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How do we want people to view and
experience government?

e Simple
* Accessible

* Respectful
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Why burdens matter?

* Seemingly small burdens have big effects

 Burdens have distributive effects — reinforce
inequality

* Such experiences shape our views of
government
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The federal government wants to reduce burden

THE WHITE HOUSE

BRIEFING ROOM

Executive Order on Transforming B RE I
Federal Customer Experience and URDEN REDUCTION INITIATIVE

Service Delivery to Rebuild Trust
in Government

] » OMB » INFORMATION AND REGULATORY AFFAIRS

DECEMBER 13, 2021 « PRESIDENTIAL ACTIONS

More frightening than having cancer — twice.”

The ordeal they described—confusing notices, complicated questions,
and underlying it all, the deep anxiety of potentially losing life-saving
assistance—is part of what are called “administrative burdens.” These

include the time, money, and psychological costs involved in interacting
with government.
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What are
Administrative Burdens?

O
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Defining the concept

* Learning Costs
* Compliance Costs

* Psychological costs
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Learning Costs

* Engaging in search processes to collect
information about public services, and how
they are relevant to the individual
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FIGURE 5. RESPONSE AND MARGINAL EFFECTS FOR BENEFIT AND COST DISPLAY INTERVENTIONS
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Bhargava and Manoli 2015,
American Economic Review
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Compliance Costs

* The costs of following administrative rules
and requirements
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7.4 billion hours each
year on tax reporting

S196B worth of time on
federal paperwork
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Psychological Costs

* Stigma

* Loss of autonomy
* Stress

*Fear

 Frustration



Psychological costs

&

Jennifer Ailshire @DrAilshire - Apr 1 v

Just recieved this series of messages from my niece, who was laid off
from her waitress/bartender job

T BOCAL,
| just spent an hour downloading

documents for food stamps and health
insurance and it wouldn't process it

They make it mpossuble to actually get
assistance

McCourt School
of Public Policy



Inequalities In

Administrative Burdens in the
Tax System

y



Spending Through the Tax Code Skews
Towards the Top

Distribution by income group of benefits from federal individual income
tax expenditures, 2019

58.8%

241%
Bottom  Second Middle  Fourth Top Top
fifth fifth fifth fifth fifth i 1%

Source: Table 2, “Distributional Effects of Individual Income Tax Expenditures After the 2017
Tax Cuts And Jobs Act”, June 2019, Tax Policy Center

CENTER ON BUDGET AND POLICY PRIORITIES | CBPP.ORG
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Public services provided through tax code

* Have shifted more of the welfare state through tax system



Real Federal Spending on EITC, CTC and Welfare: FY 1975-2016
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Sources: AFDC/TANF: Budget of the United States Government; EITC and CTC: Internal Revenue Service Statistics of Income, various years; CPI deflator: Bureau
of Labor Statistics. For CTC and EITC, we convert tax year data to fiscal year data by applying a 20-80 split.
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Public services provided through tax code

e Often have lower burdens and are less
stigmatizing.
* Compare applying for Medicaid vs. tax subsidized
employer insurance
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Key Challenges for Low-Income Americans

* Don’t have the resources to navigate the tax system in the
same way high income individuals do.

* Key challenge is the connection to the tax system

* People perform less well under conditions of scarcity,
stress, poor health



Practical Solutions to Reduce
Burdens
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Recognize that burdens are constructed

* Product of administrative and political choices

* Preferences of political actors about policy or constituency
will affect the design of burdens

* Opaque nature of burdens make them attractive policy tools

* Need to make burdens more salient and understand burden
tolerance
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What should governments do?

* Require consideration of costs, as well as benefits, of
ourdens in policy design

* |dentify effects on different subgroups

* Sludge audits: Routine processes to measure, identify,
reduce burdens

* Make it a standard in contracting
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ACUS Recommendations

* Build up specialist CX capacity
* Simplify processes and provide support

* Engage with stakeholders to identify problems

e Use administrative data:

* Better targeted outreach
* Change default to opt out rather than opt in

* Engage with General Counsels
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IRS investments to reduce compliance costs

The IRS Finally Has an Answer to
TurboTax

Against all odds, the government has created an actually good piece of

* Financial costs of filing oy

By Saahil Desai

* Time spent engaging with process

* 5,000 new customer service workers A Wb

* 87% increase in phone calls answered N ) 7
* Wait times declined by 85% from 27 minutes to 4 minutes !

/
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Building a supportive culture

* Requires leadership support, consistency of
communication

* Example: Veteran’s Affairs core values:

(a) Ease. VA will make access to VA care, benefits, and memorial services smooth and easy.

(b) Effectiveness. VA will deliver care, benefits, and memorial services to the customer's
satisfaction.

(c) Emotion. VA will deliver care, benefits, and memorial services in a manner that makes
customers feel honored and valued in their interactions with VA. VA will use customer
experience data and insights in strategy development and decision-making to ensure that the
voice of veterans, servicemembers, their families, caregivers, and survivors inform how VA
delivers care, benefits, and memorial services.”

VAR
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Considering inequality

* Customer experience EO puts strong emphasis on
inequality and access

* Should IRS be tracking variation in experiences by different
groups?
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Capacity matters

* Overburdened agencies cannot reduce burdens on
clients

* [IRA investments can be transformative
« New IRS CX office in 2022 |




That’s it!
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Free newsletter: “Can we still govern?”
donmoynihan.substack.com
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