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As requested at the Board Meeting on May 25, 2016, a review was performed of the Board 
of Equalization (BOE} written policy and guidelines pertaining to field office locations. Staff 
located several documents which contained policies or other relevant information, each of 
which is described in this memo. In addition, a brief historical perspective of BOE's field 
offices was prepared, and is also included. I believe you will find this information helpful in 
understanding our prior and current practices, and can be used as the foundation for 
possibly crafting new policy. 

Field Offices - Current & Historical Landscape 
Field office staff performs a variety of functions, including registration, collections, audit, 
and cashiering. Such activities often involve staff visiting a taxpayer's location or a 
taxpayer visiting a field office. Consequently, BOE has field offices located throughout the 
state that are located in areas convenient to taxpayers. A. list of district and branch offices 
by fiscal year, from FY 2010-11 through FY 2015-16 (as of March 31, 2016} is attached 
(Attachment 1 ). (See Attachment 2 for the district map}. 

Beginning in the 1990's the BOE significantly decreased its number of field offices. During 
Fiscal Year (FY) 1990-91, BOE had 57 field offices. These were reduced to 32 offices in 
FY 1995-96, and further reduced to 26 offices during FY 2005-06 and to 21 during FY 
2010-11. This reduction mainly affected branch offices, as it was determined that it was not 
efficient or cost effective to continue to have small br~nch offices located near larger district 
offices. 

More recently in 2014 and 2015, a new district office was established in Santa Clarita in 
March 2014 to administer accounts in Los Angeles County based on the redrawn 
Equalization District boundaries, and another new district office opened in Rancho 
Cucamonga. Additional information regarding redistricting is provided in the "Redistricting" 
section of this memo. 

Changes to field office locations have been communicated to the Board Members in 
various ways, including updates· by the Administration Department Deputy Director during 
Board Meetings, memoranda, and other verbal reports provided by BOE management to 
individual Board Members 
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Board of Equalization Administrative Manual (BEAM) Policies Related to Facility 
Leases - April 1995 
BEAM 5200 (Attachment 3) provides guidance for the leasing of space. Three sections 
relate to the opening of field offices as described below. 

BEAM 5202 provides that the Deputy Director of each BOE Department is responsible for 
approval of the space request of that Department; and that the Manager, Business 
Services Section, will coordinate all aspects of the leasing process with all affected parties. 

BEAM 5215 provides guidance for evaluating existing leases. At the expiration of the firm 
term of an existing lease, the Manager, Business Services Section, will request an 
evaluation of the existing space from the appropriate deputy director's office. The 
evaluation should be based on current workload, staffing requirements, and other needs of 
the program and office. Projections of an office's future needs by a deputy director will help 
determine whether the current space is sufficient, additional space is needed, or a different 
space is needed. 

BEAM 5218.1 provides eleven criteria for field office selection. For example, the section 
mentions that office space should be geographically located to maximize service to the 
taxpayers that it is designed to serve; and should also be located near public transportation 
and financial institutions. Please see this BEAM section for the entire criteria for field office 
selection. 

Field Office Consolidation Report - April 2006 
With respect to the branch office consolidation process that began in the 1990's, the 
Budget Act of 2005 required the BOE to provide a report to the Legislature on field office 
consolidations. The last report was provided to the Board Members and the Legislature in 
April 2006 (Attachment 4). The report addressed specific areas, as required by the Budget 
Act, including a description of the criteria used to close or consolidate BOE's field offices. 

This report states that approximately 18 months prior to expiration of the lease for a 
particular field offiGe, 1 the department will evaluate whether the office should remain at its 
current location or be relocated , expanded, or closed. As part of this process, several 
criteria are considered, including cost-benefit data, demographic criteria, and business 
criteria. These criteria are summarized below. 

Cost-Benefit 
• Revenue generated by the office 
• Cost to relocate staff 
• Cost for alternative facility to house staff 
• Potential decrease in audit and collection revenue due to increased travel time 
• Increased travel costs for audit and collection activities 

Demographic Criteria 
• High or low growth area 
• Dense metropolitan or rural area 
• Geographic proximity to other district offices (distance and travel time) 
• Number, size, and type of taxpayers under the jurisdiction of the office 
• Frequency and volume of taxpayer usage of the office 

1 This process primari ly applies to offices located in non-state owned properties. Leases for state-owned properties are 
generally considered permanent since Government Code section 14682(c) requires BOE to pay rent on the space until the 
Department of General Services locates another tenant. 
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Business Criteria 
• Whether the facility houses multiple BOE programs 
• Changes in business processes that impact functions performed in the field office 
• Operating budget impacts 
• Impact of prior office closures 
• Equalization District impact 

The consideration of a field office's impact on an Equalization District within this criteria 
indicates that in 2006, field offices were located within the boundaries of each Equalization 
District, as field offices currently are located. 

Last, the report states all final decisions regarding the consolidation or expansion of field 
offices were made with the authorization, consultation, and approval of the elected Board 
Member for the affected Equalization District. 

Field Office of the Future - 2010 
In 2010, the Sales and Use Tax Department (SUTO) initiated a project that focused on how 
BOE could use technology to modernize the public counters and lobby areas of the field 
offices. At the August 2010 Board Meeting , an informal issue paper was presented to the 
Board for discussion (Attachment 5). The project was prompted by the pending expansion 
of BOE's electronic services, including electronic registration and electronic payments. 
SUTO anticipated the expansion of these services would decrease the number taxpayer 
visits to the field offices.2 

At the December 2010 Board Meeting, SUTD's Deputy Director provided the Board 
Members with an update on the project (Attachment 6). The report included both a short
term plan and long-term plan moving forward. The short-term plan included monitoring the 
change in workload resulting from the expanded electronic services as well as addressing 
the need to install self-service terminals ("kiosks"} in the field offices. The long-term plan 
included compiling data by zip code (e.g., active seller's permits, audits data) which would 
assist in identifying potential future office locations that would best serve the needs of 
taxpayers. 

