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Executive Summary

At the request of Post & Partners on behalf of the Internal Revenue Service (IRS),
Schulman, Ronca, and Bucuvalas, Inc. (SRBI) conducted a series of eight focus groups
in four locations across the United States during the week of March 19, 2001. The
objective of the research was to determine reaction to the current TeleFile package and
to test an alternative TeleFile package for 2001. In each of the four locations, one group
was conducted with TeleFile users and another with non-users, with participant
recruitment conducted by SRBI from lists provided by the IRS. A total of 38 TeleFile
users and 32 non-users participated in the focus groups.

Primary findings from the focus groups included the following:

Most TeleFile users are pleased with using this method of filing their tax returns.
TeleFiling is viewed as quick, easy, and free, and most users are impressed by
the quick refunds they receive.

Although the non-users in the focus groups received the TeleFile package for the
2000 tax year, many were unfamiliar with TeleFile. The non-users turn to a
variety of ways to file their taxes, including 1040EZ, 1040, paid preparers, online
filing, and visiting the IRS in person to have their tax calculated.

Unnecessary information in the twelve-page TeleFile package included TeleTax
topics, the marketing pages (pages 2 and 3), and the pie charts showing
categories of Federal income and spending.

Except in the Atlanta TeleFile users group, all of the focus groups preferred the
proposed eight-page TeleFile package to the currently-used twelve-page
package. Desirable features of the redesigned package included shorter length,
improved cover design and layout, and streamlined instructions. There were,
however, negative reactions to the reduced font size, modified Tax Record, EIC
information, and location of the check example to determine routing and account
information. Participants disagreed about the desirability of changes in the
format of “who can use TeleFile”, elimination of information about online tax filing
and the marketing pages, and fewer graphics in the package.

Among TeleFile users, the major reasons for hanging up prior to submitting a
TeleFile return are the perception that the computed tax seems incorrect, the
desire to determine the computed tax prior to actually filing, and being
unprepared to file a state return at the same time as TeleFiling the Federal
return.

A majority of focus group participants said that they would prefer an IRS-
assigned customer service number to a self-selected personal identification
number (PIN), primarily because they say they have so many PINs to remember.
However, virtually all of the respondents said that they retain records with their
previous year’'s tax information, so they would have available adjusted gross
income and total tax information required to select a PIN. However, a few
respondents said it might take them some time to locate their records.
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* The vast majority of focus group participants said they would be unwilling to pay
long distance charges for filing TeleFile. Generally, respondents said that a toll-
free filing number is a service they expect from the IRS, particularly since toll-free
numbers are available from many types of businesses. A few focus group
participants said they would be willing to pay for the call if it were very short or
they were receiving a refund.

Some of the non-users in the focus groups indicated that they might use TeleFile in the
future, since they were more knowledgeable about it as a result of attending a focus

group.
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Background and Objectives

In 1992, the Internal Revenue Service (IRS) instituted the TeleFile program, which
allows taxpayers who use a 1040EZ to file their return using a touch-tone telephone.
The program has been proven successful in allowing qualified taxpayers to file
electronically, providing faster refunds to taxpayers and savings to the IRS in processing
costs.

However, TeleFile packages are sent to millions of potential filers each year who do not
take advantage of the program. The objective of the research was to gather insights
from users and non-users of TeleFile concerning the following:

* Suggestions for improvements to TeleFile;

» Reaction to a smaller, redesigned TeleFile package; and

* Reaction to implementation of a self-selected Personal Identification Number
(PIN) for TeleFile.

Also of interest were taxpayer willingness to pay for the long-distance telephone call for
TeleFile, the reasons why some TeleFilers terminate their call prior to completing their
return, and the maximum and ideal amounts of time that eligible taxpayers want to
spend placing the TeleFile call.
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Methodology

At the request of Post & Partners on behalf of the Internal Revenue Service (IRS),
Schulman, Ronca, and Bucuvalas, Inc. (SRBI) conducted a series of eight focus groups
in four locations across the United States during the week of March 19, 2001. The
objective of the research was to determine reaction to the current twelve-page TeleFile
package and to test an alternative eight-page TeleFile package for 2001 tax filing. In
each of the four locations, one group was conducted with TeleFile users and another
with non-users, with participant recruitment from lists provided by the IRS. The
locations, dates, and number of participants in each group are indicated in the following
table:

Summary of Focus Groups

Number of Number of
Location Date . TeleFile Non-
TeleFile Users
Users
New York | March 19 9 12
Seattle March 21 11 5
St. Louis March 22 9 7
Atlanta March 23 9 8
Total 38 32

The users group in New York was moderated by Kevin Sharp and the remaining groups
were moderated by Carla Jackson.

Focus group participants were recruited by SRBI telephone interviewers using the
screeners contained in Appendix A, based on listings of TeleFile users and non-users
provided by the IRS. There were separate screeners for users and non-users of
TeleFile. The moderator’s guides for the sessions are contained in Appendix B and the
twelve-page and eight-page TeleFile packages that were tested in the sessions are
provided in Appendices C and D, respectively. Each focus group was audio-recorded,
and verbatim transcriptions were subsequently prepared. Appendices E through L
contain the verbatim transcripts from the eight separate focus group sessions.
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Overall Reactions to TeleFile

Among focus group participants, habit seemed to play a significant role in determining
how TeleFile-eligible participants file their tax returns, whether they use TeleFile, 1040
EZ, 1040, or a paid practitioner. Using a familiar way of filing seems to be associated
with a sense of personal control in dealing with tax returns. Fear of making an error on a
tax return and having their return audited were also concerns for many TeleFile users
and non-users alike. The security of the tax return was also an issue for some focus
group participants, with several TeleFile users noting that the telephone is a very secure
means of filing (as long as a cordless or cellular telephone is not used). Finally, quick
receipt of tax refunds is important to many TeleFile-eligible taxpayers.

There was also some confusion, particularly with non-users, but also with some users,
about e-file and TeleFile. TeleFile was not, for the most part, recognized as a way of
filing electronically. Instead, e-filing was equated by non-users and most users with
online filing. As one non-user in St. Louis asked, “does (e-file) have anything to do with
filing on the telephone, or is it two different things?”

Current Users. Overall reaction to TeleFile by current users was extremely positive. A
number of the participants in the user groups said they had used TeleFile for several
years and had been very pleased with TeleFile as a means of filing their taxes. Users
cited the following advantages of TeleFile:

» Fast — It is very quick to prepare for and file tax returns using TeleFile.

» Easy — TeleFile is easy to complete because the IRS does most of the work. As
a Seattle user noted, “it is not brain surgery.”

* Free — TeleFile makes it unnecessary to pay a tax practitioner or to purchase
online software for filing tax returns.

» Error-free — TeleFile is error-free once the correct numbers are inputted because
the IRS does all the calculations. As an Atlanta user noted, “...you do not have
to do the math or anything or worry about the calculations and (making an error).”
A user in St. Louis said, “(It) beats doing all the math.” Most users also
appreciated having the opportunity to confirm each entry they made during the
TeleFile call.

* Secure — There is no worry about an unauthorized person obtaining personal
information from a TeleFile return.

* Provides quick refunds — Most refunds were received by users within ten days to
two weeks (the exception was a participant who experienced a problem with an
incorrect routing and account number for direct deposit of a refund).

» Offers the ability to file the state tax return at the same time as the Federal return
in some states.

Some participants recognized that a taxpayer needs to live at the same address as in
the previous year to receive a TeleFile package. The main disadvantage of TeleFile
cited by users was the fact that several had not received a TeleFile packet some years
in the past because they had changed addresses. These taxpayers enjoyed the
convenience of TeleFile in the past and were displeased when they were unable to use
it. The worst thing about TeleFile, several participants remarked, is not getting a
TeleFile package when you want to use it.
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Most TeleFile users said that they recognized the TeleFile packet when it arrived this
year, since they had been expecting a mailing from the IRS. However, several
respondents noted that they nearly discarded their TeleFile package this year: “it came
folded like a piece of junk mail” (New York user) and another remarked, “it looked like a
coupon package” (New York user). Many respondents said they sort quickly through
their mail, discarding anything that looks like an advertisement, and there was some
confusion this year because of the appearance of the package and the perception that it
had not been folded for mailing in previous years.

Most of the users, especially those who had previously used TeleFile, went directly to
the tax record page in their package:

* ‘] read the tax record first and then what | don’t understand, | find the instructions
and read it” (New York user).

» “l think the first year | got it, | read everything. This year | just went straight to the
worksheet.” (Seattle user)

*  “You just want to fill out the form. (You) don’t want to read.” (New York user)

One Seattle user did not open the packet until sitting down to make the telephone call to
TeleFile, but he had used TeleFile in previous years and said he knew exactly what to
do.

Among the TeleFile users, many had elected to use electronic deposit of their refunds.
There remained, however, distrust of electronic refunds on the part of focus group
participants. One user said his bank frequently makes errors, so he preferred to have
his refund by paper check. The possibility of error in check routing and account
numbers for refunds was also a concern for some respondents. As one St. Louis user
noted, “I was just fearful that ...someone would put down the wrong number and | would
be trying to figure out where my money went one day.” In contrast, one of the other
participants in the St. Louis user group noted that her refund check had once been lost
in the mail, which encouraged her to use direct deposit.

Non-users. Many of the participants in the non-user sessions were unfamiliar with
TeleFile prior to the focus group discussion. The non-users said they used a variety of
means to file their income taxes: 1040EZ, 1040, paid preparers, going to the IRS
building, and even online filing. A few respondents had attempted online filing but found
it too difficult.

Some participants recalled receiving the TeleFile package, although many did not. One
participant in the New York non-users group who uses a paid preparer said that she did
not pay any attention to the booklet when it arrived because she knew she would not be
using it. Others recognized that the TeleFile package came from the IRS, although
several non-users in New York said it looked like a newsletter they receive from their
State Senator. Similarly, another respondent remarked “it should say that it is a tax
return because | think a lot of people see the IRS and they are automatically scared so
they don't even bother to open it” (New York non-user). A few non-users thought that
this was the first year of TeleFile since they were unfamiliar with it.

Aside from unawareness of its availability, reasons mentioned by non-users for not using
TeleFile include the following:
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* “l never used it because if | have a question that that they can’t answer, then |
can't get answers over the telephone electronically. ...I would rather speak to a
live person.” (New York non-user)

* “The IRS is big and scary and | don’'t want to make a mistake (using TeleFile).”
(New York non-user)

* “l don't think |1 would feel comfortable doing it the first time. | would need
somebody to help me through it the first time and maybe next time | would be
able to do it.” (St. Louis non-user)

* ‘| just like to be sure about things. Until it has been proven amongst other
people... | wouldn't use it. | am a little skeptical.” (Atlanta non-user)

Some of the non-users were uncomfortable with the idea that it is unnecessary to mail a
W-2 with a TeleFile return, and several thought that this would lead to potential fraud. A
Seattle non-user remarked, “it seems... it would be easier to cheat on this than it would
the old way, 1040 EZ.”

In the St. Louis and Atlanta groups in particular, respondents seemed very unfamiliar
with TeleFile, and they had to be led through the 2000 package page-by-page to have it
explained to them. In contrast, a Seattle non-user looked through the package and
observed “my guess is that a sixth grader could fill this out with these directions.”

Especially among non-users, TeleFile was viewed as particularly attractive to younger
people, new taxpayers, and those in the military. “It is really appealing to somebody who
doesn't have a lot of things to deduct” (St. Louis non-user).

A few non-users said that they had used TeleFile in previous years but their income or
interest precluded them doing so for the 2000 tax year. At the end of the discussion,
some of the eligible non-users indicated that they might be willing use TeleFile in the
future if they received a packet, since they understand how to use TeleFile and its
potential benefits as a result of participating in the focus groups.

Schulman, Ronca, and Bucuvalas, Inc. Page 7



Suggested Improvements to the TeleFile 2000 Package

Most of the participants in the user groups indicated that the twelve-page TeleFile
package included everything they needed to file their tax return using TeleFile. Many
who had used the product in previous years indicated that they turned directly to the
filing page, completed the information, and then proceeded to place their telephone call.
However, some suggestions for improvement of TeleFile were offered by TeleFile users
and by non-users after they looked through the current TeleFile package.

Appearance of the TeleFile Package. Several participants in the user groups
said they had originally thought that this year’s TeleFile package was “junk mail’
and had nearly discarded it. In the non-users groups, several respondents
indicated that they definitely or probably had discarded the package.
Respondents said that the package came folded just like “junk mail” and the
contents were not clearly indicated on the cover. Some respondents said it
reminded them of a mailing from their State Senator or the Red Cross. In the
Atlanta users group, however, most respondents said that they were expecting to
receive tax filing materials from the IRS, so it came as no surprise to receive the
TeleFile package.

Tax Tables. Particularly in New York and Seattle, participants in the user groups
suggested that the Tax Tables be included in the TeleFile package so that users
could estimate the amount of their refund or payment prior to calling. Several
respondents indicated that they had no other way to estimate this information.
However, several relatively young taxpayers in the Seattle group said they had
used the tax tables from their parents’ tax packages to estimate their tax before
calling. Other respondents said that they had obtained copies of the tax tables
from the post office, local library, by writing the IRS, or from the IRS Website. A
few respondents also indicated that they wanted to have information about the
amount of the standard deduction, which was not provided in the TeleFile
package. Several focus group participants who had not obtained copies of the
tax tables said they had terminated a call to TeleFile because they wanted to
determine the amount of their tax before actually filing. One TeleFile user in
Atlanta may have expressed the underlying motivation for wanting the tax tables
even when using TeleFile when she noted, “...The natural instinct for a taxpayer
is...to sit down and figure out what my taxes are and then | tell the IRS, it is
not...the IRS is going to give you what you owe...because that has never been
the case.”

Marketing Pages. Relatively few respondents said that they read the marketing
pages (page 2 presenting bulleted information about e-filing and page 3 with a
testimonial about using e-filing) in the process of filing TeleFile. Many just turned
to the Tax Record page without reading these pages. A few first-time TeleFilers
and others had read the pages, but generally had not found them very helpful.
Many participants volunteered that the marketing pages could be eliminated from
the TeleFile package. Their comments included:

0 “The IRS doesn't need to say stuff like this.” (New York user)

o “..You are selling a product on the front page and then you are
contradicting the product right inside...” (New York non-user).

o “l would have never read it in a million a years” (New York non-user).
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0 “This does not deserve a whole page because it is making me not even
want to continue the TeleFile.” (New York non-user).

0 “This is kind of cheesy.” (St. Louis non-user)

o “l am not really interested in her story. | am interested in the message
her story is trying to deliver. So give me the message.” (Atlanta non-user)

0 “This picture would be more helpful if (it) depicted the positive things
(about TeleFile). She is smiling and she filed by phone and got a refund
in 10 days.” (Atlanta non-user)

There was confusion in several groups about page 2, since it addressed both
TeleFile and online filing. As one respondent remarked, “I remember thinking
...there might be a difference involved because it talked about e-file” (New York
user), while another noted that “one question is which form is appropriate for you
as taxpayer” (New York non-user). Another non-user in New York summarized
the thinking of many participants when he asked, “What is the difference between
TeleFile and e-file? When | see the ‘e’ in front of anything, | think computers.... |
see ‘tele’ and | think phones.” Some respondents felt that online filing should not
be included in the TeleFile package, while others suggested that the various
electronic filing options could be made clearer to filers.

TeleFile and TeleTax. Many patrticipants in the user groups did not notice the
TeleTax section in the TeleFile packet when they filed, and most users and non-
users did not immediately perceive the difference between TeleTax and TeleFile
even when the section was pointed out to them. “Too many names for things” is
one way that a New York non-user characterized TeleFile and TeleTax.
However, some participants remarked that TeleTax topics might be useful if they
had a question about their taxes, and for many participants, the telephone (rather
than the Internet) is the preferred means of accessing tax information.

Concerns about Incorrect Routing and Account Numbers for Electronic
Deposit of Refunds. Several participants noted that the TeleFile packet did not
include instructions in case taxpayers entered the incorrect routing and account
number for direct deposit of their refund or debiting of their payment. One
participant said that she had provided the incorrect numbers and then had to
telephone the IRS to determine what to do. There was some concern in the New
York non-users group that it was unclear what to do in case of other errors that
TeleFilers might make.

TeleFile Filing Telephone Number. Some respondents felt that the telephone
number for filing TeleFile should be larger and more prominently displayed in the
package.

Telephone Number for Assistance. Several participants suggested that there
should be specific number where they could call for assistance in using TeleFile
and that this telephone number should be prominently displayed on the filing
package. For the most part, respondents were unimpressed with the telephone
numbers provided in the section "Calling the IRS for Tax Help”. This section was
considered non-specific to TeleFile users and was also difficult for some users to
find in the TeleFile package. As one respondent noted, “...getting tax help is one
thing, but getting help with your actual TeleFile form (is not) quite the same
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thing.... | am not so sure that if you call any IRS number that they are going to
be able to help you with something in TeleFile ” (New York TeleFile user). One
Seattle user suggested that “maybe TeleFile should be connected to an operator.
So, ...if you mess up or you have a question, you can hit a prompt like the bank
does.”

Obtaining a Copy of the Tax Return. Many TeleFile users were unaware that
they could obtain a copy of their TeleFile return, although instructions for doing
so were provided in the package. Participants felt that they might need this
information when they applied for a home mortgage or (in the case of one
respondent in New York) for immigration purposes. Some participants also
suggested that all TeleFilers (or those who requested it) should be able to obtain
a hard-copy showing how their tax was calculated. “I would prefer ...some sort
of official-looking receipt. | always let New York State figure out my taxes and
they always send out a little computer printout as to what they took out as
deductions and what my refund was” (New York user). In Seattle, TeleFile users
commented that “I think that a printout of exactly how the computer calculated
(the tax) would be really helpful” and that “I still am the kind of person that | want
paper documentation.”

Unnecessary Information in the TeleFile 2000 Package

After reviewing the TeleFile 2000 package, both TeleFile users and non-users were
asked if it contained any unnecessary information. Participants suggested that the
following items were unnecessary:

TeleTax Topics — Participants believed that information about TeleTax could be
provided in other IRS documents and was generally not needed by taxpayers
using TeleFile. It should be remembered that most focus group participants had
not noticed TeleTax until the page-by-page review of the TeleFile package.

“Marketing” pages (pages 2 and 3) - As described in the previous section of
this report, many focus group participants had already mentioned that these
pages were not very useful or were confusing. Accordingly, both TeleFile users
and non-users thought that the pages could be dropped from the TeleFile
package with no significant impact on potential filers.

Pie Charts - Not realizing that the pie charts showing major categories of
Federal income and spending are required by law in tax filing documents, some
participants suggested that they could be eliminated. In St. Louis, one TeleFile
user remarked, “It doesn't make me feel any better knowing where (my taxes
are) going” and an Atlanta user said, “This part with the pies is totally over my
head... | would rather see something here saying this is the quickest, easiest
way to file your taxes.” However, some participants countered by saying that the
pie charts were useful: “It shows where your money goes” (New York non-user)
and “I like ...the pie charts ...because | think it is important for citizens to know
how tax dollars are spent” (Atlanta user). A New York user commented, “Social
programs and national defense...just envelope the entire pie. | just get a little
aggravated, but | smile. It is fun to look at.” Finally, another respondent in the
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New York users group remarked that the pie charts evoked memories of Ross
Perot.

Reaction to the Redesigned TeleFile 2001 Package

Participants in both the user and non-user groups were asked about their reaction to a
redesigned eight-page version of the TeleFile package, which is contained in Appendix
D. Within the exception of the Atlanta users group, reactions to the redesigned TeleFile
package were very favorable overall. There was consensus among the groups in terms
of desirable and undesirable features in the redesigned TeleFile package, but also some
disagreement about specific content.

Desirable Features of the Redesigned TeleFile package

Participants in the user and non-user focus groups noted the following improvements in
the eight-page package, compared with the twelve-page package used in 2000:

Shorter length. The package was considered less intimidating and more inviting
than the twelve-page package. One user in New York said, “...lots of people
when they see a big thick book, they don’t want to go through it.” A non-user in
Seattle said, ‘If | received this in the mail, just by looking at it, it looks simple.” A
non-user in New York characterized the revised package as “simpler and to the
point,” while another participant in the group said that it did not appear as
intimidating as the twelve-page package.

Cover design. There was nearly unanimous agreement in all of the groups that
the redesigned cover saying “2001 TeleFile” was an improvement over the 2000
cover because it allows taxpayers to identify the TeleFile package at a glance
and eliminates the risk of mistaking it for junk mail. Participants felt that the new
cover identified the contents of the package and made TeleFile look simple to
complete. A non-user in St. Louis summarized by saying that the new cover
“looks more important and makes you pay attention.” However, there were
several respondents in various groups who felt that the white space on the back
of the folded cover page was essentially wasted. There were suggestions that
abbreviated marketing information, including the benefits of TeleFile, might be
included on the back cover.

Improved layout. Participants especially liked having the Tax Record moved
forward to page 3 in the TeleFile. Consolidating the bulleted list of who can file
and the instructions for the Tax Record on page 2 was viewed as an
improvement by many, although not all, in both the users and non-users focus
groups. Most participants felt that it was easier to follow the flow of the items in
the redesigned package than in the twelve-page package.

Streamlined instructions. Specific instructions for completing TeleFile
remained across from the Tax Record, with other instructions provided after the
Tax Record, as was the case in the twelve-page package. However, one
TeleFile user in New York noted “...On page two there is this little piece (of)
instructions. And you look at that, it makes you think (these) are all the
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instructions to fill out the form... and really it is not. It could even say ... for
further instructions, turn to page four.” Alternatively, it was suggested that the
“general instructions” following the Tax Record could be renamed “general
information” for clarity.

* Ending with the Privacy Act. One New York non-user said “I like how they end
it with the Privacy Act, like you could go to sleep and not worry about who is
going to have... my Social Security number. | like that.” Other participants in the
group agreed with this view. There was also discussion in most of the groups
about the security of personal information, and this statement speaks to those
concerns.

Undesirable Features of the Redesigned TeleFile Package

Most of the participants in both the user and non-user focus groups preferred the
smaller, streamlined look of the eight-page TeleFile package. In contrast, the
participants in the Atlanta users group preferred the twelve-page package. As
summarized by one Atlanta user, "The old form does have its limitations, but at least it is
in big print and it is easier to find what you are looking for. (When) | look at the new
proposed form, | feel like | am hunting to find what | need.” Similarly, another user in
Atlanta commented, “I think they are trying to make (the form) more inviting by cutting
stuff out and making it shorter, where | think they kind of are defeating the purpose
where it doesn’t flow.... | think it would be better just to make the information they have
flow better.” There was also a concern that the new form would cause taxpayer errors in
TeleFiling, ultimately leading to being audited.

Despite the generally positive reaction to the redesigned form, there were some features
of the eight-page package that focus group participants characterized as undesirable.
These included:

* Reduced font size. While most focus group participants recognized that the use
of smaller font size contributed to the reduction in the size of the TeleFile
package, many participants felt that it was almost too small. As one New York
user commented, “the type is so small and | get really tired of reading things.” In
particular, participants felt that size of the 800-number for TeleFiling as shown in
two places on the Tax Record was too small: as one St. Louis non-user noted,
“the number needs to be big at the top. When you register for your classes or
something at school, the number is everywhere. It should be easy to find.” A
user in New York emphasized “the phone number is the most important thing.”
Also, the various toll-free telephone numbers for the IRS on pages 4 and 5 of the
redesigned package were viewed as somewhat difficult to see: “...there are a lot
of different 800 numbers here, which really confuse you. You have to really read
things in detail to be sure” (St. Louis user).

* Changes to the Tax Record. While participants approved the relocation of the
Tax Record to page 3 of the redesigned package, many said that it had been
reduced too much in size, preferring the full-page Tax Record in the twelve-page
package. There was also some concern that the Tax Record page in the
redesigned package is not as “idiot proof’ (New York non-user) as the version in
the twelve-page package. The Atlanta users group suggested that the Tax
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Record could be redesigned as a checklist or road map so that people would
know what to expect.

Earned Income Credit (EIC) Information. While participants generally felt that
too much space was devoted to the EIC in the twelve-page package, they
believed that it was confusing to have EIC information on both pages 2 and 3 of
the redesigned package. Instead, they suggested that the information be
consolidated on a single page. At the same time, they recognized that there was
insufficient space on page 2 for all of this information, which would place it prior
to the Tax Record so that taxpayers qualifying for EIC could identify the
appropriate form for filing.

Location of Check Example. In the twelve-page package, instructions for
locating the routing and account numbers on a check for direct deposit were
provided on page 4 opposite the Tax Record. In the eight-page packet, the
check example was behind the Tax Record at the bottom of page 6. At first,
some participants thought that the check example was omitted from the revised
package: “it looks like they don'’t give you that little diagram that shows you how
to figure out ...your routing and account number...” (New York user). Even after
the check example was pointed out to them by other participants or the
moderator, many participants still thought it was located in the wrong place. As a
respondent in the St. Louis user group noted, “I think the picture (of check
routing and account numbers) is important ...on that page (opposite to the
worksheet. You are not going to be flipping through to see what numbers you
want to give them and to insure that you...get your money.” Providing the correct
routing and account numbers for direct deposit of refunds was viewed as critical
by most of the focus group participants.

Tax Tables. Several respondents noted that Tax Tables were missing from the
eight-page form. As discussed in an earlier section of this report, some
participants wanted the Tax Tables included in the TeleFile package so they
could determine their tax liability before filing TeleFile. There seemed to be no
recognition that TeleFilers would end up figuring their own tax if they used the
Tax Tables.

Benefits of TeleFiling. There was some discussion about the fact that the
resigned package did not convey the benefits of TeleFiling. While there was
disagreement about the desirability of eliminating the marketing pages, there was
consensus that the redesigned package failed to convey the benefits of TeleFile,
especially that it is fast and easy and offers quick refunds. As one Atlanta non-
user noted, “I am not sure that these things...on page two are the best things to
represent the (benefits) of filing this way. The free filing and the fast refund. |
think it is the ease of having to complete these eleven lines that makes this
benefit and not necessarily that it is fast or ...paperless... | think you are
emphasizing the wrong thing.” There was some discussion that a brief listing of
the benefits of TeleFiling might be added in place of the white space on the
redesigned cover. One user in Atlanta suggested, “I would take these marketing
aspects of why this service is so great and put that on the outside.” Several
respondents in the groups characterized the blank area on the cover as wasted
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space, although some conceded that it might be undesirable to cram too much
information on the cover.

IRS Web Address. Some participants had difficulty finding the Web address for
the IRS in the redesigned TeleFile package, and believed that it was easier to
find in the twelve-page package.

Supplementary Information. Additional information on pages 4 through 6 of the
redesigned TeleFile package was viewed favorably by most respondents. They
felt that this information might be useful to some filers, but that it belonged after
the all-important Tax Record.

Opening to the Last Page of the Package. A number of participants who liked
the redesigned TeleFile package overall noted that it opens to the back page
when it is unfolded. They wondered if there were a way to change the cover,
while retaining its desirable features, to encourage TeleFilers to open to page 2
rather than to the last page.

“Do Not Mail” Logo. Some participants felt that the “do not mail” logo on the
Tax Record page of the twelve-page package was helpful to TeleFilers, but noted
that it was eliminated in the eight-page package.

Mixed Reactions to Features of the Redesigned TeleFile Package

While there was general agreement among the focus group participants about many of
the desirable and undesirable aspects of the redesigned TeleFile package, there were
also some disagreements about some of the modifications:

Who can use TeleFile. In the twelve-page package, this information required an
entire page and was presented as a series of boxes to be checked. As one New
York user noted, “it doesn’'t need to be a whole page”. One participant in the
Atlanta users group said that this page caused him some anxiety, because as he
got near the end of the checklist, he was afraid that he wouldn’t be able to use
TeleFile. Another Atlanta user said “it is almost like a game... it makes you feel
special if you made it through, but if you don't, it is like, sorry, guy.”

A New York user responded to the shortened version by saying, “this looks like
the adult version” and a St. Louis non-user noted, “I think that | could figure it
checking in a yes/no box.” Participants in the Seattle non-user group also
wanted additional information included with respect to TeleFile eligibility, such as
what to do if you are a homeowner and need to itemize, or are a taxpayer
repaying educational loans. As one Seattle non-user noted, “it took me a while to
realize that | couldn’t use this, and man, | want to use it.”

In contrast, an Atlanta participant who preferred the checklist in the twelve-page
version said “when it is the first time you are doing it, it kind of forces you to find
the information out. Here it is just something else | will pass over”. In New York a
non-user noted, “I like the flow chart layout... It is definitely simplistic... itis more
or less like a point and click would be on a browser.” Similarly, a St. Louis user
said, “I actually prefer the checklist...it's obviously a worksheet to make sure you

Schulman, Ronca, and Bucuvalas, Inc. Page 14



read through it and qualify, whereas the other one on the new version you might
not read through....”

* Elimination of Information about Online Tax Filing. There was discussion in
most of the groups as to whether online filing should be mentioned in the TeleFile
package. As previously described, there was some confusion whether TeleFiling
was a type of e-filing. Many respondents equated e-filing with the Internet.
Some participants felt that the elimination of the discussion of e-filing included on
page 2 of the twelve-page brochure was an advantage of the eight-page
package, since the possibility of confusion between TeleFile and online filing was
reduced. There were other participants, however, who felt that there should be
some discussion of online filing so that taxpayers were aware of all of their
potential choices in filing their returns.

* Elimination of Marketing Pages. Many respondents identified the marketing
pages as something that could be readily dropped from the twelve-page TeleFile
package, and some of them were gratified to see that these pages were not
included in the redesigned eight-page package. One respondent in the Seattle
non-user group said that the real life example in the marketing pages of the older
package might have been intimidating to some potential taxpayers. However,
other participants felt that the marketing pages served a useful purpose in
encouraging young taxpayers to TeleFile. In Atlanta, one user noted that the
marketing pages in the 2000 TeleFile package gave it an unofficial look which
“does not scare you... what the IRS does is scare you....” Another said, “As
much as this girl is worthless and not necessary, what it does is makes it more
inviting... There’s nothing (in this new version) that makes it inviting.”

* Fewer graphics. In the Atlanta users group, respondents liked the graphics in
the twelve-page package and criticized their reduction in the redesigned eight-
page package. In contrast, a user in New York noted that “fewer graphics (is
good) because that is wasting our space.”

Reasons for Hanging up Prior to TeleFiling

Based on the focus group discussions, there appeared to be several reasons why
respondents terminated their TeleFile sessions prior to filing:

« Some TeleFilers felt that the computed tax did not seem correct, and they
wanted a chance to check their numbers before submitting their returns.

* Some respondents said they wanted to determine the tax owed prior to filing.
For example, one respondent said, “If you owe like a million dollars or something
you might want to wait until April 15™ (New York user).

* Some respondents were unprepared to file their state tax at the same time as
their Federal return.

» One participant with call waiting was interrupted in the middle of filing.

In virtually all of the cases, respondents called back to file, sometimes almost
immediately. There was some mention of the advantage of being able to file from any
telephone, even when at a friend’s home or on a vacation.
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Recording the Calculated Tax Information and Confirmation Number for TeleFile

Virtually all of the TeleFile users said that they recorded the tax information for items |
through M of the Tax Record. There was particular interest in the amount of the refund
or payment. All of the TeleFile users also said that they recorded and saved the
confirmation number (Item N). As one TeleFile user in Seattle said, “You need (the
confirmation number) to call and check on something... If you need to call and talk to a
person, they are going to ask you what that number was.”

Reaction to a Self-Selected Pin
The preponderance of focus group participants had a negative reaction to a proposed
self-selected Personal Identification Number (PIN), compared with the IRS-provided

Customer Service Number, for TeleFile. Focus group participants noted:

e “ltisjust one more PIN. | have ... a million pins.” (New York TeleFile user).

* “l have so many PINS... and passwords for every little thing. If it's on the label, |
think it would be a lot easier and you wouldn't forget it.” (St. Louis non-user)

* “l don't care enough about choosing my own PIN to go dig it out.” (St. Louis
user)

In other words, most respondents felt that they already have enough PINs to remember
and did not want another one. One non-user who had filed online last year was unable
to find her PIN, and her calls to the IRS about obtaining her PIN had been unsuccessful.
She had recently sent in a written form to request her PIN.

In contrast, some respondents said they preferred a self-selected PIN:

* “l use the same PIN for all my stuff... | use the same numbers just to keep it
easy.” (New York non-user)

e “l would much rather have a number | picked than to try and remember some
number they gave me.” (New York non-user)

* “l want the self-selected (PIN) because if | have to remember it, | want to make

my own.” (St. Louis non-user)

Overall, non-users seemed somewhat more interested in the self-selected PIN than
were current TeleFile users.

Most respondents said they would have access to their tax return for the previous year
to obtain their adjusted gross income and total tax, which would be required to obtain a
PIN. One respondent in the New York non-users group noted, however, “I retain
ungodly amounts of junk... | would probably be in a panic or day-long search through my
personal records to find my taxes from last year.” A few others indicated that a lengthy
search might be required to find their tax records, although they were confident that they
had retained the needed information somewhere.

Schulman, Ronca, and Bucuvalas, Inc. Page 16



Willingness to Pay for the TeleFile Call

When asked about their willingness to pay for the long-distance call for TeleFile, reaction
was strongly negative in both the user and non-user groups. A Seattle hon-user noted,
“It would peeve me (to pay). | mean, | am paying taxes and why should | pay for the
phone call? And “I think that we should get this as a service.”. In St. Louis, a TeleFile
user noted that having to pay for a long distance telephone call would discourage some
potential filers from using TeleFile. There was concern, particularly in the St. Louis user
group, that potential filers could have to pay long-distance rates for being on hold. And
as one non-user in St. Louis noted, “everybody has an 800 number these days.”
TeleFile users in Seattle and Atlanta noted that not everyone has long distance service.

A few participants in the user groups said that they might be willing to pay for the call. A
TeleFile user in New York said, “If they said your refund is $2,000, | would say ‘okay, |
will pay for the call.” A Seattle user noted, “In my opinion, it is kind of worth it ... to know
what (the refund) is and... to get it back quickly. ...thatis what | would pay for,” while a
user in Atlanta said “I would do it but | would resent it.” Some respondents provided a
context in which to consider paying for the long-distance call by noting that taxpayers
have to affix a stamp to their mail tax returns and that others pay a practitioner to
prepare their taxes, or purchase special tax preparation software.

