YEAR

Since July 1999, the Ohio Department of Taxation
(ODT) hasfocused onthreeprimary goals:

- AdoptingaTaxpayer Servicesfocusthrough
out thedepartment;

- Modernizingthedepartment through tech
nology and updated tax policy; and

- Addressing humanresourcesissues.

Many notable ODT activities over the past year
clearly supported oneor more of thesegoals.

FOCUS ON TAXPAYER SERVICES AND
MODERNIZATION

Taxpayer serviceand modernizationinitiativesoften
proceed together. For example, modernization
through technological initiativesmakeit easier for
taxpayersto file taxes, make paymentsand get an-
swerstoquestions. Not surprisingly, sincetheindi-
vidual incometax isthe state’ slargest tax, bothin
revenueand thenumber of taxpayers, theincometax
wasthefocusof many taxpayer serviceand modern-
ization initiatives. ODT expanded the number of
taxpayerseligibleto file* paperless’ returns, both
throughtel ephonefiling (tel efile) and el ectronicfiling
options. In the 2001 income tax filing season, a
record number of taxpayersrespondedby filinginone
of thesetwo paperlessmanners. 29% of individual
incometax returnswerefiled over thelnternet or by
telephone. Paperlessreturnssavetaxpayer dollars,
cutting processing costsinhalf, increasing accuracy,
and expediting speedy refunds.

Also, duringthe 2001 incometax filing season (tax
returnsdueApril 15, 2001) the department offered
expanded evening and Saturday hoursfor thefirst
time. Taxpayerswel comedtheservicewithmorethan
11,000 calls in those extra business hours. ODT
offered another new feature — paying tax by credit
card—for thefirst timeduringthisfiling seasonasa
conveniencefor taxpayers.

Whilewemademany advancesin customer service
forincometaxpayers, wedidnotlimitourinitiativesto
that area. For example, inanother first, wepackaged
morethanforty heavily usedtax formsandinstruction
manuals on a compact disc (CD) and made those
CD’savailabletotax practitioners. TheCD formsare
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easier for tax practitionersto usethan paper formsand
savesignificanttax dollarsprevioudy spentonprinting
andmailingthepaper forms.

ODT alsoadopted and published guidelinesonthe
applicationof “discretionary” penalties, giving
effect to oneimportant changethat had beeninour
Taxpayer Services(TPS) bill which passedin2000.
Theguidelineswill put taxpayersonnoticeregarding
thestandardsused in applying penalties, and assure
consistency inapplication of penaltiesby auditors.

The Department continued to co-sponsor, with the
Ohio Chamber of Commerce, theOhio Tax Confer-
ence. Thisyear'sconference marked its 10th year,
withrecord attendanceand surprisingly cooperative
weather. Highpointsof theconferenceincluded pre-
sentationsby nationally known speakersRichard Pomp
and Paul Frankel, alargecadreof ODT professionals,
representativesof surrounding states, and many promi-
nent local speakers. At the conference, the Tax
Commissioner awarded thefirst annual "Ohio Tax
Hall of Fame" awardto Stanley Bowers, former Ohio
Tax Commissioner. Ruth Bowers, the former
Commissioner'swidow, accepted theaward.

TheTax Conferencerepresentedjust oneof themany
venuesinwhichODT personnel made presentations
regarding Ohiotaxationand administrativepractices.
Small BusinessWorkshopswasanother mediumthat
we used to reached out to taxpayers. The Tax
Commissioner and other taxation administratorsand
managersal so addressed numerous'tax clubs,” tax
committees, local government financeofficials, and
accounting and bar associ ation groupsthroughout the
year. Notablein thiseffort were the more than 30
presentations that were made to school and local
government groupsthroughout thestateexplainingthe
implementation of tax changesrel ated to the enact-
ment of utility deregulation, anditseffectsonlocal
finance. Inaddition, thedepartment co-sponsoredfor
thefirsttimeaconferencewiththelnstituteof Profes-
sionalsinTaxation.

The General Assembly'sinterest in school funding
issuesdrew extensively onODT expertisethroughthe
year. ODT provided extensivesupporttolegislative
deliberationsof school fundingissues, includinginfor-
mationrelated tothecourt'sconcernsabout " phantom
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revenue" and"over-reliance" onlocal property taxa-
tion. Thisactivity culminated in the passage of a
revised school fundingformula. ODT alsofiledan
amicus brief in the DeRolph school funding case,
examining the phantom revenue and over-reliance
concernsinthecontext of Ohio'sproperty tax struc-
tureand school funding framework.

ODT continuedtowork for modernization of thetax
law during 2001. Work commenced for a second
taxpayer servicebill (TPSI1) tobeintroducedlaterin
calendar 2001. Separately, ODT supported creation
of the state’ sfirst ever tax amnesty program. The
three-month program, authorizedinthestate’ shien-
nial appropriationshill,isexpectedtogenerate $17
million for the state in Fiscal Year 2002, and an
additional $5million per year afterward fromnewly
enrolled taxpayers. ODT also worked hard on nu-
merousmodernizationand simplification provisionsof
SB 287 (describedindetail elsewhereinthisreport)
which passed in December 2000.

HUMAN RESOURCE ISSUES

Many ODT initiativesfocused onimplementinghuman
resourceenhancements. Much effort wasdevotedto
the design of new classifications for “tax auditor
agents’ that would support arevised agency structure
differentiating betweentaxpayer serviceand auditing
functions. Thisdifferentiationwill allow staff tospe-
ciaizewithintheseareas, and helpenhanceefficiency.
Thework onjobclassificationswasalsointendedto
createclearer career pathsfor taxpayer auditing and
taxpayer service agents. Under the new structure,
taxpayer servicecenters(formerly called district of -
fices), aswell asthe Columbusoffices, will provide
taxpayer serviceswith agentsthat specializeintax-
payer service. Tax auditor agentswill beassignedto
thenew Audit Division, al so created during thefiscal
year, whowill focusonly on audit functions.

Reorganization of theformer Legal Divisionintoan
“Appeds,” “ AppealsManagement” and“ Information
Resources” Divisionsfollowed thecompl etion of an
implementationteam study that involved both agency
employees, representativesof other stateagencies,
andrepresentativesfrom privateindustry.

Finally, anew chief information officer wasnamedto
coordinatethedepartment’ stechnol ogy systemsand
activitiesand adeputy tax commissioner for perfor-
manceexcellencea sowascreated. Thenew deputy
tax commissioner isshepherding the department’ s
participationintheOhio Awardfor Excellencepro-
gram. The award program is patterned after the
MalcolmBaldridgeNational Quality Awardandwill
improvethemanagement of ODT’ soperations.

Fiscal Y ear 2001 brought many changestotheDe-
partment of Taxationinthepursuit of taxpayer service,
moderni zation, and human resource advances. We
look forwardtoFiscal Y ear 2002 and another year of
work advancing thesethreegoals.

OUR MISSION:
Toprovidequality serviceto Ohiotax-
payersby hel pingthemcomplywiththeir
tax respongbilitiesandby fairly applying

thetax law.
OUR MOTTO:
We CARE about the quality of our
sarvice.
Courteous
Accurate
Responsive
Equiteble