Redistricting - 2011 
On July 6, 2011, testimony was provided to the Redistricting Commission (Commission) to 
answer questions about impacts on the BOE relative to equalization district boundary lines. 
A report on this testimony was provided to the Board Members at the July 27, 2011, Board 
Meeting (Attachment 7).3 The report summarizes the testimony and states that the 
following information was provided to the Commission: 

1. "In order to represent constituents and investigate tax administration matters under 
Government Code section 15623, district and field offices were established in each 
equalization district to administer over 26 tax and fee programs, as well as the 
enforcement of laws through audit and compliance programs .. .. " 

2. "Currently there are 21 offices "nested" within the four equalization districts which 
carry out operations and offer services to the types of businesses located within that 
region, such as registration, education, consultations, audit, collection, payment of 
tax liabilities and assistance with returns. It is through the district and field offices 

2 A decrease in visitors that was anticipated was realized. From FY 2011-12 to FY 2014-15, total field office visits decreased 
by 41 %. 
3 The transcript for the July 6, 2011, Redistricting Commission meeting may be found on the California Citizens Redistricting 
Commission website at http://wedrawthelines.ca.gov/downloads/transcripts/2011 07/transcripts 201 10706 sacto.pdf. BOE 
testimony starts on page 95. 

BOE-300-E (10-1 2) 



Honorable Board Members 4 June 3, 2016 

that the Board serves taxpayers throughout the state and addresses their needs by 
region ... " 

3. " ... significant changes in equalization district boundaries would have a variety of 
administrative impacts and costs for the Board, due to the structure of our taxpayer 
services in specific regions, the location of employees, and the possible need to 
redirect or seek additional resources, including district or field offices ... " 

The BOE implemented a Redistricting Project in response to the boundaries redrawn by the 
Commission. This project was tied to the BOE's Strategic Management Plan 2010-15 and 
accomplishments were reported to the Board in 2014 and 2015 (Attachments 8 and 9).4 

Staffing Model 
BOE's staffing resources and budget are finite. Therefore, when a new office is established 
or an increase/shift in workload impacts an office, existing resources must be redirected 
from other areas. With such limited resources, it is critical to have a tool to allocate existing 
personnel resources based on priority workload. Accordingly, in 1998 the BOE developed 
a staffing allocation model that weighs the highest priority workload and allocates field 
office staff based on this priority. The model has been modified and refined over the years, 
most recently in 2013. 

The current model contains a few essential "fixed" staff necessary to operate the office 
such as managers, clerical and technology experts. The model also contains other "fixed" 
staff dedicated to a specific program, such as the Statewide Compliance and Outreach 
Program (SCOP). The remaining audit and compliance staff are considered "variable" and 
allocated by the highest priority workload. The criteria for allocating compliance staff is 
based on office permit count, delinquent accounts, and accounts receivable. The 
complexity of the compliance cases helps determine the classification level of staff. The 
criteria for allocating audit staff is based on the audit candidacy file (accounts eligible for 
audit), and the staff classification is determined by level of difficulty. The model allocates 
supervisors based on staffing allocation and classification. 

When accounts are identified to an office, the staffing model is used to determine the 
classification and number of staff necessary to best service these accounts based on 
existing resources. The model prioritizes the workload statewide and staff is allocated to 
the offices based on this prioritization. So while the staffing model doesn't specify where 
an office should be located, it does efficiently allocate the staffing resources based on 
established and weighted priorities. 

Facility Master Plan 
This Administrative Support Division document is for internal, budget tracking, and is used 
to identify funding for various facility related projects such as new offices, relocations, 
expansions, repairs , and modifications. 

Publication 40, Introducing the State Board of Equalization 
In November 2014, the Executive Office provided each Board Member with publication 406, 
Introducing the State Board of Equalization, also referred to as the Board Member 
Transition Binder. The publication provides detailed information regarding the BOE's 
organizational structure and responsibilities, current items of interest, constitutional and 
statutory authorities, board meeting and rulemaking processes, and other resource 
information. 

4 Redistricting also mentioned in the 2014-15 Annual Report, page 1. 
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This publication also included a section titled, "Equalization Districts and Field Offices" 
which contains a summary of leased facilities, as well as a section identifying the criteria to 
consider before establishing a field office (Attachment 10), specifically: 

• Board's long-range strategic direction for the field (technology, new ways of providing 
services). 

• Number of permits, and/or taxpayers and number of visitors. 
• Proximity to taxpayers and other offices. 
• Geographic location of field offices for audit coverage, as well as compliance and 

taxpayer services. 
• Functions to be performed and services to be provided in the offices (e.g., customer 

service, audit only, and compliance only) 
• Facility and staffing costs, including travel costs for staff working in the field. 

This section also states that, historically, district offices support roughly 40,000 or more 
permits while branch offices support roughly 25,000 or fewer permits. District offices 
typically comprise 70 or more staff, including 40 or more professional staff. This staffing 
level is based on criteria established by California Department of Human Resources 
(CalHR) to accommodate the appropriate level manager to run a district office. 

Lastly, the publication mentions that "consideration should be given to treating the 
establishment of a field office similar to contracts over $1 million, where Board approval is 
required." 

