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November 22, 2019 

The Honorable Rick Gray, Chair 
Joint Legislative Audit Committee 

The Honorable Anthony Kern, Vice Chair 
Joint Legislative Audit Committee 

Dear Senator Gray and Representative Kern: 

We have recently completed an initial followup of the Arizona Department of Revenue—Transaction 
Privilege Tax Support and Education Services regarding the implementation status of the 13 audit 
recommendations presented in the performance audit report released in March 2019 (Auditor 
General Report 19-103). As the attached grid indicates: 

   2 have been implemented. 
 11 are in the process of being implemented. 
 
We will conduct an 18-month followup with the Arizona Department of Revenue on the status of 
those recommendations that have not yet been fully implemented. 

Sincerely, 
Dale Chapman, Director 
Performance Audit Division 

cc: Carlton Woodruff, Director 
Arizona Department of Revenue 

 



Arizona Department of Revenue—Transaction Privilege Tax 
Support and Education Services 

Auditor General Report 19-103 
Initial Follow-Up Report 

Recommendation  Status/Additional Explanation 
 

 
 

Finding 1: Department should further improve call centers’ quality assurance (QA) pro-
cesses 

1. The Department’s main call center, licensing call cen-
ter, and collections call center should develop and im-
plement policies and procedures to address situa-
tions when a CSR provides incorrect information to a 
taxpayer, including guidance for what factors should 
be considered when deciding whether to call a tax-
payer back and the procedure for doing so. 

 Implementation in process 
The Department finalized a new QA policy for all its 
call centers in October 2019, which replaces the var-
ious QA processes and evaluation tools that were in 
place at the time of the audit. According to the Depart-
ment, the new QA policy was implemented at the 
main call center and collections call center in Septem-
ber 2019 and will be implemented in the licensing call 
center by the end of calendar year 2019.   
 
According to the new policy, supervisors are required 
to use a new standardized QA evaluation tool to per-
form call quality reviews, score them, and provide 
feedback for coaching purposes for each of their call 
center employees. Supervisors are required to moni-
tor 6 random calls per month for each employee, and 
the policy outlines actions that should be taken if an 
employee is not performing at a satisfactory level. 
Also, if a supervisor observes that inaccurate infor-
mation was provided to a taxpayer during a call qual-
ity review, the supervisor is required to make a return 
phone call to the taxpayer to correct the information. 
 
We will test implementation of the new QA policy at 
all 3 call centers during the 18-month followup. 

2. The Department’s main call center, licensing call cen-
ter, and collections call center should establish cen-
ter-wide performance metric(s) for tracking and mon-
itoring overall call quality. 

 Implementation in process 
See the explanation for Recommendation 1. As part 
of the new QA policy, the Department has established 
a center-wide performance metric for the QA evalua-
tion scores. Specifically, the Department has estab-
lished a goal for each employee to receive a passing 
score of 90 percent on their evaluations and tracks 
this information.  

3. The main call center should continue to implement 
and modify, as needed, its new QA evaluation tool. 

 Implementation in process 
See the explanation for Recommendation 1. 
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4. The main call center should use its QA evaluation tool 
to help ensure that it meets its QA evaluation goal and 
to identify trends or areas for improvement. 

 Implementation in process 
See the explanation for Recommendation 1. As the 
Department begins to meet its new QA evaluation 
goal (i.e., monitoring 6 calls per employee per month) 
and collects data from the QA evaluation tool, it re-
ported that it will be able to use the information to 
identify trends and areas for improvement in each call 
center. The Department reported that the QA evalua-
tion tool also allows it to assess employees’ perfor-
mance and to identify trends or areas for improve-
ment. 

5. The licensing call center should continue to follow its 
new QA process. 

 Implementation in process 
See the explanation for Recommendation 1. The li-
censing call center plans to implement the new QA 
policy, evaluation tool, and process by the end of cal-
endar year 2019. 

6. The licensing call center should implement its plan to 
adopt the main call center’s QA evaluation tool and 
use it for monitoring evaluation results to identify 
trends or areas for improvement. 

 Implementation in process 
See the explanation for Recommendations 1 and 4.  

7. The collections call center should develop and imple-
ment policies and procedures that include guidance 
for supervisors on how to address low QA evaluation 
scores with CSRs. 

 Implementation in process 
See the explanation for Recommendation 1. 

Finding 2: Education and Outreach Unit (EDU) should improve collaborations with other 
Department units 

8. The Department’s EDU should perform a systematic 
review of all Department units to identify potential op-
portunities for additional collaborations and obtain in-
formation that could inform its education and outreach 
efforts. 

 Implementation in process 
The EDU reported that it has focused on collaborating 
with its 2 biggest Department customers, the Pro-
cessing and Collections Units, instead of systemati-
cally reviewing all Department units to identify oppor-
tunities for collaboration. Specifically, the EDU uses 
data from the Processing and Collections Units to en-
hance and improve workshops and perform targeted 
outreach. The EDU also reported that it has started 
developing a Google site to receive internal collabo-
ration requests. The Google site will allow any De-
partment unit to submit a request for taxpayer educa-
tion and allow the EDU to track metrics for requests, 
such as how long it takes to provide the specific tax-
payer education in response to a request. The EDU 
reported that it anticipates completing this project by 
June 2020. 
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9. The Department’s EDU should develop and imple-
ment a process to evaluate the effectiveness of its 
collaborative efforts. 

 Implementation in process 
The Department reported that EDU plans to imple-
ment a new collaborative effort that will involve regu-
lar meetings between EDU and representatives from 
each Department division to discuss challenges they 
face because of gaps in taxpayer knowledge. Accord-
ing to the Department, participants in these meetings 
will evaluate the effectiveness of these collaborations 
to ensure Department resources are used effi-
ciently/effectively and to prioritize areas for taxpayer 
education and outreach. The Department anticipates 
that this new effort will be fully implemented by July 
1, 2020.  

10. The Department’s EDU should document its process 
for collaborating with other Department units, includ-
ing how and with whom to collaborate, the type of in-
formation that EDU staff should obtain, and what they 
should do with the information once they obtain it. 

 Implementation in process 
The EDU is developing multiple draft standard oper-
ating procedures to describe its process for collabo-
rating with other Department units and anticipates 
completing these procedures by June 2020. 

Finding 3: City Services Team (CST) should implement its plans for better managing cit-
ies’ and towns’ TPT questions 

11. The Department’s CST should use its newly devel-
oped management reports to identify trends and ar-
eas for improvement. 

 Implemented at 6 months 

12. The Department’s CST should develop and imple-
ment policies and procedures that address how CST 
staff receive, track, monitor, and respond to city/town 
questions, including time frames for doing so. 

 Implemented at 6 months 

13. The Department’s CST should evaluate how the new 
database and management reports are working for 
CST and the cities and towns and adjust them as 
needed. 

 Implementation in process 
The CST reported that it has already benefitted from 
the management reports as a means of tracking staff 
workloads and reassigning them to other projects as 
needed. It reported that it plans to conduct a formal 
review of how the new CST database and manage-
ment reports are working by the end of calendar year 
2019. 

  