Maximum and Ideal Amount of Time to Complete TeleFile Call

Both users and non-users were asked to provide the maximum and ideal times they
thought it should take to complete the actual telephone call for TeleFile. The average
time to complete a TeleFile call is actually 11 minutes. Several respondents noted that
the time would depend upon how many W-2 forms a filer had, as well as the number of
times a filer wanted confirmation of one of the entries in TeleFile. Maximum times to
complete TeleFile mentioned by respondents ranged from 5 to 60 minutes, with a
majority of respondents saying 10 or 15 minutes. Ideal times were somewhat shorter,
with 10 minutes most often mentioned.
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TeleFile Users and Non-users Focus Group Study
Telephone Screener

READ IN:

RESPONDENT NAME

RESPONDENT ADDRESS/CITY/ST/ZIP
RESPONDENT MARITAL STATUS
FOCUS CITY

FACILITY NAME

FACILITY ADDRESS/CITY/ST/ZIP
DATE

TIME

Hello, I'm with SRBI, the national survey research firm, and we are
assisting the Internal Revenue Service in a research study.

FOR INDIVIDUAL FILERS: May | speak with _ NAME FROM LIST OF INDIVIDUAL
FILERS?

FOR MARRIED-FILING-JOINT FILERS: May | speak with NAME FROM LIST OF
MARRIED-FILING-JOINT FILERS or the spouse who is responsible for preparing and
fiing NAME FROM LIST OF MARRIED-FILING-JOINT FILERS's Federal income tax
return?

AFTER REACHING THE APPROPRIATE PERSON, RESTATE THE FIRST
SENTENCE AND CONTINUE WITH:

The IRS is trying to improve its electronic filing program. Specifically, IRS is trying to
learn what it can do to make its TeleFile program more attractive to taxpayers who were
eligible to use it this filing season. We are arranging a series of focus groups to discuss
TeleFile issues with taxpayers. If you qualify, we will pay you $50 to compensate you for
your time and travel.

Al May we begin?

YeS..ooiviiiiinnnn. 1 SKIP TOS.1
Bad time.....................2 SCHEDULE CALLBACK
No, Refused....... 3 GO TOA.2

IF RESPONDENTS ASK HOW THEIR NAME WAS OBTAINED:

THE IRS PROVIDED SRBI WITH A LIST OF THE NAMES AND ADDRESSES ONLY,
OF TELEFILE ELIGIBLE TAXPAYERS IN THE AREA. BY THE TERMS OF OUR
CONTRACT, WE ARE NOT ALLOWED TO DISCLOSE THE NAMES, ADDRESSES,
OR TELEPHONE NUMBERS TO THE IRS OF ANYONE WHO AGREES OR REFUSES
TO PARTICIPATE IN THE STUDY. ALL INFORMATION YOU PROVIDE IS KEPT
STRICTLY CONFIDENTIAL.
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IF CONCERNED ABOUT ANONYMITY:
YOU WOULD BE REFERRED TO BY YOUR FIRST NAME ONLY, AND YOU MAY USE
A SUBSTITUTE NAME IF YOU LIKE.

We are required by law to report to you the OMB control number for this public
information request. That number is OMB #1545-1349.

First, | need to ask you a few questions to see if you qualify for the focus groups. These
questions will take less than five minutes of your time.

S.1  Within the last three months, did you receive a TeleFile Package from IRS in the
mail for filing your 2000 tax return?

YES.iiiiiiiiii i 1

NO.ooii 2 THANK AND END
Don’'t remember........ 3 THANK AND END
Refused..........c.cocveiennnn. 4 THANK AND END

S.2 Have you filed your tax return for 2000?

YES. oo 1 SKIP TO S.3
NO..o o2 GO TO S.2a
Don’'t remember........ 3 THANK AND END
Refused........cccovvivinnnnn, 4 THANK AND END

S.2a When you file your tax return for 2000, do you plan to use TeleFile, a Form
1040-EZ, some other means of filing, or are you not required to file
a tax return?

TeleFile....cooooviiii 1 SKIP TO S.6 (MAX=2)
Form 1040-EZ..........c.ccovvviiiinn2 SKIP TO S.5 (MAX=2)
Other (Specify): .3 THANK AND END
Not eligible to file in 2000................. 4 THANK AND END
Refused........ccoeivviiiiiiii . 5 THANK AND END

S.3 Did you use TeleFile to file your 2000 tax return? [CHECK ONE].

Yes (To be recruited for Group A,
TeleFile USErs).....c.ooviiiie i 1 SKIPTOS.7

No, used some method other than TeleFile
(To be recruited for Group B,
TeleFile NON-USErS).......cccooeviiiiiiiiiie e, 2 GOTOSA4

Don't remember/refused..........ccoovvviiiiiiininnn. 3 THANK AND END
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GROUP “B” NON-USERS

S.4  Did you use Form 1040EZ instead of TeleFile to file your 2000 taxes?
YeS 1
No, used some other form............ 2 THANK AND END
Don’t remember/don’t know.....3 THANK AND END
Refused.......ccooovviiiiiiiii e, 4 THANK AND END
S.5 When you [filed/plan to file] your 2000 tax return, [did/will] you use a paid tax
professional to either prepare or file your tax return?
Y S it 1 MAX=3
No, filed return yourself............... 2 MIN=5
Don’t remember/don’t know.....3 THANK AND END
Refused........ccoovovviiiiiiiie e, 4 THANK AND END
S.6 Did you receive a TeleFile Package for 19997 (Not this year’s 2000 return)
YeS oo 1
N[0 JE 2
Don’t remember......... 3
Refused...........cccooveinnnen. 4
S.6a In 1999, did you use TeleFile when you filed your 1999 return?
(Not this year’s 2000 return)
YeS ..o 1
NO..cooiiii 2
Don’t remember......... 3
Refused.............c.cooiiils 4
CONDITIONAL:
Did not receive TeleFile Package
for 1999 and did not use TeleFile in 1999......... 1 MAX=4
Received TeleFile Package for 1999
but did not use TeleFile in 1999..................... 2 MAX=4
Received TeleFile Package for 1999
and used TeleFile in 1999............ccoveiii v 3 MAX=4
(Vol.) Don’t remember/Refused................... 4 MAX=2
CONDITIONAL: IF Q.2A=2 OR 3 AND ABOVE CONDITIONAL=1, 2, OR 4

THEN THANK AND END
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EVERYONE

S.7

S.8

S.9

S.10

S.11

S.12

Which of the following best describes your age?
[READ CHOICES AND CHECK ONE ANSWER BELOW]

18to 24...............1 MAX=5
25t039....ciiiiiinnn2 MAX=5
40 or over............ 3 MAX=5
Refused.....................4 MAX=2

Which of the following best describes your 2000 income? (READ CHOICES AND
CHECK ONE ANSWER BELOW.)

Less than $10,000.......c..ccovvenieiiiiiaiaeannn, 1 MAX=5
At least $10,000 but less than $25,000............2 MAX=5
$25,000 OF MOT€.....vvieeeeeeeee e eenen, 3 MAX=5
Refused......ccociiiii i, 4  MAX=2

Which of following best describes how you consider yourself...?
[READ CHOICES AND CHECK ONE ANSWER BELOW]

NOTE: MAXIMUM OF 6 FOR ANY SINGLE CATEGORY

Black or African-American...........ccoovvveiiiiiieiininnns 1
White or Caucasian........cccvivv i i 2
Hispanic or Latino.............coeviiieiii i 3
A S AN i 4
American Indian or Alaska Native...................c...o... 5
Native Hawaiian or Other Pacific Islander, or.................. 6
Something Else (specify): ... 7
(VOL) MiXE......virii e e e e e, 8
(Vol.) Don't Know/Refused..................ceevvenen 9

Gender (BY RECRUITER OBSERVATION)

Female............ 2 MAX=5

We are asking a group of about 8-10 taxpayers who were eligible to use TeleFile
to participate in an informal round table discussion commonly know as a focus
group. Have you ever participated in a focus group before?

YES. i 1 MAX=3
NO. oo 2
Don't know/Refused...... 3

IF “YES” ABOVE, ASK: Was this participation within the past twelve
(12) months?

Yes.......... 1 THANK AND END
NO......evveennn2 EXTEND INVITATION TO PARTICIPATE
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IMPORTANT:
NO MORE THAN 3 PARTICIPANTS WITH PRIOR FOCUS GROUP EXPERIENCE
WILL BE RECRUITED FOR EACH FOCUS GROUP.

Congratulations, you qualify for the study. If you participate, you will be part of a focus
group discussion with 8 to 10 other taxpayers who were eligible to file their 2000 income
tax return by using TeleFile. You will be paid $50 for your time and travel upon
conclusion of the focus group session. There will also be complimentary snacks and
beverages for you during the session.

S.13 The focus group discussion will be held at [LOCATION NAME AND ADDRESS] on
[DATE] at [TIME]. Will you be able to attend?

YeS...ovonnnn. 1
No...........vv.v......2  THANK AND END
Not sure...... 3 ARRANGE CALLBACK

We will need to re-contact you 48 hours prior to the session to confirm that you still plan
to participate.

S.14 Let me confirm, am | speaking to [RESPONDENT NAME]?

YeS...ooovviiinnn. 1 SKIP TO S.15
NO oo 2
Refused......... 3

S.14a What is the name we should use when we call you back. Just give me
your first name only, or a name that you would like to be known by.

NAME

S.15 s this the best telephone number to reach you at?

YeS...oooviiiinnn. 1 SKIP TO S.16
NO oo 2
Refused......... 3

S.15a What is the best telephone number to call?

TELEPHONE NUMBER 1

TELEPHONE NUMBER 2
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S.16

S.17

S.18

S.19

S.20

When is the best time to call?

We'd like to send you detailed directions on how to get to the facility where the
discussion will occur. We can either mail you the instructions or, if you prefer,
fax them to you. How would you like the directions sent to you?

Mail.....ooe e 1 GO TO S.18
FaX. i 2 SKIPTOS.19
Other (specify): ... 3 SKIP TO S.20
Neither........................ococeeo.....4 . END

Let me confirm, is your mailing address [READ ADDRESS]?
YeS..oooiiinnn. 1 SKIP TO END
NO..oviiiiiinn 2

Refused......... 3

S.18a What is your correct mailing address?

Refused............2

What is your fax number?

Refused............2

Record Information

Refused............2
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END:
Finally, if you would like, | can give you a name and address where you can send
comments and questions regarding the time estimates for this phone call.

READ ONLY IF RESPONDENT ASKS FOR ADDRESS OF WHERE TO SEND
COMMENTS:

SEND COMMENTS TO: Tax Forms Committee

Western Areas Distribution Center

Rancho Cordova, CA 95743-0001
Your comments should reference this project by the OMB control number. That number
is OMB #1545-1349.

Thank you for participating in the study.
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TeleFile Users Focus Group Study

MODERATOR'S GUIDE

Hi! My name is and I'm a focus group moderator from Schulman,
Ronca, & Bucuvalas, Inc. The Internal Revenue Service has asked us to speak
with you today/tonight. The IRS wants to improve the way it deals with people.
As the nation’s tax collection agency, they feel they should be responsive to
taxpayers by providing the best electronic filing products possible. To better
serve the public and to have a more efficient tax system, the IRS needs the input
of taxpayers, like your-selves, on some changes the IRS is considering for the
TeleFile product. How many of you have ever participated in a focus group
before? For those of you who have not and as a refresher for those of you who
have, we have some ground rules that | would like to go over.

* The IRS contracts with a Research Facility, like this one, to arrange for people to
speak with us. Part of that contract states that we are required to ensure that they
only know you by your first name. Therefore, you remain anonymous to the IRS
and are free to tell me what you think.

* There are no wrong answers. I'd like everyone to participate, so speak one-at-a-
time, loudly, and clearly.

» Because it's hard to listen to your comments and write, we are taping this session.
The tape will be used only by me to write our report. ?A copy of the tape will be
provided to IRS.? (NO NAMES WILL BE USED IN THE REPORT)

* | have several colleagues observing from behind the one-way mirror. The observers
are here to hear your comments and see your visual expressions only. We will use
the tapes and visual expressions from this group, along with 7 other focus groups
that we are conducting, with people like yourself, across the country to write our
report.

* | will be watching our time and directing our conversation. We will be here about 2
hours. There will be no formal break. However, if you need to stretch, go to the
restroom, or walk around a little, please feel free to do so but please come back
quickly. Your comments are very important to us. Also, please no smoking.

» We are required by law to report to you the OMB control # for this public information
request. That number is OMBXXXX-XXXX.

» Before we start, let me point out that our discussion will be focused on the TeleFile
Package that you received from IRS this year (and possibly in prior years). We
may touch on related issues, but the real reason we're here is to talk about the
TeleFile Package and use of the TeleFile electronic filing product.
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Warm Up

Let's begin! Please give me your first name only, how long you've lived in this area, and
what motivated you to come talk to the IRS? Note: Go around the table.

General Information

* What is the TeleFile Package? (PROBE: what they know about the contents of the
package and how it is used.)

» Did anyone notice any changes in this year's Package over last year's? If so, how?

We are going to be discussing changes to the TeleFile package itself first. Later, we will
be asking other questions about the TeleFile product and how it is used.

TeleFile Package

The TeleFile Package that was mailed to TeleFile eligible taxpayers this year was a
condensed version of the 1999 TeleFile Package. To refresh your memory, here is a
copy of the 2000 TeleFile Package. (PASS AROUND COPIES OF THE 2000 TELEFILE
PACKAGE, AND GIVE PARTICIPANTS A FEW MINUTES TO REFRESH THEIR
MEMORIES.)

1. IRS wants to determine the minimum amount of information needed by taxpayers to
complete their TeleFile returns. Did this version of the TeleFile Package contain
everything you needed to complete your return? (GET COUNT OF PARTICIPANTS
WHO DID NOT NEED ANY ADDITIONAL INFORMATION TO COMPLETE THEIR
TELEFILE RETURNS.)

For those of you who needed additional information...

2. What information was missing from the TeleFile Package? (CAPTURE IDEAS ON A
FLIP CHART. AFTER ALL MISSING ITEMS ARE LISTED, GET A COUNT OF
HOW MANY PEOPLE NEEDED EACH ITEM. IF THERE WAS NO MISSING
INFORMATION, PLEASE SKIP TO QUESTION NUMBER FIVE.)
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3. Now that we have identified items that were missing from the package, where did
you go to get the information you needed to complete your return? (ASK EACH
PARTICIPANT WHO SAID THAT THE TELEFILE PACKAGE WAS MISSING
INFORMATION THEY NEEDED TO COMPLETE THEIR RETURN. SOME
POSSIBLE SOURCES OF INFORMATION ARE LISTED BELOW. PROMPT WITH
THESE CHOICES, IF NECESSARY:

IRS Toll-free Customer Service: (800) 829-1040

IRS Web Site:

IRS TaxFax Service: (703) 368-9694

TeleTax Information (recorded information): (800) 829-4477

Ordered IRS forms and publications by phone: (800) 829-3676

Walk-In to local IRS Office to either pick up forms and publications or talk
to IRS service representative

Worote to IRS for forms and publications

Other? (Please specify.)

For all...

4. Did you notice pages 2 and 3? Did this marketing information have any influence on
your decision to use TeleFile? (GENERATE A DISCUSSION OF THE IMPACT OF
THE MARKETING PAGES ON PARTICIPANT'S DECISION TO USE TELEFILE.
DID THEY HAVE NO INFLUENCE, SOME INFLUENCE, OR A SUBSTANTIAL
INFLUENCE?)

5. s there anything other than the marketing pages (pages 2 and 3) that the TeleFile
Package contained that was not necessary? (CAPTURE ANY IDEAS ON FLIP
CHART. MAKE SURE TO CAPTURE SPECIFIC PAGE AND/OR SPECIFICALLY
WHAT WAS NOT NEEDED.)

Now lets look at the specific features of the new (twelve-page) package.

6. When you prepared your 2000 tax return, how many of you went directly to the
TeleFile Tax Record (page 7) to prepare the TeleFile return? (USE THE
FOLLOWING QUESTIONS TO GENERATE A DISCUSSION OF HOW
PARTICIPANTS USED THE TELEFILE PACKAGE TO PREPARE THEIR TELEFILE
TAX RECORD AND TO PREPARE FOR MAKING THE PHONE CALL TO FILE
THEIR RETURN.)

7. Did any of you refer to any of the instructions at any point, to help you complete the
Tax Record?
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8. Which items did you refer to?

EIC Eligible Information? (RECORD COUNT)
Balance Due Information? (RECORD COUNT)
TeleTax topics? (RECORD COUNT)
Pie Chart? (RECORD COUNT)
Marketing Information for e-file? (RECORD COUNT)

Alternative TeleFile Packages

For next year (2001), IRS is considering further simplification of the TeleFile Package.
Here is one version they are considering using. (PASS AROUND SEVERAL COPIES
OF THE EIGHT-PAGE PROTOTYPE TELEFILE PACKAGE.)

9. What are the differences you notice between the 2000 (twelve-page) package and
this eight-page version? (CAPTURE IDEAS ON A FLIP CHART. ONCE ALL
PARTICIPANTS HAVE HAD AN OPPORTUNITY TO DESCRIBE DIFFERENCES,
PROCEED TO THE NEXT QUESTION.)

10. Now that we have identified the differences, we would like to rank those from the
most desirable to the least desirable. First, we will decide which are desirable and
which are not. Next we will rank each group. (POLL PARTICIPANTS. TRY TO
GET CONCENSUS ON WHICH DIFFERENCES ARE DESIREABLE AND WHICH
ARE NOT.)

NEXT, RANK THE DESIREABLE LIST FROM MOST DESIREABLE TO LEAST AND
THE UNDESIREABLE FROM LEAST UNDESIREABLE TO MOST. RECORD
RANKINGS ON FLIP CHART(S).

Filing a Return Using TeleFile

11. How many of you made the phone call to file your TeleFile return?
Made TeleFile phone call personally? (RECORD COUNT)
Had someone else make phone call? (RECORD COUNT
AND ASK EACH RESPONDENT WHO HAD SOMEONE ELSE MAKE THE
PHONE CALL, WHOM THEY HAD MAKE THE CALL AND WHY. RECORD
REASONS.)

12. Did any of you use the second part of the TeleFile Tax Record to enter the amounts
provided during the TeleFile phone call (items I, J, K, L, and M)?

13. Did anyone not record their 10-digit confirmation number (item N) after completing
their return?

14. What is the maximum amount of time you feel would be tolerable for completing a
tax return on the telephone?

Participant 1 minutes (RECORD TIME AMOUNT)
Participant 2 minutes (RECORD TIME AMOUNT)
Participant 3 minutes (RECORD TIME AMOUNT)
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15.

16.

17.

18.

19.

Participant 4 minutes (RECORD TIME AMOUNT)

Participant 5 minutes (RECORD TIME AMOUNT)
Participant 6 minutes (RECORD TIME AMOUNT)
Participant 7 minutes (RECORD TIME AMOUNT)
Participant 8 minutes (RECORD TIME AMOUNT)
Participant 9 minutes (RECORD TIME AMOUNT)
Participant 10 minutes (RECORD TIME AMOUNT)
Participant 11 minutes (RECORD TIME AMOUNT)
Participant 12 minutes (RECORD TIME AMOUNT)

The IRS says that the current average amount of time for completing the TeleFile
return phone call is eleven minutes. What amount of time would you consider to be
ideal? (POLL PARTICIPANTS. TRY TO GET CONCENSUS ON WHAT THE IDEAL
AMOUNT OF TIME IS. RECORD CONCENSUS TIME.)

Often, taxpayers hang up the phone before completing the filing of their return.
There are three points in the TeleFile script at which taxpayers most often hang up.
The guestions that are asked by the script at these points are shown on this sheet
that I am handing out. (HAND OUT SHEET 1 TO ALL PARTICIPANTS.)

Regarding the first question (Flow point #2000), what are the possible reasons for
hanging up? (RECORD LIST ON FLIP CHART.)

Regarding the second question (Flow point #2040), what are the possible reasons
for hanging up? (RECORD LIST ON FLIP CHART.)

Regarding the third question (Flow point #5090), what are the possible reasons for
hanging up? (RECORD LIST ON FLIP CHART. THIS CONCLUDES THE
QUESTIONS REGARDING THE TELEFILE SCRIPT.)

Additional Questions

20.

Currently, the IRS provides a toll-free phone number for filing TeleFile returns.
Would you be willing to pay for this, approximately ten-minute, long-distance phone
call? (POLL PARTICIPANTS. DETERMINE HOW MANY WOULD BE WILLING TO
PAY AND HOW MANY WOULD NOT.)
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21.

22.

This current filing season, IRS introduced the “Self-selected PIN” for all electronic
returns except TeleFile. The Self-selected PIN would eliminate the need for IRS to
send taxpayers a Customer Service Number (CSN). Additionally, taxpayers would
not need a TeleFile Package to file via TeleFile. In order to use the Self-selected
PIN taxpayers must know two pieces of confidential information from their prior
year’s tax return, Adjusted Gross Income, and Total Tax. Do you retain copies of
your prior year tax returns or Tax Records to access the confidential information
necessary to use the Self-selected PIN? (POLL PARTICIPANTS. DETERMINE
HOW MANY KEEP RECORDS OF THEIR PRIOR YEAR'S TAX RETURN
INFORMATION AND HOW MANY DO NOT.)

What would be your preference for a PIN for TeleFile, the current IRS provided
“Customer Service Number” (CSN) or, the Self-selected PIN? (POLL
PARTICIPANTS. TRY TO DETERMINE HOW MANY WOULD PREFER THE
CURRENT METHOD (CSN) AND HOW MANY WOULD PREFER THE SELF-
SELECTED PIN.)

Conclusion

| need to go into the backroom to see if | forgot to ask you anything important or if other
guestions have come up.

While I'm gone, please talk about how IRS can improve the TeleFile program. (GET
VOLUNTEER TO LIST ON FLIP CHART.)

(AFTER YOUR RETURN, ASK ANY ADDITIONAL QUESTIONS NECESSARY AND
RECORD INFORMATION WHERE APPROPRIATE.)

Thank you for all your help. Is there anything else you'd like to add? Thanks again and
please don't forget to see the hostess (host) on the way out.

GOODNIGHT!
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SHEET 1

TELEFILE SCRIPT POINTS WHERE TAXPAYERS ARE MOST
LIKELY TO HANG UP

* Flow point #2000, " Your TeleFile Tax Record has been preprinted with your
name and address. Your refund will be mailed to the address preprinted on
the Tax Record. If the name and address on your Tax Record are correct,
pressl. If not, press2."

* Flow point #2040, "To use TeleFile, you will need your completed TeleFile
Tax Record and W-2s from all jobs held in 2000. The TeleFile system will
accept up to 10 W-2s and allow up to $50,000 of taxable income. Please
enter the 9-digit Social Security Number for the first person listed on the Tax
Record now.

* Flow point # 5090, If you wish to file a return at this time press 1. If not press
2.
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TeleFile Non-users Focus Group Study

MODERATOR'S GUIDE

Hi! My name is and I'm a focus group moderator from Schulman,
Ronca, & Bucuvalas, Inc. The Internal Revenue Service has asked us to speak
with you today/tonight. The IRS wants to improve the way it deals with people.
As the nation’s tax collection agency, they feel they should be responsive to
taxpayers by providing the best electronic filing products possible. To better
serve the public and to have a more efficient tax system, the IRS needs the input
of taxpayers, like your-selves, on some changes the IRS is considering for the
TeleFile product. How many of you have ever participated in a focus group
before? For those of you who have not and as a refresher for those of you who
have, we have some ground rules that | would like to go over.

 The IRS contracts with a Research Facility, like this one, to arrange for people to
speak with us. Part of that contract states that we are required to ensure that they
only know you by your first name. Therefore, you remain anonymous to the IRS
and are free to tell me what you think.

* There are no wrong answers. I'd like everyone to participate, so speak one-at-a-
time, loudly, and clearly.

* Because it's hard to listen to your comments and write, we are taping this session.
The tape will be used only by me to write our report. ?A copy of the tape will be
provided to IRS.? (NO NAMES WILL BE USED IN THE REPORT)

* | have several colleagues observing from behind the one-way mirror. The observers
are here to hear your comments and see your visual expressions only. We will use
the tapes and visual expressions from this group, along with 7 other focus groups
that we are conducting, with people like yourself, across the country to write our
report.

» | will be watching our time and directing our conversation. We will be here about 2
hours. There will be no formal break. However, if you need to stretch, go to the
restroom, or walk around a little, please feel free to do so but please come back
quickly. Your comments are very important to us. Also, please no smoking.

* We are required by law to report to you the OMB control # for this public information
request. That number is OMBXXXX-XXXX.

» Before we start, let me point out that our discussion will be focused on the TeleFile
Package that you received from IRS this year (and possibly in prior years). We
may touch on related issues, but the real reason we're here is to talk about the
TeleFile Package and use of the TeleFile electronic filing product.
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Warm Up

Let's begin! Please give me your first name only, how long you've lived in this area, and
what motivated you to come talk to the IRS? Note: Go around the table.

General Information

*  What is the TeleFile Package? (PROBE: what do they know about the contents of
the package and how it is used.)

» Did anyone notice any changes in this year's Package over last year's? If so, how?

We are going to be discussing changes to the TeleFile package itself first. Later, we will
be asking other questions about the TeleFile product and how it is used.

TeleFile Package

The TeleFile Package that was mailed to TeleFile eligible taxpayers this year was a
condensed version of the 1999 TeleFile Package. To refresh your memory, here are
copies of the 2000 TeleFile Packages. (PASS AROUND SEVERAL COPIES OF THE
2000 TELEFILE PACKAGE, AND GIVE PARTICIPANTS A FEW MINUTES TO
REFRESH THEIR MEMORIES.)

23. IRS wants to determine the minimum amount of information needed by taxpayers to
complete their TeleFile returns. Does this version of the TeleFile Package contain
everything you would need to complete your return? (GET COUNT OF
PARTICIPANTS WHO FEEL THEY DID NOT NEED ANY ADDITIONAL
INFORMATION TO COMPLETE THEIR TELEFILE RETURNS.))

For those of you who feel you would need additional information...

24. What information was missing from the TeleFile Package? (CAPTURE IDEAS ON A
FLIP CHART. AFTER ALL MISSING ITEMS ARE LISTED, GET A COUNT OF
HOW MANY PEOPLE NEEDED EACH ITEM. IF THERE WAS NO MISSING
INFORMATION, PLEASE SKIP TO QUESTION NUMBER FIVE.)
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For All...

25. Did any of you use an electronic filing method besides TeleFile to file your return this
year? (IF NO PARTICIPANTS USED AN ELECTRONIC FILING METHOD, SKIP
TO QUESTION 4.) For those of you who did, Did you notice pages 2 and 3? Did
this marketing information have any influence on your decision to use an electronic
method? (GENERATE A DISCUSSION OF THE IMPACT OF THE MARKETING
PAGES ON PARTICIPANT'S DECISION TO USE SOME OTHER FORM OF
ELECTRONIC FILING SUCH AS TAX PREPARER e-file or ON-LINE FILING. DID
THEY HAVE NO INFLUENCE, SOME INFLUENCE, OR A SUBSTANTIAL
INFLUENCE.)

26. Is there anything that the TeleFile Package contained that you feel was not

necessary? (CAPTURE ANY IDEAS ON FLIP CHART. MAKE SURE TO CAPTURE
SPECIFIC PAGE AND/OR SPECIFICALLY WHAT WAS NOT NEEDED.)

Alternative TeleFile Packages

For next year (2001), IRS is considering further simplification of the TeleFile Package.
Here is one version they are considering using. (PASS AROUND SEVERAL COPIES
OF THE EIGHT-PAGE PROTOTYPE TELEFILE PACKAGE.)

27. What are the differences you notice between the 2000 (twelve-page) package and
this eight-page version? (CAPTURE IDEAS ON A FLIP CHART. ONCE ALL
PARTICIPANTS HAVE HAD AN OPPORTUNITY TO DESCRIBE DIFFERENCES,
PROCEED TO THE NEXT QUESTION.)

28. Now that we have identified the differences, we would like to rank those from the
most desirable to the least desirable. First, we will decide which are desirable and
which are not. Next we will rank each group. (POLL PARTICIPANTS. TRY TO
GET CONCENSUS ON WHICH DIFFERENCES ARE DESIREABLE AND WHICH
ARE NOT.)

NEXT, RANK THE DESIREABLE LIST FROM MOST DESIREABLE TO LEAST AND
THE UNDESIREABLE FROM LEAST UNDESIREABLE TO MOST. RECORD
RANKINGS ON FLIP CHART(S).
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Filing a Return Using TeleFile

29. You received the TeleFile Package but decided to file your return by some means

30.

other than TeleFile. What are the reasons that you did not use TeleFile? (POLL ALL
PARTICIPANTS. LIST ALL REASONS GIVEN ON A FLIP CHART. DETERMINE
HOW MANY PARTICIPANTS EACH REASON GIVEN PREVENTED THE USE OF
TELEFILE. ALSO RECORD THE NUMBER OF PERSONS FOR WHOM EACH
REASON APPLIES.)

What would it take for you to use TeleFile in the future? (POLL ALL
PARTICIPANTS. RECORD ALL IDEAS THAT WOULD INCREASE USE OF
TELEFILE.)

NEXT, RANK THE IDEAS FROM MOST DESIREABLE TO LEAST. RECORD
RANKINGS ON FLIP CHART.

31.

32.

If you had used TeleFile for your 2000 tax return, what is the maximum amount of
time you feel would be tolerable for completing a tax return on the telephone?

Participant 1 minutes (RECORD TIME AMOUNT)
Participant 2 minutes (RECORD TIME AMOUNT)
Participant 3 minutes (RECORD TIME AMOUNT)
Participant 4 minutes (RECORD TIME AMOUNT)
Participant 5 minutes (RECORD TIME AMOUNT)
Participant 6 minutes (RECORD TIME AMOUNT)
Participant 7 minutes (RECORD TIME AMOUNT)
Participant 8 minutes (RECORD TIME AMOUNT)
Participant 9 minutes (RECORD TIME AMOUNT)
Participant 10 minutes (RECORD TIME AMOUNT)
Participant 11 minutes (RECORD TIME AMOUNT)
Participant 12 minutes (RECORD TIME AMOUNT)

The IRS says that the current average amount of time for completing the TeleFile
return phone call is eleven minutes. What amount of time would you consider to be
ideal? (POLL PARTICIPANTS. TRY TO GET CONCENSUS ON WHAT THE IDEAL
AMOUNT OF TIME IS. RECORD CONCENSUS TIME.)

Additional Questions

33.

34.

Currently, the IRS provides a toll-free phone number for filing TeleFile returns.
Would you be willing to pay for this, approximately ten-minute, long-distance phone
call? (POLL PARTICIPANTS. DETERMINE HOW MANY WOULD BE WILLING TO
PAY AND HOW MANY WOULD NOT. GENERATE DISCUSSION OF REASONS
PARTICIPANTS WOULD/WOULD NOT BE WILLING TO PAY.)

In addition to its TeleFile product, IRS, through partner companies, offers On-Line
filing of tax returns. How many of you have access to a computer and the Internet?
(POLL PARTICIPANTS. DETERMINE HOW MANY HAVE ACCESS TO BOTH A
COMPUTER AND THE INTERNET. GENERATE DISCUSSION OF POSSIBLE
PLACES TO ACCESS COMPUTER AND INTERNET, BESIDES PERSONAL
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35.

36.

37.

38.

OWNERSHIP, I.E. PUBLIC LIBRIARY, HIGH SCHOOL OR COLLEGE, PARENTS,
FRIENDS, ETC.)

Some of the companies that IRS partners with to provide On-Line filing offer their
On-Line filing free. How many of you were aware that, free, On-Line filing is
available? (POLL PARTICIPANTS. DETERMINE HOW MANY ARE AWARE OF
THE AVAILABILITY OF FREE, ON-LINE FILING. GENERATE DISCUSSION OF
HOW TO FIND FREE, ON-LINE FILING THROUGH IRS WEB SITE. POLL
PARTICIPANTS TO DETERMINE HOW MANY ARE INTERESTED IN USING ON-
LINE FILING NEXT YEAR.)

This current filing season, IRS introduced the “Self-selected PIN” for all electronic
returns except TeleFile. The Self-selected PIN would eliminate the need for IRS to
send taxpayers a Customer Service Number (CSN). Additionally, taxpayers would
not need a TeleFile Package to file via TeleFile. In order to use the Self-selected
PIN taxpayers must know two pieces of confidential information from their prior
year’s tax return, Adjusted Gross Income, and Total Tax. Do you retain copies of
your prior year tax returns or Tax Records to access the confidential information
necessary to use the Self-selected PIN? (POLL PARTICIPANTS. DETERMINE
HOW MANY KEEP RECORDS OF THEIR PRIOR YEAR'S TAX RETURN
INFORMATION AND HOW MANY DO NOT.)

What would be your preference for a PIN for TeleFile, the current IRS provided
“Customer Service Number” (CSN) or, the Self-selected PIN? (POLL
PARTICIPANTS. DETERMINE HOW MANY WOULD PREFER THE CURRENT
METHOD (CSN) AND HOW MANY WOULD PREFER THE SELF-SELECTED PIN.)

Are any of you seriously considering using TeleFile for next year, if you qualify?
(POLL PARTICIPANTS. FOR THOSE WHO ARE CONSIDERING USING
TELEFILE, ELICIT A DISCUSSION OF WHY THEY ARE NOW CONSIDERING
USING IT. WHAT HAVE THEY LEARNED ABOUT TELEFILE THAT HAS
CONVINCED THEM TO CONSIDERING USING TELEFILE.)
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Conclusion

| need to go into the backroom to see if | forgot to ask you anything important or if other
guestions have come up.

While I'm gone, please talk about how IRS can improve the TeleFile program. (GET
VOLUNTEER TO LIST ON FLIP CHART.)

(AFTER YOUR RETURN, ASK ANY ADDITIONAL QUESTIONS NECESSARY AND
RECORD INFORMATION WHERE APPROPRIATE.)

Thank you for all your help. Is there anything else you'd like to add? Thanks again and
please don't forget to see the hostess (host) on the way out.

GOODNIGHT!
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Appendix C: TeleFile Twelve-page Package
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Printed copy will contain an actual TeleFile 2000 package.
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Appendix D: TeleFile Eight-page Package
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Printed copy will contain an actual TeleFile 2001 package.
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Appendix E: Transcript — New York TeleFile Users
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IRSTELEFILE FOCUS GROUP
USERS
NEW YORK, NY
MARCH 19, 2001, 6:00 PM

Intro . . . How many of you have participated in TeleFile before this year? Seven
out of the nine here. Let’s go around the table and introduce ourselves. Let's
begin with Kelly.

My name is Kelly. | am a paralegal at atrust and estates law firm. | have used
TeleFile two years.

| am Michelle. | do product development design. | have used it for a few years
now. Maybe three or four, however long it has been going on.

My name is Cheryl and | am a budget and policy analyst and this year was the
first year that | have used it.

| am Michaela. | am an administrative manager in a human resources department
at acollege. Thisisthethird year | have used TeleFile.

| am Hans. | work for a French company called Forchonne as a cash room
manager.

My name is Kelly and | am a book production manager. | have used TeleFile
sinceit has become available.