Next Steps 
I anticipate a proposed updated policy could be presented to you for discussion and 
potential approval at the September 2016 Board Meeting. After the Board adopts a policy 
for opening and closing field offices, the proposed Facility Management Plan will be 
presented to you for discussion and potential approval as soon as practical. The proposed 
policy and the Facility Management Plan will incorporate 2016-17 budget language that 
addresses BOE facilities.5 

Please let me know if you have any questions 

Attachments 1-10 

DJG:ma 

cc: Ms. Genevieve Jopanda 
Mr. Russell Lowery 
Mr. Sean Wallentine 
Ms. Kari Hammond 
Ms. Yvette Stowers 

5 On June 2, 2016, the Budget Conference Committee recommended the following in reference to BOE facilities: 
"3. Supplemental Reporting Language relating to a strategic plan for the agency that addresses reducing physical office 
space and utilization of electronic and web based access. 4. Budget Bill Language to develop a plan to specify that as leases 
expire, Board members will be relocated into one state-owned space. Additional language requiring DOF approval of new, 
expanded, or relocated BOE offices statewide." 
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Attachment 1 - District and Branch Office Data 

FY 2015-16 YTD FY 2014-15 FY 2013-14 FY 2012-13 FY 2011-12 FY 2010-11 

Revenue Revenue Revenue Revenue Revenue Revenue 

Number of Total PYs PYs PYs PYs PYs PYs 

Equalization 
District Office 

Branch/ 
Satellite 

Current 

SQ Feet 

CURRENT 

MONTHLY 

RENT 

Taxpayer 
Accounts 
Dec 2015 

Personnel 

Years 
(PYs) 

Audn 
PYs 

Vacancy 
Rate for 
District 

Office 
Visfors· 

Total 
Personnel 

Years(PYs) 
Audit 
PYs 

Vacancy 
Raia for 
District 

Office 
Visitors 

Total 
Personnel 

Years(PYs) 
Audn 
PYs 

Vacancy 
Rate for 

District 
Office 

VISitOrs 

Total 

Personnel 

Years ( PYs) 

Audit 
PYs 

Vacancy 
Rate for 

District 
Offtce 

Visitors 

Total 
Personnel 

Years(PYs) 

Audit 
PYs 

Vacancy 
Rate for 
District 

Office 
Vasitors 

Total 

Personnel 
Years(PYs) 

Audit 
PYs 

Vacancy 
Rate for 

District 
Office 

Visitors 

Fresno 13.418 41 ,529 32.584 66.8 20 11.8% 4,476 74.8 20 7.1% 6,475 60.8 19 21.0% 7,388 64.8 15 18.8% 7,528 64.8 17 12,534 42.8 15 11,516 

I Bakersfield Branch 8,182 23,646 14,797 24 8 5,202 25 9 8 ,138 19 8 9,293 19 8 3,712 19 5 6,480 20 5 6,017 

1 Sacramento 
IReddina Branch 

22,384 
4,556 

44,871 
7,934 

66,628 
19,038 

124.7 
23 

36.5 
6 

7.9% 6,882 
2,050 

133.9 
24 

34.5 
6 

9.0% 10,006 
2,714 

128.7 
20 

33.5 
3 

12.4% 
8 .6% 

10,804 
2,884 

144.7 
20 

28 
3 

17.7% 11,262 
2,945 

122.3 
20 

33 
8 

6.2% 18,305 
3,690 

141.3 
21 

35 
6 

12.5% 20,446 
6,303 

Santa Clarita 22,005 61,834 24,263 50 13 7.5% 2,988 52 11 7.1% 4,138 0 0 825 
Rancho Cucamonaa 14,015 32,270 26,145 65 10 20.4% 1,027 2 0 
Subtotal 84,560 212,084 183.455 353.5 93.5 11.1% 22,625 311.7 80.5 8.1% 31.471 228.5 63.5 14.6% 31,194 248.5 54 18.1% 25,447 226.1 63 6.2% 41 ,009 225.1 61 12.5% 44,282 

San Francisco 21 .466 101,775 43,862 86 39.5 18.5% 1,676 86 38 12.7% 2,809 92.5 37.5 8.3% 3,768 92.5 39.5 10.0% 4,137 93 40.5 1.3% 7,580 94 42 2.6% 8,274 

Oakland 20,148 96,233 56,866 113 45 11.6% 3.400 116 41 6.3% 5,846 118.5 44.5 5.1% 6,282 124.5 42.5 15.7% 6,228 122 45.5 1.9% 10,965 120 44 11.8% 12,948 

2 San Jose 
I Salinas Branch 

20,966 
8 ,266 

39,363 
16,863 

61,798 
19,074 

120 
23 

47 
9 

8.9% 5,055 
1,648 

126 
24 

55 
10 

4.7% 7,522 
3.438 

147 
16 

59 
4 

5.3% 8,749 
2,818 

152 
16 

63 
4 

6.4% 9.411 
2,540 

153 
16 

64 
4 

4.9% 13,215 
4,284 

150 
21 

65 
7 

5.4% 13,355 
4,812 

Santa Rosa 12,143 22,798 36,749 55 16 11.1% 2,069 56 16 9.4% 3,185 48 16 6.8% 4,052 52 12 10.2% 4,378 49 13 9.6% 6,323 49 11 5.9% 6,687 · 

I Fairfield Branch 6 ,190 15,139 17,542 24 11 1,589 22 10 1,304 13 9 1,136 13 5 740 13 4 2,174 12 4 2.422 

Subtotal 89,179 292,171 235,891 421 167.5 11.9% 15,437 430 170 7.5% 24,104 435 170 6.1% 26,805 450 166 10.2% 26,694 446 171 4.0% 44,541 446 173 6.6% 48,498 

Norwalk 28,836 70,209 54,778 118.5 40 12.9% 15,004 122.5 41 3.9% 22,905 125.5 40.5 2.0% 25,188 129 43 9.5% 28,462 126 43 2.8% 38,675 125 42 7.5% 39,007 

Glendale 32,833 87,685 53,897 109.9 42.5 16.9% 7,131 108.9 42.5 11 .0% 10,929 108.9 41 21 .8% 14,345 116.9 41 10.9% 17,846 112.9 45 7.2% 25,894 111.9 44 2.1% 26,935 

