State of California Board of Equalization
Office of Executive Director—MIC: 73
Telephone: (916) 327-4975

Memorandum

To : Honorable Betty T. Yee, Chairwoman pate: March 19, 2007
Honorable Judy Chu, Ph.D., Vice-Chair
Honorable Bill Leonard
Honorable Michelle Steel
Honorable John Chiang

From : Ramon J. Hirsig /
Executive Director :

subject : Adoption of the Strategic Plan 2007-2011, Goals and Objectives — Proposed Additions
Executive Director’s Report, March 20, 2007 Board Meeting

Attached are proposed additions to the Strategic Plan which will be presented for your approval
on March 20. | recommend these additions be incorporated into the adopted Plan. In doing
so, | believe we fully capture the spirit of our agency’s vision as it relates to providing protection
of taxpayers’ rights.

RJH:fr
Attachment

cc: Mr. Alan LoFaso
Mr. Mark lbele
Mr. Steve Shea
Ms. Barbara Alby
Mr. Erik Caldwell
Ms. Marcy Jo Mandel

Item P1.1
3/20/07



PROPOSED ADDITIONS TO THE DRAFT STRATEGIC PLAN

Goal 1: Maximize Voluntary Compliance in BOE’s Programs

Add the following as a new item between items 2 and 3:

Increase public awareness of taxpayer rights, and incorporate education and
outreach in support of taxpayer rights in all BOE classes, workshops, seminars,
and conferences.

Goal 2: Improve the Efficiency of BOE’s Tax and Fee Programs

Add the following as a new item between items 3 and 4:

Continually seek changes to streamline and/or expedite the appeals process in
support of taxpayer rights and due process.

Goal 3: Improve the BOE’s Organizational Efficiency

Add the following as a new item between items 2 and 3:

Continually seek changes for resolving taxpayer complaints more rapidly.

Goal 5: Foster a Skilled, Motivated, and Diverse Workforce
Add the following as a new item between items 3 and 4:

Sustain staff training in all program areas on taxpayer rights.



State of California Board of Equalization

Office of Executive Director—MIC: 73
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Memorandum

To

From

Subiject :

Honorable Betty T. Yee, Chairwoman pate: March 9, 2007
Honorable Judy Chu, Ph.D., Vice-Chair

Honorable Bill L.eonard

Honorable Michelle Steel

Honorable John Chiang

Ramon J. Hirsig ///

Executive Director

Adoption of the Strategic Plan 2007-2011, Goals and Objectives
Executive Director’'s Report, March 20, 2007 Board Meeting

Attached please find the most current version of the 2007-2011 Strategic Plan which
incorporates recent changes received. At the March 20 Board Meeting, | will be requesting
your adoption of the goals and objectives articulated in this document.

Also attached are: (1) a proposed implementation plan format, for discussion only at the
March 20 Board Meeting, and (2) the draft Strategic Plan presented as a discussion item at the
February 1, 2007 Board Meeting.

| look forward to putting in place this visionary document for the years 2007-2011.

RJH:rar
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cc: Mr. Alan LoFaso
Mr. Mark Ibele
Mr. Steve Shea
Ms. Barbara Alby
Mr. Erik Caldwell
Ms. Marcy Jo Mandel
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A MESSAGE FROM THE EXECUTIVE DIRECTOR

March 2007

As the Board of Equaﬁ%@ﬁ&ﬁ’s 13" Executive Director, I am pleased to present the Board’s
strategic plan for the;ilei'(t :?ﬁ\fe years.

This plan recommlts the Member&land staff Qf the Board to outstanding customer service and
increased efficiency in goVernment'servwe Technolo gy presents us with opportunities to reach
more people, more efficiently mrnore tlmely and creatlve Ways This plan spells out how we will

......

This plan lays out our core purpose, core values and V1s10n but the focus of it is in the goals we are
setting for the next five years. Here, you can see oui-ideas for mﬂlelzmg voluntary taxpayer
compliance, improving the efficiency of BOE’s tax and fése- progranis, nnprovmg the BOE’s
organizational efficiency, creating an expanded and responsw’e mfrastructure and fostering a
skilled, motivated, and diverse workforce. Each of these goal§is suppOr;ed by strategies that serve
as a prelude to specific actions that will be articulated in a separate implementation plan.