Which has been?
| don’t know.

| am Shay and | am a senior in college studying marketing and management. This
ismy first year using TeleFile.

| am Lori. | just moved here from Boston. | have used TeleFile two yearsin a
row.

David and | am a high school teacher and | have used it about three or four years.
Great. The first question that | have is kind of a knowledge question. | suspect
most of you can answer. What does the TeleFile package do? Does anybody
know what that is?

That little booklet that you got in the mail?
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Uh huh. Did everybody here get a booklet?

Yes.

Yes.

Yes.

Did anybody not get a booklet or what we call the package?
You can't redly fileif you don’'t haveit.

What do you know about it? What does the package contain?
All theinfo, it has your PIN number and everything step by step.

This is just kind of what you remember about the contents of the package.
Besides all that what else doesiit have?

It has the receipt in case you owe money in back taxes. It has the receipt for you
]Eﬁlrpr?il it out. It has all the instructions in it and the info boxes that you need to
Anybody else? What else does it have?

It has a number to call.

Y eah.

Y eah it has an 800 number.

Tax tables.

No it doesn’'t. That iswhat | don’t like about it.

It has aregular tax number.

The state does.

But no, the TeleFile, it doesn’t. Y ou are wondering, so you call twice.

So not having tax tables, the tax tables are a bit of a safety net for you that you
like to have?

Yeah you like to know where you stand. If you owe like a million dollars or
something, you might want to wait until April 15™.

Page 54



And if you don’'t have it, that causes you to call again?
Yes. But at least thereisthat option.

Y eah that isagood thing. You don’'t have to file right then.
When did you hang up?

After you go through the whole thing, because you don’t find out until the end
what your dollar amount is and whether it is owed or refunded.

They figure everything, which is anice option.

But it would be nice to get the tax tables, because then you could figure out, do |
want to make this call.

So you hang up before you actually submit it then?

Right. You go through the whole thing and right at the end.

And that is because you don’'t have the tax tables?

Y eah, because once you start filing through TeleFile, especialy the last two years,
they don’t include the tax tables any longer. So to get the schedules you would
have to go to the Post Office and library and get them and then figure it out. Itis
just easier, alittle bit scary, but easier to go through the whole thing and wait and
seeif you like the answer.

This is the beauty of a focus group. Now | am going to pursue this now that we
are here. How many of you actually caled the first time and then hung up and
then called back again and finished the job? Raise your hands. Four out of the
nine.

Do you mean any year or this year?

Any year. Okay five. Let's talk about that a minute. Why did you, besides this
reason that we just mentioned, was there another reason why or another point
where you hung up and retried?

| had written the numbers down and look backed at them and they didn’t make
sense to me so | hung up and called back again.

At what point was that? Do you remember?

It was after it had told me what my refund was going to be.
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And it didn’t make any sense because you thought the refund should have been
more or less?

| thought it should have been more.

So you didn’t want to submit because that would have committed you?
Exactly.

Were there any other places or reasons?

The same for me. | did the same thing.

Y ou wanted to somehow confirm that that was the accurate amount that you were
getting?

Yes.

And then how did you find out that it was the accurate amount?

| did it all over again. Like | hung up and said, oh yeah, and | had to go through
the whole process and | took my time with every answer. Then | worked it out
first again.

Did you use aworksheet or anything?

| used just a scrap piece of paper. | wasn’t sure what to do with that piece of paper
that | filled out and everything | wrote up the numbers on. | wasn’t sure what to
do with it. | wasn't sureif | kept that or if | had to mail that in so | didn’t want
anything on there. That iswhy | called back.

Back to content again. What do you remember there being in the package?

Socia Security number.

Your Socia Security number?

Y eah.

What information that the IRS is providing in the package?

That cute pie.

Tell me about the pie?
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Y ou know the pie about how your tax dollars are spent.

What do you think about that?

| don't really think it isal that necessary. Itislovely but it iskind of, you know.
Irrelevant?

It is a little piece that takes up space but to me it is not really that important. |
mean, on my tax return information it is not that important.

Did anyone, since most of you are repeat users, did you notice any changes in this
year’ stax package over last years?

It came folded like a piece of junk mail. It is really good that they said do not
throw away because it looked like when | took it out of my mailbox, it was like.

So in years past it had been on 8 by 11 piece of paper?

Yeah. Thisyear it is much less expensive to mail it that way, which | understand.
Y ou know how oblivious you are when you are getting your mail.

It looks like a coupon package.

Exactly. And then you would cry because you would have to use the forms and
do it the other way. But in previous yearsit was mailed flat like aregular form.

But you would have the tax table.
That is true.
But even like the TeleFile form used to be mailed flat.

What else about the form was different? Did you notice anything about the
content of the form? Length?

It seemed shorter. | think it seemed more compact. | remember looking at this
year’ sthinking, whereis everything else. It seemed more compact.

We are going to be discussing changes to the TeleFile package itself first. Later
we will be asking other questions about the TeleFile product and how it is used.
Let's go into the TeleFile package. The TeleFile package that was mailed to
eligible tax payers this year was a condensed version so your impression was
correct. From the 1999 version, it is alittle bit shorter. | have copies of this year
that | would like to pass around. Doesthislook familiar to everyone?
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Very familiar.

The IRS wants to determine the minimum amount of information needed by
taxpayers to complete their TeleFile. Did this version of the TeleFile package
contain everything you needed to complete your return?

Uh huh.

Yes.

Did it have any information that you could have used that wasn’t in the return or
wasn't in the package?

The tables.

No, did it have anything that wasn't in there but you could have used it?

But wehad just said . . .

Oh the tables, that is right. | am sorry. | was thinking pie. So the tax tables
would be something that would have been convenient for you. What else, if
anything? | am going to write down some things on the flip chart.

One thing | thought of . . . | didn’t notice a phone number to call if you have a

problem. If you fileit, and then realize that you did something wrong. | wouldn’t
know what to do at that point.

Say that again.

A phone number to call if you had a problem or you didn’t understand something.
It is pretty self-explanatory.

It didn’t have a phone number?

It has a phoneto call to file. But a phone number for problems.

Did anybody have any problems that they contacted the IRS about?

Yeah, | did actually. After | filed mine, | realized that | put the wrong routing
number for my bank account. | called back and | spoke to someone. | don't
recall if | caled the same and accessed something. | don’t recall. But I did call
and speak to a person who said | had to file an amended version.

Y ou don’t remember the exact number that you called though?

It might have been the same number.
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What is the number?

1-800-829-5166.

Isthat the only number that they have on there to call?
They have aforms and publications number.

That isthe regular IRS helpline | think.

Yeah. And thereisan information serviceto call right here. It is 1-877-cdforms.
There isanumber for specifics here.

Which iswhat?

1-800-829. ..

Okay that isthe Tax 1040 line.

| didn’t have any problems.

Did anybody experience any problems at all other than they wanted to confirm
their refund amount?

| filed through TeleFile in 1997 and loved it and couldn’t wait to file it because |
wanted to get my refund as quickly as possible. | did not receive a TeleFile form
in 1998. | called to receive one and they said if | didn’t receive one automatically
in the mail, you couldn’t receive one. The same thing happened in 1999. | knew
not to even call again because if | didn’t receive it in the mail, | was just out of
luck. | received onein 2000 and filed it.

Is there like, if you lived at a certain residence for two yearsin arow | think . . .
that iswhat | have heard.

| have been in the same place for four years. | used it the first year that | got it
and | did not receive it for the next two years.

| can’t answer your question, but you could ask the folks back there if you want to
afterwards if you want to find out. It may just have been a mailing oversight or
something. So any other information you would find absolutely necessary. |
guess we would have tax tables.

And the standard deductions.
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What is that?

The standard deduction amounts and the information you need just to figure out
when you look at your W-2s where you might be.

The standard deduction amount. Did all of you . . . | guess it was Michelle and
Kelly. Did anybody else hang up? Severa of you hung up. And you wanted to
confirm your refund amount. What did you do to confirm it? Did any of you go
and look at the tables? Like go to the Post Office and get a 1040 package? Did
you just call back and do the system again?

Yeah | think for me maybe | hadn’'t gotten al my W2's or something and | just
kind of wanted to see where | stood. | kind of figured what | had probably gotten
taken out from a second job during that same year or something. You just kind of
want to find out. Some employers give it to you very early, at the beginning of
February and others are later. Y ou just kind of want to see where you are going to
end up.

How long was the interval between when you called the first time and then called
back?

Just a couple days or aweek. It depends. . . it isnot because of a problem that |
called back. It is just when you have more information and you think you are
ready.

Did anybody go get the tax package and look at the tax tables?

| think | called and | wasn’t sure about that number. It asked you if you wanted to
confirm and | didn't. | hung up. | checked it on sort of a basic test based on the
numbers that they gave me because it tells me when | call taxable income. | think
| just took a couple minutesto look it over and then | called back.

Let me get a show of hands. How many of you consulted the tax tables after you
hung up? Actually physically consulted the tax tables?

After you hung up or before you even called?

Both.

| work with taxes at work and | looked at the tax tables.

For the rest of you who weren’t sure about your amount that the TeleFile program
was saying that you were getting back, you just went ahead and did the program

again and when it came out to be the same number, then you accepted it then?
Okay.
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R: And that wasn't this year. That was last year. This year | just had an idea and |
just ran it through.

M: Okay that is great. Let’slook at the package itself. If you wouldn’t mind turning
to page two or three, this is marketing information. Obviously they are trying to
encourage you to use the TeleFile. Did this have any influence on your decision
to use TeleFile or not?

R: No, but thisisreally stupid.

(Laughter.)

R: The IRS doesn’t need to say stuff like this.

R: Right and thisis the form that you are getting in the mail.

R: Of course, you are going to use it.

M: What about the first time users? Who were the first time users? What did you
think of the marketing?

R: | skipped right over it.

M: What influenced your decision to use it?

R: | knew that it would be fast.

M: Have you heard about it from other sources?

R: No. | thought, let metry this.

M: So the package itself was useful but not those two pages?

R: No.

R: I remember thinking, | thought there might be a different option involved because
it talked about e-file. | wanted to find out if there was another option to do it on
the computer. That would have been even easier.

M: Would you have used that option?

R: Yeah | would file over the Internet if it were available.

M: How many of you would file over the Internet than the phone if it were available?

You like the phone?
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Y eah.

What isit that you like about the phone?
Itiseasy.

It seems more secure too.

Itiseasy. Itisfree.

Y ou don’t need a computer.

| think the first time | used mine it was like 15 minutes before April 16
Something like that.

And you were able to get through?
I know | had less than an hour to file and | kept getting a busy signal.

Part of this was very confusing though because it talks about TeleFile and E-file
on the same thing.

Y eah.
So they are mixing the two?

| had no idea. If you go down it talks about TeleFile but in the very beginning it
starts out with the electronic services E-file. By thetime | got lost reading it, the
confusion between the two. | said | am not going to E-file. | will just go right to
this page and do this. | have done it before. | was someone that they could have
gotten with thisand didn’t. It wasn’t effective.

And it wasn't effective because?

It was confusing. This little story didn’t make any sense to me. They didn’t have
to sell me on the idea with the story. They didn’'t have to sell me on E-file. This
whole thing was confusing because part of it talks about TeleFile and part of it
talks about E-file.

But you were interested in E-file?

I would have filed on the Internet if | had the option. If | had known that | had the
optionto doit.

Who was the other first time user?
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| was.

What was your reaction to the marketing material ?

| passed right by it. The only reason that | used TeleFile . . . | went to the IRS
building and the line was so long that | came back home and called. First | read it
and | wanted to make sure, because | don't want to owe the IRS anything. |
called the IRS and | talked to a guy there and made sure that 1 all my numbers
wereright and then | called TeleFile.

Why did you go down to the. . . you said to the Federal Building in Manhattan to
get the form?

No, | went up there so they could file my taxes.

So you had the form filled out or you were going to fill it out there at the IRS?

I had my W-2 forms and they file your taxes for you.

Right. And everybody else had the same idea?

Y eah.

What did you think of TeleFile after you did it?

Easy.

Would you do that again next year?

Y eah, every year that they send it to me.

Is there anything other than those two marketing pages that the TeleFile package
contained that was not necessary? Let’s go over it page by page. What about on
page four? Anything on page four?

No, that is agood way to tell whether or not you can useit.

That is what made me use it actually.

Redly, page four?

Y eah, | read page four and | said, | like that.

Did you like the way that was structured, the sort of questionnaire format?

Right. It was pretty straightforward.
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What about page five? Did anybody here qualify for an earned income credit?
So it didn’t really concern anybody.

It would be useful if you did.
It is nice to know how.

Did anybody read the information under earned income credit just out of
curiosity? Did you find it confusing or did you understand it?

No. | think because | was in graduate school for haf of the year, so | tried
because my income was under the amount. That might have been actualy last
year. | went through the whole thing. | used the little guide and realized that |
didn't qualify. It wasfine. It waseasy to use.

So you had no trouble figuring out that you wouldn’t qualify?

Right no trouble at all.

Moving on to page six. This is help with your tax records. Did anybody read
this? Nobody read it. Why did you skip over this part?

| skipped it because | had used TeleFile for a couple years and obviously didn’'t
fill the form out.

What about figuring out your routing numbers?
| used to be a payroll manager so | know all that.
Cheryl, did you read this part?

| did, but you know | took the routing number off of my old tax return. They
changed the routing number or something so | have a different routing number.

Now you do. Did you think this was a necessary page?
Yes.

Yes.

Y ou need to know where to look.

And page seven, which is the TeleFile Record.

Itisanicelittle form.
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Did you goright to it?

| did.

Uh huh.

Or did you look at any of the other stuff on thisform first?

| went right to it.

| went to page four and then | went here.

Page four first. Let's go back. What was page four? Who can file by phone was
the title. So after you looked at that you went right to page seven to the
worksheet? And did you fill out the worksheet before you started?

No, | just did it.

You didn't fill out the form at all?

WEell, as | was doing it.

Asyou were on the phone?

As | was on the phone, yes.

Y ou filled out the form as you went along?

Yes.

Did anybody fill out the form or do anything to the form beforehand or always as
you went along?

Y ou don’t know totalsif you have more than one.

Did anybody not fill in the information and just filed through and took whatever
was there?

| filled out the form.
Y ou write it down.
| guessthisis anecessary page.

Yes.
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Okay, this is titled ACH Debit Authorization and Genera Instructions. Did
anybody read these?

No.

Yeah. | thought this was really handy that you could file now and then if you
owed anything they wouldn't take it away until |ater.

It was clear.

Hans, you said that you didn’t read it? You weren't interested in reading it? Is
this something they should include or not include?

| think that it should be there, but | didn’t read it.

Did anybody else read it?

| glanced at it.

You didn't read it?

| filed this way before.

Lori, you didn’t read it?

Yeah | read it. | usually read it first, and after | fill out genera information, |
usually go back here to see where | stand just to make sure that | am doing it
right.

You read it after you did the process?

| did it while| read the package.

During?

Uh huh.

Cheryl, what about you? Did you read that at any point?

No. | caled the IRS and aready had page seven filled out and was ready to go.
But it isuseful.

What about page eight, which is sort of a continuation? Quick and Easy Access
to Tax Forms. Did anybody read that part? It talks about the PC, the fax, the
phone and CD-ROM.
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Yeah. Itisuseful information. |1 mean, it didn’t apply to me, but | am glad that it
istherein caseit ever did.

David, were you interested in that part? Did you read it?

No | didn’t. | looked at it.

Okay, you decided that the phone was it and the rest of it didn’t apply?
Y eah.

Should that have been in the front of the package?

No, thisisgood. | think it isin agood spot. | have looked at it before. This year
| just passed.

What about Calling For Tax Help? Did you see that part?

Yeah, | saw this part, but getting tax help is one thing, but getting help with your
actual TeleFileform | don’t think is quite the same thing. | am not sure, because |
have never doneit. | didn’t have any problems. | wondered if, what if | finalized
acal, and then | realized | forget interest or something like that. | know that |
have to file an amended, but | would have liked a number that said specifically,
for TeleFile problems call. | am not so sure that if you call any IRS number that
they are going to be able to help you with something in TeleFile.

How many of you have access to the Internet? All of you. Everybody has access
to the Internet. Have you ever gotten on the IRS website? How many have gone
to the IRS website? Two of you. Would you consider getting on that as away of
helping you with TeleFile?

If | had a problem | might.

Do you think there would be anything on there?

| have no idea.

Nobody has had any problems right?

Right. | didn’t have any problems.

If | had a problem, | would go there.

Would you go there first or would you call first?
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| would go first.
It probably makes sense, because it is easier than being put on hold.

Actualy | would prefer to call. Sometimes the way that the page is organized you
can’'t quite find what you are looking for.

How many of you would rather cal if you had a problem? Eight.
| like that there are two options.

What else? Let’'s move on. What about page nine? How to use TeleTax? Has
anybody used TeleTax?

That ishow | did my return.

Hasit been fairly accurate?

Y eah, it was very accurate.

Y ou were expecting it and it came when you expected it?

Y eah.

Anybody else?

Yeah, | think | did two years ago, | called it. It was pretty good. It says you have
to wait three weeks, but in the past two years | have gotten my refund in less than
two weeks.

In about two weeks.

Less than two weeks.

Has anybody had a bad experience with TeleFile?

Other than not getting the package.

This part, | don’t know what thisis. You just call to find out where your check is
orifitisinroute? Isthat what it is?

Does anybody want to explain?
| called because if you give them your number, it can tell you that it has al been

processed and it says your check is expected to be mailed out on whatever date it
was. Just so you have an idea.
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| never looked at it.

Did you know that it existed?

Nope. Every timel have done it, it has been in two weeks, the direct deposit.
What has been the longest that you have gotten your refund back?

I think both yearsthat | was ableto file, | got it within ten days.

Anybody longer than three weeks?

Me.

And why?

The routing number.

Right. How about we move on to page eleven. What is this page?

The form.

What do you do with it?

Pay them money.

You send in thislittle piece of paper.

Has anybody sent thisin ever?

No.

So you have always filed by phone and then you didn’t send any formsin?

| think you only haveto send it in if you owe them money.

The one thing that | don't like about TeleFile, and | love how it is so easy to file
and your refund comes so quickly, is that if somebody asks to see a copy of your
tax return, you just have this page with little scribbles on it. | would prefer that
they would send some sort of official looking receipt. | always let New York
State figure out my taxes, and they always send out alittle computer printout as to

what they took out as deductions and what my refund was.

Is this after you have done the transaction?

Page 69



I just fill in as little as possible, send it to them. | don’t know what | am getting
back or what | owe and they send me areceipt. It hasjust the deductions on it.

So what you would like in TeleFile would be, after you have made the phone call
and you have submitted it, then you would like something in the mail?

Yes. It could be realy simple but just something if somebody asked for your tax
return and you don’t have to show them this little scratch sheet.

| completely agree with her. In my case, like for immigration purposes, because |
wasn't born here. And | am afraid when they say, | want to see your income taxes
for thepast . . . infact, if you want to be acitizen, you have to bring proof of your
income tax for the past five years. The immigration officer will look at it.

And say this doesn’t prove anything.

Then thereisadelay.

WEell are you concerned about that?

| am concerned. What she saysisright. If | go to immigration and the man said,
where is your income tax, and | showed him this, | don’t know if he is going to
buy it.

How many years have you filed with TeleFile?

| have been filing since 1995 | believe.

So if someone asked for records of the past five years, you would have to show
them five years of booklets right?

These. | know they are good, but the immigration officer would say, look | need
something else. | am afraid | might go there and he would say, | need something
else

Have you ever called the Immigration Office and asked if it is okay?

| am not in that situation, but eventually if | want to become a citizen, | am going
to have to bring proof of these. | am concerned.

What are you going to do? You are just going to bring the past tax packages?

I guess when it happens | will have to cal the IRS and say, send me something
more official.
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R: | think that kind of goes hand in hand with the fact that there is no tax table too.
A little print out showing you how they came up with your refund or payment
would be nice.

R: And also, the first year | used TeleFile, | didn’t file my state taxes. | was under
the impression that wasiit.

M: What happened?

R: Nothing ever happened. But thefirst year | said that isit.

M: But after that you filed your state taxes?

R: The next year | thought | would start filing them. | don’t think | am the only one
who did it. Who made that mistake? But the first year | thought that wasit. You
fileand that isit.

M: What about the last page?

R: The pie would be niceif it were colored.

R: Taxeswill go up.

R: It would bereally niceif thiswas bigger, the do not throw away part.

(Laughter.)

M: If they are going to leaveit like that?

R: Obvioudly it is great and more cost efficient to mail it like that but yeah especially
next year | won't be as shocked. This is the first year that it came with that. It
doesjust look like aflyer.

M: What about the purple ink?

R: Itisalovely color.

R: Maybe they should have had it . . . they could have just the purple. Like instead
of being the band purple with nice little white letters. They could have had big
across the bottom —No. No. Keepthis.

R: | really like the chart.

M: You like the chart.

R: I look at very little on thisthing. | look at the chart.
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You find it interesting?
Yeah, | look at it every year and | see the same thing.
Do they change anything?

WEell that part of the pie just gets bigger and bigger and bigger. Socia programs
and national defense and it is just like it envelops the entire pie. | just get alittle
aggravated but | smile. Itisfuntolook at.

Do you think they should include that in future tax packages or not?

Yeah. Well | am actually sort of the opposite on the whole receipt and giving the
print out and stuff. | don't even want this. | don’t want anything. | don’t want
them to mail me anything. | would love to just sit at my computer and do it or
call or whatever. | don’t want any paper.

That is an interesting question that you have raised. How many think it would be
better to have more information than what you currently have?

About what?

We talked about having the tax tables, having a printout later on of how it was
computed or areceipt in the mail. That is kind of different than the tax package,
but what about tax tables. They would obviously add agreat deal of length.

Y eah but really there is only a certain income level that can actualy file thisway.
Right.
Okay.

They at least could give you the option. They could say press one if you would
like a computer printed out thing. | just want if you apply for a bank loan or
something and they say how much did you make last year, | could show them
this. Which just doesn't ook . . . it is perfect for the TeleFile needs. It isjust not
anything you want to show anyone else.

David thinks that less is probably better for him?

Then the option would be good. If you don’t want to have it, you don't have to
have it. If you need it for something or even if later on you could take . . . you
know the confirmation number that you get after you finish. If you could go back
and maybe order like an official printout of that year's income tax to show to
immigration or the bank or whatever.
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There is anumber here that you can call and get a print out.
Isthere? Whereisthat?

If you need a copy of what you filewith the IRS.. . .

There you go.

If only you would read the general instructions.

Okay.

They could make that bigger.

Or put in under the page that you file.

Y eah, that would be good on the page.

On page seven.

We will put that down. Page seven, include where you can get a printout. So
what did we decide about the pies? Keep them? Scrap them?

No keep them.

Y ou have to do something with that other side of the page.
| think that it is good.

So | guess the pies get spared.

Well, maybe they could add a little footnote that refers us to the IRS website and
shows us what they are actually including.

So, more detailed pies on the website.

Y eah.

Hey, you can do anything on the web. Let's see. | think | have already covered
this, but did any of you refer to any of the instructions at any point to help you
complete the tax record?

Y eah.

Now you have to tell me which ones.
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| looked at the chart.
What was the name of the chart again?

It was file by phone and look at this little routing number thing. | did the sample
check.

Anybody else? What about the EIC? We already talked about that. None of you
checked on that. The balance due information? Did anybody refer to that?

| mean, last year | looked at the instructions because | had to file an amended and
| wasn't sure what to do. | looked through there.

What about the TeleTax topics. We covered that a bit. How many of you looked
at that? Two of you. What about the pie chart? How many of you looked at it?
Five. Did you look at the pie chart?

| looked at it. | didn’'t like actually read it until 1 was sitting here. When | looked
at it | thought of Ross Perot.

How many of you looked at the marketing information? Read it? We know that
you read it.

Yeah, | did.

David is two. How many else looked at the marketing and really read it? Just
two of you. Now, we can put that one away and | have another one for you to
look at. Thisisthe unveiling of the 2001 TeleFile package. We would like to get
your comments on what you think of it. It is going in the direction of David's
preference. It has gone shorter.

It is aready better with the black.

Itisrealy.

It ismore official.

The black is better?

It lookslikeit iseasier to read.

It is bolder.

Don’t throw away.
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M: Black is better than lavender?

R: And thetitleis huge here.

R: This is so much better. You wouldn’'t even need the don’t throw away because
you can see that it is your tax record. | am sorry | am getting a little excited, but
you can Ssee.

(Laughter.)

R: They really can get from that page, it was a whole page that you can file by
phone. They can getitdown. ..

M: Now we talked about that and you guys liked that page?

R: Y eah.

M: So what do you think of the new, | guessit islike athird of the page? The bullets,
the same information but . . .

R: Itisfine.

R: Sure.

R: Real nice.

R: The color is so much better.

R: They got rid of page four.

R: The paper quality is very good.

R: It doesn’t shed on you.

R: It is not the same thing. They are not going to print on this.

M: | don't know if they are going to print on this. Okay, but it comes to you till
folded like this.

R: But you can seewhat it is.

R: You can seewhat it is.

R: There is no doubt about what it is.
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And let’s look at the first part, You Can File By Phone If . .. We said you liked
that before, but this would be okay right?

Y eah.

Y eah.

It tells you what you need.

It doesn’t need to be awhole page.

Thislooks like the adult version.

Right.

We did lose the marketing stuff.

Thank God.

Where isthat E-file? Isthat not available?

That isagood question for the guys in the back.

| think people are either e-filing or tele-filing.

WEell let’s go through it and maybe it is in there somewhere else. Let’'s do it like
we did before and go through it page by page. The second subject on there on
page two is instructions for your TeleFile tax record. Would you read that or did
you read it before? Would you read it thisway? |s that necessary or should it be
included or not?

It should be included.

It is easy to read through quickly.

What about the Earned Income Credit? Remember it was on a whole page
before?

Right.
It looks like they made it easier to figure out if you actually qualify for it.

Y eah, there is alittle checklist now on the actual filing form. That makesit alot
easier.
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Okay, the EIC checklist instead of being on a separate page is now on page seven
or what was page seven. And now page seven is page three.

Uh huh.

What do you think of that?
It isgood.

Better to have it up front?
Y eah.

It looks like they don’t give you that little diagram that shows you how to figure
out what your routing and account number are?

That is on there.
Itisup there.
Okay.

It is on page six, the next to the last page. Okay so then you do page three. Let's
take alook at page three aminute. How isit different?

It is condensed.
It has the checklist.

Okay, it has the checklist that the other one didn’t have. Is the same information
on there?

Yeah.

Sometimes if you condense it you have to make the text smaller or compact it. Is
it harder to read?

No. They just took out some of the graphics.

Y eah.

Thereisonething . . . the phone number is alot smaller on the new version.
And you think that is a problem?

It took me awhile just glancing at it to find it. It took me alittle while.
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Onthisoneitisrealy big. You can't missit.

| guess that is one of the trade offs that they made. Do you think that they should
make the phone number bigger?

The phone number is on thislittle TeleFile icon on the top page.

If they want to, they could make it bigger. There is space that they could put it in
to makeit larger.

I think alittle larger on the phone number.

Anything else about thisone? Thisreally is, | guess, the most important page.
| am trying to see does it have the little do not mail.

| don’t think it does.

On the very top. Keep thisfor your records. Do not mail.

It has alittle graphic there do not mail.

That would be the only graphic that would be useful.

Again they have room for it right around here.

Y eah exactly.

Y ou know if you have done this, you know that. But for afirst time person.
Exactly. You might get all mixed up.

Let’s move on to page four. We have the authorization, access to calling the IRS.
It looks exactly the same as page eight.

Y eah.

And we dtill think thisis necessary?

Yes.

Yes.

Those two pages |ook like they are exactly the same.
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| noticed that there is a lot of different 800 numbers on here, which redly
confused you. You have to really read things in detail to be sure. | mean not as
far as filing goes but as far as doing anything other than filing. | like things kind
of together myself. | think it would be better if they just had a little list on this
800 for this, this 800 for that. Rather than you are looking here. Then there is
one over here.

| agree.

A different number for each category.

So alist of 800 numbersin one place.

Just so that you are sure that you are calling the right one.

That you didn’t miss something.

Why can’t they make page three, page four and then make page four, page three.
So put the instructions before the TeleFile records?

Y ou mentioned that before too.

What do you think is better? Y ou guys said you like to do the tax record. Most of
you are old pros at this. What about those who are filing for the first time?
Cheryl what about you? Would you have preferred to have the instructions in
front or the tax record right in front?

Thetax record.

Why?

| just want to see what | have to fill out first. Because | read the tax record first
and then whatever | don’t understand | find the instructions and read it.

Does this make sense to you to have that follow the tax records?

Yes, for me.

So you wouldn’t necessarily go right to the general instructions and then go?
No.

Hans, what about you?
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| think for the first time | would want to read the instructions first if | was a first
timefiler. And then move onto page three, which iswherel file.

What about you?

If | was afirst time filer | would probably want to read the instructions first. 1 am
thinking when | have done taxes without TeleFile, | have always gone through the
instructions before | fill out the form. TeleFile | don't know. The form is so self-
explanatory, | don’t know that it is necessary.

Now, you guys said that you didn’t really read the instructions before.

Right.

| didn’t read them.

Would you read them if they came first?

Nope. | would rather just stick to the form.

| mean, once you call, it tells you everything you need to do on the phone.

So | guessit is a question of whether you like to read the instructions first before
moving on or whether you like to use them as sort of areference.

Y eah, but even if you want to read them first, you are allowed to turn to page four
before. You could turn to thisfirst. It is not that these sections aren't there. It is
just in adifferent place.

What is weird is that on page two there is this little piece that does instructions.
And you look at that and it makes you think right here is al the instructions to fill
out the form on the next page and really it is not. It could even say there, for
further instructions turn to page four.

That would be good. Or have an 800 number to call for the instructions.

How important isit to you whether these are on page three or page four?

Not.

Not very.

Does it matter one way or the other? Do you have strong preferences?

It iskind of important to me that it isin the front.
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Yeah, | like having it in the front.

It makes more sense. Think about it. Anything you get that has instructions,
usually the instructions are the first part.

The way that they have it set up now it is going to have to go to six. The
instructions on four continue on top of page five.

They are not really instructions either.

Y eah, it iskind of background information.

They are not instructions on filling out the form.
That istrue. Maybe they should head that differently.
They could call it general information.

Right.

Y eah.

Genera Information, because | would never read Genera Information. | would
skip right over it.

Let’s move onto page SiX.

| think that TeleTax is too close to TeleFile. | don't know. | never noticed that
before. | thought it was the same thing, more information on how to file by
telephone and not to get your information. If they could call it TeleFile Status or
Refund Status or something.

So theterm TeleTax is confusing?

I think itis.

Yes.

Refund information.

Does anybody think it is a positive feeling? Do you think it is a little bit
confusing?

Y eah.
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R: Well, if you don't remember al of the names. TeleTax is on your income tax
form every year. But it islike, | don't care. You just want to fill out the form.
Wedon't want to read. They are all abit similar.

R: It is branding.

R: It istrue as far as Hans' question about not knowing to file for the state. If it said
US or something, | don't know if it isreally necessary for everyone.

(All talking.)

R: This comes from the IRS and the IRS isn’t our state and local tax.

R: Right.

R: But some new people might have a problem.

R: Right and | agree with that.

R: It says that your refund isn’t taxable when you file your state and local taxes.

R: What page?

R: On five at the top.

R: No it is saying if you filed your state and local income taxes . . . it doesn’'t
mention that you have to. Actually it almost makes you think that thisis part of
this.

R: Right. That istrue.

M: Say that again?

R: WEell the fact that it is mentioning refunds for state and local taxes almost makes
you think that that is part of this whole package.

M: Y ou don'’t think that they should be mentioning that?

R: Or say something about separate filings of your state and local taxes. Of course,
we have to realize that a lot of people that this goes to don’t file state and local
taxes.

M: Why not?

R: Because alot of states that don’t have them.
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Right.

And most citiesdon’t.

So what should we do about this?

Make all states stop having taxes.

| just sort of read this along time ago to know that | could call a separate number
to get help. | would like one phone call with a one-button option of getting a
receipt. That way if somebody six months or two years later requests my 2000
taxes, then | don’'t have to call the IRS and get the thing which could take two or
three weeks in the mail.

Like at the end of the call.

What should this receipt be?

It should be a printout of how they figured out my taxes with my income at the
top exactly the way that New Y ork state does it.

So how it was computed?

Right.

And this would be sent to you automatically?

No, if you don’t want to have a piece of paper . . .
So you if don't want it, don’t bother?

Right. If you want areceipt press one, if you don’t presstwo. That way | aways
have the option of getting it in one phone call rather than waiting for it later.

So it would be at the end of the process?

Right.

That way . . . | have never called and hung up. | have always known | was going
to get a refund and couldn’t wait to pick it up. If it was the very last question if
you would like to have areceipt of your tax?

Does anybody think that is a good idea, a bad idea?

Great idea.
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Good idea.
And it isgood because it satisfies David and me also.
Right.

WEell, we got the stuff in there about the routing numbers, the smaller diagram. Is
that okay?

Yes.

And then the 8855B7?

What is that?

I wish I made enough money that | had to do that.

And then on the last page, page eight you still have the chart.
The numbers are still the same but they are purple.

Look underneath. Fiscal year 1999. Ten years later.
Here | was thinking everything stayed the same.

They lied to you.

Isit still okay to keep these guys?

Y eah.

Yes.

So what is your general impressions of the two versions?
Better.

The second one was much better.

Much better?

Yes.

It tells you exactly what it is.

If nothing else, just for that.
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R: They should still attach the tax tables up to the income limit that is allowed.

R: Just small.

R: Or again it could be another touchtone service saying next year if you would like
tax tables included with your TeleFile form.

M: | know we have gone over them, but | want to rank the differences. What are the
major differencesin the two versions?

R: Visibility.

R: The cover yeah.

M:  What else?

R: No marketing. Even the whole first couple of pages are gone.

R: There are fewer graphics.

M:  What elseisdifferent?

R: Itissmaller. Thewholethingissmaller.

M: Shorter length. What else?

R: The form itself is much cleaner looking.

M: The tax records?

R: Y eah the tax records.

(All talking.)

R: It looks more official with it not being purple.

R: If you had to make a photocopy of this purple one it is just going to come out
solid gray. Thisis much easier to photocopy if you need to.

M: Let'skeep going. What other differences are there?

R: An easier checklist. An easier to use page.

M:  What other differences?

Page 85



Y ou know, they could use this space right here to have al of the phone numbers
that you might need in one spot.

Y eah.

Okay that is a suggestion for improvement. What other differences do you have?
Y ou can file by phone qualifications are much smaller. It isnot abig checklist.
Do you like that better?

Y eah better.

| don't like it, because the typeis so small and | get really tired of reading things.

The type is smaller. If that were a larger package, would you prefer the larger
print or bigger print?

| guess that now that | have filed already, | mean, | know what thisis. It isno big
deal. | read page four and that is what made me do this.