3 West Covina 19,257 46,692 54,112 81.5 27.5 14.4% 12,183 83.5 29.5 7.2% 17,873 79.5 30.5 4.3% 15,692 80.5 30.5 8.8% 16,208 81 29.5 3.0% 22,092 80 30.5 3.0% 22,877 

Ventura 12,978 24,015 26,896 56.5 18 10.6% 2,541 62.5 19 7.8% 3,095 55.5 22 11.3% 3,187 60.5 18 11.4% 3,475 53.5 18 1.5% 5,591 52.5 14 6.6% 5,608 

Culver Citv 32,000 92,576 64,216 111 50 6.3% 7,076 120 51 4.9% 10,594 131 52 5.8% 19,237 136.5 52.5 2.6% 13,801 136.5 53.5 5.9% 23,543 134.5 50.5 5.2% 23,739 

Subtotal 125,904 321,177 253,899 477.4 178 12.3% 43,935 497.4 183 6.7% 65,396 500.4 186 8.8% 77,649 523.4 185 8.0% 79,792 509.9 189 4.4% 115,795 503.9 181 4.9% 118,166 

Irvine 36,774 73,692 87,776 166 71.8 15.0% 9,396 167.8 71 .8 9 .2% 11,746 176 73 10.3% 15.464 191 73 10.7% 18.455 188 82 8.6% 23,964 188.5 82.5 12.3% 24,710 

4 Riverside 
I Rancho Miraqe Branch 

29.339 
3,147 

168.238 
9,901 

46,304 
10,753 

123.8 
15 

38.8 
7 

10.4% 8.450 
1,464 

133.8 
15 

42.8 
7 

5 .5% 13,143 
2,263 

137.8 
13 

43.8 
6 

4.7% 14,601 
2,368 

143.8 
13 

49 
6 

8.3% 15.701 
2.416 

140.8 
13 

47.8 
5 

6.0% 21,446 
3,313 

137.3 
13 

45.8 
5 

6.9% 21,308 
3,913 

San Dieqo 25,728 78,786 79.731 121 .05 36 10.7% 5,896 128.05 37 6.4% 9,404 126.05 41.5 13.4% 10,829 132.05 43.5 8.4% 11,028 133.05 44.5 5.2% 20,015 98.05 32.5 12.3% 13,349 

ISan Marcos Branch 34 12 8,164 

Subtotal 94,988 330,617 224,564 425.85 153.6 12.3% 25,206 444.65 158.6 7.2% 27,152 452.85 164.3 9.3% 43,262 479.85 171.5 9.2% 47,600 474.85 179.3 6.8% 68,738 470.85 177.8 10.6% 71,444 

Out of State Sacramento 10,690 21.428 15,277 66.5 25 15.0% . 65.5 24 7.6% . 62.5 23 2.0% 65.5 22 15.8% 63.5 23 5.9% 65.5 24 12.7% 

0/S 
IChicaao 
I New York 

Area Office 
Area Office 

15,525 
8,224 

57,587 
69,890 

20,135 
15,735 

84 
85.9 

68 
67 

2.9% 
5.7% 

84 
89.9 

68 
71 

0.0% 
2.7% 

88 
91 .9 

68 
72 

8.6% 
0.0% 

90 
94.9 

72 
73 

2.7% 
0.0% 

. 

. 
95 

94.9 
74 
76 

6.4% 
1.3% 

. 95 
94.9 

79 
76 

7.4% 
7.6% 

. 

I Houston Area Office 7,050 23,510 5,478 28 23 13.0% 25 20 0.0% . 16 16 0.0% 21 17 23.1% . 18 18 5.6% 18 15 0.0% . 

Subtotal 172.415 56,625 264.4 183 7.8% . 264.4 183 2.8% . 258.4 179 3.3% 271.4 184 6.0% . 271.4 191 4.4% 273.4 194 7.1% . 
SUBTOTAL I 1,328,464 954,434 1942.15 775.6 11.6% 107,203 1948.15 775.1 6.6% 148,123 1875.15 762.8 8.4% 178,910 1973.15 760.5 9.0% 179,533 1928.25 793.3 5.0% 270,083 1919.25 786.8 7.8% 282,390 

Additional Office Soace-These locations have no to minimal foot traffic. The Santa Ana office is no longer occupied by BOE staff, yet BOE is required to continuing paying for the space until a new tenant is found. 
Stockton 3 ,860 7,247 
El Seoundo 4,378 12,894 
El Centro 1,081 1,730 
Santa Ana 18,505 34,743 

SUBTOT AL I 56.613 

!TOTAL 1,385,078! 

State owned facilities are highl ighted in yellow. 

• Through March 31st, 2016 

(attachment 2) 
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California Board of Equalization 
Equalization Districts & Offices 2016 

Equalization Districts 

D First District - Sen. George Runner (Ret.) 
Counties of Alpine, Amador, Butte, Calaveras, El Dorado, Fresno, Inyo, 
Kern, Kings, Lassen, Madera , Mariposa, Merced, Modoc, Mono, 
Nevada, Placer, Plumas, Sacramento, San Joaquin, Shasta, Sierra, 
Siskiyou, Stanislaus, Sutter, Tulare, Tuolumne, and Yuba and portions 
of Los Angeles and San Bernardino Counties 

D Second District - Fiona Ma, CPA 
Counties of Alameda, Colusa, Contra Costa, Del Norte, Glenn, 
Humboldt, Lake, Marin, Mendocino, Monterey, Napa, San Benito, San 
Francisco, San Luis Obispo, San Mateo, Santa Barbara, Santa Clara, 

D 
Santa Cruz, Solano, Sonoma, Tehama, Trinity, and Yolo 

Third District - Jerome E. Horton 
County of Ventura and portions of Los Angeles and San Bernardino 
Counties 

D Fourth District - Diane L. Harkey 
Counties of Imperial, Orange, Riverside, San Diego and a portion of San 
Bernardino County 

• District Offices 

• Branch Offices 
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LEASING OF SPACE 5200 

AUTHORITY 5201 

Statutes governing the responsibilities of the Department of General Services (DGS) and the Board of 
Equalization (BOE), concerning leasing of facilities, may be found in Government Code Sections 11005.3, 
13070, 14677 and 15621, State Administrative Manual (SAM) Sections 1400-1448, and Management 
Memo 93-25. 

