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What I'll cover

- Research your customer
- Develop a user profile
« Put it in plain English

- Use design to convey your
message

- Test your products with users
- Put your tools to use

- Keep looking for ways to meet
customer needs




Research your customer

. .occcsseciisasnngasece.

- ldentify their needs

- Website redesign example
v Review search log data

v Use website analytics (example Google
analytics) ..

v" Target users with online surveys

v Tap subject-matter experts

v Examine user profiles of similar state agencies

Mobile app example

v Keep track of users’ continually changing needs
- example: trend toward mobile/responsive
design

v" Deliver information and services when and
where users need them



Develop a user profile

-+ Helps focus on “who” the product is being created for

- A user profile helps define:
v WHO your customers are (small-business owners)

v HOW they use your website (topically; scan instead of
read; not for fun)

v WHY they come to your site (E-file, look up a tax
rate, look up a registered business)

v WHO you need to RECRUIT for effective usability
studies




Put it in plain English

» Use Plain Talk - plain language, or
writing, that the typical customer can
understand and act upon after a single
reading

v Plan your communication
v Focus on people
v Use short, simple sentences

v Use words readers know



Use design to convey your

message

- Make the text visual
v Use lists and tables whenever possibl

v" Use bulleted lists for items/conditions

- Format pages to help users
v Put most important information first
v Content is easily scanned by reader
v" Separate information into “chunks”

v Use bold headings and white space

NEWS

Economic Growth Picks Up

s yeur, all over Furope and Cemtral Asia,
CIONEINE CConOmics are expoctod to grow, It was
nosed that some counsries 1n the region coukd be
scnoesdy affected by nising food and  energy
prices,  Maor ool exponers,  which  account
for 15 percont of the emire worlds odl, are
benefiting  from prce incrcase and il contn-
butes 0 ccomomic  growth et stbility
of the budget balance.

However, nising peices for food and fuel prces
coeates an  addowoal source of vuinerability
for many unporting countnes, noted 8 2 peess
conference.  In  resposse,  povemments the
e peoposed 10 ikreae  the  coverape
and  tegeting of  wxial sysams
0 spport the poor. Reve avoxieg
some of the mcaswes that were takem in the
region in respomse 0 previows prike icreases
for coongy and food - sech as peice comtrols and
restictioes on foreign tade and export of food
pecialists drew amention a new problens « the
growth in commadity prices, which tume

more significaet thas expected. The grow
1 emerpeg

price: we senus prodles
markets, where contral basks do sot ony
trast. Therefore, in those comtrics, the
mows carcful 1t as possible that for some time. the
level of mflaticn will be somentut bagher than ex-
pecsed. However, according ¥
not think that it will have a severe negative impect
on eccnoms: growth. High prices for raw materials
may pose a real £ 10 the develop

= even 1

Real estate market review

This year as a whole is expected 1o steady but slight
growth. This means that s most real estate markets
will dominste the cmuoas mood  Accoeding
0 evperts, restens are salikely 0 soek sypmificast
mvernxel, and xtvely ogerd m e fixe
f ascersinty. So, they want 10 see evidence of the
resumpenon of sevained growth around e world
before the deal with on. So that the hase
rental rates in most mapor busingss coaters i the
following year will romain a aboet the same level
as that in the past. According 10 the forecast,
year is possibke 2ad a marked incecase in bhase
rental  rmes  in some  cities,  apply
mppropriate  expectatons, With regard %
effect that econoatic growth will have on der
space by reetors in the mear future,
ve that the d&sivions
se refer to the long term
avperts reviewed the changy
0 the property market

s

that hane occurred
o e past yow

Oil prices hit two-year high
The oher day teades ol comnacts reachod
a 2-year high not seen sece Seplomber 2008, and
snounged 00 § 108 per barsed. At the stock exchas

price of crude oil decisively crossed B¢ § 120 per
barrel. and the trades Save not caly held wishin close
10 the 2eyear high, but often exocoding the record
level. At present, Escopean refimeries are in a diffi
cult position due oo Lack of suppied w materials,
which became one of the reasons for the increase in
prices for ther products. As evadenced by past expe-