And you would be less likely to read?

I think 1 would be annoyed because | have to read tiny type al day. | would read
it.

Kelly what do you think? Smaller?

The smaller type doesn’'t bother me. Again, | have aready filed it, so | would not
read it anyway.

Exactly.

Hans do you like the smaller type and smaller checklist or bigger type and maybe
alittle bit longer form?

| don’t think | would enjoy that much smaller type.

So you prefer the current page four to what is being proposed? | mean the current
page four takes up a whole page. You go through alogical sort of questionnaire
style format. The current format now has about a third of a page in a bullet
format. What do you think is more useful ?

Y ou are talking about the two.

Anybody else can comein onit too if they like.
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| think that it isfine.

Smaller or larger?

| like it smaller.

| like to use a smaller space but | don’t like to use a smaller print. | mean | think
thisis overblown. They don't need it that big. This whole thing could have been
put on a half page pretty easily and then it would be much bigger than this.

They could aso transfer all this information to this little space instead of having
bulleted squares. That still could be check marks. | agree with you, it does help
tokind of . .. when it isthefirst timethat you are doing it, it kind of forces you to

find the information out. Hereit isjust like something else | will pass over.

Okay, so | guess there is arisk then that you won't read the very first thing on the
list, but till, because it is narrative and not in some sort of a more graphic format?

No, the small type has something to do with it for me. Just the presentation itself.

And if it meant another page to the form or two pages, it would still be better to
haveit alittle bit larger?

Well for afirst time user, for me, it was better that | could read it and | could just
do this. | looked at thisand | thought this didn’t look like something from the IRS
because it was lavender.

It isnot that small. It isthe print on the back that isreally small. Page two is not
that small.

So you think that it isfine?

Tomeitisfine. |1 don’t like small print but these don’t trouble me.

Cheryl, you might not have read it?

I might have forced myself to read it. What if | called and found out that actually
| couldn’t file. Then | would have to read it. | used to read things like this al the
time and get some grain of information. | don't like reading small print.

Let’s continue our list of differences. What else? |Isthere anything else?

| would like to also mention that the 800 number to call and file is much smaller
on the new form.
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R: Y es, that is the whole point.

M: Where?

R: Itisalso hard to find.
R: Right.

(All talking.)

R: They should design alogo for TeleFile and then put the numbersin it.
R: They do have aton of space here. They could make that larger.

R: Or delete that logo and just put the big numbers across the top.

R: Right above where it says do not mail.

R: Y eah.

M: Anything else?

R: You are only critiquing this particular form and not TeleFile in general at this
point?
M: Right.

R: What about A?

M:  A. Whereisthat?

R: Donate to the presidential campaign fun.

M: You don't think that it should be on the form?
R: WEell it isjust not true.

R: It doesn't say that it doesn’t come out of your . . .
R: Checking yes will not change your taxes.

R: Oh, it saysit there, okay.

R: Does the new form say when you can start filing? The old one says call to file 24
hours a day starting January 11™.
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It isunder Calling the IRS for Tax Help.

What page?

Five.

Oh okay.

Isthat in adifferent place or a different category?
Yeah. Onthe new form it ison pagefive.
Ontheold formitison thefirst page.

| didn’t look at that at all.

Let’s use thisright here. Which of these are desirable and which are undesirable?
What about visibility?

Better.

Is that something that is desirable on the new form?
Y eah.

What about |ess marketing?
Very desirable.

Fewer graphics?

Good.

Good.

Fewer graphicsis better?
Yes.

Yes.

Shorter length?

Better.

Better.
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Tax record cleaner?

Better.

Black and white and easier to copy?
Better.

EIC checklist condensed, easier to use?
Better.

That is good.

The checklist being more condensed. The one that was on page four before. |
think there is some question about that.

Y eah maybe it could be alittle bigger.
Isthat desirable or undesirable?

It is better that it is more condensed. Maybe not quite but with a dlightly larger
type.

Yeah, somewhere in between, with open boxes instead of the bullets or
something, so that you can still wade through it.

Okay, so it needs to be bigger but not as big as before.

They have alittle room there for it too.

What about the type being smaller?

| think it isfine that size.

Isthat desirable or undesirable?

It doesn’t look good. They are cramming too much on the page. It istoo small.
Okay it istoo small for Cheryl. That isfine. How about the rest of you?

| think that it is okay.

Itisfinefor me.
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Fine.

To methe only page that istoo small isthe last one.

Isthe smaller type desirable or undesirable?

It is desirable because it condenses the whole length.

Aslong as they don’t make the whole thing the type that is on the back.
Y eah right.

Whereto file?

Itis not whereto file, but it is what number to call to file.

Okay, what number to call. What about it being very small, is that valuable or
not?

That is not good.
No.

Not desirable. And when to start filing? Is that desirable or not? | mean the
change.

No | don'tthink itis.

Itisnot there at all.

Why do they put that information anyway? It doesn’t seem necessary.
When to start filing and the earliest that you can file?

Y eah.

It just doesn’t seem necessary.

It was like the middle of January. My company had just given out the W2s early
and | didn’'t know it wastoo early. The recording said call back in aweek.

Of the two or maybe three undesirable items, which is the most undesirable of the
three that are kind of undesirable? The change in when to start filing, what
number to call being very small or possibly the more condensed checklist?

| think the phone number.
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Yeah, | do too.

The phone number is the most important thing.

The phone number and where to call to file?

Yeah. ItisTeleFile.

Okay, so that is number one. And what about when to start filing?

That would be very easy to go to the top. Do not call before. There is plenty of
Space to do that at the top.

Is it more or less important than having the checklist more condensed or maybe
not quite as condensed?

WEell, to me the information doesn’t seem necessary because | already know, but
there are people out there who don’t know the information. | would say it is a
little more important.

Thisis?

The When To Start Filing | would say is more important.

So that is number two and this is number three. This kind of goes both ways.
What about the desirable things? Visbility, less marketing, fewer graphics,
shorter lengths, which of those things are the most desirable?

Probably that order.

| think the visibility was really important so that we don’t throw that away.

| think the shorter length is my favorite part.

Which one?

Shorter.

How many think shorter length? How many think visibility? Okay we will put
visibility as number one. What about number two? What is the second most
important?

| would say shorter length is the second most important.

Y eah.
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R: Y eah.

M: What would be third on that list? Remember we have type is smaller down here.

R: The tax record is cleaner?

M: Okay does anybody disagree with that? | am trying to move forward because we
are going to be running out of time in a second. Less marketing, fewer graphics
and type smaller.

R: Less marketing.

R: Right.

R: There was two pages worth of marketing.

M: Fewer graphics or type smaller?

R: WEell the EIC checklist isagood thing too. Easy to use checklist.

M: So what should be the fifth?

R: Fewer graphics, checklist and typeis smaller.

R: WEell, fewer graphics because that is wasting our space. Yeah that is good. And
the more space there is, the more there is for the other guys.

M: Then the EIC checklist?

R: Uh huh.

M: Okay. Okay. | am going to read this straight from the guide here. How many of
you made the phone call to file your telephone return? | guess everybody here
did. Did you make the phone call personally or did someone else make it for
you?

R: Personally.

R: Personally.

R: | had my accountant.

(Laughter.)
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Did anyone of you use the second part of the TeleFile Text record to enter the
amounts during the telephone call. Itemsl, J, K, L and M?

Yes.

Yes.

Did anybody not use them? Everybody used those parts. Did anybody not record
their ten-digit confirmation number on item N after completing the return? Did
everybody record their confirmation number?

Yes.

| even played mine back to make sure.

What is the maximum amount of time that you feel would be tolerable for
completing atax return on the telephone? Let’s start with David.

I think about ten minutes, not any longer than a half-hour.

Lorianna?

Fifteen minutes.

Cheryl?

Ten.

Fifteen.

Hans?

| would say thirty minutes at the maximum. Y ou can’t go beyond that.
| would say fifteen and then | would hang up the phone.

I mean the whole thing. On the phone it would be much shorter than that.
The whole process or just the phone call?

From the time you start for completing your return on the telephone? However
you want to interpret it.

Y ou can’t go over thirty minutes.
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| would think the time just in preparing it and going over the instructions and
getting out the W2s and the whole thing and filling out this top part before | called
and al that.

Kelly.

Fifteen.

| would say a half-hour.

Fifteen.

Half-hour.

The IRS says that the current average amount of time for completing the TeleFile
return phone call is eleven minutes. What amount of time would you consider to

be ideal?

| would say that isideal. You can't get al the information in any quicker than
that.

Y eah.

Y ou want to make sure that your answers are right.

If you have more than one W2 it is going to take more time.
That istrue.

Currently the IRS provides a toll free number for filing TeleFile returns. Would
you be willing to pay for this approximately ten-minute long distance phone call?

It depends on where | was calling from.
What was that again.

No.

| would go E-file.

If they could make it faster. If they could make it two minutes then yeah, | would
pay for it.

If it were two minutes.
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If they said your refund is $2,000. | would say okay | will pay for that long
distance phone call.

If it were ten minutes or less?

No.

Itisstill cheaper to buy a stamp.

Or E-file.

E-fileisthe way to go.

I guess Cheryl you would consider it if it were short enough?

Yeah if it were something as simple as your Social Security number, and boom.
Right, but it would have to be really short. Under five minutes?

Y eah.

That doesn’t seem possible.

| wouldn'’t bother.

| guess the trade off isit obviously saves the IRS alot of money. So therefore, as
taxpayers you are saving the government money. But are you willing to foot the
bill yourself?

If it were faster | would.

Filing this way is saving the government money right there.

Y eah.

We don’'t know that.

I know it. | worked for the IRS along time. They don’t have to go through all
those forms. They don't have to have a person there opening these forms and

going through them all and sorting them all.

If it were changed from 800 to a regular long distance number, how many of you
would still useit?

| still don’t want to pay for anything.
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| would probably use it though.

If 1 didn’t have accessto like E-file then | would useit.
How many of you would not use it?

If we haveto pay, | wouldn’t useit.

Five would use it and four maybe would use it. This current filing season the IRS
introduced the self-selected PIN for all electronic returns except TeleFile. The
self-selected PIN would eliminate the need for IRS to send taxpayers a customer
service number. Do you remember the customer service number on the form?

Uh huh.

Additionally, taxpayers would not need the TeleFile package to file via TeleFile.
In order to use the self-selected PIN, taxpayers must have two pieces of
confidential information from their prior year’'s return. Adjusted gross income
and total tax. First of al, do you return to copies of your prior year tax returns or
tax records to access the confidential information necessary to use the PIN?

Yes.

Yes.

Yes.

So everybody keeps records. Does anybody not keep a record?

| don't.

Why not?

They are like shoved in a book or something and | don’t remember what book |
put it in. | think in order to use the state taxes in Massachusetts you needed to
know the information anyway. That was a hassle. In order to do it for your
federa ... whatever thisoneis. | think it would be just as much of a hassle if not
more.

What would be your preference for aPIN for TeleFile? The current IRS provided
customer service number or something you would select yourself, or you just
choose your own PIN but then you would have to enter that information about

your past year returns?

In the long run, because | have been moving like every year, | think it would
probably be easier to have an issued one. It would be the same one over and over
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again. It would probably help them with their filing and just record keeping
instead of issuing a new one out every year.

How about you David?

It wouldn’t matter to me.

Either one?

Y eah that would be fine.

Cheryl, how about you?

Well if | had to remember the PIN, then no, | would rather have them.

What if you could pick a new PIN every year but al you would have to say would
be the past year’ sinformation on AGI.

It wouldn’t be like an actual number that | would have to store and remember?
Right.

But it would require you going into theold . . .

Yeah | might not. | meanitisjust one more PIN. | havelike amillion PINs.

So you like the current system or you would rather have something that you could
select yourself?

| don’t care.

| mean if they are going to send it to me and it is already created, then why go and
search through the other files. | mean, are we saving money by not creating that
for us?

Let me reread this one part. It says, additionally taxpayers would not need a
TeleFile packageto file by TeleFile.

No instructions at al?
WEell. you have already done it already. or you wouldn’t have gotten your PIN.
Or it might be a much more condensed version than even now.

But you still can aways get the instructions separately anyway.
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But would not getting the package in the mail require us to go to the Post Office?
Y eah, but you would have your number and you could just punch in the number.

If there was a set up like she suggested, if you want a receipt press one, if not ... |
wouldn’'t care. If we weren't going to get these instructions, now that | have

aready doneit. Itisvery smple. | would just have my tax return.

So what do you think? Do you think that it would be better in the long run to
have less paper type of format?

Maybe not for first timefilers.
Right.

| think that is the key there. First time filers probably could benefit from having
this, but once you have done it, it is pretty much ano brainer the next year.

But | don’t even understand PINs. We all have a unique Social Security number
that is used amost exclusively by the IRS. Why do we have to have another
number?

| think for extra security but | am not sure. | am not a programmer.

| mean, | have always wondered that.

| think that it is for extra security.

Wl then, just Social Security and birthdate.

W, | have areal issue with Social Security numbers.

| am going to go at this point and talk to the folks back there and see if | have
missed anything. Just hang in for one minute and | am going to go and see if |

have to bring up any issues that | have forgotten, and then | will come back and
conclude the group.

(Moderator leaves room.)

M:

Okay just a couple of little minor things. One is that | am supposed to tell you
that we are required by law to report to you the L&B Control Number for this
public information request is L&B # 1545-1349. Anytime we talk to more than
nine members of the general public, the office has to go through the office of
management and budget and they have to get approval to do what they do.

1545-1349.
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1545-1349.

When do we use this?

WEell, if you have any questions about the project or to complain about . . .

How about if you don’t receive the package and you can't file TeleFile, because |
;jrllgtr’l)t receive it for two years after | had already used it. Did you ask them about
No, | didn't. Would you like me to?

| can ask them myself.

They will be happy to talk to you about it afterwards.

Thank you.

The only other thing they wanted me to mention to you, and they wanted to get
your reaction on, is that you had mentioned this space here and how we would use
it for alist of phone numbers. They had said they were thinking about using this
space right here just for marketing.

No.

No marketing.

No marketing.

No more marketing.

What do you think?

No.

No.

Not even like. ..

No.

No way.

What if it was E-file?
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If it were E-file | would want it. Then | wouldn't use this.

Y eah, but now you know about E-file so all you have to do is get online.
| really don't.

Get online.

They would give you so much like they did last time and that didn't give you
instructions about how you would file.

That is true.

They could say to find out about electronic e-filing, go here. It should all be
phone numbers and websites.

Y eah.

Information. Okay.

Exactly.

Great. We are actually right on time. | want to thank everybody for coming.
You have been aredly, realy good group. They are very impressed back there

with the comments that you have made. | thank you all for coming. Thank you
very much.
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Appendix F: Transcript — New York TeleFile Non-users
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IRSTELEFILE FOCUS GROUP
NON-USERS
NEW YORK, NY
MARCH 19, 2001, 8:00 PM

Intro...I would like to begin by going around the room and we will start with
Charles here. Just tell us your first name and what you do.

My name is Charles (loud coughing-unintelligible).

My nameis Gary and | am alegal records clerk, work for alaw firm.

My nameis Leo and | am an employee of the postal service.

With what?

The United States Postal Service.

My nameis Eric and | am a grammar school teacher.

My nameis Nancy and | am a client associate (?)

My nameis Claraand | am amakeup artist.

I’m Robert and | am a project coordinator in a construction company. | have an
overly active sense of humor.

My nameis Fali and | am ababysitter.
I’m Wilhemena, | am aday care provider.

I’'m Barbara and | work for a senior citizens center, bookkeeper, assistant
bookkeeper.

I’'m Rose, | do security guard, | am a security guard.
I’m Derek and | am a porter.

Great. Thanks. We have a good group. | would like to begin by asking you,
what is the TeleFile package that you might have received from the IRS?

A book with alabd on it.

Can you tell me anything more about it?
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No because | did not even look at it, | just put it to the side and I eft it alone.
How come you did not look at it any further?

| really could not tell you why, | was doing something else and thought | would
get back toit, | never got back to it.

Anyone el se, the TeleFile package?

It has a phone logo on it with steps that you do over the phone.

Okay.

| never used it, but | never used it because if | have a question that they can’t

answer, then | can’t get answers over the telephone, electronically, | think that is
how it works. | would rather speak to alive person.

That iswhy you decided not to useit?
Y eah.
Y ou were nodding your head, Gary?

Yeah, kind of like what Derek said, | received it, it is like a booklet that has a
telephone number on it and a label on it, and | did not use it or even look to it,
because usually | file my taxes by going to the IRS building. | do it that way,
federa and state.

What does that involve?

W I, you just go and fill out a sign-in sheet and you have your information, your
W-2 or whatever else you may need, and then you go there and it is free, no cost
and it isall done by computer. All you need is basic information.

Anyone el se remember getting the TeleFile package?

| gotit, | just didn’t useit. | don’'t prepare my taxes so | did not even look at it, |
just got everything together for the tax preparer, | did not even check it out.

Okay, so you have someone €else do your taxes, a professional preparer, okay.

| did look at it and | don’t remember anything, but | really did, and that is why |
recognized when you called on the phone that | did receive it, but | really did not
concentrate, | just looked, because | like looking through things, and | don’t
remember anything about it particularly, but my taxes are done for me, too, so it is
no problem.
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Okay. How about you Wilhemena?

Same thing. | got it and looked through the mail, as far as | am concerned junk
mail. | don’t mean to sound like that, but | have someone that does my taxes for
me every year and | just did not think it was important to me, just something in
the mail that someone was trying to get someone to come on their side to do my
taxes for me, and | already have someone to do my taxes.

So, did you recognize it as coming from the IRS or did you think it was coming
from someone el se someway?

It said the IRS, | recognized it.

S0, | guess what | am hearing is that some people got it and put it aside because
they were busy with other things, not interested, some of you remember receiving
it and have a paid preparer so you felt it did not apply to you and | guess that there
are some other folks that don’t recall receiving it, isthat afair statement?

One of the reasons | did not do it was because | wasin a hurry and did not want to
wait for my refund.

| have not received mine, | don’t know.
Okay, you don’t remember receiving one?
No, not receiving, not at all.

How about you?

| do my own taxes and | am sure | received it, and | seem to remember that maybe
in a past year that | even looked to the point of starting to look through it and
thinking, well, maybe it would be easier to do it, but then I did not file through the
TeleFile, and | remember that the IRS is big and scary to me and the idea of
messing up or doing it over the phone or, also | believe you have to actualy send
the, all your receipts separately, and since | make my living through God knows
how many, alot of freelance writing and some other stuff, that can be a pain, and
| remember thinking that if | was going to start dialing all this over the phone, bad
things were going to happen and | was just not, it was not for me. | had asimilar,
actually | was thinking of doing it online this year and had a very similar feeling
about that.

Anyone else think about doing it online this year?

Yes.
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| thought about it, but again, | don't like doing it on the computer, not because |
am afraid of anything happening, it is like, it is just not what | thought it would
be. I just recently got a computer, and it is not as easy as they make it sound.

How about you Robert?

I make my living on the computer and | was real happy when e-file finally came
around. | do my federal on e-file because the money comes quicker and because
you can stop in the middle of preparing your taxes, stop again and go back, and
you can correct mistakes and they give you lots of opportunities to do that, where
on TeleFile, which | used for my state, is a bit more 20™ Century to use a nouveau
term, it isjust, | don’'t know, | would much rather be on a computer than be on the
phone or dealing with paper.

Anyone else file online or think about filing online this year?

| thought about it. | got a package CD to do it, but it was difficult for me, | just
could not do it.

How many people have access to the Internet?

| do.

| don’t.

Okay, 7 okay. Gary, did | interrupt you?

| was just going to say that going to the IRS, | had them do it, but like, it was
mentioned the computer is much faster, you get your refund a lot faster, and it
really does not take a, you have to wait awhile, but once on the scene | was out of
therein like 5 minutes.

That isreally fast.

| hear the computer is very well because you can get it directly deposited into
your account | think, but to do it yourself on the computer, unless you are
computer knowledgeable to agood extent, it is very difficult.

Any of you remember getting a TeleFile package in previous years?

Yes.

Yes.

| think I got the very first one you ever sent out.

Page 106



How many remember? Okay.

| just want to go back real quick to that | did not do it online because | was
worried about, thisis ridiculous, but this is how my mind works, it being a secure
document. | am just transferring, sending all my financial information online on
something that some people, | know it would be a question for me.

| had the same thought, and then | redlized that | don't make nearly enough
money for anyone to give enough attention to my assets, okay, so if they are
going to rip someone off, they are going to rip someone off with alot more zeros
than mine.

That is my way of thinking about it.
Anyone else think about filing online?
Maybe next year.

Okay. The TeleFile package that was mailed to TeleFile eligible taxpayers this
year was a condensed version of the 1999 TeleFile package, and to refresh your
memories, | want to pass around some copies of the 2000 version. Send these
down. Take afew minutes to read through them. 1 will give you another minute
or two to look through quickly and then we will come back to some of the pages
specifically. Okay, the IRS wants to determine the minimum amount of
information that is needed to prepare a TeleFile return, and after looking through
the TeleFile package briefly, is there anything else you would need. Do you think
everything you would need to do TeleFile isin this package, or did anything jump
out at you as not being in here?

Asasingle man with no children, | think thisis about as simple as you can get.

| think keePINg it to 1 page is, without cutting corners, is as rudimentary as you
are going to be able to get.

By 1 page, you are talking about? Page 7.

Yeah, the tax file records, it is informative, it has, if you want to get direct
deposit, you can put it down there and you really don’t need to put that down for
your own record because you know what your direct deposit number is and all
that, but it keeps everything together.

Anything else that strikes you as missing?
| don't know why the IRS does not have some pre-completed form for the

different family compositions, all the just added the number you have, but
automatically according to the family composition, the IRS is going to let you
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again back to you at the end of the year and | want to say same amount of money,
so | don’t know why we don’'t have.

So, if you had a family of 3, it is this form, if you had a family of 5 you use this
form?

Yes. Itislike amost pre-done to just adding some number about your income at
the end of year. Some information, a family composition, my English not very
good, but | will try to let you know my point. If | have 3 kids in my house, my
wife, myself and for my 3 kids | have some amount of money to gain from IRS, to
pay to IRS, and aso we have to write it down how much we spend for cleaning or
how much we spend for different (unintelligible) I think we can have some simple
form to add the number you may have.

Without having to calculate that?

Y es because that way anyone can file the form. For me it is complicated. | pay
every year to get it done, | feel like | can make a mistake if | decide to do my
own. You understand what | am trying to say?

Exactly. Let's go through the form page by page if we could. To start with,
would it have helped, someone over here, Wilhemena, said it was difficult to tell
what thiswas initially when it arrived?

| never did it before, so when | saw it, | did not think it applied to me.

S0, seeing it coming like this?

Y eah, it was not important to me, | saw that.

If you had the TeleFile logo somewhere on the mailable surface, something you
could easily, asymbol or icon.

So, have some of thisinformation that is on?

Y es, because it says official federal tax package, do not throw away, that is white
on a lavender border, on a background, and it is not something that jumps out at
you.

| think it should, of course it is from the IRS, but you should have something that
says it is for tax return, because | think a lot of people see the IRS and they are
automatically scared so they don’'t even bother to open it.

| am scared, so | open it because they took a couple things from me, so | want to
know what they are talking about this time.
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So, it can go both ways.

| was going to say, maybe if it says it is from the IRS, and that it is information
that will allow you to do your taxes very easily without, in the easiest possible
manner, fastest, assuring that some of the information is actually on the inside
flap. If you kind of got that immediately and the forms were in here, and all you
have to do is open it up and 10 minutes later your taxes could be done, that might
be a good thing.

| think it is the whole idea the IRS saying, IRS helPINg you do your own taxes,
put a letter in the front, people don't throw them away like they used to do
because it seems like IRS trying to help you do your own taxes. When they say
IRS, like everyone say, oh, oh.

So, if they communicated the ideathat it would be helpful.

Try to let them know you are trying to help them, and they can go through and
say, let me see how they can help me, so it just says IRS on the front, that is not
for me.

| don’t like postcards from my Uncle Sam and if | just think this is a postcard
from Uncle Sam, | am going to, it goesin the circular file.

| just thought of something. | am curious about whether | got this before or after |
got my other tax forms because it is possible, if it is done, it is done, if | have
done my taxes, | have done my taxes, whether you send me the easy file phone
record or not, and that is not something | could recall, but just a thought.

S0, you think you might have gotten multiple forms.

Probably, sure.

Say | open my mailbox this end out first, | would think this was information from
my senator or something, so, oh more information to throw away.

Okay, this being the part with the pie charts?

Right. Like a lot of them you get from your state senator type things and if |
opened it up and saw this side, without seeing this side, I might look.

Elizabeth, you were going to say something?
Why this color?

Why not green and white.
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Y eah.
Let’slook at inside at Pages2 and 3.

Something | want to know. If TeleFileisthe easiest way to file, then how can EZ
File be the fastest and most accurate way to file, does this mean it is easy, but it
takes along time, or isthis the easiest way to file?

S0, you see a contradiction?

Yes. | mean you are selling a product on the front page and then you are
contradicting the product right inside, that is my oPINion, | could be wrong.

Okay. Any other reactions? Eric?

| think it is necessary for an advertisement to be in the book about some girl and
boyfriend, Derek, getting married, you know $400 in interest from savings, that
helps me.

Y eah, this space could definitely be used in a much more beneficial manner for all
of us.

Sdlling.
Like an advertisement.
Now did everyone have a negative reaction to this?

No, | looked at it and said it just told me who could not, and it made it real simple,
if | had interest, could not use it, so | just write that 2" page and well, | can’'t do
this.

Anyone else?

Two things. One, there is no way if you have not told me to read through the
whole thing that 1 would have ever paid attention to this in any way, shape or
form, but having said that, when | did look through it, | actually, between the list
of what was going on in the previous page and how it could be helpful, and then
in terms of doing it by phone, it could take 10 minutes, if | had interest in bonds |
could not do it, another, and then for them getting married so that way it covers
married couples and what they could do. | do think thereis alot of information
here, but | also think from, speaking only for myself, | would have never read it in
amillion years. | would have never paid attention to this at all.

The advertisement speaks about how her fiancé can not use TeleFile.
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Y eah.
Trying to get meto use TeleFile.
(All talking at onetime.)

From the front, you all are trying to tell us from jump, don’'t use what we are
sending you, whatever you do don’'t use what we are sending you and I.

| get the message that TeleFile is not for everyone and neither is the e-file, one for
me and one for someone else.

It does not say anything about who can’t use e-file, it just says.
It says, she used TeleFile, but her boyfriend could not use TeleFile.

But it does not say, she did not say she could not use it, but it does not say
anything about e-file.

It just said that she explained her situation and then she explained why he used the
opposite.

That is some wise quotes, free in quotes, you know.

Okay. Let’'sturn over to Page 4. Who can file by phone?

| like the flow chart layout of it. It is definitely simplistic in the way you can, if
yes here, if no there, | mean it is more or less like a point and click would be on a
browser.

Any other reactions to this page?

No, it is so easy, nope, keep going.

Something like that is what | was trying to say before, that you can just mark this
here which one applied for you, family composition, something like that.

So, this format would be helpful to you, fill out the checklist?
Yes.
Anyone have another view? Gary?

Like I would never, | might get into something like skim through it, but never
take the time to look at it, but the information is pretty helpful whether you want
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to use it or not, the information is there for us to take advantage of, so thisis good
to know.

| think it is sad to say, but it is true, society is very lazy, no one likes to do things
for themselves, no one likes to read, everyone wants to go and get things done,
you have the cleaners, you have everything gets done, so | just think maybe if you
have an advertisement or something, someone doing it, everyone watches TV, if
you have someone doing it on TV and you could say, oh, it is really that easy,
maybe that way.

So, that would be more persuasive than looking at this?

Right, because we have gotten, from not everyone here, but just that we ignore
this because of the reading and not take time, everyone goes to work, comes
home, you want to spend some time with your family and then on the weekend,
that is when you have time to read, but maybe if you have an advertisement that
would help.

Or avideo.

A video cassette.

Any idea how much it would cost to send a videotape to every registered
taxpayer, | mean.

(All talking at onetime.)

I think I remember hearing about it, if | got one, at the same time.
| think | remember it.

No.

| really want to agree with you. | feel | may have at some point that it crossed the
radar.

Y eah, before | got the very first one of these, | think | heard about it.
How about Page 5, information on earned income credit.

That is good if you make little enough money, or enough money depending on
where you fal, but | don’t think it should be before the necessary information that
everyone needs to go through. | think it should be supplementary rather than in
the front, because it seems like thisis really important and this is not as important,
because you don't get to it until you go through this.
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Any other thoughts about this page?

| don’t know, | am kind of thinking that al of this, it stands out totally different
color scheme, so it draws you there and you want to read it because | have to
know | don't qualify for the EZ so those that do would need to know and see it
immediately and those that do qualify would seeit first thing.

Anyone else? How about Page 6, thisis giving you...

Thisis my least favorite page.

Thisisgiving you instructions for actually doing the tax record on Page 7.

| like the fact that they are on opposing pages, rather than the instructions being
on the back or on the other page, so that you are flipPINg back and forth.

Y ou read my mind, the same thing, yeah, | just hate that.
S0, it is easier to see both pages.

Right.

Y eah.

How about the form itself on Page 7, does that look like it is something that
would be easy to fill out?

Yes.

Yes.

Yes.

I remember when | filled mine out | was very conscious of the space allotted to
write numbers in because | have a very exaggerated handwriting and just like my
personality, and | always find the spaces that people leave you to write things in
on are always so small and so cramped, and | always end up going off into the
margin and down along the side, so it was good to see that there was big spaces
for my little numbers.

Y eah.

Y eah, same thing, | hate these tiny little boxes, | really do, | have broad strokes
too, and | am like, squint and scrunch. Hold it way over here.

Y eah.
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Any other reactions to the form?

It is one page, | will reiterate the fact that it flows from top to bottom, you start
and you finish, there is no continuation and you are not referring to other pages,
you go from beginning to end.

| really have never done this, | always have someone do it for me, but when you
do this, do you know right there whether you owe them or?

After you go through the process, yeah.
Y ou do know, okay.

Whether you owe or are getting a refund. Okay, over on Page 8, additional
information. Isthat helpful information?

| think it answers a lot of good questions, such as like what if you need a copy of
what you filed with the IRS, missing or incorrect forms, what are your rights as a
taxpayer, | think those are good questions that are answered that people would ask
themselves if they did not see them on the page.

| was looking at this question, what if you can not file on time, alot of people are
late with their taxes and that would definitely be helpful information.

Also, what happens if the employer does not give you, or they claim gets lost in
the mail, there is no information on what you do about that in here. They give it
to you like 2 days before April 15, what do you do about that?

Okay.

I think somewhere in the beginning of the general instructions the web page
should be listed somewhere early on, | mean quick and easy access to tax help and
forms, yes, list it here, but | till think it should be more prominent, because it can
save you a lot of time, there is much more information there than here, and you
can actually make it a dialogue at times with online support.

| don’t know, since | am new to computers. | always look for ways, like Internet
access, it was like the last page and | spotted it right away. Also, on the second
page too. If you are looking for it, you will find it. Again, it saysright there, IRS,
| would read the whole thing because each department, like when they took my
refund checks, it was with the department so, | see IRS and see where it is coming
from.

Anything else on Page 8? Gary?
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Right here, would it help you to file from a 1040A or 1040, | used to, before |
started going to the IRS building, filing it by e-file, | used to use the 1040EZ and
always had some problem with what type of forms that | should use, so this right
here would be, one timeif | had this earlier it could have helped me.

So, one question is which form is appropriate for you as a taxpayer?
Yes.

Go to Page 9 now, there are a number of options if you need tax help or forms
about the computer, fax, telephone, CD-ROM and some additional information
about calling for tax help. Have any of you used any of these sources of
information from the IRS?

Y eah, when | owed money when | took my check up and | called up to find out
what happened to it, they don’'t care what happened, they were clear about, | was
just pissed that they did not inform me that they were taking it.

And which number did you call?

| believe it was a series of numbers that | just worked my way through. | was
connected here, there, and everywhere, until | finally got the person | needed. |
did not haveto redial, | was disconnected (unintelligible).

Was it anumber you found in the phone book?

| believe so, yeah.

Anyone else use any of these?

| use the web site al the time just to keep up with new tax regulations and stuff
like that. | do payroll in my company, so anything | can get a break on, | like to
keep abreast of.

If you are knowledgeable in computers, then you use the web site, but if you are
single and don’t know how to use a computer, like me, you go to IRS, but | think
it lists a lot of good stuff compared to Page 8. It seems like it is pretty detailed.
Some of the stuff inside, strategy, filing their taxes.

| did purchase the CD-ROM, it was not from this book specifically, but it was
from the IRS, it was difficult.

It was too difficult to read. Okay.

I think when | start seeing this stuff in the mail, | am going to start looking at it a
little more carefully, spending more time looking at it.
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M:

How about Page 10, how to use TeleTax. Has anyone ever used TeleTax?

| think this page can fit perfectly in the front of the booklet, because | caught the
logo information you do have is good to have the information as quick as
possible, and the very first pages you can go through and get idea on how you can
do by telephone.

Here is my question, what to do if the W-2 form is not received. | think that
would be prominent with the other ones, what to do if, yeah, that should be up
front.

Okay, that is an important issue?

Y eah.

Okay.

Like, | have a couple employers that hold on until the last minute you know.

| think because it says here, topics are in Spanish, if you are sending this to a
Spanish speaking family, it should be in Spanish because | have at my house, it is
like, oh, Nancy read this, Nancy read this, you know my father picks it up and he
does not speak too much English so it is Nancy read this, but if he sees it in
Spanish then he will take some time to read.

Okay. Did you notice that this is how to use TeleTax? We are talking about
TeleFile, anyone notice that?

| did and was waiting for you to bring it up.

WEell, | was waiting.

My immediate instinct that EZ file, TeleFile, TeleTax, that is not good, maybe
other people have a different oPINion, but it is too many names for things, | can
see that they are different, but it is all filing your taxes in one form or another and
calling it acompletely different name. If | am not mistaken, TeleTax is the topics
and the things you can do to check on your tax form after you have used TeleFile,
whichisjugt, it just is (loud background noise).

How about Page 11?

WEell, seeing as how | never owed, it does not even apply, look at it and see what
it isfor and close the book.

Isit clear what it isfor?
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Yes.

Very clear, if you have to use it. Like what is Form 8055B and do you have to
useit, if you owe, oh no, | don’t owe, so close the book.

How about over here, the pie charts?

| like the pie charts, | have always liked pie charts though, it is one of my
downfalls, beats the hell out of bar graphs. What was | saying, | like the fact that
it shows where your money goes, you know, like more or less the representation
to go with the taxation and a very basic pie graph.