RESPONSIBILITY 5202 

The Deputy Director of each BOE Department is responsible for approval of the space request of that 
Depa1tment. 

The fiscal responsibility for the BOE's leasing program is vested in the Deputy Director, Administration. 

The Manager, Business Services Section, will coordinate all aspects of the leasing process with all affected 
patties. This, generally, includes the Board Members, Executive Director, Deputy Directors, Chief of Field 
Operations, District and Branch Office Administrators, Prope1ty Taxes Administrators and the Office of 
Real Estate and Des ign Services (OREDS). The Business Services Section is also responsible for preparing 
a variety of management reports, needs assessments, and cost projections. 

For space action related activities in special facility design/consolidation project areas, the respons ibilities 
for coordination of all the above outlined project aspects lie solely with the Manager, Facilities 
Consolidation and Planning Office. 

POLICY OF THE BOARD OF EQUALIZATION 5209 

The policy and practice of the BOE is to conform to State policy and guidelines regarding the acquisition of 
leased office space (SAM Sections 1400-1448). 

POLICIES OF THE DEPARTMENT OF GENERAL SERVICES 5210 

The BO E's leasing procedures must conform to ce1tain policies and procedures established by the DGS. All 
BOE leases are prepared in the name of the "Director of the Depa1tment of General Services" for execution 
by that depa1tment. DGS has approval/disapproval authority. 

The OREDS, Department of General Services, is the State's full service real estate organization wh ich offers 
real estate and des ign expertise to provide well-pla1med, economical, goody quality, environmentally 
suitable quaiters to effectively house a client agency. (SAM Sections 1400-1448). OREDS is responsible 
for evaluating the agency's review of sites and making a final determination on which sites wi ll be 
considered . 

OREDS is available to consult with agencies with regard to: 

search area justification 
appropriate size and definition of search area 
market conditions in terms of price and avai lability of space 

April l995 
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POLICIES OF THE DEPARTMENT OF GENERAL SERVICES (cont. 1) 5210 

The Office of Buidling and Grounds (OBG), Depaitment of General Services, is responsible for operation 
and maintenance of all state-owned buildings. Any change in space assignment or alterations to state-owned 
buildings must be coordinated through the OBG. OBG is available to consult with agencies with regard to: 

availabilty of state-owned space 
alterations to state-owned space 

EVALUATING EXISTING LEASES 5215 

At the expiration of the firm tenn of an existing lease, the Manager, Business Services Section, will request 
an evaluation of the existing space based on current workload, staffing requirements, and other needs of the 
program and office from the appropriate Deputy Director's office. BOE offices in state-owned space wi ll be 
evaluated periodically. Projections of an office's future needs by a Deputy Director and/or designee will 
help determine whether the current space's lease should be renewed or if different space should be requested 
for the office. Factors to be included in the evaluation include cost, code compliance, etc. 

1. Detennination that current office space is satisfacto1y and that current square footage is sufficient. 

The Business Services Section will prepare a Space Action Request, Fonn STD.9, (see Exhibit A) to 
renew the ex isting lease at current location with no expansion. This type of project may require 
some alterations, repairs and/or upgrading to bring the space in line with current BOE needs and 
statutory requirements. 

2. Dete1mination that cu1Tent space is satisfactory but additional square footage is needed 

The Bus iness Services Section will prepare a Space Action Request, Fom1 STD.9, to renew the 
existing lease at current location but to expand the square footage (if space is available). This type of 
project may require alterations, repairs and/or upgrading to bring the space in line with current BOE 
needs and stah1tory requirements. 

3. Determination that different space is needed 

The Business Services Section will prepare a Space Action Request, Fonn STD.9, requesting 
relocation of the office. The Fonn STD. 9 is also used to process any other request for real estate 
services from the DGS, OREDS (leased facilities) or OBG (state-owned buildings). 

SPACE ACTION REQUEST, FORM STD.9 5216 

Requests for work to be performed by the DGS, OREDS, or OBG must be submitted on a Space Action 
Request, Fonn STD.9. The Business Services Section is responsible for preparing the form, obtaining the 
appropriate clearances, approval signatures and for submitting the fom1 to the OREDS. 

A Form, STD. 9 is prepared for lease renewals, new or additional office space, warehouse space, modular 
workstations and/or acoustical screen systems. Each Space Action Request must include 
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SPACE ACTION REQUEST, FORM STD.9 (cont. 1) 5216 

justification and the infonnation needed to assess staffing and equipment space requirements in conjunction 
with office functions perfonned. Lnformation regarding staffing exceed ing l O employees, and any special 
requirements are submitted on a Space Planning Data Sheet, OREDS Form 4083 (See Exhibit B), as an 
attachment to the Form STD.9. BOE program staff provide input for the OREDS Form 4083. 

The Deputy Director, Administration, is responsible for allocating funds for office space projects. If funding 
is available, the Deputy Director has the funds encumbered and approves the Form STD.9. 

The OREDS receives the Space Action Request Form and processes it through their administrative system, 
evaluating the request, issuing an Assignment Letter and project number, and specifying the Planner and 
Real Estate Officer assigned to the project, as well as the estimated hours of the OREDS time that w ill be 
charged to the BOE. 

All space action request will be reviewed critically by OREDS with regard to location, space requirements 
and future growth assumptions, associated costs, and compliance with Federal and State laws, statutes, and 
codes. 