Test your products with users

« Employ User-Centered Design
(UCD)

v Cost/benefit ratio of UCD - $1:$10-
$100

+ Usability testing is more than just focus
group work

- When UCD is not applied, users will: L\{ .
v Make mistakes | |
v Get frustrated and give up |
v" Call or visit a local office \'




Test your products with users

+ Usabillity testing

v"One hour, one-on-one meeting with representative customer
v Facilitator asks participant to perform tasks

v"Participant is asked to “think out loud” and verbalize what they are
thinking and expecting

* What you can learn:
v"Labels or words your customers don’t understand
v"What they call things
v"Where they expect to find things
v"Information they still need
v"Information that is not important

v Content that’s not in the order or format expected



Put your tools to use

« All of these tools can be used for a
number of different products

v"Websites

v"Web applications (desktop and
mobile)

v Letters/notices
v Forms
v’ Targeted education
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site

Department of

Revenue

Washington State

Home
» File & pay taxes
» Doing business

> Find taxes & rates

> Workshops & education

> Get a form or publication

Find a law or rule

Join the Department’s

EMAIL LIST

Getinformation that affects
your business - filing
deadlines, legislative
changes, lax reporting
obligations, tax rate
updates, rights and
responsibilities, and more.

I need to. ..
» File my taxes online (E-file)
» Find a sales or use tax rate

» Look up a business or verify a Reseller
Permit

« Find my pre-assigned access code
» Search for unclaimed property
» Get statistics and reports
» Report tax fraud
» Get business licensing and renewal
information (BLS)
Sales and use tax rates
» Tax rate lookup tool
» List of sales and use tax rates
« Forms and quarterly downloads

» Some local tax rates changing October
1, 2013 New!

» Tax rate lookup app for mobile devices

My Account legon

@file rosister

ABOUT US | CONTACT US

News & Announcements

Spirits taxes (I-1183)
« General Information

= Monthly spirits tax collections and sales
« Consumers - Spirits Prices & Taxes (pdf)

« Spirits Tax Calculator (.xls)
« Q&A for Retailers (pdf)

Tax rate Marijuana reform
4 lookup app Spirits taxes (I-1183) information
for Android (I-502)

»*IMPORTANT Do you own a personal

home rental? You may be required(pdf)
to collect and remit retail sales tax.

= Career opportunities
* Tax Facts Mew!
« What's new on our website = Sales to nonresidents

s News releases » Consumer information

Learn about...

= New business tax workshop

= Efile

» Taxi cabs & related businesses
= What is subject to sales tax?

» Personal property tax

= Do | owe use tax?

» Nonprofits

» Plan for and pay your taxes

* Reseller permits

» How to prepare for an audit

= Economic nexus

» Tax incentive programs
» Tax infermation for consumers

Property tax

Overview

Apply for an exemption or deferral

More information
» Property tax exemptions and deferrals
» Homeowners guide to property taxes

CONTACT US | ABOUT US | QUESTIONS & ANSWERS | PRINTER FRIENDL)

You

| Espanol | Pycoui | 13 | Tagaiog | Tiing Vist | e

| Your Privacy | SZ0DWASSHINGTON STATE DEPARTMENT OF REVENUE AND ITS LICENSORS ALL RIGHT . Vater

iy Pecess Washington

[SECASTARY OF STATE}




Web applications
(desktop and mobile)

Business use of mobile devices is growing

i
h
L.
.

I —
Concap 40Py

Customers’ mobile needs

Why sales tax rate lookup?

Go where your customers are

Leverage unique mobile functionality



Letters/notices

« Excise Tax Delinguent Notice
Letter Redesign

v Plain Talk principles make it easy
to understand

v Format is easier to read; one page
instead of two

v" User-centered content sets clear
direction and expectations

v Tone prompts customer to take
action

v Revised mailing schedule gives
more time to take action before calls
start

v Result: Filing rate increased by 7%

STATE OF WASHINGTON
DEPARTMENT OF REVENUE

John Doe August 15, 2013
;ﬁeD:JgsStreet Tax Registration No.
Olympia, WA 98502 222813222
Pre-assigned Access Code (PAC)

J1234562

Immediate Action Required

Your account  Your Quarter 2, 2013, Excise Tax Return was due July 31, 2013. You must file a
Is delinquent  return even if you had no business activity. If you've already filed, please
disregard this notice.