(Unintelligible) what if you want details of each one, | would like to know where
| could get further information on explicitly where each thing goes, like human
and community development, what does that mean and where is that money
going, how much wasit so.

Okay, so additional explanatory information.
Yes.

I think it isin the back, | don’'t think anyone is going to seeit, it is like by the time
you finish your taxes, that isit.

| disagree. | think most people pick up their mail and look at the front and back
and see what it is, | do anyway, look at this and this and put it down, especialy if
you pull it out of the mailbox like this, what is that.

Before | throw away, ook at both sides.
Whether they see anything or not, but they will flipit.

But the answer to your question is right next to it, physical, human and
community development, it isright next to it.

The question | want to know is how much they spent on what and where, that is
the kind of question | would like.

Let’s go over to the flip chart, and we have gone through this pretty quickly, but
what | wanted to ask you is whether there is any information you would need to
do TeleFile that does not seem to be in there? If you are going to use TeleFile to
file your taxes, what information does not seem to be in this packet?
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| don’t know if it isin there, but | would like it to be more prominent, what do
you do if you make a mistake punching in the numbers, like whoops, what do you
do if you goof, you know, that kind of thing.

| am self-employed, self-employment.

What to do if you are self-employed, okay.

| think you got a pretty good product, don’t need too much polishing.

Okay.

What about the number to check information, because sometimes | put everything
in and you are going over and.

(All talking at onetime.)

Page 10 at the very top.

Go page by page.

Anything else?

The personalized mail box for personal information. (Inaudible)

The first and last mail box to the person you get back to with a special number
that they give out that you call back to find out.

A status number to find out what the status of your, they have that on e-file, but
the TeleFile does not haveit.

There isanumber in there, like a PIN number to check your status.

Y eah, like a confirmation number, stay on line until TeleFile gives you your 10
digit confirmation number after you finish your call, attach and keep for your
records.

Over the phone, once you put the information in, before it is totally entered, do it,
read the information you gave back to you where you are able to listen and then
hit a button and say, okay, thisiswhat | want, that way if you made mistakes you
are reading along.

| sort of remember that it does, it saysif thisis correct, press 1, if not, press 2, and
if you press 2, they go back and ask you the same question again and you reenter
it.
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That should be prominently displayed fairly soon in the list of questions about it
or what is going on with it, it should literally say when you are filing that all your
information, each step isread, if that in fact happens, that it is read back to you so
you have a chance to verify each step of the way you are on, so that for people
like me who are not bright, that lets us know we have a chance to double check
each way.

We did not say you were not bright. You are just adifferent color ball.

Anything else you would need to know to TeleFile? Okay, let's switch gears a
little bit and let me ask you to think back to the TeleFile package that we just
looked at. Isthere anything in there that seems unnecessary?

That whole testimonial part.

Y eah, one thing that kind of, there is something in here that says, if any of the
preprinted information above is not correct you can not use TeleFile, and | have
moved across the hall and slowly getting mail delivered to 5D instead of B, so if
that information iswrong, | can not use that TeleFile? | still get mail addressed to
the old apartment, so if that one little piece of information is not correct, | can not
use TeleFile, thanks alot.

Right here, corrected address, yeah.

| have to say, | understand why the marketing information is in there, | really do,
it is there to, | agree with you, | would never look at it, but | can see why, and
then reading it definitely lets you know what is going on.

It is trying to snag the lazy people that don’t want to do it by paper, they want to
do it by phone, and if you are even lazier than that, like | am, you want to do it on
the Net, so that is who they are pitching it to. | think little Miss Knickerbocker
here is not preaching to this choir, it is just not happening, that is just my
oPINion, | could be wrong.

| read everything, if | am not so busy, | might have sat there and read everything
just to be reading, to make sure | got al the information to get things done,
whether or not it grabs you, but it isthere.

Well, why would you not be responsible for a refund if you want people to use
this, but it is down there, so that is the first thing there because | said no, because
if itislost in the system somewhere, they are not going to want to pay me, so that
would make alot of people say no.

What page are you on?
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It said expect refund, Page 6, the IRS is not responsible for a lost refund if you
enter the wrong account information.

So if they deposit it in someone else’ s account, sorry about that.

So, they are telling me they sent my $5,000, it may not have got there, but we sent
that, | hear that.

The fact that it says if you enter the wrong account information, they are going to
ship it anyway, it means they, there is a certain logic to the fact that if you give us
the wrong address, we can’'t be responsible for not sending it to the right one.
There should be away to correct that.

Adjunct to that is the fact that you need to be, that you have to be able to confirm
each part of it on each step, so that the chance of there being a mistake is so, is
slim and none.

All right. We are talking about mistakes on our part, how about mistakes on the
IRS part?

The IRS does not make mistakes.

Y eah.

What if they put in the wrong number, and your money goes in someone else’s
account, that is a possibility, so what happens in that situation, on the other side
when a mistake is made and we don’t get arefund.

| asked a security guard which floor and | thought he said 3".

Me too.

And | went to the 3" floor and | went back down and he said, | said 10", but his
accent, | don't know how it came out like that.

| heard that too, | had to call and ask them where.

| asked him twice.

So, it is a serious concern about where your refund would go?
Yes.

But you know a lot of people are scared of the IRS, but | had a few years back, |
was 18, and it was my first tax return, and | lost 2 checks, and | really did not
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want to press 1 and hold on and press 2, so it was like alittle $400, not that | am
rich, but | was like, you know what, | don’t want to press 1 and 2, and they would
be like, why did | loseit, did | cash it, but little did | know that the next year, | got
my $400 back, they know that | did not cash it, and they did send it back.

Good.

Who wants to wait the next year.

We are dl here bashing the IRS, and | am sure we have at least got 2 or 3 horror
stories to tell about them, but it is nice to hear someone say something nice about
the IRS.

Especialy the people watching from back there.

Okay. Okay. Getting back to our flip chart page. Anything else that was in the
booklet that you felt was not necessary?

Not necessary.

They were saying before the advertisements for the e-file and TeleTax, now | can
understand their being in the book, because there are other ways to file, but can
they cut them to a minimum. This does not deserve a whole page, because it is
making me not even want to continue the TeleFile.

Imagine if you only knew about TeleFile, you would have no idea there was e-
file.

If they cut it to a minimum, but a whole page for this, it makes me not even want
to continue reading.

They are selling you, now granted | think, no, they want to sell you on e-file,
because you are obviously already sold on TeleFile, you requested a packet.

But they sent one.

What is the difference between TeleFile and e-file?

The computer.

Oh, one is computer.

E-file you do on the computer. TeleFile you do on the phone.

They are both waysto file in away that you don’t use paper.
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| think thisis kind of confusing, likethisis TeleFile, and thisis e-file, and then we
got TeleTax, and then, maybe they should have, maybe it is a waste of paper, but
maybe we should have a package for TeleFile, another package for e-file, and
then another one, and then everyone likes choices, choose whichever one you
want.

(All talking at onetime.)

This pageisinformative.

When | open up this book and see TeleFile, | want to continue with TeleFile, and
then maybe when | am finished, there is a point in here where | can not use
TeleFile. Maybe on the back they have the e-file and the other ways | might be
able to use, but the first page | don’t want to see e-file, if | open up a TeleFile. If |
see e-file and | have my computer, that is where | am going, because it seems
much easier reading this.

Exactly, so what they should do is scrap these 2 pages, save it for something else,
send out a flyer with e-file, or just this information, you could do it on a 3x6, and
just people are either going to do this or do this.

| am used to reading magazines, and here is the cover person, you know, he is
back here somewhere, so you know.

The most expensive real estate is on theinside of the front covers.
Y ou get the cover that grabs you. Let me see what the ads are.

That is what | said before, for the advertisement they have in the front page, for
meit is perfect that page and like the second page.

Y eah, the inside page ought to be how to use it, the first page ought to be what it
is, the second ought to be how to use it, the third page ought to be who can.

That should be like the second page for me because it lets you know right there on
the second page about TeleFile. Know what | am saying?

Okay, redesign this. All right. The redesigned TeleFile package.
First page, cover, leave asis.

Everyone think that?

Y eah.

Yes.
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(All talking at onetime.)

You could put TeleFile Page 2 and 3, e-file Page 3 and 4 and whatever TeleTax
Page 4 or 5.

Then if you don't want to read whatever else they have, you just go to TeleFile
page.

You are talking about 10 pages and 10 pages are not a whole hell of a lot of
superfluous material.

It is the same amount of pages. You have your TeleFile, you have your e-file and
you have your TeleTax and whatever else.

No, because e-file does not require any paperwork, al it requires is your W-2, it
does not require any instructions or anything like this, it isall point and click.

Say thiswas TeleFile and then this comes, this comes next.
Page 4 next?

Yes.

Who can use it should come next instead of the girl page.
Right. Then the TeleFile checklist.

Pages 1 and 4 should be together, you know like Page 2 and 4 should be, then if
you want to put it on the back somewhere.

(All talking at onetime.)

No, because then the TeleFile should be across from the who can use it one.
Y eah.

Exactly. Moreor less.

(All talking at onetime.)

Wait aminute, | am getting lost here.

Thisisthe end page, thisisthe results.

No, no, no.
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More or less take some glue, put some glue over here, get rid of those 2 pages.
| thought | heard consensus, but | guess | didn’t.

The e-file should come, keep it separate, the e-file and then TeleFile. TeleFileis
first.

It should not be in there at all.

The TeleFileisfirst, and then the next page 3 should be on the e-file and whatever
on 3 and 4.

Then the forms.

| think we are missing something.

| am sure we are, we will get toit.

Oh, no, the 8085, 2000.

The 2 of them together, some people would get confused, the e-file and TeleFile,
they should stay separate, like | said. This information should be together and
then go to, the next should be you do the form, and then the e-file and whatever
information you have on the e-file.

The last page.

The immediate problem with the e-file thing, | am not just saying to be difficult,
the immediate problem with it being on the back pageis, if | have already done all
my taxes and | get to the back page, and | look and | say, gosh darn it, | could
have doneit on e-file. | do think there isareason why it is true that.

Thisis supposed to be the easy way, thisis why they are sending this out.

| understand, | agree with you on that too.

For people that don’t have computers.

First of all, they are going to look at it and if they see where the telephone, you
may read a little further, they may read a little further, but at least right at this
point, oh, | could do it on the telephone and forget it.

That iswhat | meant by, if you put it more in front then you could pick, but if you
see TeleFile, oh, | don’'t have a phone or computer or whatever, if you put it to the
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front, it is like, okay, | have a computer, | could do that, okay, | have a computer,
but | don’t know how to do anything, go to the phone.

(All talking at onetime.)

Good idea.

That isagreat idea.

Technically it is in the front, and me, personally, when | see the e in front of
anything, | think computers, even though | am a new user, | see e and | think
computers, | seetele, | think phones.

But it does not say.

As soon as you open the book you seee.

But | am saying.

Okay, we have to move on here.

(All talking at onetime.)

Okay, okay, let's move on here. The IRS is thinking about simplifying the
TeleFile package for next year and wanted to pass these around and have you take
alook at them. Just take a minute to look through this.

Much better.

See what | am saying, big letters, TeleFile, thisis what you will see if you open
this up, not some kind of obscure little, if you are a member of the club, you know
what isinside kind of deal.

What happens if you want electronic filing?

| like that.

Whereisit though?

There should not be any electronic, see this is not the e-file booklet, this is the
TeleFile booklet. | think the e-file booklet should be a publication in and of itself.

Okay, let’ s take a minute to look through this.

But if you don’t seeit, how do you know it exists, if you don’t seeit?
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Quick and easy access to text, you have the computer.

If you have a computer, you know about e-file.

Thisis perfect.

Actualy | have seen ads for e-file, | have, like printed ads and television, so |
mean, and | got my refund in 10 days, | have never gotten a refund in 10 days,
you know, | pushed the last button and 10 days later it hit my bank account.

That is good.

Y eah, using a smaller font is one good thing because it takes up less space. | like
the fact you go straight to who can, how to, added bonuses, paperwork, perfect.

Okay. Let’'s capture on the flip chart the differences that you see in this package
versus the first one we looked at. What is different here?

Simplicity. All right, let’s narrow down, the cover.

When | saw this one, | really saw TeleFile, | really did not see the instructions,
but in thisoneit islike, okay, that is record and instructions.

Right.

Exactly.

I think it isreally good.

Wait, | can’t write this fast.

Okay.

(All talking at onetime.)

Outside you don’t have tax record and instructions on this one.

Rather than using the back as your mailing, using the front as your mailing.

| think it is really smart that it is on a more firm stock, the stock paper is better
too.

Now isthiswhat it is going to be mailed as or?

| don't know. We noticed that this was different. | am guessing that these are
prototypes.
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The web addressis gone.

Where? No, did they, they did. Those dirty rats. Well, you can find it inside.
The web address is not prominently displayed to Derek’ s satisfaction.

Right. | am excited about this stuff.

Heisjaded, | am not.

Where was it anyway?

Eric, you said something earlier, the help?

| aso like the fact that it is physically 2 pieces of paper, it is only 2 pieces, as
opposed to the, here you got 2 pieces double-stapled which is much more useful

like folding friendly, than a glued back. Spot over hereisabit of apain.

It is folding and reading friendly, because lots of people, when they see a big
thick book, they don’t want to go through it.

There you go. Thislooks like more of a pamphlet than a booklet.
It isgood that it tells you right away whether you can use it or not.
It does not use any of this, | mean thisis hard on the eyes, this one.
Lavender?

Y eah, everything in here is plain black on white or black on blue, this and thisis
al just.

You just don’t like lavender.

Y eah, | am sorry, okay.

| was going to ask you if there were people who liked the lavender?
I loveit.

| do.

(All talking at onetime.)

We need to get the artist formerly known as in here to ask him his oPINion, |
don’t know, | am just not alavender person.
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So, mixed reaction to lavender.

Green.

Y eah, | think it should be green.

Money, yeah.

Y eah, it ought to be money green.

Black and white, keep it simple.

| don’t think it matters.

Green stands for envy so you should use that.

If they are going to charge us more for a better color, | am going to make it black
and white.

Was there another point down here?
About what?
About here we are, trying to look at differences between 2001 and.

One difference is thisis more simple and to the point and less material. The stuff
you really don’t need is not here, so that is good.

Simple.

But are they going to put information about e-file, maybe one more page? It
would not make that much difference because...

Wil no, | think the e-file banner should be down here, a little tagette kind of
thing, because when you get it, you are getting it like this, thisis the front, thisis
the back, this is wasted space, this could really be the e-file banner to let you all,
because then when you open it, you got both of your options on one page, you
have TeleFile here and e-file down here.

(All talking at onetime.)

The instructions are very ssimple.

Tax record and instructions, or you can use e-file at
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Okay.

| was going to say that immediately putting the tax form on the inside of the page,
| would be curious to know what people think before, one thing people said they
liked was that the instructions were across from it. Now you would literally be
doing the form on the front side of the page with the instructions, and | am just
pointing that out, because you guys were talking about that before, and | don’t
know if they would think that was good or not.

Okay, but that is the difference.

This might be silly, but | like how they end it. | like how they end it with a
privacy tax, like you could go to sleep and not worry about who is going to have a
hold of my social security number. | like that.

Any other differences? It is shorter.

Thisis easy on the eyes.

Itis.

How do you feel about this? The old Page 4, which was this flow chart.

As opposed to what they have now.

At the top of Page 2.

Y ou have to use telephone, | have that, all of that is yes, your filing statusis yes, |
only had, but no I didn’t, oh well | can’t use this, | think more or lessit is.

With this question right here, it says your name and address as shown on the
TeleFile tax record is correct, what if it is not correct, do you still continue? Like
he said.

No, if it is not correct you don’'t continue, because if you continue and they send
your $1,500 check across the hall, down the block or whatever.

Y eah, but it would not be a problem if it was across the hall for you.

WEell, kind of, because the lady is tired of giving me my mail, buit.

But if it is across the street, and across the street happens to be the other zip code,
something like that, | think that the ssmplified version carries, | think it is not as

idiot proof as the other one was, but you know, not many things are when they are
condensed.
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That is why we have socia security numbers, they don’t override, you know your
number is your number.

Right.
Aslong as your social security number is correct then.

But it really does not say if the answer is no to any of these questions, you can not
usethis.

Sure it does, right at the top. You can file by phone if, you can not use TeleFile
if.

Where does it say that?

You can file by phone if, count down 1, 2, 3, 4, 5, 6, 7, 8 boxes. Those big letters
that say can not. If you can not file by phone, use TeleTax topic to find out if you
should file a 1040EZ or 1040A etc.

| would like the can not as big as the can personally.

Y eah.

It isnot as clear as on the other one.

It isnot as big as the bold type on top.

It doesn’t, but | would not have noticed it.

Maybe it should be highlighted al so.

| think they put that on this one, | like this one, but the 10 minutes, fast.

But it does not happen in 10 minutes, you can't do it in 10 minutes.

Y eah, but when you are there on the phone, you are already there, you are not
like.

It takes an hour to start.

You don't have to wait at H& R Block for 25 minutes and the 2 easy steps to file
by phone.

Any other differences? You have been quiet, any other differences that come to
mind?
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Difficult to understand.

Any other differences?

WEeéll, here is the official tax package, do not throw away. Suppose you don’'t
want to use it, you have to keep it forever. That isawaste, if you are not going to
useit, what, keep it forever, compost?

All right. Let’slook at our list here of differences, and first let’s decide if each of
these differences is a positive or a negative, okay, and try to reach some
consensus about that. The cover mentioned tax record and instructions, is that a
positive or negative?

Positive.

Positive.

Everyone think it is positive, okay. Not as idiot proof as the earlier version, is
that a positive or negative?

That is a negative obviously.

| don’t think there is any such thing as idiot proofing. You don’t have to be an
idiot to make a mistake, accidentally, you know what | am saying.

No, but | am just saying.

Heissayingisit easier.

Exactly. Isit easier.

| don’t know. | know how to follow instructions so.
| don't.

So, positive or negative?

Itisneutral.

This one isjust basically most about the telephone, so it is easier, you don’t have
the confusion of the 2 staring at you at one time.

No web address obvious, did we resolve that, we think it is not as obvious?

It is not there at all on this one.
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It isinside, but it should be outside. You really should know ahead of time that
you have the web option.

So, isthat a positive or negative?

I think it is anegative.

On this one?

Thetitle basically isjust TeleFile, that isbasically what most.
Y eah, but also thisiswhat you call return address, whatever.

| think it is obvious to take the name of whatever you want and put www
whatever dot com on back of it.

Or [yww telefild or is it jyww.unclesam] what?

Right, but IRS has TeleFile.

Negative.

Everyone think that, okay. Statement on the cover, there was some earlier version
that it takes 10 minutes, that is not on this version, is that a positive or negative?

Positive.

Positive.

I think it iskind of negative, | don't know it is easy.

It still makes people want to open it and read it and take 10 minutes.

I think this one is more of a sell than this one is because you are going with a
graphic, you are going with a big friendly type. You are going with 2 easy steps,
more or less. Everything except for the heading you are selling, you are just
trying to sell the product.

For the benefit of the tape, what you are talking about is 2000?

I’m sorry, everything above the graphic is necessary, 2000 TeleFile tax record and
instructions, that is the same thing you have on the 2001, but for the benefit of the
tape, the graphic TeleFile, your easiest way to file, everything below that is
selling, you are trying to sell the product. On the 2001, it seems like product is
sold and you just need a replacement. They are not trying to tell you how good it
ison the cover.
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Yeah, the 2000 form. The cover of the 2000 form was very good, because it
made you want to open it, because it was advertising. This one is pretty plain,
although it states what it is and what needs to be done in the right place, because
that is what we were saying about it here.

| don't know if this is going backward. She just pointed something out, the
graphic, why it might be confusing because it says TeleFile and fast e-file, but
you got a hand holding a phone for TeleFile, how about a hand on the computer
keyboard for e-file.

Right, or just alittle e with the lightning bolt through it that they use.

That way you don’t get confused.

Okay.

So, you must sell it equally.

Right, you can have TeleFile with the little phone here and then e-file with the
little e thing down here at jyww.whatever|

So peopl e see the difference between e-file and TeleFile.

Take out 2 easy steps and al this can be left out, now you have to go through the
pamphlet to find out what you want.

Right.

Let’ssee. No selling of the product on the cover, isthat a positive or negative?
Negative.

I would think with selling to informing, like | look at this graphic and know
exactly what is going on, if | have a computer graphic | know what is going on
also. Sellingisinforming, to methat isthe same thing.

| think more or less they are taking it for granted on the 2001 that you know what
itis, that you know it is 2 easy steps, you know it is 10 minutes. These are things
you know already, which iswhy you are using it again.

| didn’t know, because maybe it has been long since, | don’t know how long, but |
never opened one of these, and | did not know it was 10 minutes, and | did not
know it was 2 easy steps.

Why not?
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(All talking at onetime.)

All right, no selling or informing about the product on the cover, is that a positive
or negative?

To be honest, that is, that depends so much on who is looking at it or what a
person is bringing to the table, and whether it isin conjunction with a campaign to
get the word out on TeleFile, or whether it isjust going to sit in afront of the local
library in a stack with all the other forms, so | don’t know the answer to that for
some.

WEell, to be redlistic, pictures and graphics grab your attention more than words.

Y es they do.

So, you take this out, put the computer, | mean the computer in here, and take
these 2 things out, but you leave that in.

WEell, no, | think the whole idea of having the graphs and disclosure information
on the back is very important, because to most people it is superfluous, it is not
really necessary to your filing. Having the front be made up of, having the mailer
be made up of the pertinent information is alot better.

Let’s go back to our list and see if we can get through here so we can move on to
a couple more issues. The statement about it taking 10 minutes to do TeleFile,
whether it is correct or not, is that positive or negative?

It is positive.

Positive.

Positive.

Sure, it would be positive, only takes 10 minutes.

Positive.

Y es, positive.

Okay. How about the information about calling for help?

Positive.

Positive.
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Positive.

Only 2 pieces of paper, meaning it is constructed positively?

It is positive. Saves resources, my children have a couple more trees to play on, |

feel good about it.
Does not look as thick?
Positive.

Positive.

Okay, tellsyou right away if you are éligible to use TeleFile?

Positive.

Positive.

Definitely positive.
Positive.

The color?

| think that, well.

Positive.

Positive.

Positive.

How about ssimpler and to the point?
Positive.

Positive.

Always positive.

Wasted space on the cover?
Negative.

Negative.
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Negative.

Wasted space is wasted paper.

Wasted money.

Y eah.

How about the location of the form?

It should be facing the direction, it should be facing the instructions.

Someone over here said it was fine?

Y eah.

If it came thisway, it would not fit in the mail box.

No, | don’t mean that, | mean this form.

The actual form, it ison Page 3, you would use to fill out.

Y eah, the instructions should be on Page 4 and the form should be on Page 5 or
vice versa. They should be on facing pages, rather than back to front like this
because thisis what | was talking about before, the good thing about the older one
was the fact you were doing it and looking at the instructions, rather than flipPINg
back and forth like a madman.

Thisinstructions?

That isif you can use it.

Show me.

| don’t see any over there.

That isnot in thisform, it is more generalized.

See, these are general instructions, yeah, oh well, you see, my balloon just lost all
itsair. You got methere.

Okay, are the instructions not large enough?

| think it isagood size.
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Itisall right.

| think it should say instructions for preparing your TeleFile tax record, because
that isjust me and my own backwater way of thinking.

Did other people have trouble seeing where the directions were on that page?
| did not see them.

Isthat not as obvious?

Y ou mean the general instructions?

No, the instructions for your TeleFile tax record.

| missed that.

How could you miss that?

Itiseasy.

It happens. It ought to have one of these tip things, these caution things, start here
icon, just alittle something to grab.

Okay, so do we think the location of the form is positive?
Positive.

It is positive.

Itisfine.

Yeah, it is positive.

How about ending with the privacy act?

Positive.

Positive.

Positive.

Even at the end.

We only have one, wasted space on cover and then no obvious.
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Web space.

A couple we could not decide on. Looking at the positives, which would you say
is the most important improvement in this form, or the most important difference?

| think it isonly 2 pieces of paper.

Someone el se besides Robert?

I know, | am going to leave the room.

No, no, you can’t leave.

I think cover, tax record and instructions are simpler and to the point.
Y ou said what is the most important change?

Y eah.

I was thinking of the telling right away that you can use it, because this will
determine whether you can do that.

| agree with that.

Y eah.

Elizabeth, how about you? Which do you think is the most important difference?
It is easier to read, it is really easier to read, and that it is just ssimpler, because
now | am not thinking about doing it on the computer, | am only thinking about
doing it on the phone.

Y eah, simpler and to the point.

Barbara, how about you?

| guess | would agree, simple and to the point, yeah | agree there.

Most definitely, ssmpler and to the point.

Simple and to the point.

Gary?
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I mentioned telling right away whether you can use the form. | like simple and to
the point, too. What | said earlier was my first choice, tell usright away if we can
use the form or not.

Sure.

Sure what?

Whatever you say.

Okay, so it tellsright away. Simple and to the point. That isamess, but anyway.
That isyour mess.

Thank you for the good input. All right. Internet access. We touched on this
earlier. This current filing season, the IRS introduced the option of a self-selected
PIN for all electronic returns except for TeleFile, and that self-selected PIN would
eliminate the need for the IRS to sent taxpayers customer service numbers, and
additionally, taxpayers would not need a TeleFile packageto file via TeleFile.

I missed something, can you say that again?

Okay. With your PIN you would not need to have this package essentialy. The
downside to that, though, is that in order to use the self-selected PIN, the taxpayer
would have to have 2 pieces of confidential information. The adjusted gross
income and the total tax from the previous year’s return. Let me ask you. Do you
retain copies of your previous returns?

Yes.

Yes.

So, having that information would not be a problem then.

| retain it, but | retain ungodly amounts of junk and | can not say | would probably
be a panic or day long search through my personal records to find my taxes from
last year, it would take me aday or alittle while to get ahold of them.

Maybe the question is then, how many people could readily find it?

Me.

Me.

Somewhat fewer, okay. Let me ask.
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| don’t think | want to deal with another PIN number, you know, | have so many
of them.

Okay, were you reading my moderator’s guide, because the next question was
whether your preference would be to use a PIN, or use the IRS selected customer
service number?

| would rather use a PIN because, and | know | am never going to see any of you
al again, | use the same PIN number for al my stuff, more or less, except for my
online passwords, | use the same numbers just to keep it easy, my bank card, my
calling card, everything is the same number.

That isvery easy.

How many people would prefer to use the PIN number?

Me.

WEell, now you give me an idea, definitely.

Yes.

Than the customer service number the IRS would give you?

A PIN.

A PIN.

How many? Let’'s see ashow of hands? 7, okay.

Y ou pick the number so that you can remember it.

| have to say it, my main question is how many, | don’'t know the population of
the U.S. or the population of the.

381 million.
Whatever it is, that isalot of PIN numbers.
It isthe PIN number plus your last year’s. | know what you are thinking.

With banks, there is always different banks so, with PIN numbers those are going
to be some long PIN numbers.

WEell, no you pick out your own PIN number.
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Y ou can use either.

| use the same one like you do.

Y eah, just use the same one, yeah.

Let me ask this. The PIN number is according with the social security number?
No, it is separate and you would select it.

Soitisdifferent from the social security number.

Either that or you get one that is imposed upon you, you are a number now, you
have to memorize this number. | would much rather have a number | picked than
to try to remember some number they gave me.

Okay. Let meask. We have had alot of discussion tonight about TeleFile. How
many of you were thinking about using TeleFile last year now that you have heard

more about it in the focus group, anyone? One?

| actually got this phone call and heard of TeleFile, | think | might have seen this,
| don’t think | would have done it, now | seethisone, | am going to do it.

If 1 had not gotten my computer last year | probably might have used TeleFile
next year, next year | am using e-file.

There you go, another convert.
All right. How about the rest of you?

| would have done it because it is easier. If you are in a situation where you get
the money back quick, right.

| think | am going to do it, but | have to call to get information, because it is going
to be my first try, so | need to get more straight information about my personal
case.

Find out if it is appropriate for you.

| got the phone number | can call for help so | can set up my...

Gary?

This sounds good and all, but I am accustomed to using e-file, that is much better
for me.
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Okay. How about you Eric?

I would not use it, not saying it is a bad idea, or the changes you made in both the
forms, but | am just too paranoid about making mistakes, like taking one off when
| should add or whatever.

| am going to introduce it to my children, some of my children, and see what they
think about it.

Y ou think it would be a good thing for them to use?

For some of them.

Anyone else? Okay, if you bear with me a minute, | am going to step back there
and see if there are any other issues they would like me to bring up with you, and
| will be back in just aminute.

Can we use the restroom?

Sure.

Tell them to keep it down in there.

But you all come back.

Y eah we will come back, we want our check.

Go ahead. (Moderator leaves the room.)

| don’t know if we were being filmed, but we were definitely on a monitor.

She said we were not being filmed.

Okay, we have just something | want to ask you for clarification purposes. | am
going to go around the room and would you tell us how you filed this year and

how you plan to file next year? | will pick on Charlesfirst.

| filed this year with the paper, and my plans for next year are undetermined at
thistime.

What did you use?
| used a 1040.

How about you Gary?
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| filed this year by e-file a the IRS building and plan on doing the same thing
next year.

| am going to try the TeleFile as | said before, | am going to try e-file.

How did you file this year?

| have not done this year, | did the other one at an agency, | paid for help.

Eric?

I will go back to the IRS, it was a good experience, so | will go back again. |
don’'t see the idea as being totally useless at all, if you want to file over the phone,
do so.

| used atax preparer, but | think 1 am going to try this next year.

| have not done mine yet, but | am realy thinking about doing this. | know I
came in here with my everyone is lazy speech, but | think | am going to do it this
time, and based on that | think it is going to be like, tell afriend, tell afriend, so
hopefully it won’t go too bad and | can do it.

| used a carrier pigeon, no, | used e-file for my federal, TeleFile for my state and |
will probably use e-file for both next year.

Sure, | will go to the tax preparer, and | will do the same next year, | like that.
Wilhemena?

| am going to do this and tell a friend. | have a lot of children | can tell, and
family members, and then | am going to talk it over with them, and some of them
do taxes. So far this year, | have not filed yet, and | am going to talk to them,
because | am sure some of them don’t know about this.

Yes, | have been using the 1040, | have been successful and | aready got my
money back, got it today, and | have been doing that, but | like a change, and |
have several children, too, that | am going to introduce them. But my brother
works for tax, so | have been getting it done for me like, do it, send it in, and |
will doit, but | like achange, so | just might.

Elizabeth?

| think | would use telephone next time.

How did you do it this year?

Page 143



| did it myself.

Do you remember which form you used?

| can’t.

Derek?

| used atax preparer and | got the refund, and next year | don’t think | will be able
to use the TeleFile because | am going to make some changes, so | might have to
do e-file, pay them and do that, | just pay out of laziness, but as | said, the change

| intend to make, | think it would be easier to do myself in e-file.

All right. Thank you. You have been a great group and if you pass these back
down | would appreciate it.

Thanks.

Thank you very much.

| thought we could keep it.
| want it.

No, because | need them to take to the other groups.
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IRSTELEFILE FOCUS GROUP
USERS
SEATTLE, WA
MARCH 21, 2001, 6 PM

Intro . . . Before we get into the discussion | wonder if we could go around the
room and if you would, just begin by telling us what you do for aliving.

My nameisKira. | work doing administrative and office management.

| am Jack. | am currently between jobs.

I am Krista. | work for a physician’s scanning and CAD firm here in Kirkland.
My nameisKristy. | am agraduate student.

My nameis Shelby. | work at a bank, receiving and ATM work.

My nameis Bob. | am anetwork engineer for atelecommunications company.

My name is Kevin, and | am currently a warehouse manager for a mobile home
parts distribution center.

| am Seth. Payroll accounting.

| am Jim. Sales manager.

Thank you. Let me begin by asking, what is the TeleFile package?

WEell, it is the package that they send you in the mail that gives you instructions
on how to file your taxes over the phone, if you are eligible to do that. In order to
be eligible, you have to have your name and address match the name and address
printed on the form.

So the label has to match?

Yes.

It kind of seems to me that you have to have been living at the place where you
received your form for the last couple of years to be eligible to file. They even
say that. If you have anything different on the form, than what is actually printed,
or if you are caling from a phone other than your home phone, or anything like
that, then something will be wrong with it.

I think the other eligibility requirements are that you file an EZ 1040.
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Right, it has to be a pretty standard form.
Anything else you remember about the package?

| remember there was a financial requirement. | think it was less than $50,000 a
year.

Y eah, something like that.

You have to have low interest at your bank or whatever. You can’'t have over a
certain amount of bank income.

How many of you used TeleFile prior to this year? Eight. How many of you
have filed with TeleFile previous to last year? So you have done it three years. |
am talking about consecutive.

Oh, that wouldn’t apply to me.

| did it one year, and then it didn't come the next year, and then another year it
did.

So, it sounds like a lot of you have experience not only this year, but in previous
years, with TeleFile. Did any of you notice any changes in this year's TeleFile
package compared to what you have seen in previous years?

| did. It took alot longer for my check to get here, and it was alot smaller.

So your refund took longer?

Yeah, it was really quick the last couple of years. Like within two weeks after
filing, and here it took like a month, over amonth. No about a month.

Mine took two weeks.

| filed midnight of the 11™.

Anyone else see any differencesin the package?

I think the form had some slight changes. It looked the same, but it was easier to
follow. | used online services the year before, and then | lost my PIN number, so
| had to go back to TeleFile. | notice from year to year that it changed alittle bit.

So fewer thingsto fill out or better directions?

Better directions. The same amount of stuff to fill out.
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M:

Any other differences that other folks noticed? | am going to pass out a copy.
Okay, if you will just take a minute to look through it.

(Respondents review material.)

(Moderator sends some respondents to another group and receives new respondents.)

M:

R:

Okay, you folks that just came in, did you all use TeleFileto file your taxes?

Yes.

Yes.

Anyway, that happens sometimes. For those of you that just came in, | will just
quickly describe what we are doing here. (Moderator repeats introduction.)
Could you al introduce yourselves by giving us your first names and telling us a

little bit about what you do. Then we will jump back into what we were doing.

My name is Alicia, and | am an account executive for the Downtown Floral
Association.

My name is Howard, and | am a software tester.

| am Seth, and | am amedical researcher.

And you are the real Seth. What we have doneis, | passed out, and we have had a
little bit of disruption, but | have passed out copies of the TeleFile package for

this year. | was asking everyone to just look through it very quickly and refresh
their memories. Then | am going to ask afew questions. Just take a minute.

(Respondents review material.)

M:

The IRS wants to determine the minimal amount of information that taxpayers
need to complete their TeleFile return. | wanted to ask you whether this version
of the TeleFile package that | passed out contained everything that you needed
this year to file your TeleFile returns? Was everything there, or was there
anything that was missing?

Everything was there.

It was pretty complete.

Y eah.