Acceptance of the Space Action Request by the OREDS DOES NOT constitute their final approval of the 
requested action. The OREDS provides general estimates of elapsed time required to complete projects: l) a 
lease renewal, no expansion, approximately four to six months; 2) a lease renewal with expans ion and 
alterations, approximately l O to 12 months; and 3) a relocation, approximately 12 to 18 months. 

A Fonn STD. 9 will require Department of Finance (DOF) approval if any one of the following cond itions 
exists: 

I. Rental costs (excluding one time costs) as determined by OREDS are estimated to exceed $300,000 in 
any year of the "fm11" tenn of a lease. Lease renewals are exempt unless a IO percent or greater space 
increase or budget augmentation is required. For purposes of cost estimation, OREDS w ill estimate 
rental costs given the level of completenss of space programming information available. 

2 . The requesting agency will require a budget augmentation for any year w ithin the firm term of the 
proposed lease. (In this respect, one time costs including moving, equipment, furniture, telephones and 
data processing related costs, etc., must be considered. 

3. Additional review and approval of DOF prior to execution of the lease will be required if "costs" wi ll 
exceed the level established initially by OREDS. 

For all space actions that require DOF approval, the BOE will a lso prepare an OREDS 10, Estimate of 
Occupancy Costs, to submit with the STD. 9 . 

LEASE NEGOTIATION -OREDS 5217 

The DGS, OREDS will be the sole contact with a potential lessor or agent. An OREDS Real Estate Officer 
performs all negotiations and related work required for lease transactions . Any contact by BOE employees 
w ith building owners or brokers is not in the best interest of the State and cou Id j eopardize the negotiation 
process. Contacts by building owners, brokers, and agent should be referred to OREDS. 
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SITE SEARCH AREA 5218 

The BOE is responsible for establishing the geographic site search area. The OREDS recommends that 
agencies define a geographical area large enough to allow for competitive bidding in the market place while 
serving the program needs of the agency. 

Identification of a site search area for a state office inc ludes the fo llowing requirements: 

Acceptable geographic boundaries for a site search area must be large enough to maximize competition 
between possible sites. OREDS will reject a site search area that has too few buildings from which to 
make a slection. OREDS generally will accept a minimum of three-to five buildings. 
The site search area boundaries must be outlined on a map of the geographic area with recognizable 
streets, freeways, highways, and/or roads. The direction (South, North, East, and West) must be clearly 
indicated. A nan-ative description should also be included. 

The site search area must be contiguous. 

Adve11isement and bidding for office space is the respons ibility of OREDS. The general requirements are: 

Mandatory adve11ising is required for any facility with a projected estimated rent of $2,000 or more per 
month. 
Mandatmy adve11ising and public bid is required for any fac ility with a projected estimated rent of 
$25,000 for more per month. 

The ad will be placed in local newspapers and the State Contracts Register. A courtesy copy is sent to the 
agency. 

The OREDS Real Estate Officer and the Space Planner ass igned to the BOE's projects canvass the 
identified geographical site search area and select those build ings for inspection that meet the BOE's 
identified needs. BOE staff from the office to be relocated and a representative from the Business Services 
Section will accompany the OREDS staff when inspecting available buildings and/or sites. 

Upon completion of the s ite search process, the Business Services Section staff confers with the appropriate 
BOE staff and obtains agreement upon the sites that will meet the BO E's needs. A list of a ll acceptable sites 
reviewed is prepared in priority order and submitted to the OREDS a long with reasons, required 
justifications and suppo11ing documentation. 

BOE FIELD OFFICE SELECTION CRITERIA 5218.1 

BOE criteria for se lection of BOE field offices include the following: 

I. Office space should have suffic ient square footage to accommodate the size of the "program" as 
submitted by BOE on OREDS Fo1m 4083 (see Section 5216). SAM and BOE space allocation 
standards and special requirements are used in establishing the program size. 

2. Office space is to confo1m to BOE program needs, standards, and funding capabi li ty. 

3. Office space is to have good street visibi lity with easy access. 
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BOE FIELD OFFICE SELECTION CRITERIA (cont.) 5218.1 

4. Office space should be located on the second fl oor or higher to enhance the security of the BOE office. 
This policy is spec ified in the BOE Security Requirements. 

5. Office space sho uld be geographically located to maximize service to the taxpayers that it is designed to 
serve. 

6. Office space should be located in a business district (retail and/or warehouse space is not appropriate). 

7. Office space should be located convenient to banking institutions. 

8. Office space shou ld be located convenient to a United States Postal Service facility. 

9. Parking for State automobiles and public parking should be available (including handicapped parking). 

10. Office space should be located near public transpo1tation. 

11. If more than on Board Office is located in a geographic area, they should be located in the same 
facility, if it is physically possible. 

LEASE NEGOTIATIONS 5219 

Lease negotiations will be conducted by the OREDS after: l) a site is agreed upon, and 2) a satisfactory 
floor plan is prepared, reviewed and approved by the program unit and the Business Services Section. An 
OREDS Leasing Officer is responsible for a ll negotiations and proceeds with the negotiating process with 
the prospective lessor and/or their agent. 

The BOE, through its Manager, Business Services Section, will maintain liaison with the Leasing Officer 
and affected BOE staff during the negotiation period. Managers are apprised of the progress and 
successes/problems during the lease negotiations. 

Upon completion of negotiations, the OREDS prepares the Lease Negotiation Summa1y Report, Fo1111 6, 
describing the steps taken, proposals received and proposals recommended by the OREDS for acceptance. 
The original and one copy of the Form 6 are transmitted to the BOE for review. The Manager, Bus iness 
Serv ices Section, verifies and evaluates the terms indicated on the Fonn 6, reconciles any problems and 
makes a recommendation to the Budget Officer and the Deputy Director, Administration, for their approval. 
The Budget Officer verifies proper funding and the Deputy Director, Administration, is the BOE's 
authorized agent to sign the Form 6. An approved copy of the Fonn 6 is returned to the OREDS which 
authorizes them to complete the lease. 