At the core of this strategic plan is the agency’s dedication to recognizing and honoring the rights of
taxpayers. They are our customers and serving them well must inspire and motivate each task we
undertake and the goal for which we reach. We look forward to meeting these challenges as we
move closer to the next decade.

(signature)
Ramon Hirsig

Executive Director
California State Board of Equalization
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PART I: OUR ORGANIZATION

The California State Board of Equalization is the nation’s only elected tax commission. That
obligates state tax agents to explain in a public forum why a taxpayer owes the government money,
and it provides taxpayers the right to appear in that same public forum and explain to their elected
officials why they do not agree with the tax agent’s assessment. This unique relationship is a credit
to California.

The Board is comprised-of five officials who are elected to concurrent four-year terms. Four of the
members are elected from distrlcts each representing about a quarter of the Golden State’s
populatlon (appr0x1mately 9 5 m11110n people in 2006). The ﬁfth member of the Board is the State

The Board is charged by the Stat'j enstrtution and the State Legislature with administering the
state’s sales and use tax, fuel, alcohi)l and’ tobacco taxes: as well as collecting fees to fund specific
state programs. More than one million Califérnia buSmesses are reglstered with the agency to
engage in retail sales in the state. P

The result of the successful administration of those taxes s the collectlon'of 36% of the state’s
annual revenue. In fiscal year 2004-05, the Board collected $49 93 billiofi ifi taxpayer money that
the state used to fund education, public safety, transportatlon housmg, health and social services,
and natural resources management.

In addition to administering more than 30 state tax and fee programs, the Board also acts as the

appellate body for franchise and personal income tax appeals, and it plays a significant role in the
assessment and administration of property taxes.
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PART II: STRATEGIC FOCUS
A. Purpose

“The mission of the Board of Equalization is to serve the public through fair, effective, and
efficient tax administration.” Responsibilities include:

* Administering agency tax and fee programs
e Adopting rules and regulations to clarify the laws it administers

* Acting as apyappellate body for the review of property, business, and income tax
determinations

. Assessmg and allocatmg property values of railroads and specified utilities
. Overseemg the property tax assessment practices of 58 county assessors

committed to the following:

Fairness

« Adhere to the highest ethical and professmnal standa(ds :

« Be fair and objective in our treatment of all taxpayers and consmtent in our
administration of the law <

« Treat every taxpayer and employee with respect and Courtesy

« Maintain a work environment free of discriminatory practices

Effectiveness

« Be persistent in promoting and encouraging voluntary compliance with the tax laws

« Be firm in adhering to our fundamental principles and values, yet flexible in our methods
for serving the public and accomplishing our goals

« Honor and safeguard all taxpayer and employee rights

« Value the individual and the contribution each makes to our organization

Efficiency

» Be diligent in identifying ways to improve and simplify the process for understanding,
reporting, and paying taxes and fees

» Achieve program objectives at the lowest possible cost

« Provide services and work products of the highest quality

« Foster and encourage teamwork, creativity, and innovation
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C. Vision

The BOE strives to be a progressive and innovative organization that seeks to serve the public
with integrity, efficiency, and courtesy. This Strategic Plan will benefit our customers and
improve their interactions with the BOE, our employees and how efficiently they work, and
other agencies and organizations in the exchange of information and data.

Consistent with this vision, the BOE will;

» Increase the level and quality of our “on-demand” services so that our customers can access
what they need when they need it.

programs.

o Integrate our services internally and with those of other related agenc;les and organizations to
help create a seamless experience for our customers.
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PART HI: GOALS AND OBJECTIVES

GOAL 1: Maximize Voluntary Compliance in BOE’s Programs

Objective: The BOE is committed to improving taxpayers’ knowledge of the legal requirements for
doing business in California. This includes providing new ways for them to understand and
voluntarily comply with the tax and fee laws we administer.

Consistent with this obJectlve, the BOE will:

1.

