

Central Region 
Cincinnati 
Cleveland 192 220 237 220 216 

157 184 197 189 177 

Indianapolis 170 198 196 189 185 
Detroit 398 431 463 432 409 
Parkersbura 75 86 89 81 74 

(continued) 
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Appendix II 
SW YOM Realized for Collection Field 
Offlceo and Call Eiiter 

Field off Ice FY87 FY68 FY89 FYOO FYOl 
Louisville 
Region 

Midwest Renion 
Chicago 
Springfield 
Milwaukee 
St. Paul 

122 132 138 135 131 
1,114 1,260 1,320 1,246 1,192 

359 400 384 358 335 
69 70 66 65 61 

117 149 143 129 122 
128 163 159 150 167 

Des Moines 73 68 76 66 67 
St. Louis 172 179 175 170 157 
Farao 31 35 32 28 26 
Aberdeen 28 30 30 25 26 
Omaha 58 64 66 66 63 

-Helena 62 60 57 53 48 
Reaion 1.095 1,239 1.187 1,110 1,072 

Southwest Region 
Wichita 93 98 98 94 95 
Oklahoma Citv 212 214 206 193 181 
Austin 274 355 317 298 306 
Dallas 450 532 532 530 501 
Houston 322 333 328 325 312 
Cheyenne 36 46 46 41 37 
Denver 106 220 220 214 217 
Albuaueraue 69 77 77 76 71 
Phoenix 184 205 193 183 203 
Salt Lake Citv 98 126 124 120 114 
Reoion 1.933 2.206 2.143 2,075 2,037 

Western Region 
Laauna Niauel 503 596 552 510 573 4 
Sacramento 265 301 307 282 274 
San Jose 315 340 334 305 318 
Boise 56 62 58 57 55 
Las Veaas 130 142 142 133 123 
Seattle 232 253 238 229 229 
Anchorage 95 107 111 99 slo 
Portland 129 135 129 130 129 
San Francisco 213 230 231 211 219 
Los Angeles 536 536 528 472 469 

(continued) 
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Appendix II 
Staff Yaaiu balked for Collection Field 
Officer and Call Biter 

Field off ice IV 87 
Honolulu 52 
Region 2,526 

Nation 10,840 

Note: Totals may not add due to roundlng. 

Source: IRS data. 

Iv88 FY 80 Moo 
57 56 58 

2,762 2,686 2,486 
11,931 11,836 11,197 

FY 01 
55 

2,535 
11,648 
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Appendtx II 
Stdf Yeam BeaUsed for Collection Field 
Offlcsm md Call Sitar 

Table 11.2: Staff Year@ f?eaiized, 
Automsted Collection Call Sitor, Fircai 
Year@ 10871OQl 

Call ritsr 
North Atlantic Region 

FY 87 FYm N 80 FY 00 FY 01 

Boston 119 114 110 95 115 
Manhattan 138 147 141 139 143 
Buff al0 71 75 73 97 101 
Region 327 337 323 331 360 

Mid-Atlantic Reaion 
Newark al 89 97 99 99 
Philadebhia 77 95 96 103 116 
Baltimore 
Region 

Southeast Region 

84 
242 

101 
286 

138 
332 

120 
330 

138 
353 

Atlanta 105 136 103 111 117 
Jacksonville 119 137 145 173 184 
Nashville 69 104 121 150 178 
Region 313 376 369 434 478 

Central Region 
Cleveland 
IndianaDolis 

73 
67 

85 
80 

83 
99 

ai 
91 

98 
95 

Detroit 
Region 

Midwest Reaion 
Chicago 
St. Louis 

83 94 94 78 94 
223 260 276 250 286 

101 98 95 106 132 
60 68 84 105 113 

Reaion 161 166 179 211 245 
Southwest Region 

Dallas 169 219 170 167 159 
Houston 150 166 160 122 126 b 
Denver 160 142 119 120 124 
Region 479 527 449 409 409 

Western Reaion 
Laguna Niguel 158 165 179 216 264 
Seattle 138 155 145 162 203 
San Francisco 141 164 150 156 191 
Region 436 

Nation 2,181 

Note: Totals may not add due to rounding. 

Source: IRS data. 

484 475 535 658 
2,435 2,403 2,501 2,790 
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Appendix III 

Major Contributors to This Report 

General Government 
Division, Washington, 

Administration Issues 
Charlie W. Daniel, Assignment Manager 

D.C. 

Chicago Regional 
Office 

Thomas D. Venezia, Regional Management Representative 
Neal H. Gottlieb, Evaluator-in-Charge 
Bonnie M. Pignatiello, Evaluator 
John Zarem, Computer System Analyst 

New York Regional 
Office 

Andrew F. Macyko, Regional Management Representative 
Richard D. Burger, Evaluator 
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