Upon receipt of the approved Forn1 6 by the OREDS, the Leasing Officer will prepare a lease agreement, 
obtaining the Lessor's signature and the signature of the agent of the Director, DGS. The OREDS then 
transmits one copy of the fully executed lease agreement to the BOE. The Business Services Section 
prepares a Lease Data Sheet and distributes copies of the lease agreement along with the Lease Data Sheet 
to the appropriate BOE staff. 
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TERMS AND CONDITIONS OF LEASE 5220 

In general, the OREDS attempts to negotiate a lease with either no firm term or the shortest firm term that is 
negotiable to maintain the greatest flexibility to the State. State leases also generally include a clause that 
provides the State with the right to cancel at any time with proper notification, after the finn te1m of the 
lease has expired. Long term leases may be allowed to specialty projects, or in geographic areas where 
appropriate space is scarce. Major alterations will normally require a five-year amo11ization period and 
build-to-suit type projects will require a ten-year amortization period. 

STANDARD FORM FOR LEASES 5221 

All leases for BOE occupancy will be prepared on a Standard Form for Leases, OREDS Form 1, and Lease 
Addendum, OREDS Form lA, if applicable. 

ASSISTANCE WITH LEASE MANAGEMENT/FACILITY PROBLEMS 5225 

If a unit encounters difficulties in getting service in a leased facility; i.e., poor maintenance, temperature 
problems, poor janitorial service, etc., the following steps should be taken: 

1. The designated building coordinator in the leased facility should contact the lessor and/or property 
management for that facility and apprise them of the problem. 

2. If the lessor is not available, or if the problem is not satisfactorily resolved after an initial contact, call the 
Manager, Business Services Section, for assistance. The Business Services Section will assist the 
designated building coordinator in obtaining service. An incident log of facility problems should be 
kept by the coordinator to prov ide documentation of problems. This log is often vital in expediting the 
resolution of facility problems. 

3. lf the lessor/prope1ty management is unresponsive, the Manager, Business Services Section, will infonn 
the OREDS to have the situation corrected. The DGS is the only State agency authorized to: a) 
withhold rent, b) threaten to withhold rent, or c) make repa irs at lessor's expense. 
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Subject Report on Field Office Consolidations 

Provision 2 of Item 0860-001-0001 (Budget Act of 2005) requires the Board to provide a report 
on Field Office Consolidations to the Chair of the Fiscal Committee in each house of the 
Legislature and the Chair of the Joint Legislative Budget Committee. The report will be 
provided on April 3, 2006. A courtesy copy of the report is attached for your infom1ation. 

Please let me know if you have any questions or concerns. 
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Attachment: Report on Field Office Consolidations 
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Mr. Jeffrey L. McGuire (MIC 92) 
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REPORT REQUIREMENTS 

Provision 2 of Item 0860-001-0001 of the Budget Act of 2005 requires that the Board of 
Equalization (BOE) provide the following information on its field offices: 

• Actual closure or consolidation information for Torrance, Stockton, Eureka and 
New York Offices. 

• Comprehensive description of the decision criteria used to close or consolidate 
those field offices. 

• Estimated impact on all BOE-collected tax revenues from field office 
consolidations or closures. 

• Procedures for ongoing evaluation of field office performance and potential for 
consolidation and closures. 

• Department's strategic plan for district office facilities as it relates to growth in 
electronic filing and processing. 

BACKGROUND 

This report provides background information on field office operations as a frame of reference 
for addressing the specific information requested above. 

Field offices perform a variety of registration, collection, and audit functions that require field 
visits to taxpayer business locations, as well as taxpayer visits to BOE field offices. 
Approximately 450,000 taxpayers took advantage of services offered in BOE field offices during 
the fiscal year ending June 30, 2005. These field offices offer a substanti al cost-benefit to the 
State by reduced staff travel related to audit and compliance functions (i.e., revenue) and provide 
greater services required by taxpayers. 

The BOE performs four core functions to administer the sales and use tax program as indicated 
in its annual budget. These functions include registration, return processing, collection, and 
audit. As part of these core functions, the BOE performs customer service such as taxpayer 
education and outreach, telephone and written tax advice, return preparation assistance, etc. Of 
the four core :functions, three (registration, collection and audit) are performed almost 
exclusively through 24 in-state and four out-of-state field offices of the Sales and Use Tax 
Department (SUTD). As of July 31, 2005, the field offices are comprised of 58 percent audit 
staff, 2 7 percent collection staff and 15 percent registration and customer service staff. In 
addition to SUTD staff, some of these offices also house staff that administers other BOE tax and 
fee programs ( e.g., Investigations, Property Tax and Fuels). 
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The BOE has been very proactive in implementing new technologies and business processes. 
We have employed the use of e-filing, a toll free number and teleworking technologies. We have 
increased operational efficiencies where feasible by centralizing specific functions. For 
example, in Febmary 2006, we relocated 14 Bankruptcy Specialists positions from various 
district offices to our headquarters office to ensure consistency in applying the new bankruptcy 
laws and to take advantage of the availability of electronically filed bankruptcy information. 
Additionally, we have centralized several collection functions and established a: toll-free 
information center in Sacramento. The BOE continues to focus on streamlining and maintaining 
maximum operational efficiencies. · 

Frequently, the BOE is compared to the Franchise Tax Board (FTB) with respect to field office 
operations. However, there are important differences between the two agencies ' taxpayer bases. 

