FACT SHEET

The LMSB Customer Satisfaction Survey

1. What is the LMSB Customer Satisfaction Survey?
Customer Satisfaction is one of the three balanced measures for IRS, along with Employee Satisfaction and Business Results.  A semi-annual survey is performed for LMSB to gather customer feedback on Industry Cases (IC) and an annual survey is conducted on the more complex Coordinated Industry Cases (CIC).  The CIC survey is further divided into two areas, “pre-audit” and “post-audit”.  The latest survey results drew from taxpayer responses for cases closed from October 2002 to September 2003, and the annual report was issued in February 2004.  
2. Why does LMSB do a survey?

A primary goal for the survey is to use this customer feedback to identify and prioritize service improvements.  Information from the survey provides LMSB management the opportunity to make the informed business decisions needed to improve customer satisfaction.  The Customer Satisfaction Survey has been conducted regularly since 2001.
3. Who conducts the survey and how is the survey done?
The LMSB Customer Satisfaction survey is conducted via telephone by an outside contractor after audits are completed.  The survey contractor is Pacific Consulting Group (PCG), a highly regarded consulting firm that has extensive experience in customer satisfaction surveys, both in Federal and private enterprise environments.  Participation in the survey is voluntary and responses are strictly confidential.  A random sample of IC customers is surveyed semi-annually following the completion the audit.  A census survey of CIC customers is conducted annually and each customer is contacted twice, once after the formal pre-audit planning conference and again upon the audit’s completion.  Satisfaction for both IC and CIC cases is rated on a 5 point scale with 1 = Very Dissatisfied and 5 = Very Satisfied.  The next cycle of IC survey interviews is currently underway, with results expected in November 2004.
4. What kinds of questions are asked on the survey?

Customers are first asked to rate their overall satisfaction on their experience with the LMSB audit process.  For IC cases, specific questions then are asked on the Audit Planning Process, Taxpayer Treatment, Audit Completion, and the Audit Team.  In CIC cases, two sets of questions are asked due to the complexity of the process.  Following the pre-audit planning meeting, CIC customers are asked to rate their satisfaction in the areas of Opening Conference / Audit Preparation; Information Document Requests; and Taxpayer Treatment.  At the conclusion of the audit, they are again contacted and are asked to rate their satisfaction in the areas of Taxpayer Treatment; Audit Completion; and the Audit Team.
5.  What were the latest survey results?
Overall, customer satisfaction remains high at 80% in IC, 76% for CIC post-audit areas, and 77% for CIC pre-audit areas.  These findings were from cases closed during the period October 2002 – September 2003, with the survey report being issued in February 2004.
It was found that overall customer satisfaction decreases as the duration of the audit increases.  Additionally, a significant reduction in customer satisfaction occurs after the duration of the audit exceeds 12 months for IC customers and after 36 months for CIC customers.  There are significant differences between customer expectations and the actual duration of the audit.
Additionally, the survey found that IC and CIC customers are a homogenous population in respect to the areas of greatest satisfaction and least satisfaction.  The highest rated area by both IC and CIC customers is Taxpayer Treatment, with an 88% and 85% satisfaction rating respectively.  The lowest rated area by both IC and CIC customers is in the area of Audit Completion, with a 78% and 70% satisfaction rating respectively.  Field Specialists are the lowest rated member of the audit team by both IC and CIC customers.
A “Leverage” analysis is an important part of the analysis of survey results.  It is a measure of relative improvement potential.  It tells LMSB management where to concentrate efforts to have the greatest impact on improving customer satisfaction.  A high leverage area is one in which customers are relatively dissatisfied and/or the item is very important to them.  High leverage items for both IC and CIC customers include:
· Time Spent on Audit

· Length of Audit Process

· Information About the Estimated Length of Audit Process

· Knowledge of Industry Issues and Practices
· Knowledge of Accounting Practices and Tax Law

6. What is LMSB doing with the survey results?
The results of the Customer Satisfaction Survey are regularly communicated internally throughout the organization in a variety of ways.  Highlights of the survey’s findings are sent to all employees via electronic messaging and placed in internal newsletters, with detailed information available to employees on the LMSB Intranet web site.  Industry-specific briefings with LMSB Industry leadership are provided by Pacific Consulting Group.  Also, the LMSB Customer Satisfaction Coordinator conducts briefings with front line managers and revenue agents.  Field personnel have begun using the results to understand the needs of their customers.  Several have shared survey results with their customers and conducted frank discussions on improvement possibilities.
Information on survey results is shared with external customers via informal news releases and on the public website, IRS.gov.  In response to the needs of our customers, LMSB has designed several Issue Management strategies to help resolve disputes and eliminate controversies earlier in the process.  A finding from the survey was that taxpayers who use LMSB Issue Management programs are generally satisfied with them.  These strategies include:
Fast Track Settlement -- A joint effort between the Large and Mid-Size Business (LMSB) Division and Appeals to use the mediation skills and delegated settlement authority of Appeals to resolve issues while still under LMSB jurisdiction.

Alternate Dispute Resolution (ADR) -- The development and use of alternative dispute resolution techniques by Appeals to create an administrative forum, independent of compliance functions, to efficiently prevent or resolve disputes. 

Advance Pricing Agreement (APA) -- designed to resolve actual or potential transfer pricing disputes in a principled, cooperative manner, as an alternative to the traditional adversarial process. 

Pre-Filing Agreement (PFA) – Encourages taxpayers to request consideration of an issue before their tax return is filed and thus, resolve potential disputes and controversy earlier in the examination process.

Limited Issue Focused Examination (LIFE) – A new streamlined examination process where the taxpayer and examiner work together on the most significant issues on the tax return, resulting in a more focused examination and reduction in resource utilization.

Additional information on these initiatives can be found on the Corporate Business page of the IRS.gov Website or by contacting Jim Morton at 404-338-7127 or mailto:Jim.Morton@IRS.gov.  .
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