It was pretty easy to follow.
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| thought it was a little disconcerting that | wasn’'t able to look up before it was
calculated.

Y eah.

Right, you like to look it up yourself before you fileit.

Before you get on the phone.

Okay, so the tax tables weren't there.

Looking those up . . . I would call somebody to find those ahead of time.
And did you do that this year?

| just called my folks, so that | know that the phone is actually telling me the right
amount.

But you wanted to know that information, so you called your girlfriend and just
had her look on her form to tell you that?

| would have to second that. | did the same. | had the same issue.
Y eah.

And how did you resolve that?

| also called my parents too to find out that information.

| went to the library.

| just trusted them doing it right. | had alot taken out of my check last year, and |
get alittle back thisyear. | waslike, what. | just took what they gave me.

Were you surprised at the end of the TeleFile?
Very surprised. | was expecting like 300% or 400% more than | got back.
But you assumed it was correct.

| assume it was correct. It seemed computer automatic. | guess it would be very
nice to see actually where this computer getsit figures from.

What | think would be the thingto do . . . | personally aso trusted it. Mine was
for the better, fortunately for me.
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| think that you got some of mine.

But actually | think what would be nice is, when they actually send you your
refund or when they send you your paperwork for your payment, if they could
send you a computer printout exactly how they calculated, so that you could
check it. That way, if it was wrong, you wouldn’t cash the check and you would
be able to contact someone and dispute it. | think that a printout of exactly how
the computer calculated it would be really helpful.

Especialy just for your records. Just put that in your files and keep a hold of that.
Instead of filling it out yourself . . . | would rather have something from the IRS
saying it rather than something | had written myself.
| think 1 would feel better about being able to calculate it all myself because then .
. when you make the phone call, because for one thing | felt realy
uncomfortable about making sure that my refund or payment was routed through
my checking account. | had no idea if | was going to owe or how much | was
going to owe. | really had no idea. | was depending on the calculations that the
TeleFile did. | chose not to do that. | chose just to send the payment in myself or
receive the check through the mail, because | didn’'t want to deal with that.

| did that as well, because | didn’t want to go to the ATM and see this huge
amount of money missing.

Exactly.

| chose not to do that for the same reasons. Just because they didn’t make it very
clear.

Would that have actually happened? Y ou would try to do it directly through your
checking account and then you find out that you owe, would they automatically
takeit out if that happened?

If it happens, they take it out.

Readlly? Oh wow.

That is another thing.

Thisisthe amount that you owe, to be withdrawn, and | didn’t like that one bit.

Isn’t the other option to send them a check?

Y ou can.
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R: Y ou haveto figure it out before.

(All talking.)

R: That is why it would be nice to have the tables beforehand and know if you owe
or not.

R: The tables would be very important.

R: Absolutely.

R: Y ou need to find out if you owe.

R: Absolutely.

R: Once you figure out the amount that you have to pay, you could figure out if you
want to do it directly through your checking account. Obviously it is easy to have
it direct deposited because you are getting money back.

R: Exactly.

R: But if you owe. . .

M: Who else did direct deposit?

R: | did.

R: | did.

R: | almost wish that | would have.

R: | almost wish that | didn’t now.

M: Anything else that was missing? Seth, did you go and find the tax tables?

R: | just waited.

M: But you wished that you would have had it?

R: Yeah. | ended up being al right.

R: | didn’'t find the tax tables. Although were they on the Internet? Were they on the
website anywhere?

R: Y eah, | think they are on the website.
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| think that everything is on the website.

It isapain to go to the Post Office and pick those things up.

Yes, itis.

They are always out of the one that you want.

Exactly. Exactly. | don’t know if there was one there or not, but | didn’t find it.

| think that everything is on the website, all of their publications.

But | know that last year | went in to do an e-file, and you had to download a
whole bunch of software in order to get the forms, and so on and so forth. Maybe
it would be easier to have that just avail able than having to download.

People say the same thing. They have trouble opening it, and it needs a certain
program. They get it downloaded, and some people who are less computer
literate would be like, where doesit go? Where doesit print?

Y ou would think it was just the tax tables.

But e-file has everything you can ask for. Y ou get the refund in like five days.

E-file does?

Five days. | have doneit before and I loved it. | lost my PIN number and the IRS
won't giveit back to me. | had to go through TeleFile.

They won't give it back?

They will not give it back to me. You haveto file again, e-file and get anew PIN
number. You haveto fill out thiswhole thing.

That happened with my state taxes, and | couldn’t remember how much | got
back, so | just sort of plugged in around what | thought it was, and after two
tries...

WEell, that is to protect your security.

Has anyone else done e-file in the past?

On the computer?

Okay.
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| am just curious about something. My girlfriend did TeleFile last year. She
filled it out, but she didn’t receive one this year. | mean, is there a reason why
somebody wouldn’t receive one a second year in arow?

A change of address.

Y our income changed to more than is allowed.

| don’t think so.

It is not change of address, because | have moved.

I moved aswell.

I think it is within a constrained time period, because | moved also once in a tax
year, but | still was ableto do TeleFile.

| don't know the answer to that, although | did hear it come up in other groups.
People expected to receive it and didn't. Anything else that was missing? How
many of you did go to other sources of information? | have heard parents to find
out about the standard deduction. Have you used any other sources of IRS
information?

| went to the library.

Went to thelibrary and . . .

They have forms at the library.

Okay forms at the library.

| got forms at the Post Office.

| didn’'t get anything as far as forms, but | have been receiving a Social Security
Statement.

Yeah, | got that. | actually like that.

| do too. It is fairly user friendly. The language isn't so crazy that | don't
understand it. | don't know how | am supposed to use it when | got my taxes. It
is there and it kind of gives you a guideline as to where you should be. | think
that is good.

Yeah, that really keeps track of everything al the way down from the first day
you worked.
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R: Well it breaks it down.

(All talking.)

R: Do you haveto sign up for this?

R: No.

R: No.

R: But you have to work a certain amount to qualify for Social Security and once
you have worked that amount then they automatically send it to you.

R: And it tells you like, a target amount that you should be at. | didn’t know how to
useit asfar asfiling my taxes.

R: | don’t think you have to.

R: Youdon't. Itisjust areference.

M: Yeah, itisjust for your records.

R: It is pretty reassuring too. Social Security isn’t going to be around when we are
al old. Itiskind of nice to know that maybe they are alittle bit more on the ball
than we all think.

M: Isit from the IRS?

R: Y eah, well Social Security.

M: Let's see. Kristy mentioned the IRS website. Anyone else who has used that as a
source of information?

R: | have downloaded some quarterly documents off of it. That is about it. It didn’'t
have anything to do with my TeleFile tax.

R: There is a computer software program. | don’t know about Quicken. Quicken
might have alink to the online information but Turbo Tax definitely does.

M: How about the customer services numbers, the IRS 1-800 numbers?

R: They want to help us?

(Laughter.)

R: | called onetime ten years ago and didn’t get very far with that.
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What happened?

They did put me on hold for a very long time. Twenty minutes or so, and then
they just basically told me that | have to go someplace and get forms.

Thereisaredly good IRS office in downtown Seattle, and people there are redly
helpful. You just have to take a number. But they have al the forms, and al the
books, and all the explanations and tips. You can talk to somebody who can
really help. |1 mean, | have done it for work, but | have never done it for personal.
Whereisthat?

Second and way down there.

What isit called?

Just the IRS office.

It iswith one of the government buildings.

Any other ways that you have gotten information from the IRS? Let’slook at the
package again. Let'slook at pages two and three. How many of you remember
reading through thisinformation? One. Anyone else?

| didn't.

Three.

Skimmed.

Skimmed, okay.

| think the first year | got it, | read everything. Thisyear | just went straight to the
workshest.

I maybe looked at the picture.
Y eah.

Now, did any of this marketing information on pages two and three make a
difference in your decision to file using TeleFile?

No.

No.
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R: Uh huh.

R: She looked way too happy, and she looks about 15.

R: Y eah.

(All talking.)

R: Itisfiller.

R: Aren't we redly the only people that get these? You are not seeing this for the
first time are they?

R: Somehow, sure. They have to initiate you somehow.

R: Y eah, the first one | got was just sent to me out of the blue.

R: | got something promoting e-file. | remember | got it a couple of years ago, and
that iswhen | tried it out.

R: | have to be honest. | have never heard of e-file.

R: | have used it, and we were very pleased with it. My husband and my parents did
that in the past.

R: TeleFile is aform of e-file, electronic filing. But another form is doing it on the
Internet.

R: Y eah, but that only pertains to people with computers. | don’t have one.

R: Page two is pretty compelling, but what | think what happened to me, and |
probably would have e-filed because it is more convenient for me, actually, than
using my phone. | got thisin the mail like this, or whichever way that it comes. |
didn’'t open it literaly until | sat down to make the phone call. | knew what it
was, and | had al my W2s, and | was ready to make the phone call. | was sort of
focused on doing that. | didn’t care about the application.

R: If you have never done it before, you are going to read this.

R: Y eah.

R: And so like, maybe next year | won't use TeleFile, | will use the Internet. For this

time, it did not work for me. It was meant to compel me to do the other, but | was
already sort of cramming.
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M: Anyone else who remembers this information? What was your reaction?

R: | opened it and went past it. It was not where | wanted to be.

R: Yeah, it wasjust sort of, where is the information that | really want?

M: How many of you went directly to page seven? Ten. Ten people went directly to
page seven. What about the rest of the booklet? Page four, Who Can File By
Phone. Anyone look at that?

R: | did.

R: Y eah.

R: | aready knew that | could.

R: | double checked.

R: | was from another state, and | wanted to make sure that everything was okay.

R: Yeah, | did this.

M: How many people used this page? Six. Wasit helpful?

R: | definitely thought it was helpful. It probably sounds a little naive, but | don’'t
pay awhole lot of attention to something like that. | wasjust like, oh, do | have to
fill out theform? Do | haveto read?

R: | read aslittle as possible.

R: | thought this was hilarious. Just where isit? Number two. Were you under the
age of 65 on January 1% 2001 and not blind?

(Laughter.)

M: Why is that so funny?

R: WEell, unlessit isin Braille, how could you read it?

R: It looked like, wow, what a predicament to be in. If | was under the age of 65 but
blind, that is the end. | just thought that question was funny. | was like, how in
the world do you get from there to point B?

R: It does make a difference but it is not probably as clear here.

M: Any other reactions to this page?
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| just used it to double check.

Okay, how about page five on Earned Income Credit? Anybody use that page?
Samething. | wasjust checking.

Anyone else? How about page six?

| read it.

Since | work with a bank, | know about the routing numbers and everything. |
didn’'t really have to read that part. Again, | decided not to do the direct deposit

thing, just in case | owed something.

Isit faster to actually have it routed directly into your bank rather than have them
mail it?

Yes.
Oh yes.
| have never had them go more than two weeks. It is more like aweek and a half.

That is generally al it takes for them to even just mail it to me. Two to three
weeks with TeleFile.

Last year was more. | didn’t notice it any faster, actually, with the direct deposit.

| just like to go to the bank and all of the sudden, have a big jump in there. You
never know when that is going to come through.

How many of you actually used these instructions to help fill out the form on page
seven?

| did.
Three. Anyone else? Everyone else just went to the form?
Y eah.
Y eah.

How about those of you that were hoping for a refund, did you all read this tip
over on the right, Expecting A Refund?
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Nope.

Okay.

| actually read that, and | thought, what if they don’'t get it right. That actually
deterred me from using this. | remember looking at this and struggling to find it,
and then | couldn’t find it, and then | read that and then | though,t | don’t want to
do thisanymore. | will just get it mailed to me. | almost wish that | hadn’t now.
So you were worried about having it deposited directly?

Y eah.

| have had my bank mess up many, many things. Especially because the main
branch of my bank is in another city. There is no real point for me changing it.
We buy a box of checksand | will use those out before | changeit.

So you were concerned that your bank would screw it up?

Very much so. They havein the past.

Anyone else with concerns about deposited directly?

| think maybe, and | don’t know how they would feel to do this, but even give a
rough estimate of how long it was going to take.

Weéll there is a 1-800 number that you can call after you file with TeleFile, and
you enter in your PIN code. It is actually called your customer service number.
They tell you exactly what date it was either mailed or what date you should
expect it in your account, because | did that. It got there and they told me what
day it was mailed, and | had it within two days or three days after the date that it
was mailed.

Where did you get that info?

| don’t know where.

It isin the book.

Doesn't it tell you when you are ailmost done filing, especialy if you are giving a
direct deposit that you could expect it within x or y?

No.

Somehow | remember that.
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| don’t think they actually say it.
No. The number isin the book.

| know that sometimes when you cal the number they say, we have no
information. | called it once and it hadn’t been mailed yet.

How many people called the 1-800 number?

| didn’t thisyear but last year.

It was very helpful.

I think itis1-800. . .

The number is on page nine.

Did any of you review this page asyou were. . .

| read through alittle bit of it.

| read it afterwards, because | was really frustrated when | filed, because | had to
cal, 1 think, like four times, and start the whole process over again. | can’'t
remember what the problem was, but it wouldn't let me go back. | don't
remember what exactly the problem was, but | had to start over again. When |
finally got through the whole process, | talked to someone about my taxes, and
they are like, oh well, I think that you may have done it wrong. | read this
afterwards to try and figure out what do | do if | filed my taxes wrong through
TeleFile.

There is a statement down here on page eight. If you need a copy of what you
filed, the IRS. .. | don't know if that would be the breakdown or whatnot.

A transcript yeah.

| think they should just send it to you.

That would be nice.

Y ou shouldn’t have to request that.

Y ou like to double check or have alittle explanation on it.

| was in that position last year, and | expect money this year, and either way | till

would have liked to have seen the documentation of it. | feel pretty comfortable
doing things both online and over other data systems. It is amost how | have
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grown up doing things at my age. | definitely think that this was easy to do, but at
the sametime | still am the kind of person that | want paper documentation.

And copies.

| wouldn’t do it any other way. | think it should be more of a request thing. |
think that the IRS has been trying to scale back all the paper and sending out all
thisstuff. That isalot of formsto befilling out. | figureit out beforehand.

Do you want $3 to go to the Presidential campaign? Fine. Yesor No?

Do you want a transcript? If that would be offered just as an option while they
weretaking. . .

Exactly, instead of you having to call and sit on hold. Just like ayes or no box.
How many of you are interested in having a paper form?

| am not interested.

| am.

| am really not.

How about page nine? Did anybody use this information?

| used it to call after a couple of weeks.

| used this number to check your status down at the bottom.

That iswhat | found.

How about page ten? Anybody use TeleTax as opposed to TeleFile?

Y eah the automated system pretty much explains everything. | myself put page
seven and called the number, and they told me everything that | had to do.

Yeah, it is either you know how to file your taxes or you don’t. If you do and you
have done anything like this before, then you are going to go right to page seven
and punch in the numbers and have your number.

Y ou can do this while you are waiting for responses.

It is not brain surgery. It is not the most difficult thing in the world to try to
maneuver yourself through. | don’t think so.
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You just have to have everything there. You have to have the forms and your
checking account if you want it directly deposited, and all that information like
right there, so that you are not . . . then you can write it in and punch the numbers.
But it would be nice to have like a worksheet prior to it. Because when you get
on that phone and you get down to the last option and you are like, okay do | owe
ordol...itwould be niceto know that maybe prior to.

Y eah the tax table.

| didn't ask this earlier but how many of you referred to the form on page seven
before you called?

Y eah.

Y eah.

Y ou just go through it.

| didn’t worry about filling that out.

No. No.

| just worried about what | was getting back.

We had people in the other groups that did that too. How about page eleven?
Anybody look at this? Did you look at this before or after you did the process?

After | called.

Anyone else? How about the back cover?

| don’t remember looking at it.

| saw it but | didn’t read it.

That ishow it wasin my mailbox. It was upside down.
Y ou immediately knew it was tax.

Sharon and Shawn said that they had looked at this when they got it. Anyone
else?

| see and look how much is going into defense and wherever else.
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Going back to page seven, before you got your confirmation number, you have
the option to choose whether you wanted it directly deposited. Maybe that was
three years ago or four years ago. But they like switched steps and now you can't
choose.

Y eah | remember that too.

Remember that. You used to have the option. If you knew how much you got,
there was a step there that said, okay, do you want it deposited or not, and now it
is like they switched it. Now it is like an automatic thing, where you have to put
in your routing number before you get your amount.

| think you areright. If | remember in the past, | knew what | was getting back.
With this you are worried.

| wasn’t worried in previous years.

At the end when they ask you, do you want to complete this, you can press no and
start it al over. How many of usrealy want to start it all over at that point? You
don't. You don't want to call back and go through the hassle. Itisnot that it isa
huge hassle, but it does take time, and | guess | would just make sure that | had
the money in at that point. But still | don’'t agree with the way that they do it.
The order of this.

Now, you said that you tried four times?

| was frustrated with the system though. It seemed like something that | should
have been able to do easily. It was awhile ago, and | just can’t remember what
the problem was.

But you did haveto call?

| had to quit and call again. | remember it kept shutting me off. Like it was like,
please hang up, and | was like, aaagh!! | haveto start over again.

That actually happened to me. | had to call back. My workplace had changed
addresses, so it got to the point you were giving the address of your workplace,
and if they had said at the very beginning, you can call back if you are unable to
finishthis. But | wasreally concerned, did | just blow it?

Sowasl.

| was redlly just kind of taken back from that. | ended up trying to call again.

And it took it the next time?
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It took it, but it did say, until you get the confirmation at the very end, you can
call back if you need to. | just was not real sure.

The only thing | don’t like about it, for the past two or three years, if your address
is different from what is on the little label, you cannot file. My address hasn’'t
been that one for quite a while now, and | haven’t figured out how to call in time
to get my tax refund without changing my address.

You just don’t get it every year.
| still get it, but | have to go to my grandpa’ sto get it.

Maybe TeleFile should be connected to an operator. So like, if you mess up or
you have a question, you can hit a prompt like the bank does.

Thereisachoice to talk to somebody.
Then they can bring it up and fix whatever you have messed up.

Everybody in the country generally files a the same time. | could imagine the
back up. They would have to put you on hold for a couple of hours.

| was actually quite surprised that mine came to my correct address, because | had
moved from another city and | forwarded my mail. When I did that, | had lots of
problems with the postal service.

Everybody does.

| was surprised that somehow, someway they had gotten the information. It
seemed like everyone, and not just the post office forwarding problem, but billing
companies, | would call and change my address, and they still would send it to the
old place. | was actualy surprised that mine came with my exact address. My
only concern was that they say right on the phone that your check will be sent to
the address printed. My check was sent to the wrong apartment number. It went
to someone el se.

Even though your label was correct?

My label was correct, and they left out the last number on it. It went to adifferent
apartment in my building. Somebody wrote me and said you almost lost this. Get
it right next time. | don’t live in a very nice building. That is exactly what they
wroteonit. They left it in my mailbox but that was . . . | don’t live in the greatest
place. | admit. | almost wondered. | looked to see that the names were printed,
and | looked at the way that it was printed on the check. | almost wondered if my
address line had been too long for them to add the last number. That was the only
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thing that | could think of. My address was two digits and there was only one
digit on there. They were just missing the second one. | thought, well, maybe
they only allow a certain number of spaces.

That isabig problem, too.

Yes. | know that there are some companies that the way their mailing systems
are, they shorten the name of the street. For example, it is very easy to shorten the
street that | live on. You would assume that they would do something like that.
But everything was spelled out to the end, and it was missing that last number. |
am sure that someone had it in their mailbox for more than it should have been
and it wasn’t in mine.

If somebody would have sent that back to the IRS return to sender, you think the
IRS would take awhole year wondering . . .

Who else? We have two people who tried more than once. Anyone else?
Everyone else was able to file TeleFile on their first try? Okay. Great. | am
going to pass these out. The IRS is thinking about simplifying the TeleFile
package for next year. These are some prototypes that we would like you to take
alook at.

(Respondents review material.)

R:

M:

Yeah, itissmpler. Thereis only one page of history now.

Let me go over to the flip chart. | wonder if you would tell me what differences
you noticed between this package and the 2000 package?

Obvioudly it is less pages.

The information that you want is on page three.

They took out the worksheet for if you can file by phone. They just made it a
checklist instead, which was fine. | mean, they said what the rules were. That is
good.

It makes more sense. It jumpsright in.

They just talk about the TeleFile but not the e-file.

It seemed like in last year’s they were kind of repeating the same things over and
over again. They were asking the same information in three different places.

This seems more concise.

It forces you to look at the pie chart.
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M: It forces you to look at the pie chart?

R: Y eah if you have to open it.

M: The pie chart is more obvious.

R: I think it iskind of the same. They just changed it around.

R: They kind of shortened it.

R: It seemsto me like they only took out content from the front.

R: | think the verbiage is alittle bit more concise than some of these pages.

R: | think they should have left the routing information, the routing numbers. |
wasn't really familiar with what routing numbers were. The fact that it isway in
the back.

M: It is not as obvious?

R: Y eah.

R: Y eah maybe moved up to the front.

M: Anything else?

R: | want more instructions. 'Y ou can reference quicker.

R: It ismuch tinier.

R: It is harder to read actually.

R: There is more white space. It is supposed to be easier to read.

R: There is alot more white space.

R: | am surethereisasimilarity between TeleFile and TeleTax. It isglossy.

(All talking.)

M: Anybody else? How about page two? Does anybody see anything that wasn't in
the old version?

R: Again, | think that everybody agreed that if they had the direct deposit or removal,

it would be better to be lower on the page.
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Y eah, on the bottom.
Other than that, it looks about the same.

WEell, it is not just like it is on the bottom of the page. It is that the choice when
you are actually going through it that you want to know.

WEell, as soon as you find out whether you have to pay or you are getting money
back, you can make a more informed choice.

Nobody wants money taken straight out, but everybody wants money put right in.

| think the reason why this is up there is because that is kind of where you stop
filling things out for yourself. If it were at the bottom, then maybe you wouldn’t
see. Maybe the problem would be that you wouldn’t see that you were supposed
to gather that information before you make the call.

It doesn't matter how many times they tell you, there are many, many, many
people who do not read the instructions before they go through this. They don’t
read it. If you were applying for a job, do you read the application before you fill
it out? Itisthe sameidea

So with all these boxes that you leave blank, | think that might be confusing.

It is not where it is on the form. It iswhereit is on the actual program. It can be
anywhere on the form. It is the program. If they give you the choice the last
thing to do, that would be helpful.

Y eah, like right before do you actually want to file.

And enter your routing number if you want a direct deposit or a direct withdrawal.
Okay, page two, we already talked about the fact that there is this checklist. So
that is there. Instructions For Your TeleFile Tax Record. How clear is that? Is
that as helpful as the instructions in the 2000 version?

At the bottom of that section there, Forms 1099 and INT. Isthat INT part, is that
new? | don’'t remember.

That is not new.
Where are you looking?

Just at that one section right underneath line c.
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That iswhen your employer givesyou an INT form.
Oh, | didn’t know what that was.

But he had a really good idea about taking the check with the routing numbers
and moving this section to maybe the Earned Income Credit section, because you
can always write for Earned Income Credit, which a lot of people don’'t use
TeleFile for that. You could always say, see page seven for Earned Income
Credit. But here are the routing numbers, because you are going to need those
two together.

Most would go, what is a routing number?

I mean, if you don’'t have direct deposit with your paycheck or something like
that, you don’'t know what it is.

So on pagetwo . . . direct deposit information.

| believe the fact that instead of asking questions like is your filing status &, b or c.
It says here you can if. It usually doesn’t tell you facts. Instead of like asking
guestions and making people think too much about whether they are able to do it
or not. Say okay hereitis.

A gotothree. B gotofour. Yeah.

It seemsalittle bit more. . . less questions.

Anybody prefer this?

No.

No.

Nope.

If someone is reading it for the first time, they might be questioning whether | am
doing this right or not because they are asking questions. Instead of saying, here
iswhat you need to do. Do this.

How about the instructions in the middle of the page? In the other version, they
were on the entire facing page. These are smaller and concentrated in the middle.
Do you like that?

It is al paper reduction. The language is pretty much the same but everything is

just a smaller font, which might be harder for older people to read. There are
enough pages.
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M: Page three it talks about . . . let’s go to page four. Any changes there that you
see?

R: It looks pretty much the same. It seems actually identical.

M: How about page five?

R: There is no difference between this and the old one.

M: Page six, TeleTax. Page seven?

R: It isthe same.

R: Again, | think that it is like Kira said before, that this would be another font.
Other than that, it seems identical other than that. Privacy, | don’t know where
that is. Oh, it ison the back. Itison the back.

M: How about the back cover?

R: | don’t know.

(All talking.)

M: | just wanted to mentioned that they are both required by law and that is why they
are on there.

R: In teeny tiny print.

M: Okay, let’s go back to our list of the differences between the two forms. And let’s
get some consensus as a group about whether each of these is a desirable change
or an undesirable change. Then after we have done that, we will try and do some
ranking. Right now all we want to do is decide, is having less pages is that
desirable or undesirable?

R: | likeit.

R: Definitely desirable.

R: Not the charts.

M: Anyone disagree? Everyone sees that as a desirable thing. How about having the
information you want on page three.

R: Y eah.
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Y eah.

| like that.

Less pages and that is great.

| think that isthe first thing we all said when we opened this. Wow.

You know on repeat TeleFile people, maybe they could just have them check off
something that says, in the future would you like us to only send you page three?

When you first open it, but you never know.
Unlessit would change, of course.

Seg, that is the thing. Mine changed drastically within ayear’stime, and | had no
way to imagine that that was going to happen.

How about substituted the checklist?
| liked that.

Y eah.

[ liked it.

| don’'t think really . . .

Nobody really called out their PIN.
So that is desirable?

Yes.

Yes.

Absolutely.

How about the fact that it concentrated on Internet filing?

Y ou never know. People might want to try new things. People might want to try
efile.

You know, had it not been for TeleFile, when | finaly started it in 1996, |
wouldn’'t have known about e-file. If they want people to use e-file, then it would
pay for them to advertise.
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Maybe not such abig ad.

| think the page where they have how to use TeleTax they should put the e-file
information there.

Y eah.

Y eah.

On this page.

Soitislike other services.

Or if you liked TeleFile you will love efile.

They could put an ad here or two in this big white space.

Okay, so that is undesirable? Isthat what | am hearing? It would be nice to have
that information somewhere on the packet?

It would be nice to have it, but not in such a blatant advertisement. Just to say,
you may use TeleFile, but here are your other options.

Exactly.
Other filing options.

| don’t think that they need to advertise. Y ou have to do your taxes someway. It
isnot like, oh, do your taxes with the IRS instead of our competitors.

How about more concise?
Definitely desirable.
Absolutely.

Definitely.

Itisdesirable.

Desirable.

Okay more white space?

Doesn’'t matter.

Page 171



Doesn’t matter.

| actually thought it was more crowded.

| think we don’t have consensus on that.

See the pie chart more often. Isthat desirable or undesirable?
It is not really more obvious.

| think that it was less obvious.

| could useit for a coaster for my beer.

Also, the background is in white and the chart is purple, and that actually stands
out lessto my eye. | notice this coloring better than | did this.

| couldn’t tell the difference.
They are reversed.

Aslong asit is smaler, | don't think people want more than a page taken up on
that.

Right.
Soisthat aneutral? | think that | heard neutral.

Frankly, it doesn’t really affect anybody. If you want to find out more about it,
you can. They have to have it there, so.

How about the fact that the instructions are easier to use?
Much better.

Absolutely.

Y eah.

That is good.

On pages two and three?

That is good.

Page 172



Good.

Looking back here, | think that we captured that the format is not desirable but the
informationis. Okay.

Y eah that isright.

Less verbiage.

Itisalsonot just less, it isthe way that it is presented.

Y eah verbiage.

In other wordsin lieu of having questions, it gives you very concise, clear . . .
Clear, concise.

Not so many worksheets.

The information about your routing numbers.

| didn’t like that.

That didn’t matter.

It should be on the bottom of page two.

Two, yeah.

Okay, only two undesirable. The routing numbers less on this and having the
other information on the front. Of those two, which is more of a concern as an
undesirable change?

The routing number.

Routing numbers.

The routing.

Routing numbers.

Okay. How about we have alot of d.’s here for desirable. Of all these which do
you think is the most desirable change?

Less pages.
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Less pages.

Probably the information.

| would also agree with the instructions.

The instructions.

| think instructions probably comes first and foremost, because you have page
after page after page. But if you have this one little thing that says you can if, you
can't if. Right there. You don't haveto look. You have to see the pages, but it is
not. ..

I think with the second one, the information is right there where you want it.

But that iskind of part of a greater whole.

Y eah.

First we put down more concise and took out pages two and three. Basically that
book would be nothing. Just broke it down and made it more concise. You put
those all together. The ranking on thisiskind of difficult.

I mean, they are kind of mixing a couple of different worlds up here. With the
Earned Income Credit, that seems like it should go back there with some of the
other directions.

Right with the rest of the explanations of filing.

Do you think that it istoo prominent?

Y eah.

They should all be together. Written down. This is the actual things if you
qualify or if you don’'t qualify for this or that.

Anyone else have another view on that? Are we pretty much in agreement?
Yes.

Yes.

| think we agree.

Good.
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| think that you forgot some of the options on the second page.

What | wrote over here was more of an observation that | want to keep.
Oh yeah, we already covered that stuff. Okay.

Will they ever put the tax tables on TeleFile? It istoo much.

Y eah.

It would be an entire book.

I mean people that do TeleFile have to make a certain amount of money. It
wouldn’'t go all the way.

Y eah.
If applicable.
It is probably one page and to have it handy.

They are sort of suggesting that you qualify for TeleFile anyway if they send you
the package.

Right.
Y eah.
They should just send the tax tables for people who qualify for TeleFile.

Let’'ssee. Filing your return using TeleFile. Did all of you make the TeleFile call
personally?

Uh huh.

How many of you record the information here in the boxes? Everybody.
Everyone recorded it.

Since they don’t send it automatically.

Actually, they have a disclaimer on the very bottom that, of course, | didn’t read.
It says the IRS considers this tax record including your confirmation number, to
be the record of information used to file your tax returns. They consider thisto be
your form.

Y eah your form.
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And you are supposed to keep it and | threw mine away.
Thisis something that | would actually hang onto.
Mineisfor tax purposes.

Is there anyone who didn’t record their ten-digit confirmation number that you got
back?

That isthe only way you can get back in.

You need it to call and check on something. Y ou need that number. If you need
to call and talk to a person, they are going to ask you what that number was.

If you don’t record, you deserve what you get.

| remember that | had to listen to it for about three times. It would still click.

| had to go back and listen to it.

| was so afraid that | misplaced the numbers, or | swapped something. | want to
make sure that | have got it. | know that confirmation numbers to most people,
you have those for everything. You cancel areservation, you have them. Things
like that. To me thisis even more important, and that is something that you want
to make sure that you get right. Although I do think that the reason that | went
through it three times . . . | went twice to actually hear it because it was very
quick. Then | went through it the third time to double check.

This might be alittle bit nitpicky, but they really don’t give you a lot of space to
writein these little boxes.

Especidly if you have big loopy women handwriting.

In one of the other groups, there were men who complained.

They had big, loopy women handwriting.

Let me pass out this page. What | wanted to ask you all to write down on the pad

is the maximum amount of time that you think would be tolerable for completing
atax return on the phone. The maximum.

(Respondents write answers.)

Why don’t you just draw a line underneath it. The IRS says that the average time
for filing a TeleFile return is eleven minutes. What amount of time do you think
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would be idea for completing the TeleFile? Not the maximum, but the idea
amount of timeto filea TeleFile return?

(Respondents write answers.)

M:

R:

Let’s start. What did you write for the maximum time?
Maximum, | put down ten minutes.

Let’sjust go around.

Seven.

Seven.

Ten.

Ten.

Ten.

| put fifteen.

| said twelve and then | changed it to fifteen.

| put ten to fifteen, but | guess that fifteen would be max.
| put five.

Y ou have to actually punch in all the numbers.

Do you want to cut people off after five minutes?

No.

No, that is the maximum amount of time that somebody is going to have to spend
fillingout ...

| am actually talking the time you are on the phone.

Even then, it till depends on how many W2s you have. | mean, | agree that if
you have one W2, it shouldn’t take very long. But if you have several...

I know that when you call and they ask you, is this number correct. | had five
W2s. | needed that. It was annoying at first, and then | thought if | had made a
mistake, | needed that, because | have five and that was a big number.
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So | think what | am hearing isthat it depends.
| like being able to go back.
| don’t know why it forces you to go forward.

Is there an option with the # that you can go back if you run into some kind of
problem?

| can’t remember.

After each question | believe they say, is this basically your final answer. Isthis
information correct? If yes, press one. If no, presstwo. And if you press no, it
goes back to the question before. It doesn’'t go back any further than that. If you
accidentally hit the wrong key or something.

I mean on one of my W2s | hit the wrong amount the first time. | couldn’t re-
enter it.

What is your ideal amount of time?
| put five minutes.

Widll, if you are taking about ideal, | put instantaneous. You put in your
information but it is not a perfect world.

Y ou want Psychic Hot Line.

No, but when they ask you for your Social Security number, if they already have
everything on record and you put in your Social Security now, and this is how
much you are getting back.

| think ten minutes, because | mean thisis an important . . . thisis important. For
me, | would at least want my ten minutes to do what | am going to do. | definitely
think that one of the things they would cut out is where they go back and they ask
you if thisis correct, and | think that isimportant.

Seth?

| said eight.

Ten.

| said five.
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R: Ten minutes.

R: Eight.

R: Seven.

R: Five.

R: Five.

M: Okay. So theideal was much shorter.

R: There is just one other thing. The first question they could ask you is, do you
want to pay taxes.

(Laughter.)

M: That is a very nice way to the next question. Currently there is an 800 number
where you can call to file your TeleFile return. Would you be willing to pay for
that call asalong distance call?

R: No.

R: No.

R: No way.

R: Absolutely not.

R: No.

R: | would get on my little Internet connection and there isno way | would pay.

R: I would go and file on the Internet.

R: Y ou get your return in four to five days.

R: Especialy if | am paying. Pay $5.00 so that you can get your money back.

R: Redly.

R: Well that is e-file.

R: | am not sure about that.

R: E-fileisfree.
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There are some Internet options that are free.

| wouldn't pay to doit.

| wouldn't either.

It is ssmple enough that you would qualify to do TeleFile. . .

That isthe last thing that they should be asking you for, is money to call them.
Exactly.

The higher tax bracket, charge them alot.

Not everybody has long distance, too.

That, and we are looking at that big figure in that box of what we just gave the
government. We don’t want to give them anymore.

But you are getting a big enough refund.

In my opinion . . . it is kind of worth it. It isworth it to know what it isand it is
worth it to get it back quickly. | mean that iswhat | would pay for. To get it back
quickly, but not to use the service.