Penalties A 5% penalty currently applies to your outstanding tax due. Penalties will continue to
apply accrue as follows until we receive your tax return and payment:
«  15% after Seplember 3, 2013
+  25% after September 30, 2013
Pay on or before September 3, 2013, to avoid a 15% penalty.

If you had The simplest way to file your retumn is to use our free E-file service at dor.wa.gov.
business Accounts that report on a quarterly basis must file and pay their return electronically.
activity If you don't have a Logon 1D or Password, click on “Register” and fallow the instructions

using the Tax Registration No. and PAC Code from above,
If you've been granted a waiver by the Depariment, complete your paper tax return and
mail with full payment, including penalties, to:
State of Washington
Department of Revenue
PO Box 47464
Olympia WA 98504-7464
If you owe taxes but are unable o pay, call 1-800-631-4028,
If you need assistance completing your tax return, call 1-800-647-7706.

If you did not  You must still file your return by using one of the following options:
have 1. E-file: Use our free E-file service al dor.wa.gov.
h"':."l'e“ 2. Phene: To use our aulomated system at anytime, call 1-B00-647-7T06. At the
activity greeting enter 1 at each prompt, your 9 digit tax registration number, and then
follow the instructions given.
3. Mail: Check the “no business activity” box at the top of your tax return, sign and
date it, and mail o the address listed above.

Email Sign up for free email due date reminders. Go to dor.wa.gov and join the Department's
reminders email listserv. Remember to keep your email address current.
For tax assistance or to request this document in an albermate format, please call 1-800-647-T706, Teletype (TTY) users may use

the Washington Relny Service by calling 711,
REW 41 0002 (077161 3)




Amnesty Application F

£ APPLICATION FOR AMNESTY — DRAFT  AMyape
February 1 — April 30, 2011

o Yy e -
@"E“UF? ASHIMGTON 8

| Phease read the Amnesty Program Requirements on the revel ide of this form 1o determine whether vou are eligible.
2. Complete all information requested in the application. Incomplete applications may result in delay or denial of amnesty.
3. This application mast be received by April 18, 2011, and full payment by April 30, 200 1. (see page 2 for additional infermation)

NAME | TAX REGISTRATIONNUMBER |
| BUSINESS NAME | DAYTIME TELEPHONE NUMBER.

MAILING ADDRESS {NUMBER, STREET) | FAX NUMBER

CITY | STATE | ZIF CODE T EMAIL

Check applicable bow: [ REGISTERED BUSINESS O UNREGISTERED BUSINESS

NOTE: In schedule below, vou may combine all liabilities of the same tax tvpe and show ag lump sum. It is not necessary to itemize
individual taxable transactions. (Attach additional sheets if necessary).

APPLYING FOR TAX INTEREST TAXES FEES TOTAL DUE
AMNESTY ON: PERIOD L3 OWED Warrant Filimg Foes
1. T Assessmens. Retaras, vices, Unreported Tsest PENALTIES See Reverse fr Add Taxes Owed and Fees
Amonst Information
requestd b by
vl

If you need a quote or farther assistance with this section, please contact us. Other Amounts Due

el 09

TOTAL AMOUNT DUE | |

[accept the terms of the Washington State Department of Revenue Amnesty Program and cerify that the information contained in this
application is true and corvect to the best of my knowledge. 1 further cenify that | have never been a defendant in a criminal prosecution related
1o an offense involving failure to colleet or pay the proper amount of any tax administered by the Department of Revenue. 1 understand that as
a condition of receiving penalty or interest e under this progearm, [ may not seck a refund, or o ise challenge the amount of tax liability
paid under this program in any court or administrative tribunal. All tax amounts are subject to verification.

