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Area Description FY13 FY14

IRS Requirements 
 Isolation of backup files (currently comingled on VITA servers)
 Ensure secure access to IRS data on all servers 
 Increase server capacity 

$ 50,613 $2,792,700

Pass-Through-
Entity Returns Develop filing platform to receive electronic Pass-Through-Entity returns $0 $389,400

Live Chat Hours  Extended hours will only be provided during individual tax filing season:  
January  - May $0 ($30,033)

Customer Walk-in 
Center

Walk-in customer service center at Westmoreland facility open only   
January – May  (tax filing season) $0 ($95,270)

Internet 
Reimbursement  Standardize Internet reimbursement for remote based employees $0 ($61,852)

Office of 
Compliance  Restructure office to better match personnel to business needs $0 ($120,515)

Filing  Mandate electronic filing for all withholding tax and W-2 forms $0 ($180,000)



Chronology of Electronic Filing Mandates 
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Individuals Effective
Preparers completing 200 or more returns must use software that produces a 2D barcode paper return or 
electronically file the return

January 2005 

Preparers completing 100 or more returns must electronically file the return January 2008

Prepares completing 50 or more returns must electronically file the returns January 2012

Business
Employers, sales tax dealers, & corporations with an average monthly liability > $20,000 must remit electronically July 1998

Employers with more than 250 employees must submit W‐2’s electronically January 2002

Selected payroll providers must remit withholding taxes by ACH credit July 2004

Consolidated sales tax dealers mandated to pay electronically must file return electronically July 2010

Employers with more than 100 employees must submit W‐2’s electronically January 2011

Employers designated as semi‐weekly filers must file and pay electronically July 2011

Employers with more than 50 employees must submit W‐2’s electronically January 2012

Retail sales tax dealers required to file monthly must file and pay electronically July 2012

Corporations must file return, estimated and extension payments, and final tax due payments electronically January 2013

Retail sales tax dealers required to file quarterly must file and pay electronically July 2013

All employers required to file on a monthly and quarterly basis must file and pay electronically   July 2013
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Individual Income Tax Returns, Electronic 
versus Paper Filing (2001 – 2012) 

V I R G I N I A  D E P A R T M E N T  O F  T A X A T I O N 4

18%

72%

82%

28%

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

CY01 CY02 CY03 CY04 CY05 CY06 CY07 CY08 CY09 CY10 CY11 CY12
Electronic Paper



Retail Sales and Use Tax eFile Program Results
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Pass-Through Entity Electronic Filing Proposal

• Pass‐Through Entity (PTE) is any business entity where federal income tax law 
allows each owner of the entity to pay the income tax liability of the entity rather 
than requiring the entity to pay the income tax itself

– PTE returns tend to be many pages and require significant preparation, scanning, and data 
entry when processed by the Department

– 185,000 PTE returns with a minimum of 25 pages filed annually:  represents over 5 million 
pages to handle, prep, scan, and process

• The IRS accepts PTE returns electronically and most preparers use software that 
can submit electronically

• Taxation receives many calls/complaints when taxpayers are assessed a penalty for 
not filing the paper copy as directed by the tax preparer

• Developing a platform to accept electronically filed PTE returns will benefit tax 
preparers, taxpayers, and the Department

• § 58.1‐392 E of the Code of Virginia authorizes the Department to require 
electronically filing of these returns

– Anticipate the requirement will be effective January 1, 2015
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Pass-Through-Entity Electronic Filing Proposal
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Customer Service Contacts Received
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Customer Service and Technology
• Technology directly and indirectly supports timely and accurate service to taxpayers 

while reducing traditional contacts (phone for example)

• Direct technology support includes:
– Agency website available at taxpayer convenience

• File and pay taxes electronically
• Refund status can be checked online  
• Forms can be downloaded and printed
• Video tutorials can be viewed
• General “self‐service” functionality

– Live Chat (2009)
• Taxpayers interact with agency and receive transcript eliminating follow up contact

– Voice Over Internet Protocol (VoIP) 
• Ability to forecast volumes and schedule representatives electronically 
• Recording calls will enable for targeted representative subject matter training to eliminate return calls

• Indirect technology support includes:
– Electronic filing of returns result in fewer taxpayer contact due to 

• Refunds paid quicker (eliminates the “where is my refund call”)
• Errors identified quicker for quicker resolution
• Fewer paper return processing errors
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Customer Service and Technology Going 
Forward

• There are a number of projects the Department has identified for 
implementation as resources become available

– Update website design and functionality
• Robust content management tool
• Provide easier announcement posting
• Enhance navigation for users

– Provide mobile applications
• Website
• “Where’s my refund” 
• “Quick pay” and eForms

– Upgrade Live Chat
• Expand application and more chats
• Real time reporting
• Provide integration with our Integrated Revenue Management System

– Add voice analytics software to new VoIP call center system 
• Capability to electronically analyze voice patterns, key words, and phrases to provide better 

feedback and training to Customer Service Representatives
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Compliance Revenue, FY 2000 – FY 2013
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2013 Tax Filing Season Update:  
Refund Debit Cards

• 2012‐14 Appropriation Act requires that tax refunds be issued as direct deposit or 
prepaid debit card

• Savings to the Department of Treasury for reductions in check printing and 
mailing costs of $200,000 annually

• These debit cards 
– Are non‐reloadable; taxpayers will receive a new card each year 
– Taxpayers must activate card before they can use it
– Cardholders select their own PIN
– Funds available immediately

• Taxpayers have several ways to access funds
– Cash the card at any MasterCard Member bank (1 free);
– Transfer funds online or by phone (1 free)
– Point‐of‐Sale use at any retailer including Cash Back (always free); and
– ATM Withdrawals (1 free per month at MoneyPass ATM)

• Electronic filing and direct deposit will ensure the quickest possible refund
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Tax Refund Debit Cards

13