Evaluate cun;ent busmess processes and work cooperatively with stakeholder groups,
clarifying and ; sunphfymg the laws, regulations, and materials, to enhance taxpayers’
understandmg of thé] pro grams we admmlster

Develop creatlve tools and marketmg'ahd outreach programs to educate California’s diverse

with their legal resp0n31b1ht1es, _’ ;

Explore new cost-effective technology~based deIWery ‘methods that offer self-service
options available 24/7, and provide easier, inore convemen accéss to mformatlon

Identify and analyze areas of noncompliance and develop approaches (such as enhanced
partnerships with other governmental agencies) to addfess targeted areas of concern.
Implement effective audit and collection modeling to ensure ease of compliance with the
legal requirements of doing business in California.
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GOAL 2: Improve the Efficiency of BOE’s Tax and Fee Programs

Objective: The BOE is committed to fair and responsible administration of its tax and fee
programs. This includes assessing, collecting, and allocating revenues more efficiently.

Consistent with this objective, the BOE will:

1.

Create an environment that encourages innovative and creative ideas for changing and
streamlining our business processes without diminishing the quality of our services or
products.

Ident1fy and 1mplement new approaches to traditional audlt collection, and return

Enhance commumcatmn 1t1{i our’ 'eXternal customers to allow prompt and accurate
responses to issues and questtons and qmpmve exlstmg feedback methods to ensure their
concerns are heard and addI‘BSSGd ;o

Continually assess changes in the busmesS envn: ( nment and.evaluate and modify processes
and services to ensure that customer expecta‘tlons and n,eeds are rnet or exceeded.

Provide convenient, timely access to accurate mforinanon while 'Iensurmg the continued
integrity of our operations and confidentiality of taxpayer mformatlon
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GOAL 3: Improve the BOE’s Organizational Efficiency

Objective: The BOE is committed to actively pursuing ways that continue to deliver quality
services in the most cost-efficient and effective manner. This includes using innovative
management practices and methods to drive program and organizational efficiencies as operational
priorities occur and expectations change.

Consistent with this objective, the BOE will:

1.

Enhance working relationships with the Legislature and state agencies by providing timely,
accurate, and rﬁhable information.

Promote cobperatlve WOr,kmg relationships with other agencies, stakeholder organizations,
and programs W1thm the BQE by sharmg data and resources, as appropriate, to ensure the

Evaluate current processe ,-r'
management process, modernize, update and modlfy those that are no longer effective.

Ensure that adequate contingency plans are i place 10, ulckly recover the agency’s critical
operations and provide uninterrupted service to custemers m the event of a disruption to our
business processes. AN

Improve our ability to measure and evaluate how efﬁcientfﬁ%-aﬂd effectively we are meeting
the needs and expectations of our customers by establishing a performance measurement
system that includes both agency- and program-level measures.

Further empower our leaders throughout the agency by streamlining decision-making
processes and enhancing procedural efficiencies.

Page 9 of 12 3/13/2007 12:39 PM



2007 - 2011
California Board of Equalization Strategic Plan

GOAL 4: Create an Expanded and Responsive Infrastructure

Objective: The BOE will strive to respond quickly and efficiently to new laws and evolving
business needs. As changes and improvements to current systems and structures are made, we will
continue to safeguard the rights and confidentiality of taxpayers. We will use a systematic approach
to change that is more responsive to the needs of those we serve.

Consistent with this objective, the BOE will:

1.

Create a stablesyet flexible state-of-the-art technology infrastructure using industry best
practices; and Iespond timely, effectively, and efficiently to new tax and fee programs and
changes to ex1st,1ng pro grams

Continually evaluate the agem;y s external and mtﬁmal environments and introduce new or
enhanced technology as changing nuﬁtomer needs and expectatlons are identified.

Create and employ an enterprise asset management system thi ’optumzes cost savings and
identifies and plans for new and emerging trends. " -

Expand our external partnerships with other entities and Grgamzatlons explore, use, and
share best practices that capitalize on the development and-implementation of successful
models and applications.
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GOAL 5: Foster a Skilled, Motivated, and Diverse Workforce

Objective: The BOE will actively pursue ways to maintain a positive and healthy work
environment that keeps our employees informed, provides the tools necessary for them to perform
their work, and acknowledges their contributions to the agency’s overall success. The BOE will
continue to champion an effective statewide civil service process while improving organizational
and program efficiencies.

Consistent with this objective, the BOE will:

1.

Evaluate the efffectﬁfeness of the agency’s current recruitment and personnel management
programs and’ develop new methods to attain a well trained and knowledgeable workforce
that reﬂects the state‘ § lecrse populatlon and best serves the taxpayers’ needs.