O acknowledge that email and fax communications are not secure, and that confidential information sent via email or fax
may be intercepted and used by unauthorized persons. 1 accept these conditions and waive any vielation of the Secrecy
Clause (RCW 81.32.330) that might arise from an unauthorized interception and/or use of email or fax.

Signature of Taxpayer (required) Signature of Agent/Preparer Date
METHOD OF PAYMENT
] Check or Money Order [ Elecironic Payment
nyments to © Make Payahle to: Washington State Department of Revenue To pay electronically, visit our website
WA State Depariment of Revenue  ({ Please include your tax registration number on your check at dorowngow and log m 10 My Account”
Taxpayer Account Administration  and indicate this is an “AMNESTY “ payment) or call 1-5877.3d5.3353 and follow the instructions.
PO B 7476
Olyrmpia, WA 95504-7476 Amount enclosed: Amount paid
FAX: 360:705.6713 Confirmation

NOTE: If your payment is returned for any reason. amnesty may be rescinded.

QUESTIONE? Go to dor.wageviamnesty or call 1-B00-647-TTa

Fise L rasialane o fo st s docmant im an abernats feman, vist Wi donwa gov or cal 1-800-647-7706. Tetstyre (TTYY users ey cal (360) 705-67 16
REV 3223512 (12810} Page 1

orm

After

Amnesty Application

AMN-APP

Wash

Before completing this application, read the amnesty requirements on page 2. Complete all the information
requested on this application. Please print. Incomplete or unreadable applications may result in delay or denial
of amnesty. To consider this application, we must receive it by April 18, 2011,

You must fulfill all the requirements of the amnesty program by April 30, 2011, or amnesty will be denied.
Your business is:

D Registered with the Department D Mot registered with the Department

Tax: reqgistration reporting n mhen‘ﬂl_ -

Name [Owner/corporata officer]

Business name Daytima phone
Mailing address Fax
ity State Zip Email

You are requesting amnesty for:
D The item(s) listed in the amnesty quote. (Attach the quote and complete the payment section below}

D Billing document. (Attach a copy of your assessment, warrant, invoice or ather billing document.)

D The tax periods listed below. (Example: 2009, Q3 2009, or Sept. 2009) {If you do not have an invoice,
assessment, warrant, or other billing decument, provide an explanation of amounts due.)

1 2 3

D Unreported tax liabilities. (Attach supporting information. See page 2 for details.)

To submit payment:

If you know or can estimate the amount you owe, submit payment with this application. Full payment must be
submitted by April 30, 2011. If paying by check, write your tax registration number on your check and record the
amount paid below. If paying electronically, record the payment confirmation number below.

Confirmation #:

Amount paid: $

D By checking this box, | autharize the Department to contact me by email or fax. | acknowledge that email and fax
communications are not secure, and that confidential information sent this way may be intercepted and used by
unauthorized persens. | accept these conditions and waive any violation of the Secrecy Clause that could occur.

lunderstand and agree to the requirements of the amnesty program. | understand that | may not seek a refund,
or otherwise challenge the amount of tax paid in the amnesty program in any court or administrative tribunal.

‘Dwnar/corporate efficer signature (See page 2-Signature) Frint name Date

For tax assistance of to request this document in an alternata format, visit httpe'dorwa.gov or 1-800-647-7 7046,
Teletype {TT¥) wsers may call (360} 705-6718.

REW 32 2512 {3/24/11)




Targeted Education
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What is Targeted Education”
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Reported Tax

Results can vary widely

Targeted Education Program Results FYQ7 to

date
$6,000,000
24.647 FY 13 Goal
$2.9 Million
$5,000,000 32,862 $4 962,308 61,318
$4,030,035 018 0 \ / +
$4,000,000 o
$3,577,915 =
23 658 24.647 $3¥440,3382 g
20,070 =
$3,000,000 .
$3,547,604
16,827
$2,000,000 |
$1,000,000 |
$0

FY 2007 FY 2008 Fy 2009 FY 2010 Fy 2011 FY 2012 Fy 2013
= Reported Tax 8- Mailings



Return on investment
FYO7 - FY13

30,000,000

25,000,000

20,000,000

15,000,000

10,000,000

5,000,000

$28,009,497

$821,858

= Expenditures = Tax Collected



Improvements we've made

Included a tax matrix in use tax letters

Use tax Please take one of these actions:
estimates B Review goods and services acquired since January 1, 2008 and identify
those that were untaxed. (See Tips in the next section.)
® Use the chart below to estimate your use tax liability.

