
Chat Bots & Taxpayer Anxiety
Anna Gooch

ABA Tax Section Public Service Fellow, Center for Taxpayer Rights 



IRS Resources 
• The IRS offers some public—facing resources and some ”private” resources that require the user to 

provide personally identifiable information. 

• Why might a taxpayer not be able to use ”private” resources? 
• Taxpayers are wary of providing PII, especially to third parties. 
• Some taxpayers are not able to verify their identities. 



Chat Bots

• Many local, state, and federal agencies
   use chat bots. 

• UCSIS: Emma 
• GSA: Mrs. Landingham 
• Mississippi: MISSI 
• Los Angeles: CHIP 

• Artificial intelligence vs. decision tree 
• IRS

• Interactive Tax Assistant 
• Chat Bot 

• Taxpayer Advocate Service Virtual Assistant 



Interactive Tax Assistant 



Interactive Tax Assistant



Interactive Tax Assistant
• “The Interactive Tax Assistant (ITA) is a tool that provides answers 

to several tax law questions specific to your individual 
circumstances. ”
• Filing requirements, filing status, dependents, retirement, income, 

deductions, credits, international tax issues. 
•  Note: The ITA cannot help with collections issues, nor does it 

recognize notices. 



ITA Example – Dependents 
• “Whom may I claim as a dependent?” 
• Tax years 2020, 2021, and 2022
• Questions about claimant – marital status, support, whether ever 

married to other parent, whether lived with other parent
• Questions about dependents – identifier, marital status, citizenship, 

support, relationship, date of birth, residence, majority status, 
custody (how many nights)
• Questions about other parent – whether alive, AGI



ITA Example – Dependents (cont’d)



ITA Example – Innocent Spouse Relief 



IRS Chat Bot



IRS Chat Bot



IRS Chat Bot Example – Innocent Spouse 



Recommendations

• Redesign the IRS.gov home page so that ITA and chat bot can be   
easily found. 
• Move “Help” to the larger ribbon. 
• Move ITA and Chat Bot to the list of quick options under “How  

can we help you?”

• Consider where taxpayers feel anxiety during this process and 
implement human intervention at those points. 
• Taxpayer Anxiety Index, NTA 2020 Objectives Report to Congress

• Balance reaching the public with preserving the complexity of the    
law. 
• Simplexity: Plain Language & the Tax Law, Joshua Blank and Leigh Osofsky 

• Implement AI in its tools, using data from within the IRS, Appeals,    
and Tax Court. 