This current filing season, the IRS introduced the self-selected PIN for al
electronic returns except TeleFile. We heard about a bad experience over here
with the PIN. What it would do is eliminate the need for the IRS to provide a
customer service number, which appears on your label. | think that Krista
referred to that earlier. In order to use a self-selected PIN, the taxpayer would
have to know two pieces of information from the prior year. Those are the
adjusted gross income and the total tax. What | wanted to ask you was do you
retain that information so that you would have that? For example, next year
would you have that information from this year?

| keep it.
| keep it.

When | moved here | thought | had it with me, but | don't. So now | can't go
back and look for my state. We are talking about federal, which is the same thing.
Whereas, if | misplaced it, | am not going to remember to the dollar what 1 filed
last year.
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| actualy think . . . | don’t think under any circumstances they should cater to one
that you took. The reason behind that is that yes, | know for some people it does
cause problems if you lose it. But at the same time, as difficult as they may make
it, it is possible for another person . . .

To have the same.

WEell, not only have the same, but for them to know your information. A good
example of that is | live with roommates. If my roommate really wanted to, |
actually have a friend who had her identity stolen within the last six months. The
person had enough information to take out a mortgage on a home. Thisgirl is 19
years old. My friend is. | don't think they should make it any easier to get
information. | am the kind of person that | won't write my Social Security
number on anything unless it is absolutely 100% required. It is so easy howadays
for people to get information about you, that | wouldn’t want to make it any easier
for somebody to go in and change it. If somebody has your information, they
could go in and changeit. Itislike apassword.

Especidly if it was based on your tax return for the last year. They could get that
information. Someone could just go through your files.

How many of you would literally have the information from last year? Have it
readily available?

It would take me about fifteen minutesto find it.

So pretty much everyone would have that. What would be your preference? We
heard a little bit from Krista on this, but some of the rest of you, your preference
in having a self-selected PIN or the IRS selected customer service number?
Customer service number.

Customer service number.

Customer service number.

| don't really understand what they would gain from doing it the other way. What
does it matter to them?

| don’t think it matters to them. | think they are actually trying to think of your
convenience with you being able to select it. Y ou can have it memorized.

But it comes on your form.

But they are saying that it wouldn’t come on your form in the future. Y ou would
be able to select it.
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But why would that be more convenient?
That is the question.

| don’t think it would be.

| don’t think it would be.

What if you don’t remember it the next year, or the year after? Y ou only do taxes
once ayear, but it islike next year on your form, and what isthat PIN again?

Y eah.

Y ou would still have it recorded. You could go back and look at your forms from
the last year to find the information to get your PIN again.

Is there anyone who would prefer to have the self-selected PIN? Okay.
If I could get my old PIN back . . .

Let me just summarize by asking you what you see as the main benefits of using
TeleFile?

Y ou get your check back alot quicker.
Yes.

Y ou get your check back quicker.

It is more convenient and easier.
Easer.

Yeah, it is convenient, because you don’'t have to look for a bunch of different
forms and stuff.

You don’'t haveto rely on the mail. It isquicker.

Y ou don’t have to worry about it getting lost.

It doesn't get lost.

| think that it is just more convenient in general. With the other one you kind of

have to sit down with all the forms. Here you just sit down by the phone and have
your W2s and call.
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R: You can get it done literally in five minutes if you have al your stuff together.

R: It does amounts for you.

R: Y ou don’'t have to get out the calculator.

M: Any other benefits?

(All talking.)

R: When | was speaking about the print out, | actually wouldn’t want something that
said exactly what | have. | would want how they got their calculations.

R: They could sit here and say, hereis your record.

R: I would much prefer to have definitely how you talked about the options of
pressing a key and having that automatically send you the exact calculations of
how they did it.

R: Right. Itisjust aformula, right.

R: They took and figure, and whatever formulait was, it spits out what you get back.

R: Thetax tables.

R: | have never had any experience with tax tables personally, because | haven't .. . . |
just haven't.

R: It is pretty old school.

R: WEell, the only time that | have ever done my taxes myself, that | haven’'t had
someone else do it for me, | have used the TeleFile. It doesn’t have atax table.

R: Or you could just say, | have a balance of money, and then as you go along the
line, it will say how much.

R: Exactly.

R: It could be on the top of the page.

R: They could have the income levels here, and some of the levels here, and it would
break down.

R: And it says married or single.
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R: Right.
R: It tells you what you owe.
M: Anyone else who hasn’'t seen tax tables?

R: It is like any other table. Like if you have seen agraph. That is basically what it
is. You just plug the numbersin.

M: If you all wait a minute, | am going to go in the back and see if there is anything |
missed. Don’'t go away Yet.

(Moderator leaves room.)

M: | have good news. | don’'t have any other questions for you. But | have some
folks who were observing from the back from the IRS, and they are going to
introduce themselves and answer some of the questions that you all raised.

(IRS representative speaks to respondents.)

M: Thank you al. You have been agreat group.
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IRSTELEFILE FOCUS GROUP
NON-USERS
SEATTLE, WA
MARCH 21, 2001 - 8:00 PM

Introduction...Please introduce yourself just by first name only and tell us what
you do for aliving. Also, tell us how you filed your taxes this year.

My name is Laurel. | work in commercia rea estate, and this year | have not
prepared my taxes yet, however, | intend to use Turbo Tax to figure them out,
because thisis my first year of doing taxes as a new home owner. Then, | will use
TeleFile asmy ?? for reporting it.

My name is Dean, and | am atechnical printer in Segttle. | haven't filed yet either
and this is going to be the first year that | am going to do a different route. |
normally would have a college buddy of mine prepare them, and he no longer
does that kind of work, and rather than retaining somebody else, | am going to
giveit ashot myself, and | have afew options. | may pursue a Turbo Tax as well.

My name is Otis, and | am a Graphic Designer, and | usually have my girlfriend
do my taxes...we use the basic 1040 EZ. She works out of the home, so she is
used to preparing taxes, and so | give it to her. | guess one day | will learn
myself.

| am Kathleen and | make people glow for a living...] am a radiologic
technologist. | will try not to make you glow...

(Laughing)

R:

...| had already filled out one of those TeleFile things and | was ready to mail it a
few days ago, and something told me to put it off. Low and behold, | made $100
out of it. | have not filled out a 1040 EZ in many, many years, because | was a
homeowner for several years in Hawaii, and now | have been retired for a few
years and | just kind of work now and then. So, now | am back to the 1040 EZ or
the TeleFile...either one. There isn't much difference, is there...at least from
what | know.

It isamethod of filing essentially.
Okay.
My name is Chris, and | am a recent graduate from Western Washington

University. | have been unemployed for a month or so, and | just go a job in
South ??to teach ESL, English Second Language and | leave next week.
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Cool.

Wow.

So, | used the 1040 EZ forms instead of the TeleFile this year because you can’t
declare...l have school loans and that sort of deal with the TeleFile so | had to file
a1098 form, | think it was.

Okay. Do you remember getting a TeleFile package in the mail this year?

Yes.

Yes.

Okay. Didyou open it?

Yes.

Yes.

Tell me what you remember about it.

The only thing that | remember...I mean | didn't open it and look at it that much
this year, because | knew that |1 was going to do my taxes later. | do remember
having this sheet of instructions be pretty straight forward, and the one thing that |
do know about this year that is different for me, that is why | think | was
hesitating on the TeleFile, was because | do go to school as well, and | get some
sort of credit for the money that | spend...

For tuition?

Yesand | don't think that | can do that on that TeleFile.

Yes, | did receive the package in the mail and unfortunately....I did look at it but
unfortunately, that is about as far as | got with it, because at that point | had other
plans....I had my friend, like | said, that was going to plan on doing my taxes, and
he abruptly moved on to another career. So, | didn’'t pursue getting another form,
so | looked into other options.

That is about the same with me. | glanced over it and | also have a daughter that
is not living with me, and | tried to go other routes...trying to freelance and start
my own business, and | decided to go that route, but after my girlfriend took a
look at the TeleFile, she decided the best for this year would be the EZ, and then
start from scratch next year.

Can you remember anything?
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R: Yes. | tossed my to the side and then finaly filled it out just last week, and had it
ready to go, but the only thing that | wasn't quite sure if | liked or not was the fact
that you don’t send them a copy of your W2 form...my roommate did it and | sat
there with her while she called all the information in, and she loved it because it
was redlly fast and quick, but the thing that she had alot of reservations about was
the fact that they give you a number and instead of sending in your W2
forms...the only record that they have is that number that they give you, and |
guessiif they have any questions...

M: A confirmation number?

R: Yes. You keep all your W2's and stuff.

M: Okay. So, that makes you uneasy, not sending in that piece of paper?

R: Well, it actually doesn’'t bother me so much as it bothered her. | talked her into
using it, otherwise she would be here now instead of me. Sheisthe onethat did it
on the phone yesterday.

R: When | get it, | usually flip to the center of the page where the form is, and then
just generaly fill it out....l don't even really look at the rest of it.

M: Okay. Let'slook at the TeleFile. Just take a few minutes to go through it and
familiarize yourself with it.

(Reading)

R: A lot of people could cheat using this. | mean, they could put whatever they want
in there...1/2 of what they make or whatever. Usually, you send your W2 in so
that they have proof there. With this, unless they personally check each and every
one of these confirmation numbers and go into their file, how will they know for
sure?

M: S0, that is a concern you have?

R: It seems like it would be easier to cheat on this than it would the old way...1040
EZ.

R: It isprobably all computerized...

R: The thing that | recall when | filed with TeleFile is that it was easy, and it direct
deposited, and it was in my back account within like two weeks.

R: Yes, it wasredly fast.
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Yes.

The TeleFile was?

Yes.

Y es, within two weeks you have your money.

Regardless of how late you file?

| think probably closer to the deadline date, it might be alittle different, but when
| did the TeleFile, it was back in February and two weeks later of that year, it was
in my account.

Thisyear, | already got my income tax back...but TeleFileis definitely faster.

Looking through here, is there any information that you think that you might need
to do TeleFile that doesn’t seem to be here?

I think it is very well explained.

If you go long form, is this applicable? | am assuming it is. If you go long form
as opposed to the EZ?

It is comparable to the EZ.

So, if you have to...Another words, if you are a homeowner and you have a
business...you are really not eligible to go this route?

Right.

Right.

Okay.

| don’t think you would want to fill out one of these if you were a homeowner.
Yes...you can't itemize at al on these.

Right.

That isaproblem, and aso if you are a student and you have loans.

Does it mention a business on there?

No....I think it would be the same thing.
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That eliminates, unfortunately....because of the documentation and the
records...if you need to present, it eliminates a good percentage of people.

Yes.

All the homeowners.

If you own any stocks or bonds.

Right.

Anything that you would itemize.

Yes.

Or if you worked out of your home and you need to declare certain items as being
tax deductible because of your home business. Or if you're a freelancer and you
were paid as a consultant.

But for all the people who are not those things...

Right.

...l think it isgreat.

Itisgreat if itissmple.

It issimple and easy.

But the problem is that the 1040 EZ is aready easy.

Yes, that is pretty ssmple and straight forward.

My guess is that a sixth grader could fill this out with these directions. | know
that | could give thisto my niece and she would have it done.

| don't think that it would be very tough to make this into itemized...you have I,
J, K... and those are taxes withheld and stuff. Y ou would just say...you could fill
out another form like the 1098 and say like loses and then you just deduct it....

| agree with that, but I am ill wondering if they physicaly need this
proof/evidence...

Y ou just have to do the worksheet yourself.
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R: ....there must be a reason that | send my receipts for a charitable donation or
yvhatever. ...I mean, | would find that absolutely astounding if you could just write
itin.

R: Thisisfor milage and thisisfor food...

M: How does that make you feel? Does it make you feel anxious?

R: To find that out?

M: No, to think about filing without sending that in?

R: | don’'t think that it makes me feel anxious about not having to, but it makes me
anxious to wonder why we haven’t passed, or why it has been...

R: Right.

R: ...and what kind of process have they been using in the past....

R: It would be like on your honor or something.

M: Here, the only thing that you are not sending in is your W2, which is verifiable.

R: Do you haveto filetaxes or isit avoluntary basis....

R: Y ou have to.

R: You havetofile.

R: There is some people that have gotten away...l talked with a guy today whose
name | will not mention, but he said that he hasn't filed since 1982.

R: We don’'t want to know about that guy.

M: Let'slook at the form here...pages2 and 3....

R: The IRS will take that guy on.

(Laughing)

R: | am sure there are more people than that.

R: Yes.

R: When | lived in Hawaii, there was a whole group that was starting....there was a

mother of two, married for a long time...she got involved in this group and it
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started growing, and they were just flat out refusing to pay their taxes. They were
not doing it, and she hadn't paid for a few years. They finaly started getting in
trouble one right after another.

R: Oh, yes.

R: S0, sooner or later they catch you.

R: Yes.

M: Pages2 and 3....

(Reading)

R: Thisisbasically appealing to you to use this form.

R: Right.

R: Itisjust like an advertisement.

R: Yes.

M: Has anyone ever looked at this before?

R: Yes.

R: No.

R: Yes. Itisappealing to the younger...

R: People who don’t own anything.

R: But then again, like she mentioned earlier, that demographic is a lot more young
high schoolers out there working and have no idea....

R: Maybe they aretrying to...

R: ...out there working summer jobs or working after school.

R: Right.

R: Thiswould be alot easier for them.

R: Yes.

R: That iswhat | used in high school....this all the time.
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Did you work while you were in college, Chris?

Yes.

So, you used this afew times while you were in college?

Yes. They just started coming out...they passed a new law or something that you
get breaks on your loans, because just this year is the first year that Western ever
mailed me information on taxes. The years past, they never have, so this is the
first year | ever knew about it. Maybe it was around, but this is the first year |
knew about it.

With reference to your student oans?

Yes.

Oh, wow...

They gave me...because | got X amount of dollars in student loans and then those
loans have interest so | get a break on the interest, and then they give you a dollar
amount. It is pretty lame, because you have $10,000 in loans but you can only
deduct $2,000 max. So, next year, | am going to file it again, because you get to
do it over two years.

Another group that this might appeal to...I was in the military for some years and
those military people who ?? This is pretty straight forward...traveling a
lot...overseas...

Yes, sure.

...thiswould be good.

We like the paperlessidea.

Yes.

Anything that you can do electronically, | am big on.

Yes.

So, | guess what | am hearing is that this would be helpful to encourage certain
types of young peopleto do it.

Sure.
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Yes.

Okay.

Unfortunately, | just think that there...for people that have a home or business or
what have you...me personally, | would probably just want somebody to do my
taxes for me and pay them the money so that | could Sleep at night, or do it in a
different way such as this. | probably wouldn’t trust myself or the system...the
stakes are much greater. | mean, the greater...the more you have to lose, the
greater the risk.

Yes.

Personally....

What is your concern?

| am just concerned with the documentation involved. | don’'t see a way around
that viathe phone.

Okay.

Unless you faxed something.

How about page 4... .file by phone. Did anyone look at this page?
Yes.

Yes.

It doesn’t mention anything about itemizing.

No.

Or student loans.

Right.

Yes, and it says on the right column...STOP. You can not file by phone
apparently...

If any of these answers are no.
Right.

It is pretty straight forward.
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R: Yes.

R: It is easy to understand...If it appliesto you.

R: Did you have a household employee? Gosh, | fired my butler last week.
(Laughing)

M: Did any of you actually fill this out?

R: No.

R: No.

R: | just read through it.

R: I did. I filledit out. I haveit at home sitting there.

M: Okay.

R: | thought | was going to throw it away just for coming here.
R: | was going to fill it out...but then | decided not to.

R: Are you promoting this or just taking a survey to seeif...

M: We are trying to get tax payers reactions and to understand how it can be

improved.
R: How it can be improved?
M: Yes.
R: Oh, okay.

M: The existing template, or do they need to expand it into other scenarios?
R: | think improve the existing...

R: Yes, if you want to improve it, you have to make it so that it would benefit the
homeowners and people that want to itemize.

R: Or even just getting the message out to the people that are actually going to use
this.
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Yes.

The younger people, single people, the people with part time work...l think
marketing is big on this. | don’t think it is enough, personaly, to get something in
the mail like this. | mean, people get a lot of stuff in the mail and alot of stuff is
just thrown away without being opened.

Yes.

| am not saying...it is well marked, but | think that if there were ad
campaigns...non-profit stuff about....

Y es, but who is going to pay for those ads.

Wéll, | don’'t know....IRS has to have a budget in advertising and | would say that
getting this message out to people on MTV...a quick blurb or something like
that....The people that are watching that are the people that will be using these
forms.

The electronic...thedisk...l can’'t think of it right now....the Mac Tax...

Turbo Tax.

Yes...the computer program...that is pretty well known. | don’t know if | saw
any advertising on the Turbo Tax but everyone that | talk to uses this on their
computer.

Yes, it isword of mouth.

Yes.

| didn’t realize that this was much quicker...

Exactly.

| didn't realize it until | actually filled it out.

| remember as a student filling out my taxes, and | just couldn’t wait to get that
money back....If they would have had it back then, | think it would have been a
definite incentive for me to use this.

Right.

When | was 18 or in the military, | would definitely use this.

Yes.
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R: | like the colors.

(Laughing)

M: How about page 5...earned income credit. Did anyone look at that?

R: | think the only portion that | looked at is this portion right here.....the numbers.
That isit. You don't pay attention to the rest.

R: Yes.

R: Unlessyou are deferred....

R: Yes.

M: How about page 6?

R: Yes.

R: | like the colors.

R: Yes, itis pretty good.

R: Kathleen mentioned earlier that it is so easy to go straight across.

R: Yes.

R: That iswhy | said that | could give it to my sixth grade niece and she could do it.
It is very well explained, and being that it is just straight across the page, it is
like....For instance, it seemed like on the 1040 EZ...if you wanted to know about
aquestion, you had to go through the whole book and look something up....

R: You areright.

R: Yes.

R: It was so intimidating....little black letters on plain white...

R: Yes.

R: ...here you have this big bold in two shades of purple...

R: Right.

R: ...what more can you ask for.
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It looks easy.

Would it make this too complicated if you did try to itemize it...like maybe put a
section in blue for those who would like to itemize.

Maybe that is why this TeleFile will not allow it, because that is when they need
receipts.

Of course.
Yes.
That is where you would go higher with your tax...

If you have enough money to own a house and those sorts of things...you have
enough money to ??

| never oncetried to do my own taxes when | was a home owner.
Because by then, you have kids and stuff....
Right.

Also, with regards to the IRS and taxes, there is a lot of laws that are constantly
changing.

Yes.

And alot of timesyou are not aware of them every year.
Yes.

Thisyear | just found out about that loan...

A lot of times you could explain it, but maybe it just is not worded such that you
really understand it. It really makes for confusion.

Yes.
So, what | am hearing is that everyone likes having instructions opposite. ..
Oh, yes.

Absolutely.
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R:

R:

And lettered “line A”.

Y es, that works well.

What about pages 8 and 9?

| didn’t even looked at it. | stopped on page 7.

Okay. Anybody look at this before the group tonight?
No.

No.

Let’slook at it...

It has alittle help line.

Maybe this should be in front of the book, maybe.
Okay.

That isabit odd...why do they have genera instructions in the back?

Because you have to put the ad in the front.

(Unintelligible)

R: Y ou have to put the pretty girl on the front...

(Laughing)

R: | don’t know...that would be enough for me to think that it isjunk mail.
R: | don’t know about you guys, but if | get something from the IRS...
(Laughing)

R: I’d openit.

R: Yes.

R: See that little logo there.

M: Okay...page 10...How to use TeleTax....Thisis different than TeleFile.
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| never saw this.

| never did either.

Never.

| didn’t bother to read it.

What isTeleTax? Isit ahelp service?
Yes, it isan information service...isit just for those using this...
For everybody.

Oh, that is good.

Sure.

They have the topics....

Yes.

I would imagine that this same page or something similar to this is in the
other...the regular forms?

Yes.

Page 11....The payment voucher. Did anyone look at this page?
Yes, | just saw the payment voucher and | was like, oh....

Yes.

I thought, it will be good if | don’t have to cut that out.

Yes.

So, if you do have to pay, then you just...you can file on the telephone, but then
you would send physically this voucher in?

Yes.
Okay.

Or pay by credit card.
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They allow you to do that on the phone...you can give them your number and pay
immediately?

It is a way to pay, or you can delay the payment until the end of the tax filing
season.

Thiswould be niceif thisthing folded in half as an envelope.
Yes.

So that you didn’t have to get a separate envel ope?

Right.

| know that this last year....it says mail your payments to the address here, but |
remember on the EZ form you had five different areas of the US....

Yes.

...it would just be nice if you could fold it and not even worry about it.
Yes.

So, that you would know where to send it.

Exactly.

Isn’t it Ogden, Utah?

Yes.

You got it.

Very good....I remember that.

And that is all you haveto put on it....Ogden, Utah.
Yes.

Then on the back....pie charts.

Oh, the pie charts...yes.

Did you look at them before?

| glanced at them, and it was like oh, isthat where all of our money goes.
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| was like, garbage.
Itisniceto know...l mean it isgood that they added that.

Now that we reviewed this, is there any information in here that if you were going
to fileusing TeleFile, that you think is missing?

No.
No.
Absolutely not...I think it has everything.

When my roommate got off the phone after calling hers in, she was ecstatic...she
loved it.

Itisso easy.

For what it isworth, | think is has everything.

There is no mention of loans on this page...| mean | could go yes, yes, yes, yes...
Exactly.

...and then | got that letter from Western Washington University that said thisis
your taxable....and | was like yes, | can TeleFile, but | have this other form....I
called up my buddy who is the accountant and he said, look at this.

Okay.

Thisform isfor that age.

Oh, sure.

That high schooal...college...

So, it isrealy incomplete, iswhat | am hearing?

Right...maybe some graduate students.

Maybe like a #12 saying that if you are a student and you have taxable
loans....no, you cannot file.

Or if you filefor credits....
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Or if you are a homeowner....just so it isright up front, because | too could fill all
this out but | still wouldn’'t be ableto...

Okay...you have this simple page for...the way you haveit isfine...why not, next
year add one more page for what is the next step. If you itemize, you are going to
have to.

There is no way you can do this.

| don’t think that is the goal.

| don’t think that the goal is to expand thisinto that.

Then, it isas ssimplified as you can get.

| think what Chris is saying is that there are a lot of people that do the EZ form
that have tuition issues...

Right.

Yes. Itisjust enough to make you go, can | do this or not, and then you are stuck.
Right.

Because it is not covered.

Then you wait until April 14™ and then you freak out.

Yes.

They do give you a phone number.

What was it liketo call? What wasit like...the experience like?

My roommeate loved it. The whole process took less than 10 minutes.
Wow.

That's great.

| would love that.

It isautomated and it is very simple.

They really did it all, because | didn’t hear her talking at all.
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Yes, it says please hold while we calculate your refund.

Yes, they did everything. All she did was wrote the number down, and she got
off the phone and said, wow.

That's great.
Again, sheisnot a home owner.
That isright.

Is there anything in here that you think wouldn’t be necessary for someone who
was going to use TeleFile?

Not necessary?
Yes.
This page right here...the one with the girl and it says my fiancée Derrick....

| think what they are trying to do is give an example...a real life example for
those people who go, | don’t know...it isintimidating. They can relate to that....

People are kind of lazy though.

I am with these guys...| say take this and put it in the back and get your general
information thing.

| think the general instructions should be in the front.
Right.

And the quick and easy access.

Put the ad last.

Y ou have to market this stuff.

When a person who files sees this...they automatically know it is important and a
story like thisislike, itis...I think it should go in the back.

Yes.

If you see IRS...you will read the first several pages. | think the instructions
should be in the first few pages.
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Yes.

If the instructions are on the first few pages, the reader will have an idea of how
easy it is, and then have an example in the end.

| work in advertising, and | know that....one media that | have delved in is
billboards, and | know for a fact that | have seen IRS tax ads in the past years. |
know that they have an advertising budget and | really would try to get...Has any
of you seen an IRS ad for this?

No.

Some guy at work told me about it a couple of years back...but | never knew
about it until then.

Yes.

Maybe on the campus....

Being in the military, there are alot of tax ?? about the IRS.

| have a suggestion about putting the general instructions up front, because the
one thing that is appealing about this layout isthat it is sort of saying...just by the
imagery and what they are doing here with the comfortable....it has this nice
font...that it is easy, you can do this in a couple of minutes. The only thing that |
would say is that, even though | agree with these guys, where | think that thisisa
little superfluous and probably go in the back if not at all. They should split this
stuff up a little bit bigger...I mean if you are going to waste paper on this
ad....like the quick and easy access...spread it out a bit on one page.

Yes.

But the coloring definitely helps, and the pictures.

| think that there istoo much text. Thisisintimidating to people.

It should look more like page 6 and 7.

Yes, pages6 and 7 are just perfect.

Yes, itis.

It is easy on the eyes.

Yes.
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R: If you just had it in chunks like this...that is digestible.

R: Keepsthis alittle separated from al this other stuff, because it is intimidating, and
you want to ignore everything, becauseit is al bunched on one page.

R: Yes, | agree that it is easy on the eyes. Then it gets a little more, and it is still
nice, and then you get to...what the heck happened here.

R: Yes.

R: As it turned out, | never had to useit. | didn’'t read any of this. | turned right
here, filled it out....

M: Let’slook at a prototype for a newer version. Take alook through this.

(Reading)

R: Already, the front cover...thisis so much...this makes so much better sense.

R: Yes.

R: Right.

R: Thisyou don’t know what you are doing...

R: Absolutely.

M: So, the cover is better?

R: Yes.

R: No comparison.

R: We vote for this one.

M: Okay.

R: Oh, well look at this....they took our tips.

R: So, they have heard this before.

R: Yes.

R: We are not innovative.

R: They put it in action.
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I miss the purple background....well, they have this, but this was so easy on the
eyes. | likelooking at this.

If | received thisin the mail, just by looking at this, it looks simple.
The cover makes it look simple?

Yes.

Absolutely.

Weéll, there is no doubt what you are being sent.

Right.

Whereas on the other thing, it could have been anything because al you see is
this.

So, the cover is better?

Yes.

It catches your eye.

The cover tellsyou what it is.

Yes.

Large print on cover.

It does ook alot friendly than the other.
Yes

And use gentle colors like lavender and blues.
| like the cover of the old one....

Y es, when you open it up.

The TeleFile has a picture of aphone...
We want that phone on here.

Yes.
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| think that this takes the place of that.

Yes.

It is saving a piece.

That phone would fit on here now....we could make it al work.

The original oneis 12 pages and thisoneisonly 8...s0, we are saving...

That isagood point.

The prototype is the way to go. | think everybody here would agree with that.
Yes.

Put the telephone on there.

Y es, you have to have the picture of the telephone....

See...4 votes for atelephone on the front.

Okay. Other differences?

The fact that the other half of your tax record is adjacent...it made it easier....
Easier to read.

What happen to the instructions?

It isthe page right after....which is still okay.

What happened to thisinformation...1a, 1b...

I like the first one better than this one, but it does give you...l don’'t see it going
all the way through. This one went all theway to “g”.

So, one difference s, it was harder to find?
It didn’t stand out.
Thisisalot better...page 6 and 7 in the first one.

Yes.

Page 208



R:

M:

Bigger is better in this case, with regards to text.

Yes.

| have to agree.

Explaining to someone...the numbers on their checks.

Page 6 and 7 are definitely better.

And having a sample check here to show people how to find those numbers.
Y es, thereis a sample check on here....thereitis.

Y es, but we are talking straight across from the instructions again.

As consumers, we are not too bright.

What about this information, what has happened to that?

(Unintelligible)

R:

R:

Did they do away with it?

Y ou can file by phoneiif...

To me, thiswas more of a professional layout.

Redlly, the layout of the text, and the page itself, and the way that you use white
space and text, it really has a lot to do with the comparability and readability of
the page. Thislooks intimidating.

If you spent thetimeto read it...itis...

It is condensed and small.

Look how much bigger the print is on this one.

If you put the words that are on page two, can you file by phone on the page
4...that would be good. The page 4 set up with page 2...

Right.
| dso like the way that they have done this flow chart thing.

Any help you can get when you do your taxes...
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Yes.
Straight forward.
Bigger and simpleis better in this case.

This does introduce...you cannot use TeleFile if you have loan interest deduction
or 7? S0, it has the information here that we need.

On page 2, it isright there.

Does it have more information or isit exactly the same information?
No.

It has more.

If you really wanted to simplify things...instead of this page explaining who can
file by phone, why don’t you make this bigger on who cannot.

Okay.

Then, if you are not in that list of who cannot...then you must be able to file.
Wdll...

| don’'t think it makes sense to have a whole form for people who can’t file by
phone and making the focus of who can't...it is not consistent with the purpose of
the TeleFile.

Right.

The people who cannot are the exception so they should be...

So, you are saying that by just using the cannots, there would still be too many
people confused that they could useit?

| think that a very small portion...maybe put the cannots at the very bottom of the
page.....like this...yes, yes, yes, and when it says continue, you can say...you
cannot if blah, blah...

Right.

| do believe that, speaking as a homeowner, there needs to be a comment made
that if you haveto itemize, don’t use this.
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R:

R:

R:

Right.
| think that is kind of obvious, isn't it?

To most people, but not everybody.

(Unintelligible)

R:

R:

It took me awhileto realize that | couldn’t use this....and man, | want to useit.
Right.

So, a couple lines of text?

Right.

A disclaimer that if you X you cannot use this.

Y es, a couple more bullets of why you cannot use this.

If you are a homeowner or you want to itemize deductions, do not use this and
then go on to whatever.

How about pages 4 and 5?

Arethey new?

Arethere any differences there?

It looks the same.

Yes.

| like the paper thisiswritten on.

| think what makes sense to me is that they have given me this...I think if you are
going to owe, it should be over by it. These, | think these should still be pulled
aside and taken away from the general instructions al together.

Where areyou...

On page 4 and 5...on 5, the quick and easy and the ?? should be completely

separate from the genera instructions, and then the general instructions could get
two full pagesto spread them out a bit and make them more reader friendly.
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Yes. You can put this quick and easy help on page 2.

Yes.

And the earned income credit could go in place of it on page 5.

Right.

Put the debit authorization over near the...

Where you have to pay.

Right.

Anything there that jJumps out at you as being different compared to the other ...
It looks almost the same.

| don't see anything redlly different, unless there is a difference in text that | am
not seeing.

The color is alittle different.

Just about quick and easy access to tax help...the very last line...what if you pay
late or file late. That isabit different than the original.

Yes.

That isthe only thing that | see.

It is on the other one though....that talks about filing late...

It isworded differently.

Oh, | see.

Page 7 isthe same....but it still doesn’t have an envelope.

The back page...with the pie chart.

That is nice.

That isokay. | probably will never look at it except for the pie chart.

| don't redlly care too much, because | have never had to pay, and for those that
have to pay, | guessit isworth their two seconds of timeto...
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| have paid...you can make payments or put it on a credit card.

My suggestion for this would be if not the automated envelope, then at least
address printed directly on the piece of paper...Remit to....

So, there is concern that this address is not the correct one?

Right here...where it says how to send in your payment, where it has the
address...stick that next to the AB55-V.

Yes, that iswhat | think too.

Let’s go back to our list. Any other differences generally that come to mind?

| think to me...the two biggest things that stand out is the front page cover and the
fact that the instructions are right next to the...they moved the instructions up to
the front. | noticed that right away.

That isnice.

Page 3 versus the old one...the old oneisreally easy on the eyes.

Itis.

Yes.

Okay.

My sentiments exactly.

This form looks familiar too.

This one you are not sure...it is white...and you are like, | never have seen this
before.

Once again, the smaller print of this one is harder on the eyes than the larger print
in thisone.

Just that little difference in size makes a big difference to me. Thisis easier to
read...you have wider spaces between the print. Thisis more fun.

Okay.

This looks like something | can color if | wanted to.
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(laughing)

M:

R:

Any other differences?

How much more expensive is this paper...this slick paper as oppose to this.

It isjust a prototype...

It isjust amock up.

Thisis more expensive paper.

But thisisamock up....

Save the expensive paper and go back to this cheap stuff.

Thisisjust amock up....

| like this bottom section on page 7...where it says, DO NOT MAIL, and it has a
little mail with a dash...that is perfect. That little line right here should be
exactly right here.

Yes.

It should be right on page 3.

Oh, yes.

Page 3 of the new one.

Yes.

So, basically, you think they should stick with new cover and keep page 6 and 7
of the old one and stick it in as page 2 and 3.

Yes.

4 and 5 should be....

Put the ad in the back.
Okay...

They already did it in this one.

They eliminated the ad all together.
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R: Oh, okay.

R: Nobody wants to see the ad.

R: Ads are important, but | really believe that if you channel those ad efforts to other
mediums...

R: Right.

R: Especialy around tax time.

R: Right.

R: January and February...just throw an ad or two in the middle of the Simpson’s,
you will get everybody.

(Laughing)

R: Youwon't get me...l don’t watch that.

R: Y ou show some kids at Spring Break, and boom, they already have their money,
and you don't....

R: Right. And say that these kids are at Spring Break with their tax refund...

R: Yes.

M: Let’slook at this...and decideif thisis adesirable or undesirable change.

R: Okay.

M: The cover telling you what isinside.

R: Good.

R: Yes.

R: That is desirable.

R: That would be good.

M: Instructions are harder to find and smaller?

R: WEell, the instructions were placed up front, which | liked.

Page 215



R: Yes.

R: | did too.

R: But it might be formatted better.

R: The format of the old page 6 and 7 is good.

R: Yes.

R: Making it simpler.

R: Put the instructions before this...these two pages.
R: Yes.

M: The general instructions?

R: Yes.

R: Yes.

M: So, the first two pages would be the general instructions...
(END OF SIDE #1)

R: Keep thisthe same.

R: Yes.

R: Then put this next...this format next.

R: Right.

R: Because we all agree that this format works better.
M: Keeping the old 6 and 7?

R: Yes.

R: Yes.

R: Larger print and al that.
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If you think about it, this is to make up for that extra page...this stupid ad.
Because you almost don't have enough pages...these two pages are not quite
enough to squeeze it all on.

Yes.

With the double format.

So, if you had this smack in the middle of there, you would be missing the one or
two things here.

Right.

Y ou might have to stay with the old format and maybe keep the ad...or you could
tear off one page and make it five pages...but...

Then you would be off.

Instructionsin the small text, that is undesirable?
Yes.

Yes.

| would say so.

So, the instructions moved to the front is desirable?
Yes.

Right.

The small section of cannot is good.

Yes.

The bullet information on who can file?

That is undesirable, because it goes back to liking this format.
Make it more like page 4...the old page 4.

More information on who can file or who cannot...

Right.
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R:

R:

Smaller print?

Undesirable.

Yes.

Right

Drop the do not mail instruction?

Undesirable.

It is on there once at the very top, but once you get through filling out this form,
you are like oh, where do you mail it, because you forgot about what it said
earlier.

