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Chat Bots & Taxpayer Anxiety




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 Pll, 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
e Chat Bot

* Taxpayer Advocate Service Virtual Assistant

5{



Interactive Tax Assistant

BE= An official website of the United States Government

mIRS Help News English v | §% Charities & Nonprofits | = REES
File Pay Refunds Credits & Deductions Forms & Instructions

elping people understand and
meet their tax responsibilities J

How can we help you?
@ File Your Taxes for Free a Sign in to Your Account ﬁ Get Your Refund Status

— o .
@ Make a Payment - Get Your Tax Record 6 Find Forms & Instructions

@ Check Your Federal Tax Withholding e Get Answers to Your Tax Questions D Apply for an Employer ID Number (EIN)




Interactive Tax Assistant

Refunds Credits & Deductions Forms & Instructions Search

Interactive Tax Assistant

Interactive Tax Assistant Search

Tools

Search

Report Phishing

Fraud/Scams

Notices and Letters
The Interactive Tax Assistant (ITA) is a tool that provides answers to several tax law

Appeals questions specific to your individual circumstances. Based on your input, it can
determine if you have to file a tax return, your filing status, if you can claim a

Frequently Asked Questions dependent, if the type of income you have is taxable, if you're eligible to claim a
credit, or if you can deduct expenses.

Accessibilit
Y NOTE: The information you provide is anonymous and will be used for purposes of

Contact Your Local IRS Office answering your question. It will not be shared, stored or used in any other way, nor

can it be used to identify the individual who enters it. It will be discarded when you

it a tobi Free File
Contact an International IRS exitatopic.
Office You can find topics using the search feature or by viewing the categories listed Free software or Free File
below. Fillable Forms

Tax Topics

Other Languages Filing Requirement, Form to Use, Due Date e e A "
e Dol Need to File a Tax Return? Free

e How Do | File a Deceased Person's Tax Return?
¢ Which Form Should I Use to File My Taxes?
e What Is the Due Date of My Federal Tax Return or Am | Eligible to Request an

Extension?
Should | File an Amended Return?




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 | claim as a dependent?”
e 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)

stions about other parent — whether alive, AGI




ITA Example — Dependents (cont’d

Whom may | claim as a dependent?

Unless one of the child’s parents signed a written declaration that they will not claim Child 1 as a dependent for 2022, the parent with the higher adjusted gross income can claim them as a dependent.

Unless one of the child’s parents signed a written declaration that they will not claim Child 2 as a dependent for 2022, the parent with the higher adjusted gross income can claim them as a dependent.

Disclaimer
The conclusions above are based on information provided by you in response to the questions you answered. This does not constitute written advice
in response to a specific written request of the taxpayer within the meaning of section 6404(f) of the Internal Revenue Code.




ITA Example — Innocent Spouse Reliet

ITA Search Results

‘ innocent spouse relief

BTN [ G e |

Found 1 Matching Items; Displaying 1 - 1.

Can | or My Spouse Claim Part of a Refund Being Applied Toward a Debt Owed by the Other Spouse?

Determine if you should file a claim for part of a refund that was jointly applied toward a spouse’s past due debt.



IRS Chat Bot

BE= An official website of the United States Government

mIRS Help News English v | ‘ﬁr‘ Charities & Nonprofits | E Tax Pros
File Pay Refunds Credits & Deductions Forms & Instructions

elping people understand and
meet their tax responsibilities J

How can we help you?

@ File Your Taxes for Free a Sign in to Your Account ﬁ Get Your Refund Status
—

@ Make a Payment - Get Your Tax Record 6 Find Forms & Instructions

@ Check Your Federal Tax Withholding 9 Get Answers to Your Tax Questions D Apply for an Employer ID Number (EIN)




IRS Chat Bot

BE= An official website of the United States Government

mIRS ) News English v | 5 Charities & Nonprofits | E Tax Pros

File Pay Refunds Credits & Deductions Forms & Instructions

Home / Tax Professionals

Tax Professionals

English | Espariol ‘ A (i), | A (SXEB) ‘ eyl ‘ Pycckuin | Ti€ng Viét | Kreyol ayisyen

Enrolled Agents

Annual Filing Season Program
Participants

Enrolled Retirement Plan Agents

Certified Professional Employer

Organization (CPEO) E-Services Tax Pro Account PTIN System

Enrolled Actuaries Online tools for tax Submit POA and TIA, view all Renew or register for 2023
professionals your CAF authorizations and

E-File Providers withdraw online

G - |
Modernized e-File Use Tax Pro Account Renew or Register
® Chat
2z



IRS Chat Bot Example — Innocent Spouse

= @WIRS

IRS Automated Chat Bot 10:07:23 AM

I can help you with general questions. Please do not
include any personal information such as your

name, address, Social Security number, date of
birth, tax account or banking information during this
chat session. | cannot access your online account.

IRS Automated Chat Bot 10:07:23 AM

To get started, type your question, or select from the

topics below.

[One Time Payments) [ Payment Plan Options]

( Financial Relief] [ Other Topicsj

[I am a Tax Professionalj

Type a message here..

Dawrarad hyv afzain

Customer 10:08:24 AM

I don't think | should have to pay my ex-husband's
tax bill.

IRS Automated Chat Bot 10:08:25 AM

I can assist you with a variety of topics, please make

a selection from the list below:

( One Time Payments j [ Payment Plan Options)

[ Financial Reliefj [Other Topics]

( | am a Tax Professional ]

|Type a message here..

Customer 10:09:52 AM

Financial Relief

IRS Automated Chat Bot 10:09:53 AM

To help you better, please select topic that interests

you:

Forms, Notices and Lettersj ( Financial Hardship j

[Penalties and Interest) [Lien or Levy)

Collection AIternatives)

h’ype a message here..




* 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

Re commen d atl ons 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 Al in its tools, using data from within the IRS, Appeals,
and Tax Court.
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