Enhance current internal commun ”‘athns unprove information sharing, and use team work
to promote a cohesive, umfled orgamzzmon TN

Ensure the essential mformatlon Iools and equ1pment needed by employees to perform
efficiently and successfully are provided 011 a tlmely basis

Develop innovative management practices that sense  of purpose and
accountability; continually recognize employees’ accomphshments contributions, and
mnovative ideas; and provides opportunities for grow’ch development and advancement of
employees. =

Provide a safe and healthy work environment that allows employees to work efficiently and
effectively.
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PART IV: OUR STRATEGIC PLANNING PROCESS
A. Developing the Strategic Plan

Development of the BOE’s Strategic Plan was based on a series of processes that allowed us
to look at today’s environment, consider future needs of our organization and those we
serve, and develop goals and strategies that will help our organization move forward.

As part of the process, BOE staff and key stakeholders were surveyed regarding
opportunities for. mlprovement Each member of the executive management team then
developed a VlSlOIl of success. Those visions were merged and are reflected in this
document. :

Our goal 15“t0 make th1 v1ab],f; andAhvmg plan. We have streamlined the content of the
plan to allow us tof focus on ke,y opportumtles while keeping it sufficiently broad to allow us
flexibility in meeting the, Challenges that we Wﬂl face over the next five years.

VAN
L

7

B. Living the Strategic Plan

A plan is only as good as its execution. Accordmg}y, AS part f Ihls ‘planning process, each
member of the executive management team will annually deVelop a‘three-year business plan
that identifies the specific actions each will take to achieve-the gverall goals and objectives
of the agency and its individual programs. As a part of that- arinual process, we will prepare
regular status reports and prepare a formal report evaluating our overall success in the
previous year.
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A MESSAGE FROM THE EXECUTIVE DIRECTOR

y November 2006

/’ - +
YAy ! /-
,"I I/ ’/ /’/ ;,/
. ey "'.‘,‘, A J
. TRt L A gt {/ T ,
As the Board of Equalizatiof’s T3Z Exécutjvé Pirector, [ am pleased to present the Board’s
strategic plan for the next five y_gz_‘,a,'r‘s// / / o ,.f"‘\,\
~ / S e
‘J/ / / s U

This plan recommits the Members and stdff Of the'Board tg.outstanding customer service and
increased efficiency in government service. Techx’n\o[og');(;}j’r@saxfs 1s,with opportunities to reach
more people, more efficiently in more timely and creative (va'yjs/,"l'hi)s plan spells out how we will
use technology to improve how taxpayers interact with tHe-BO'/ai"d of /Eq‘ll.la"},ii;a"tion.

A Py

/oo e I ,
. . G 7 { Come e
This plan lays out our core purpose, core values and vision, but the-nregrof it is in the goals we

are setting for the next five years. Here, you can see our ideas for improving voluntary
compliance with tax laws, improving ease of access to taxpayer information, creating a great
workplace, improving the efficiency of our tax and fee programs, creating a more effective and
responsive agency, and providing better protection of taxpayer rights. Each of these goals is
supported by specifics, including steps we are taking to accomplish them and how we will judge
our success come 2011,

At the core of this strategic plan is the entire agency’s dedication to recognizing and honoring the
rights of taxpayers. They are our customer and our mission, and serving them well must inspire
and motivate each task we undertake and the goal for which we reach. We look forward to
meeting these challenges as we move closer to the next decade.

(signature)
Ramon Hirsiy

Executive Director
California State Board of Equalization
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PART I: OUR ORGANIZATION

S
I A
.

The California State éerd gf Equahzatlon is the nation’s only elected tax commission. That
obligates state tax aﬁeg_tg tg B in i m a pubhc forum why a taxpayer owes the government
money, and it providgs t t t ) ear in that same public forum and explain to

rs’
their elected officials why\tbey ot re/en the tax agent’s assessment. This unique
relationship is a credit to Cah /g

The Board is comprised of five officials (hd are éleg ted to, eoncurrent four-year terms. Four of
the members are elected from districts, each representm qqgrter of the Golden State’s
population (approximately 9.5 million people in 7@06) %he f'(n}‘/ em r-of the Board is the
State Controller. The Board hires an Executive Director whe {1 1 qts th= work of the more
than 4,000 employees who carry out the Board’s mission, gog{]/‘and d rectrve>

.y / /
The Board is charged by the State Constitution and the State Leglsfaturc with administering that
state’s sales and use tax, fuel, alcohol, and tobacco taxes as well as collecting fees to fund
specific state programs. More than one million California businesses are registered with the
agency to engage in retail sales in the state.