Yes.

That iswhy it isnice...the way thisoneis.

Yes.

(Unintelligible)

R: Yes, thisis the best part...right down at the very end.

M: The bottom of page 7?

R: Yes...don't fix itif itisn’t broke.

M: | think that we have covered the reasons why each of you decided not to use
TeleFile thisyear. Let's take pads....If you would just write down on your pad
what you think the maximum amount of time...that you think would be
acceptable or tolerable for filing a TeleFile return. This is just the time on the
phone, not the preparation time.

(Writing)

M: Currently the average timeto fileis 11 minutes.

R: Oh.

M: What amount of time do you think would be ideal ?

R: Y ou want us to write this down?
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M: Yes....the maximum time and the ideal time.

(Writing)

M: What did you have for maximum?

R: No more than 15 minutes.

R: 8-10 minutes

R: 12-15 minutes.

R: 10 minutes

R: 10-15 minutes.

M: That is interesting...this is the first group that we have had anybody give ranges
and we have three people who did that.

(Laughing)

M: How about ideal ?

R: Under 15 minutes...meaning 10 minutes. It doesn’'t take long asit is...so, idedly
it would be instantly, but you can’t do that.

R: | put 5-7 minutes.

(Laughing)

R: | said 7-10 minutes.

R: | said 5-10 minutes.

R: | said 5 minutes.

M: Okay. Currently the IRS provides atoll free number for TeleFile. Assuming you
were going to file with TeleFile, how willing would you be to pay the long
distance charges to make that call?

R: Percentage wise?

M: Would you be willing or not willing to pay for that call yourself?

R: Not. If itisnot a1-800, | won't call.
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How many would be willing?
Depending on how much it costs. | would pay 10 cents a minute for 15 minutes.
I would to file my taxes.

It would peeve me...| mean | am paying taxes, and why should | pay for the
phone call.

Exactly. | think that we should get this as a service.

Then again, | am doing my taxes over the phone, and | am getting it over with...1
would pay.

And | will get my money back maybe twice asfast asif | mailed it.
Right.

I wouldn’t mind paying for the call, but something about it would be just like....I
can't believeit. When you mail....isthat envelope self stamped or not?

| don’t think so.

No, you do not have to put a stamp on it.

I think you do. It has been so long since | have done my own, I’ ve forgotten.
I am willing to spend a $1 or $2 to avoid the hassle.

Not me...absolutely not. The IRS best be giving us afreeline.

The consensus on this is going to be...you are going to have a mix of people.
Y ou will have some people that are no problem and others will be upset.

The thing is...why pay for a phone call when you can go get your 1040 EZ, fill it
out, put astamp on it, and gone. It costs you .34 cents.

My time is worth more than doing all that.
But you are not going to get it as fast.
Yes.

I will spend 15 minutes on the phone, and | will spend a half hour filling out the
forms.
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Yes.
Isthat a proven fact?
Wéll, | did my EZ form this year, and it took about that long.

But do you get your money back faster using TeleFile as oppose to just mailing
it?

Y es, because you are saving the mail-in time.

Yes.

WEell, the mail-in time should be a couple of days...3-4 days.
Y es but they have a big lump of 40,000 envel opes.

Yes.

In addition to the TeleFile products...the IRS offers on-line filing of tax returns.
Do any of you have access at home to a computer and the Internet?

Yes.

Oh, yes.

Okay, pretty much everybody. Isthat something that you might do in the future?
That is actually the route that | am probably going to go this year.

It depends...l have seen those online things where they promise to have your
money within a day, and that is because they take your estimated amount and pay
it to you directly, and then they get your money back. Do you get the idea?

Y es, some of them do that.

| would never do that.

| will say this, | am going to look into doing it online, but I am curious how | am
going to show my physical documentation of records and statements...unless |

can physically fax them, | cannot understand how | could just give them my...

Right.
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R:

...just the final total of my W2, and if | do have charity contributions or maybe |
refinanced my house and | have a big mortgage...how am | going to pass on that
information.

Okay.

I have friends who have doneit, but | haven't really picked their brains asfar as...
My concern would be online is the security issue.

Sure.

That is my biggest concern, too, is security.

How do you send the documentation?

People have fax machines through the computer and they can scan it in and fax
it...

So, | would want to find that out.

| think we can get an answer for that tonight...in a minute. The current filing
season, the IRS introduced what is called the self-selected PIN, or personal
identification number, for all of its electronic returns except TeleFile. In order to
use the self selected PIN, you would have to have two pieces of information from
your return from the previous years...the adjusted gross income and the total tax.
Is that the sort of information that you could readily find, or would you have to go
on amajor search?

| could find it, but I think there would be better ways.

Yes.

How about you?

| could find it. | keep mine on hand.

Yes.

| would be able to find it.

| am not sure...I think things are starting to get scattered.

| think that there could be a better way to secure the PIN number.

What about the social security number?
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Would you prefer to use aPIN or the IRS provide a customer number?
It would be nice to have a PIN.

| think so.

| would like to have aPIN too.

Yes.

| don't redlly care.

So, four would prefer the PIN and one undecided?

Yes.

One other question....if you were trying to persuade people to file using TeleFile,
what do you think the important messages are?

Time

Easy.

Fast

It takes five minutes on the phone.
Yes.

| guess you would want to throw in...is it safe? It saysit is safe. | think that is
important to some people.

Yes.

Because there are alot of scams out there.

Okay.

Y ou might want to throw that in there somewhere...but definitely the speed.
Yes.

Most people don’t mind getting their money faster.

Well, we pay out every paycheck, so we want it back.
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M:

| am going to go back and see if there is anything el se.

(Moderator Left Room)

(Moderator Entered Room)

M: My name is Paul ?? and | work in the Washington office in the Tax Forms and
Publications Division. | actually designed the TeleFile from the start.

R: Wow.

M: | did it on Page Maker the first year....

R: Thisisn’'t done on Page Maker, isit?

M: No. | have been doing it for a long time, and | also do the 1040 EZ and the
schedule C....We can answer some of the questions that you had here.

M: | am Brian Cahill and | am your ETAC...that is the Electronic Tax
Administration Coordinator, but nobody calls us that in the IRS...they call us
Elfs...1 work in the Federal Building downtown. You guys are great. We just
wanted to come out here and get your social security numbers.

(Laughing)

M: When you buy a home or when you start a business, you do have to keep those
records, because some day someone may ask you to prove that you actually had
those expenses, but you don't have to mail those to us. We prefer that you
don't....

R: What about your statement from your mortgage company...the interest that you
have there...

M: Y ou know the 1098 that you get?

R: Yes.

M: WEell, guess why that exists....not only to tell you but to tell us. The W2's that
you get...they go to us, and Social Security to calculate your social security
benefits, and about 18 months later, you get a CB2000...

R: So, if you file on line, you don’t have to physically send it in?

M: Right.
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M:

How many people are there in the US that are not filing and have not filed for
years, and have not been caught?

Do you know what we do if they don't file? It is called a substitute for return
form...and because we are getting our information, we can do a tax return for
them about two years later....Because we don’'t know all their business expenses,
so we don’'t know any of the loses they might have for rental properties. We do
catch up with them....You do find people who move around a lot, they are not
getting the notices, but however, tax leans against their properties and everything
are still going to be happening.

Okay.

If you have to itemize...can we see in the future for homeowners...

| did a mock up of one of the basic itemized deductions...the five minutes....we
are trying to migrate people from a more complicated form to a lesser one. Like
the 1040 A and EZ and TeleFile. If we can get a chunk of people to move from
one to the next one, that is great. The TeleFile, when you start putting itemized
stuff back on...the phone call isway too long.

Yes.

People won't stay on the phone that long. We did all these focus groups, and they
said they got tired of being on the phone.

WEell, shoot...I am on the phone 20 minutes just for Sprint to get on the phone.

Have you heard thisin other groups...simpler feed back with regard to marketing
and advertising this stuff?

Yes. We do have advertising but it cost $300,000 for a 30 second spot. | think
you might hear radio ads more...the music is now kind of a swing thing.

(Genera Table Top Discussion/Explanation from Moderators...End)
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IRSTELEFILE FOCUS GROUP
USERS
ST.LOUIS, MO
MARCH 22, 2001, 6 P.M.

Intro. One thing | might ask too, is sometimes it’s a temptation to get some side
conversations going. Especially when people get into it. | would appreciate it if
we can try to keep that to aminimum. When more than one person is talking, you
can't hear what is going on on the tape. So. It's very important not to talk over
each other. Let’sbegin. And we will go around the table. And we will start with
Lewis, if you will just introduce yourself. Tell us what you do for aliving and we
will proceed from there.

Well, my name is Lou and | conduct life safety inspections in the city of St.
Louis. | am married, 48. | won't tell you my last name. Do we get a 1099 or we
don’'t have to worry about that.

My name is Jackie. | work for the state of Missouri as a clerk typist. | am single,
35, almost 36 in another month.

My name is Kathie. | am a teacher in a grade school, and | have five children.
She being my oldest.

My name is Mary, plus | am a student. | also have a part time job. That’'s about
it.

I’m Carlene. | work for afinancial institution. And | am single.
My nameis Sally. | work in medicine. I'm atechnologist in adoctor’s office.

My name is Rick and | drive a delivery van for a radiator company, and | am 42
and | have one dog.

My nameis Caley and | am aphysical education teacher.

My nameis Rosemary. | do medical transcription for a couple (inaudible).

So you know all about transcriptions? Let me begin by asking you what the
TeleFile package is that you got this year from IRS? Anyone remember what that
package looked like? Thisisfrom the Federal IRS.

| did it thisyear and last year and | loveit. Andit’ssmall.

So you noticed a difference between last year and this year?

Page 227



No.

But it seemed fairly small?

| noticed a difference between last year and this year. This year | actualy did
both. | did the state last year, this year | did both. And the Federal was simpler.
The directions were to the point. And it wasn't as bad a booklet. | think instead, |
thought the directions were good.

Anyone else remember the package?

| noticed a difference from last year to this year. But | didn’t have any problems
in relation to the instruction/direction.

Anyone else?

| just noticed it was a small little booklet. Basicaly all you had to do was fill out
that one sheet called homeowner. It was simple.

| see lots of people nodding.

It was very self-explanatory. | mean, it wasn't asif there was alot of detailsto it.
It told you exactly what to do. And if you followed it, it was very simple.

How many of you have used TeleFile prior to this year? | know Rosemary said
she had. Everyone but Jackie. How did you file last year Jackie?

Through the mail.
Didyouuseal040o0ral040EZor ....

1040 EZ. | have always mailed. This year | still mailed the Federal, but | did
TeleFile with the state form.

Oh, ok. So you didn’t do TeleFile with the national one. Y our federal taxes.

| think it's because | threw away, as soon as | got the TeleFile, | threw it away.
And when | got the state TeleFile, | needed money quickly, so | (inaudible) to the
state TeleFile. So | could get some money soon. And | just mailed the federal.

The TeleFile package that was mailed to TeleFile eligible taxpayers this year was
a condensed version of the one that was used for the 99 tax year. And to refresh
your memory, I’ve got to pass out a copy of it, and | wondered if you would just
take a minute to look through it. Does this look fairly familiar to everybody?
Jackie did you get one of these?
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| probably did, | don’t remember. As| said, as soon as | saw TeleFile, | threw it
away.

Let me ask those of you who used TeleFile to file your taxes. It is important for
the IRS to determine the minimum of information that taxpayers need to file
TeleFile. And | wanted to ask you whether this packet contained everything that
you needed to do your taxes using TeleFile. Was there anything that was
missing?

Nothing missing that | knew of. It worked fine for me.

Let's look at it page by page. When it came in the mail it looked like this. Did
any of you have any reaction on seeing it? Did you know what it was?

Not at first. Not until | spread this and opened it up did | know what it was. |
thought it was a nice piece of mail | got.

Especialy, one further note on it. | thought they were black or white.

Most of the forms have, there are colors on them, and that’s so that people at the
IRS can (inaudible) a green or blueor .... | forgot some of the colors, so that they
can tell without reading. So purple was one of the ones that wasn’t taken here. So
you almost had to openittotell ....

It would have been easy to throw it away as junk mail, if you don’t open your
junk mail.

| don’'t remember getting, |1 don’'t know if it was last year or what, but you could
see the front of it, and then your sticker was just sealed like this.

And | don’'t remember the sedl.

Y eah, because that grabs your attention when you see the thing across the front
like that.

You put it in your box but ...

It was intentionally folded like this so it wouldn't be so floppy but. Anyone come
close to throwing it out or ... Darlene?

Yeah.

Kathleen?
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Initially you just think, | get like newdletters and what have you from the Red
Cross and something like that. You kind of think it’s that, and | don’t read those.
But ...

TeleFileisrea big on the outside so you know what it is.

Initially | thought, you know, if | hadn’t looked alittle more closely there, | would
have thrown it away.

| mean, it's an official tax package and letters ...
Kathleen, you said you came ...

| did, because I’ ve got a tendency to, junk mail goes. And | almost thought it was
junk mail. | don’t know why | looked alittle bit closer to this.

Let'sopenit up. Andon Page 2, what’sit telling you?

Why you doit. The benefits of doing it.

It seems like you could skip that page.

More advertising.

It obviously is advertising, because they want to get away from even TeleFiling
and make it al by computer. But as soon as | saw what this is about, | just
skipped those two pages, because that wasn’t anything | wanted to do. Telephone
worked last year, | figured it would work again this year.

It'swhat | thought initially. That | would get to dial onit. And get a busy signal.
So | waited until Super Bowl Sunday. And | called and it answered right away. |
was surprised.

Did anyone have any trouble getting through?

Y ou know, last year | tried to do it in the numbers. The number that they gave me
didn’t match up. | called it, and they said sorry, those numbers aren’t right. And
| had to mall it.

So those were the numbers you had on your W-2?

The numbers that came on the packet.

The phone number.
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Y ou know how you put in your socia security number, and there is some 6 digit
id number, and they said, sorry, that is not the right id number, and I'm like, that’s
the number you gave me.

Yeah. That'sthe one.

That was for 99.

Anyone else have any problems calling or ...? Did this information on Page 2
make you think about filing using the computer?

| did. | thought | was in the computer, but | thought by the time, it was so easy
just to flip through your W-2's and call, by the time | turned the computer on and
get to the address, | would be halfway done with the call.

| tried, | was looking at the computer thing, but | didn’t quite understand it. And
it seemed like you would have to download all this software, and do all this and
that, and it seemed like way to much trouble.

So it seemed like it was easier.

Way less complicated.

And quicker.

How about Page 3. Did anyone initially read that?

| didn’t read it. | just skipped right by it because it was the e-file. Another little
ad for that.

Do you think this marketing information on Pages 2 and 3 would help sway
peopleto do TeleFile?

| don’t think so.

Why not?

| don’t know. It just doesn’t, I'm not sure.

I think we pretty much know our optionsin how to file.

See, | think younger people would probably appeal to. Because they are used to
that e-file. It wouldn't be as complicated asit isfor us.

| was thinking more of the (inaudible) for information. With her saying she is
going to get her money back.
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It'sjust kind of appealing to a young person.

So some folks read it, some didn't. Some people think it might be helpful for
younger people in persuading them to file using the telephone.

I think it might be helpful in getting people in genera to go to the computer and
file. 1just had such luck with the telephone last year that | didn’'t even care. So |
skipped right through it. But | don’t know that | was aware that you could even
do it by computer on your own. | guess | have always heard you can go to your
tax man, he can e-file it for you. | have never done that. | was never in that big a

hurry to get a refund. And so once again, | didn’t care. The telephone worked
fine.

And if you can do it yourself quickly, you know, why bother going through a
third party who is just going to charge you money.

We are going to be doing everything by computer, like it or not.
And | don't like that.

First of al, you have got to go buy a computer if you don’t already have one. It's
just another waste of your money.

Let’s skip over Page 4. Did you all find this page useful ?

| think it was useful. But | thought number 1 was alittle confusing.

| agree.

First off, it says are you single or married? Filed jointly. If you say yes, now it is
telling you to do this other stuff, and maybe it should have been 1 and la or
something. But ....

So it would have been more helpful if it had asked, are you filing single or
married filing jointly ....

Right off the bat. And then maybe it could have said, use this if you need help.
But then my goodness, the next thing about non-resident alien, that could have
been the next question.

So it seems to be mixing the two....

Thereis morein there.

Three redly.
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Y eah, that could have been three questions. You areright. And thereis only one
yes or no.

If you are under 65 and not want, | think it’s a funny question to put together. 1
am just, | think it's peculiar. You would put age and blindness in the same
guestion.

Y ou get an extra exemption.

They are obvioudy trying to minimize the amount of things that you have to
answer by combining and making it alittle bit more confusing.

Right. Because this 20, 11 questions is probably less scary then 11. So you put
them together, sneak itinand .....

That sounds like that tends to make it alittle more confusing.

That’s probably not as intimidating as the ...

Regular questions.

Y eah, one page of questions is enough.

Anything else here that was confusing at the time you worked on getting ready to
do TeleFile, or seems confusing now? How many of you went through this
checklist when you prepared to do your TeleFile? Four. Did you actualy fill it
out, or did you just go through it mentally?

I think 1 just went through mentally, aslong asit didn’t stop me and kept going.

| checked.

So, no confusion though, about whether you were eligible to file? And that’s true
for anyone in the group, not just the people who use this form. Any confusion
about whether you were eligible to use TeleFile?

No.

I think | was eligible since you sent me this package.

That’swhat | thought.

Not everyone gets thisright? If you sentittome, ....
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S0 you trust the fact that you got it as being ..... ok. How about Page 5. Earned
Income credit. Did anybody read that?

| glanced at it.

Some were children. ...

At the end of the table, what were you saying?

| just said | noticed this said something about qualifying child.
So seeing that made me turn the page.

Anybody else read through this? Page 6. Was this page helpful, or did most of
you just go to Page 7 and start?

| thought, | always like a page like this. It goes line by line through the form in
case there is a question. Especialy with the more complicated tax forms that |
have donein the past. So | am never opposed to anything like this.

Yeah. Becauseit isright there and if you have, once you are over here looking at
guestion B and you are like, what’ s that now, then you can go over there and read
the thing where it says Line B. But you only haveto read it if you need it.

| didn’'t go here though. On Page 7 it was pretty self-explanatory. But if you did
need it, it was good that it was on the page, and you could flip back through to the
different page.

How about the information on Page 6? About providing the information from a
deposit dlip if you wanted direct deposit?

That’s good.

Was it helpful? How many of you asked for direct deposit of your refund? Only
two. Have you done that before?

Yes.

So what kind of motivation ....

It isthe quickest way to get your money back.
Faster to get your money back.

And you don’t have to worry about somebody stealing your check when you go to
the bank.
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Time savings definitely. | work for abank. | can check and make sure it’s there.
A lot of timesit’s not available right away, since it's an ACH transaction. There
isno float like there would be for acheck. So ...

How soon did you guys get yours done?

| was redlly surprised. This year especialy. | was really surprised. | had mine
within seven days.

| think mine was 10 days.

| was very ... | called on a Sunday night and | had my money by the end of that
week.

I got mine within 5 weeks.

Now | have the opposite about putting my account number on here. | thought,
yeah it could be easy to get back in your account, but | don't want to give
someone my account number.

They already know your account number.

Y eah, they have got your socia security number.

Yeah, but | don’t want to, | have heard so much about all these people tapping in
and stuff, so that was not an extra thing | wanted to add. | also wanted to get the
check and deposit it myself. And | got mine within two weeks, and | did mine the
other way. Which isnot that big a difference.

Did you direct deposit your paycheck?

No.

See, I'm abig fan of that.

Like my whole family does direct deposit, and | am probably the only one that
doesn't. Because those are my feelings on it. | would rather be able to see the
check, get it, and put it in my account. However | want to.

And you have some concerns about security too, it sounds like?

Yes.

How about anyone else who did not have their refund deposited?
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| was just fearful that | would get, someone would put down the wrong number,
or that somehow they would get the wrong number and | would be trying to figure
out where my money went oneday. So | didn’'t mind waiting, like | said before. |
think mine took almost a month, but I am not positive of that. And that was ok.
And | didn’t direct deposit my pay check.

| did too, but see, that is the only thing. So how would | know if | did this? |
wouldn’t know when it was actually there.

You just call them.
Unless | call the bank every morning.

When you get your monthly statement you would know when you suddenly have
adeposit you didn’t have adlip for.

Yeah, but see to wait, and it could be laying in there a whole month and you
wouldn’t know it.

Whereas if the check comes directly to you, you' ve got to take it down.

Plus aso, | have concern about it too, because the very first time | did my federal
and | mailed it in. | didn’t get my check until August that year. It was amost a
whole year later. Because they just forgot to mail my check out. They missed me
through the crack or something like that. And we had filed it, and we had called
on it, and they had trouble locating the information. It was for $100 or something
like that. 1 wasin high school. And so that is another concern that | had. | have
had problems with it before. But it didn’t stop me from doing this type of stuff. |
mean, | just remembered that. The check did get lost.

| had problems in prior years. When | had a check issued before | TeleFiled. |
have only TeleFiled the last two years. | got a check one year. And | never got it,
and never got, and | called them and what have you. And that’s kind of what
actually encouraged me to just go ahead and have it direct deposited. That way if
something like that would happen again, it just bypasses the whole mail issue.
Because someone el se had gotten my check and what have you.

So you thought direct deposit might work.

Oh yeah. That was an encouragement, because of the problem | had had years
prior with not receiving a check or what have you. But mine wasn't like six
months down the line or anything like that. It was probably a month delay. But
they mailed out a check, and someone else had received it and cashed it. And |
said well that is not my problem. | never got it. So they were pretty quick as far
as the turnaround. But then going forward, | said, direct deposit won't be an
issue.

Page 236



Anyone else? How about Rick?

| just wanted to see an actual $1 check. | knew how much | was getting back. So.
It soundsterrible. A check made out for $1. I'm sorry.

Y ou wouldn’t donate it.

| still haven't cashed it yet. | still ook at it every day.

WEell, you can look at it as good planning on your part.

Very young.

Mary, Kathleen, how about your thinking on direct deposit vs. getting a refund.
I’'m kind of like Caley. | don't, I'm alittle leery about giving any numbers. | am
not, they do have your social security number. But | don’t want to give them
other numbersthat | don’'t haveto. So. That’'swhy | don't.

Because (inaudible).

How about you Mary?

Well, actually, this year | owed. But in previous years, | haven’'t done direct
deposit just because, like you were saying, | don’t think | would know when it
was in there, because | don’'t pay enough attention to the accounts until they ... |
wouldn’'t know it was in there. So | would rather have the check, get it, and be
ableto put it in so | would know exactly what | have done with my (inaudible).

Do they not send a notice when it gets in there?

No.

Because when you direct deposit your employment, you usually get a notice.
Maybe that would help. If some people got a notice.

It would slow it down though. Because they would have to generate that piece of
paper.

Y eah, they would have to generate another, it is the same as doing a check amost.

The money would probably go in their faster. But the letter may come to you a
week later. But then aweek later you would probably know.
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| think the point of direct deposit or return is, it is saving the government money.
It's a piece of paper they don't have to send. Or it’s a check or a notice or what
have you. See, you have to look at it from their perspective. Why would | want
to direct deposit money, get it to you quicker, make it available to you right away,
and send you a piece of paper, as opposed to hey, we'll just put it in your account
and you guys can figure out when it gets there. We won't send you anything and
save money that way. Y ou haveto look at it from the other side.

That’ s true too.

But it’s my money.

Looking over Page 7 items 1-M. How many of you recorded this information as
you went through the TeleFile? Seven. Rosemary, you didn’t?

Y ou mean you wrote it?

Y eah, wrote it down in your. Did everyone who used TeleFile write down the
confirmation number?

Yes.

Did any of you call to find out the status of your refund?

No.

| did, | called after five weeks. | think because last year | got it back faster.
Wheredid you find ....

| think they said it was probably in the mail.

Where did you find the number to call?

| think | looked on here.

So you did call on that one fairly well?

Y eah.

Let’s turn over to Page 8. Did any of you read through this information when you
were getting ready to file TeleFile?

No.

No.
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Rosemary you did? Ok. Did you ask specific questionsor ....

No I'm jugt, it's aways been so complicated | am afraid it's (inaudible) say
something.

How about over on Page 9?7 Rosemary, do you think this might have been where
you found the phone number to call?

Y eah, it could have been. Or | might have even looked in the phone book.

The tip right there says if you want to check the status of your 2000 refund, they
give that number. Do you see that?

Yes.

| think the one | called was a 1040 number. (Inaudible). Oh yeah. Here it is
here.

So it sounds like most people skipped over this information. And here we have
(inaudible) TeleTax as opposed to TeleFile. Anyone notice this section?

| don’t even know what TeleTax is.

It'saseries of topics that you can get information on. Prerecorded information.
Oh, you just call and listen toit.

Well, if you already did this thing over here, this page over here, you are done.

| thought thiswas all over.

It's too late now.

How about Page 11? If you are 55. Mary did you use this?

Yes. | did. | didn't read al the instructions or anything. It was pretty
straightforward, so | just filled out the whole form at the bottom and sent them my

check.

Did you consider some of the other options like credit card or direct debit for
paying?

WEell, the credit card. | didn't know that. Don’t you have to pay afee, it said if
you pay by credit card? So | figured, why bother with that.
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So it wasn't that attractive?

Right.

That debit authorization is kind of scary over here too. On Page 8. So | had
(inaudible) | write a check. (Inaudible) take the money until you tell them not too
or something.

| just read it while we were sitting here.

Let me go over to the flip chart, and looking back through all of this, is there any
information in there that you think is unnecessary? As people who file using
TeleFile, (inaudible)?

All thisinformation.

If you are filing with TeleFile, you realy shouldn't need to have this next
guestion.

It is so straightforward, it's not like you have questions on where can | deduct
this, can | do that. Thereisno ....

So the TeleTax (inaudible).

Yeah. You just plug those numbersin and go.

Maybe for someone who has never done it before.

We need that information.

| think that’s not a very good spot there.

Y eah, but if it was in the front you would just skip it anyway.

They explain everything right here. It's not like, because you can’t use thisif you
have all kinds of deductions, and this that and the next thing. So what would be
the point?

Y ou would have to get another booklet and read that.

Y ou would haveto ....

If you are questioning whether or not you can TeleFile, and maybe whether it was
the best option for you. You know what | mean. But not that. | mean .... But

the fact of the matter is, if it's not in a good spot, if it's something that probably
needs to go in the front, like references, usually think of something in the front of
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the booklet, as opposed to the back. But that’s, that really should be up where
you are filling out that little checklist, or maybe on the next page. Asfar as OK,
yes | qualify for the TeleFile, but here are some other things, and | can get some
other information on this.

These are the two most important, pages 6 and 7.

Yes.

(inaudible) some of you went directly to Page 7?

It tells you exactly what to do.

The only time | really thought about it is when it comes to interest (inaudible) and
| kind of got to thinking, | know there is probably a limit and you kind of think,
oh, let me dig back and find out that yes, it's $400 over, whatever the case might
be. And you proceed on and you are like oh, no. | will be honest with you,
having not really thought about it has been like | should have gone ahead and
filed anyway, even if | was over the limit.

That’s my (inaudible).

Well it saysit right here too. It saysif over $400 you can (inaudible). So ...
That’strue.

| think | probably went to here first. And then after | was done with the phone,
then | probably went back in and, you know. Actualy | went, opened up and
looked at this and filled out as much as | could without saying, no | don’t want to
donate money to the Presidential Election. And | ...(inaudible) and then | went
back.

Anything else you think is unnecessary? The pie chart?

Yeah.

Just because it doesn't make me feel any better knowing where it's going.
Exactly. | don’t mean to be so cynical but ....

Besides that can change. In amoment’s notice.

Let’s just say in what 99 was, | don’t have a problem with the pie chart. 1t's kind
of interesting to see how big a chunk goes to Social Security and Medicare. So |
kind of like the little pie chart. And | am not the accountant type person, where |
am into that, but | thought it was interesting. The only page | really didn’t care
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for was Page 3. We aready had the ad for e-filing on Page 2. And now we get to
see this person (inaudible).

Maybe they should put the information from the back on the TeleTax instead of
on thispage. Instead of ....

| thought this Page 2 was applied to this thing. | didn’t realize it was e-filing.
WEell it saysit rea big right there. But .... Isn’t that strange?

Thisisthe form to call on the phone. | don’t understand.

She talks about how, her fiancé or whatever, can’'t use TeleFile this year because
he has over $400 in interest or ...

Well it doesn’t tell you how to doit.

The option to if you are not eligiblefor ...

It doesn’'t exactly tell you how to do it though.
It putsit in your mind. Consider doingit.

Because | did go to the IRS web site. Oh my God. No, | am better call and
(inaudible).

Now what happened when you went to the IRS web site?

It was, for one thing, | have a Mclntosh and everything is file transferred in
Windows. Which is totally frustrating for me. And you know, | don't do well
with downloading this and trying to open it up. | am sorry, we don't have a
program to open this document. Well, what the hell did | go here and spend all
thistime, and it was just atotal frustration.

So you would rather call and (inaudible).

No. | just want to skip al that. And just do this quick thing and be over it.
Anyone else go to the IRS web site?

| helped a friend at work with her taxes and she had wanted to e-file. And
(inaudible) and | can't help you. Because | can't figure this out. As far as there
are (inaudible) as forms and what have you. And | will be honest, | am not a tax

expert. So therefore, | depend on TeleFile and stuff likethat. So ...

Itisconfusing. It isoverwhelming.
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Isthere e-file booklet? Like this?

There are instructions that you can get and of course there are lots of ways that
you file. You can use Quicken Turbo Tax, there are some free ways to do it.

See because | figured out from looking at it, that you had to buy Turbo Tax and
you know there ....

Spend money to do it?

Yeah. And | was, to heck with that. We will just make a quick phone call and
that will beit.

Anything else? Anyone cal the IRS for information? Rather than get on the Web
site?

No.

Any other unnecessary information? And | know we have some differences of
opinion on some of these, and that isfine. Anything else?

WEell | think this page with where they are trying to sell you cologne, or a dress or
(inaudible). Just because ...

It caught my eye and | was like, what is she talking about.

Otherwise ....

And if they give you, see like this web site address. That is just like the very
beginning address. They give you some address that came up to some e-file
business, that might make it easier.

Right. Welcometo e-file.

Yeah. Thisisjust like Hi. Thisisthe IRS Website.

Good luck.

Exactly. We have 10,562 topics for you to look at.

WW.Efile (inaudible) so you can go directly toit.

Anything else? You can put this aside, but do keep this open for further

reference. For 2001 taxes, the IRS is considering further simplification of the
TeleFile package, and | have a mock-up that | would like you to have a look at.

Page 243



And one thing that has been mentioned in some of the groups that we have doneis
that thisis nicer paper, and that’ s largely because it’s (inaudible).

Right.
25 million.

| bet your name sticker is going to be right there, so it is going to be real obvious
what thisis.

Yeah. That isan improvement right there.
Just take a minute to look through.

Y eah, | was wondering why the (inaudible) was such a big page. So that | could
(inaudible).

Do they send it out to people who aren’t eligible?
No, they look at the previous year and ....

| assumed that like she was saying, because | got it, | was already eligible. So |
didn’t go down thelist as carefully as | probably should have.

I think several people mentioned that, too. That just the ideathat you got it ....

I will expect next year | will get one, but | don’'t think | will be able to use it next
year.

Because you expect your circumstances to change?

Well, | am sure | will have more than $400 interest next year. | guess that is
good. But then, that means | can’'t use thisform. Soit’samost like | shouldn’t.

Let’stry and capture some of the differences that you see. Cover.

Right off the bat the cover is a lot better. It's not any question what you are
getting here. Especialy if your address label isright below the TeleFile. Hey.

Y ou have IRS right across the top. Hereitisin very small type, too.
(Inaudible).

They did away with the ads on Page 2 and 3 for e-filing so they don’t confuse you
and make you think thisisn't TeleFile or e-file or what isiit.
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(Inaudible) chart, it looks like they might have an extra boat. Y ou have to hold
that page down.

Ok.
For better or worseit’s....
What elseis on that back page?

The disclosure that they had on the inside before. So they just put two things on
the page instead of the ...

Page 4 and 5 are the old one. It's much ssimplified.
Y eah.
Whichisnice. Andif it doesn't really pertain to you then ..

It looks like they are keeping two, while we were skipping two. Like you were
saying.

Which is the (inaudible) all the questions. But you can file by phone and then the
area code.

What is removed in this one?

Page 2.

Page 6 also. Simplifiesyour (inaudible).

The 4,5 and 6.

Y eah, the picture of the check with the (inaudible) and the account numbers, that
was good, right across from the thing where you write it in. Because not
everybody knows the difference. Y ou know.

So you think that was ...

| think it was better right across from the form. In the old one.

Here is my question too. On this earninged income credit, are they just dying for
you to figure out if you can .... Please read thistwice. It's over here, and there is

achecklist over here. | mean.

| really don’'t understand what it is. | know | am just not eligible for it.
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| don’'t know .... If there is areason to use so much space. Right there on the tax
filerecord and it’ sright there. On Page 2.

So that seems alittle ...

It's kind of, how necessary is that to have it in two spots. | mean, it discusses that
your qualifying child, and a checklist down here on Page 2. And then they are
taking up more space on the actual tax file or tax record on Page 3.

Y eah, | think that earned income credit ought to be on a different page.

| was thinking one place or the other.  You know what | mean. | don’t know
why it’s here and here.

Move the check exampleto ...

Y eah or something.

Anything else? (Inaudible).

| think the texture of the paper is nicer.

Also the stuff back on Page 4, 5 and 6. You know, | think you need that stuff
there. |1 mean, you wouldn’'t necessarily read it if you didn’t have any problems.
But if you did, then you would know where to get it.

It's there (Inaudible) to have it. If they have your tax file record there, and then
the next page like, here is the instructions. They trust you to know how to use
them, | guess. That’s good or bad or not.

That’ sweird that the back is empty. It’s usually, they use all the space.

| think they probably left it blank purposely, because there is nothing on the back
to help confuse you. You need, the only thing you see on the outside is your
address and the fact that it's from the IRS. You don't start with the other side and
think it’ s trash and throw it away.

Y eah.

So | don't mind that at all. | think that’s probably good.

Yeah. Focusonwhat itis.

They did make the print smaller on the new issue, but that is so they could get all

the instructions and guidelines onto Page 2, so you obviously need good eyesight
or need to have your glasses close at hand.
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And Page 2 at the top, you could file by phone if, so that is another way of
presenting this checklist. Which do you like better? Do you like the bulleted or
the checklist?

The checklist.

Like he said with the A’sand B’s.

How many prefer the checklist? To the bulleted list?

Not me. | actually prefer the (inaudible). Same thing, but it's obviously a
worksheet to make sure you read through it and qualify, whereas the other one on
the new version you might not read through it all. It does