According to our statistics, transportation support businesses report the following

average value of items subject to use tax annually based on their reported annual
gross business income:

Annual Average
Value of Items
Annual Gross Business Income Subject to Use Tax
Less than $1,000,000 $4.675
$1.,000,000 - $4,999,999 $82,633
$5,000,000 - $25,000,000 $91,430
Greater than $25,000,000 $1,673,203

To use the chart, multiply the Annual Average Value times the number of years

to determine the amount you must report for both state and local use tax on your
excise tax return.

——y




Improvements we've made

Created web landing pages

My Account [esen
ABOUT US | CONTACT us @ﬁle reairter o

« Uses tracking number
that business enters

_Search

Truck hauler response

- Asks specific questions

Piase erter your Fne-GQt racking rumber

Select an coton below for ach Guestion and chck “Sutemt *

- Links directly to online
Industry guide

81 A you subject 10 public vty tax?

1 Cumenlly Doy pubic ity tax
1 Rave tevipwnd e COrfena and | amn 008 Subyect 10 Dubiic Loty tax
L0 Cumenty 00 not pary pulie Lilty tax W.lmmnmulnmlmmmm

2 mmmamu%mmmlwmmmmmem 1, 20077

{ lmmncmwtmmmummtt)wuwn
.-mmumu'wmmmmmm’munmvw-)
3 Are you mgistered with the Degariment of Reverwe?

‘v!nmcmwmmmdm
-Mm.mwwnmmmwnmam My TRN »
| regaternd after recerveg OCupartmerts witer Sood trution

oc the < wan & tax regiy Pumber (TRN). My TRN is 1

Aucking Gusde

sus Camiones y Accolads




Improvements we've made

Created web landing pages

My Account [esen
ABOUT US| CONTACT US @ﬁle ‘

- Instructs on how to
file, register, or report
taxes based on response

Truck hauler response

- Saves on phone charges ¢
and cuts down on call
center volume

71 Plaase erter your RNe-GL racking rumber
Select an coton below for sach question and chick “Sutent *
1. A you subject 10 public yalty tax?

1 Cumenlly Doy pubic ity tax
1 Rave tevipwnd e COrfena and | amn 008 Subyect 10 Dubiic Loty tax
N Cumenty G0 not pary pulie Laity tax W.lmmnmwlwuaxlmmmm

2 mmmamuwmmbwhnammmmum}m 1, 20077

VI

- Gives ability to collect e LI Sttt pintubern v iR
an email address for DR e
PSR " W e Department of Revence
- RN s and more L1 aveady have & tax = )
follow-up o P et viooainsavts o SIS

Tascking Guade

% PO wus Camiones y Accolad:




Improvements we've made

- Created industry guides
to complement the letters

¢ eereTe

g e €

v 33 indUStry guides ‘_m__:._:____if S TS _

v Stakeholder work with

associations Q-

(taxis, insurance, self-
storage businesses)

- Used commercial lists
from other sources
(includes unregistered
businesses)

farqetcd Education History
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Improvements we've made

- Developed a “Targeted Jo- E=m==—=
Education History” D
SharePoint site e
v Program description . f?;?,?‘,'," B e s
v Response method oy i
v What taxes [ s
v Copy of the letter
v" Link to the mailing list

2 Menramel 11 Mestor L

- Emailed agency about
mailings

........

.......




Keep looking for ways to meet
customer needs

- Constantly look for ways to improve
processes and procedures

 Look for ways to better drive user behavior

- Keep on top of your customers’ changing
needs

— how will they need to get information
and services in the future?

* Increase voluntary compliance
 Improve customer satisfaction




Meeting customer needs

voluntary compliance