The result of the successful administration of those taxes is the collection of 36% of the state’s
annual revenue. In fiscal year 2004-05, the Board collected $49.95 billion in taxpayer money that
the state used to fund education, public safety, transportation, housing, health and social services,
and natural resources management.

In addition to administering more than 30 state tax and fee programs, the Board also acts as the

appellate body for franchise and personal income tax appeals, and it plays a significant role in
the assessment and administration of property taxes.
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PART II: STRATEGIC FOCUS

A. Purpose

“The mission of the State Board of Equalization is to serve the public through fair,
effective, and efficient tax administration.” Responsibilities include:

Administer agency tax and fee programs
Adopt rules and regulations clarifying the laws it administers

Act as an appellate body for the review of property, business, and income tax

detenninat/'y/orxs A

Assess and /ar{lace)tg property values of railroads and specified utilities
Oversesth¢ pfopgrty jax assessment practices of 38 county assessors
L - / ./(’ -~ NN

L oy

B. Core Values e // / ["'7

P 4 s
L S? // d/ ; / PN
LS N / -
As we carry out our missiofr ang \yoqg tow?rd/a’{:’gg}nphshmg our goals, we must be sure
that the decisions we make, strategies we i\d
d

YV V

Y Y

@/andﬁhe.gctions we take are consistent
with our fundamental and shared beliefs l\!)’eé /a?ef}pre;s\ed below:
R YA

> Fairness: \\-‘/ ’ 7 ’)/f //'n:}"

a Adhere to the highest ethical and professionall,ét hda.ré /

o Be fair and objective in our treatment of all ta?(p?ayer,sangl"éonsistent in our

administration of the law p—y
o Maintain a work environment free of discriminatory practices

a Treat every individual with respect and courtesy

/
e

N4

Effectiveness

o Honor and safeguard all taxpayer and employee rights

Value the individual and the contribution each makes to our organization

Be persistent promoting and encouraging voluntary compliance with the tax laws
Be firm in adhering to our fundamental principles and values, yet flexible in our
methods for serving the public and accomplishing our goals

o000

\7’

Efficiency

o Achieve program objectives at lowest possible cost

o Foster and encourage teamwork, creativity and innovation

a Provide services and work products of the highest quality

o Be diligent in identifying ways to improve and simplify the process for
understanding, reporting and paying taxes and fees
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C. Vision

This plan will lead this Agency into the future with a positive impact on taxpayers and
their interaction with the Board of Equalization, our employees and how efficiently they
work, and other state agencies in the exchange of information and data.

For our employees, this will mean a simple way to access all information from all
programs about any given taxpayer. This will lead to greater efficiencies and the ability

to be morc procfu/c\ti‘i‘;’; in day-to-day tasks.

/ /
And to the Z‘th@ér ta; 7’f age}\/q_igs with whom we share common tasks, we will more easily
be able to xch@g?'dfxfﬁ thaﬁ‘x‘v}lb@@w each of us to more efficiently and effectively
conduct our busingss’ / ~ /5 v

) \\__C7 / / /J§ /7 ,’/\‘\\
Consistent with this vision&“t{xé_‘)gogr{of E/qﬁ%}li'iﬁipn of the future will:
S ; .. TN,

» Dramatically increase the level and q‘uaill‘b?/ off‘ou.} }}op-demand" services so that

taxpayers and other stakeholders cﬁac’ee@(yvf?‘the? ZT(}, when they need it.
v J
P ’

n
/ éf'é,o}'itinually enhances
|/

A%

Develop a staff that cares deeply about our €or vahies
the quality of our work. . / =

/\.1 //

Provide expanded protection of taxpayer rights.  “~o

v

5 Increase the efficiency of our tax and fee collection efforts.

A\

Respond quickly and effectively to new tax and fee programs and changes in
existing programs.

