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introduction Taxes can be a daunting task for most Americans. We’re on 
a deadline. We’re worried we might owe a lot of money. We’re 
concerned we will make a mistake. We know that we could 
spend hours gathering documents, figuring out the numbers 
and filling out forms. Sometimes it just seems easier to hire an 
accountant or pay for a service to help. 

The sense of security, time savings and assistance that tax 
preparation brands and companies like Turbo Tax, Jackson 
Hewitt, and H&R Block provide, ease our minds and help 
make the process easier. Taxpayers feel a level of trust that 
their return will be completed accurately and on time with a 
maximum return, but many cannot afford this luxury and are 
forced to go it alone.
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opportunity What if, in the taxpayer experience of the future, the IRS 
was able to provide these services free of charge? What if 
taxpayers could feel that same level of trust as they do with 
paid preparer services? And what if more taxpayers could 
receive even greater benefits by using this new system?

We believe that the IRS can offer an improved taxpayer 
experience—one that makes the process easier, more 
understandable, more efficient and less intimidating. 
We believe that this opportunity could be available to 
all taxpayers rather than only to those who can afford a 
consultant or special service.
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benefits to 
the taxpayer

benefits for 
the IRS

• free service
• less time spent preparing taxes
• a filing assistant to facilitate easier filing
• accurately calculated taxes for a maximum refund
• ability to connect and manage personal finances to 

increase savings and financial stability
• ability to utilize personal tax records and financial information 

to achieve home ownership or other life goals

• improved communication with taxpayers 
• improved accuracy and efficiency of returns
• improved perception of the IRS as a “partner” in filing

This new user experience can benefit taxpayers and well as 
the IRS.
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the goal The primary goal is to make it easier for people to manage their 
tax responsibilities, and use their own financial data to make 
informed and effective decisions about their personal finances. 
This can be achieved in the following ways:
• creating an online user experience that is friendly and easy  

to use for personal tax preparation
• providing free tax tools and services 
• offering online planning tools and a user interface to manage 

and track personal finances
• offering a brand platform from the taxpayer perspective with a 

personality and interface that is easier to relate to 
• offering the ability to use tax and financial data to plan for  

life changes, home ownership and other milestones that 
impact life goals
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the concept Create an interface and personality for the IRS taxpayer  
user experience that is more relatable, easier to use and 
always accessible to help improve, evolve and change 
taxpayer interaction with, and perception of the IRS. 

  Public Perception Future State

  Helpful & Easy

  Accessible

  Personal

  Fair & Efficient 

  Effective 

Public Perception Current State

Confusing

Unreachable

Faceless

Unfair

Intimidating
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the solution

IRiS the Taxpayer Assistance 
Center Mobile Office  

Friendly, relatable, helpful, 
knowledgeable and  
easily accessible.
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the solution

IRiS is the face of the Taxpayer Assistance Center 
mobile office. The branding and website design is 
clean, clear and friendly. The content is rich. A visual 
icon system and bold color palette allows users to 
identify and find what they need quickly and easily.

IRiS helps the taxpayer do more all in one place:
• make or schedule payments, check refund status, 

store tax records
• access and use the most up-to-date tax forms with 

an easier form identification system
• build a tax profile: taxpayers can take a short survey 

to help identify the tax forms and information that 
are right for them
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IRiS: The TAC Mobile Office

IRiS is your complete tax and financial solution
• a dedicated website and app for keeping tax records 

and tracking expenses, tools for planning your financial 
future, tax assistance and financial advice 

• an online interface that allows taxpayers to input, scan, 
store or link tax information: W2, bank/investment 
statements, proof of health insurance documentation, 
donation and purchase receipts, tax forms, etc., for 
seamless tax preparation and financial planning 

• a highly secure site with password protected account 
access where no one can access to your personal 
information—only you can generate a report to review 
and submit for filing taxes or other financial purposes
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IRiS: Personal Finances

IRiS provides tools to track expenses and budgets, 
schedule and pay bills and manage accounts so you can 
better understand and improve your finances. Use this 
data to easily prepare taxes, and plan for future events like 
buying a home.
• track purchases and expenses
• see when paychecks, bills and more are scheduled
• budgeting and saving tools and tracking 
• automatic categorization of your spending
• sync data for fast and accurate tax preparation
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IRiS: Tax Preparation

IRiS, your online tax adviser will help you seamlessly 
prepare and file taxes online for a maximum refund. You 
can find and prepare tax forms, make payments or check 
refunds, or link accounts so all tax documents are sent 
direct to your IRiS account when you are ready to file. 
• online and downloadable tax forms 
• e-filing 
• payments & refunds 
• store records & scan receipts
• link accounts (investments, savings, retirement, etc.) so all 

tax documents are sent directly
• check audit risk
• find commonly overlooked tax deductions you may  

be entitled to
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IRiS: Financial Forecasting

IRiS provides online guidelines and tools to manage life 
changes that effect your taxes and finances. Create a 
custom plan to reduce debt, receive credit scores and 
monitoring alerts, or enroll in our refund saving program. 
• life change information and tips for managing: marriage, 

children, college, new employment, unemployment, 
home ownership, retirement, inheritance, estate planning, 
life insurance and death

• goal setting: set financial goals to help keep  
you on track

• refund savings program
• create a custom plan to reduce debt 
• credit monitoring alerts, credit score & reports
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IRiS: Here to Help

IRiS online support and dedicated staff are ready to help. 
Find resources, data, tax advice, check lists and reminders 
online to help you in preparing your tax return, financial 
planning and forecasting, speak directly to IRiS through our 
app, call to speak to an IRiS representative or visit our staff at 
TAC locations throughout the United States. 
• tax advice and tips 
• check lists & reminders
• instructions and videos
• online support and “IRiS” personal tax advisor on app  

(Siri type assistant)
• call center assistance
• TAC center assistance
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a new 
generation  
of taxpayers

We’ve evolved into a society that increasingly does  
everything online. We bank, shop, listen to music, watch  
tv, learn, share and interact socially—all online. We rely on 
many apps that help us to do all of these things faster,  
easier and more conveniently.  

As society shifts to all things digital and the baby boomer 
generation shrinks, the online user experience has become 
increasingly more important. The majority of present and 
future taxpayers are millennial who are very connected 
and have come to expect a simple and fast way to get the 
information or job done online.

“Millennials have surpassed Baby Boomers as the nation’s  
  largest living generation.” 

—Pew Research Center, April 2016

75.4 million
US population ages  
18 to 34 in 2015
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a new 
generation  
of taxpayers

“For most of this generation, in other words, the digital revolution 
does not represent disruption. It represents the norm and, to a 
significant degree, their generation’s opportunity. Perhaps as a 
consequence, few Millennials are worried much about privacy, and 
particularly not about the data kept by government or corporations.” 

—“Digital lives of Millennials,” Pew Research Center, April 2016

“This generation may also be burdened with a staggering amount of 
student debt, and have had difficulty finding a job or boosting their 
salaries during and after the Great Recession. All those factors mean 
that the financial strategies that worked for their Boomer or Gen X 
parents, may not work for them.”

—“For Millennials Goal is Financial Freedom,” USA Today, April 2015

Based on these societal changes, the viability and need for a 
new user experience for taxpayers online is imminent and the 
IRS should be at the forefront of delivering it.
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Thank you! We appreciate your consideration, and as taxpayers, look 
forward to utilizing a progressive, efficient and cost-saving  
platform such as IRiS that meets our financial needs.
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