A4

Integrate our services internally and with those of other related agencies to help
create a seamless experience for tax and fee payers and other stakeholders.
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PART III: GOALS, STRATEGIES AND MEASURES OF SUCCESS

Goal 1: Improve Yoluntary Compliance

The Board of Equalization is committed to eliminating barriers that may prevent tax and fee
payers from meeting legal requirements for doing business. The following strategies will

provide new ways to help them understand and comply with the tax and fee laws
administered by the agency.

» Provide more.self-service options for tax and feepayers to manage their own accounts
and liabilities

» Constant f 4ek ortunities to simplify taxes and fees, and the associated
administragiy b d

Create new edcyat,xoné.l ioo}s/[;,fmdcs in multiple languages to easily assist tax and fee
payers

Provide tools for tak agd‘/;/?n Pa{e/s/to??lf"ﬂ t

Y

v Y

[ntegrate our services intetnall ith thdse 0] ofher related agencies to help create a
seamless expericnce for the ta: and fe paysrs a and -qther stakeholders
{ L \ / ) e

Measures of Success = l /

%, / |/
> Make e-filing and e-registration available to all ta)/ fee payers by 2010
3 Develop and implement proposals to address areasbf non—compha_nce
»

Evaluate all existing educational tools and identify and address unmet needs
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Goal 2: Improve Ease of Access to BOE Information

Our agency recognizes the diversity of California’s population. To meet the varied needs
of our tax and fee payers, the Board of Equalization will use different outlets to make
information readily available.

» Cultivate external partnerships with tax and fee payers to better identify access needs
> Deliver new/innovative outreach programs
> Continuously improve the usability of web services
> Expand onlipe distribution of tax information
» Respond t(/)’ P}.l\b[ic Records Act requests in a legal, timely, and courteous manner
/7 g '
Measures of éée%sf
I~
Nt AN T (T .
> Improve accessibiliy of we se/i'vic/gﬁ’s to meet federal requirements
. ) y ./ o e s . . .
> Leverage intemnal r ORrce t}sr((ranglatlo/'r §ervices and improve translation services
> Provide legal opinions an el eé documert3 on web
> Provide online account maintenaice o q‘en}and,f\_
N’ ‘;‘ /,-.) \5
S0 /// MR
S n
Goal 3: Create a Great Workplace ) )] //’/,‘f

g / S
/ /\*‘/’ / [y

4

. . ‘ e s

Our agency will actively pursue ways to keep our employees.informed, acknowledge
their contributions to the agency’s overall success, and charnpion an effective statewide
civil service process, while maintaining and improving program efficiencies.

Vv VYV

Y Y

Improve internal communications
Increase training opportunities for staff development
Promote ongoing efforts to ensure successful implementation of succession plans

Create a work environment that continually recognizes employees accomplishments
and contributions

Implement best practices in personnel administration
Seek innovative recruitment opportunities to attract and retain high quality staff

Measures of Success

>
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Develop cross departimental communication opportunities through face to face
meetings, multi-media information sharing, and memos

Increase opportunities for employees to receive continuous education and
professional certifications

Increase leadership opportunities through onsite training and expanded rotational
assignments

Increase candidate pool for job vacancies

Achieve optimum staffing ratios to ensure ratios support optimum workload
management

Improved parity in the BOE workforce
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Goal 4: Improve Tax and Fee Program Efficiency

Board of Equalization programs are directly responsible for the administration of revenue
that is vital to the funding of many of California’s critical services. The following
strategies will provide ways for staff to work cooperatively with our taxpayers to
efficiently assess, collect, and allocate revenues.

Streamline processes to increase efficiencies

Improve utilization of data sharing and joint efforts with other state and federal
agencies

Create a perpctu learning environment to test and identify innovative service
delivery 9ncL compliance strategies

Develop ag@/m delspemﬁc strategies for collecting unpaid liabilities

Improve. audn;seiecnonﬁnc}/cplleptxon modeling to be more efficient and less
intrusive on tdKQ yers

» Provide effective aid me,el./da/th and feedb”"k\on key program indicators

/)
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Measures of Success (7 ( ( .
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> Identify and implement new approaches to’tradmona! a,udx) ellection, and return
processing functions to ensure taxes are collected; b more’ pr/iesmhan is due

Seek input and feedback from taxpayers on the qL;al}ty_oF/ur/audlt and collection
services

Increase the number of potential compliance leads throuch/moxe effective matching
of data

Increase audit efficiency

Conduct joint audits between tax and fee programs to ensure taxes due are accurately
collected

\d Y

Y Y
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Goal 5: Create an Effective and Responsive Infrastructure

Today's taxpayer expects more information, provided faster than ever before. This
reality, coupled with ever-changing shifts in technology make it more important than ever
for the Board of Equalization to be able to respond quickly to new laws and evolving
business needs. By using a systematic approach to change, our agency will be able to
respond more efficiently to the needs of those we serve.

P
>
>
»

Identify and plan for new and emerging trends
Focus on cofe strengths and competencies and bring in experts as needed
Extend and ocf ize the technology systems

Employ ¢ 7te of/the art" security methods and tools to protect taxpayer information

Measures of Succ’? /::7r
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Initiate repcatable J(ot’es s té n}:uove responsiveness to mandated changes
Provide an expanded lev’e[/ gf ice }}‘3 ings jvaxlable directly to the taxpayer
Exchange data with state agen Le,:s and d business partners in real time

Continue to ensure there arc adequate %ecunty/ me‘}s‘)res A0 place to protect taxpayer
information -

Improve the quality of response to IT requests \~/ / // ’ ;’m"’
Create a technology system that is state of the art gn kfl\m[ ow Avith us
a

Create a comprehensive plan to develop a corpor, ataxn}ehouse and data marts to
facilitate the use of the Board‘s data in improving operatierfs and compliance efforts
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Goal 6: Provide Better Protection of Taxpayer Rights

Our agency will continue to look for more approaches to support taxpayer rights, as we
streamline current processes and seek new ways to help improve the hearing process. We
will honor and safeguard the rights of all taxpayers in everything we do.

>

T

Increase public awareness of taxpayer rights
Streamline/expedite the appeals process
> Expand access to legal representation throughout the appeals process

£oe
PR

Measures of S }Jéqcsg _
/L)
Sustain‘staff Lra;n}rio On,ta.\ yer hahts

Ensure each ta&payer’ﬁas the oppé’a nity to utlhzc pro bono services in the appeal
process ey

Continued educatxon an cxpande’d out acﬁﬁorts in support of taxpayer rights
Create a user friendly legal web page [ (. -
Rapid resolution of taxpayer complaints hl
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PART IV: OUR STRATEGIC PLANNING PROCESS
A. Devcloping the Strategic Plan

The development of our strategic plan was based on our active participation in a series of
processes that allowed us to look at today’s environment, consider future needs of our
organization and those we serve, and to develop goals and measures that help our
organization move forward. Development of this plan involved our clearly defining the
following:

Purposg

> e . — Why the organization exists

> Core /Wa/l"ue;‘s /. — What is essential to its success

> Visién/ / // *7__ —Wherethe organization is going

> Godls, .7/ /774 3 I/_Qﬁé}?tgr_m priorities

> Measures of Success -,r’ﬁhcf;tftqﬁn quantifiable results

> Strategies i;/ Ve Léng-term plafis for atlocating resources

>  Actions d ,(eﬁ;ze/cgﬁc ac/(o/n’s”f responsibilities, and timetables
] - .

As part of the process, Board staff and key_‘sg’alé%h,éldé)s\}x\mg,surveyed regarding
opportunities for improvement. Each memberéﬁ_‘th/e‘exe;c/uti,v? anagement team then
developed a vision of success. Those visions weréme’;g’;ecf,a’n} Z\r',é/,ﬂr'éﬂected in this
document. S

L./ / v
Our goal was to make this a viable and living plan. We have.irtentionally streamlined
the content of the plan to allow us to focus on key opportunities, while keeping it
sufficiently broad to atlow us flexibility in meeting the challenges that we will face over
the next five years.

i

;

B. Living the Strategic Plan

A plan is only as good as its execution. Accordingly, as part of this planning process,
each member of the Executive Team will annually develop a three-year business plan
which identifies the specific actions each will take in achieving the agency’s and
departments overall goals and objectives. As a part of that annual process, we will
prepare a formal report evaluating our success in the previous year.

An accomplishments report will be provided annually.
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