BOE FTB 
• One-time registration with on-going • No registration 

account maintenance 
• Required notification when no longer • Not required 

operating business or change of 
ownership 

• Monthly, quarterly and armual filings • Annual Filing 

The FTB requires individual taxpayers to file returns annually; however they are not required to 
register. Certain types of business entities ( corporations, LLCs, pa1inerships, etc.). register with 
Secretary of State (SOS) who in h tm provides that infonnation to the FTB. Individuals and 
businesses are only required to file with the FTB once per year, and SOS registration only occurs 
one time and remains in the system until they leave California. 

Unlike the FTB, taxpayers must register directly with the BOE before they can legally operate in 
this state to sell tangible personal property. The BOE offers mail-in registration; however due to 
the diversity and time constraints of business owners in California, many small businesses still 
prefer to register in person at a BOE field office. Approximately 300,000 accounts open or close 
per year and require registration, close out maintenance, education and/or general tax assistance. 

FUNCTIONS OF BOE FIELD OFFICES 

Field offices both statewide and out-of-state serve a variety of functions. Their presence is to 
ensure businesses register, file, and remit the taxes established by the Legislature. These offices 
also help foster a positive business climate in California and increase voluntary compliance. 
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Registration and Taxpayer Services 
Field offices provide convenient and cost-effective account registration and maintenance, 
cashiering, return preparation assistance, and the handling of exemption requests along with 
providing general taxpayer assistance. For example, some BOE taxpayers operate businesses 
dealing in cash and prefer to pay their taxes due in cash. The field cashiering function received, 
processed and locally deposited over $600 million for the sales and use tax program and another 
$9 million for other BOE programs (e.g., excise taxes and fees) for the fiscal year ending June 
30, 2004. 

The BOE has centralized many of its taxpayer services; however, smaller retailers still benefit 
greatly from the hands-on assistance provided by the field offices in completing various BOE 
forms such as registration, applications or tax returns. Of the approximate 900,000 California 
businesses registered with the BOE during fiscal year ending June 30, 2005, approximately 
121,000 closed and another 175,000 new business opened resulting in 296,000 registration and 
close out transactions in conj unction with other account maintenance, education and/or general 
tax assistance. Although the· BOE has also centralized the function of responding to both verbal 
and written tax application questions, it is not uncommon for local businesses to go into their 
district office with applicable paperwork seeking immediate assistance. 

Field office compliance and audit staff also provide local businesses with sales and use tax 
education by speaking at local events, attending local Small Business Fairs, and providing on
site Basic Sales and Use Tax Classes and Sales and Use Tax Return Preparation Classes. 

Audit Program 
The SUTD maintains an active audit program to ensure that taxpayers comply with the tax laws 
while paying no more and no less than required by law. The SUTD conducts two types of 
audits: desk audits an d field audits. The desk audit, which is performed centrally from 
Sacramento, involves the questioning and billing of specific tax return errors including 
calculation, deduction and payment en-ors on individual returns. Field audits include a complete 
audit/review of a taxpayer's business records generally over a three-year period to verify total 
sales reported, appropriateness of deductions claimed, and the allocation of local taxes and use 
taxes due. To perform these audits, staff must travel to the business location or the location of 
the books and records (both in state and out-of-state). In addition, district audit staff investigates 
tax complaints and leads received for businesses located in their area. 

Audit staff located in the BOE field offices are responsible for auditing selec ted eligible accounts 
within their jurisdiction. District audit staff provides the SUTD headquarters with the local 
knowledge of businesses and tax issues occurring in their area. The audit program assists in 
assessing and refunding taxes paid by businesses based on the audit findings. The program also 
provides taxpayer education so that proper reporting of taxes wi II occur on future returns. Field 
offices help the BOE to min imize travel time and travel costs while maximizing audit field time 
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for generating revenue, which improves the efficiency of the audit program. A centralized audit 
staff would be less efficient. 

Collection Program 
The SUTD maximizes revenues due to the state through an active collection program that 
ensures amounts due under the revenue and taxation laws administered by the BOE are pursued. 
While a majority of the standard collection procedures are performed from the field offices, 
co llection also requires field visits to certain businesses. A visit to a business location generally 
helps determine the most cost effective and least intrnsive collection tool ( e.g., installation of a 
keeper, a one time till tap, a seize and sell, etc.). While the BOE has centralized a portion of its 
collection activities, the more sensitive collection cases frequently require face-to-face meetings 
in a field office or at the taxpayer's business. In addition to field collection activities, staff also 
performs other compliance activities while in the field such as ensuring taxpayers are properly 
registered (i .e., investigating complaints) and remitting taxes due. 

Other Departments Located in Field Offices 
The BOE also has 46 Investigation Division staff located in eight field offices conducting 
Cigarette and Tobacco license inspections and criminal investigations of all business tax 
programs under the BOE's authority. The BOE also has nine Property Appraisers located in a 
field office. 

ACTUAL CLOSURE OR CONSOLIDATION INFORMATION FOR TORRANCE, 
STOCKTON, EUREKA AND NEW YORK OFFICES 

The following details the estimated one-time cost savings, the estimated annual cost savings, the 
revenue generated and the number of employees relocated for affected offices. 

District Date Estimated Estimated Annual Cost Revenue Employees 

Office Closed One Time Savings Generated Relocated to 

Costs FYE Other 
FYE 6/30/05 FYE 6/30/06 6/30/04 Offices 

Ton-ance 9/14/04 $74,000 $411,500 $611 ,225 $26.3M 75 

Eureka 7/15/05 $2,349 $0 $32,717 $9.lM 0 

Stockton { l) $9,701 $0 $0 $14.3M 3 

New lL) $2.4M n/a n/a $102.9M 7i3J 

York 
( 1) Stockton is a state-owned facility. Until the space is filled with another tenant, BOE 1s required to pay monthly 

rent of $7,2 18. A potential cost savings if DGS is able to sublease to a tenant would be $96,218 ($86,618 
yearly rent and $9,600 in telecommunications). 

(2) A reduction of space considered. Building is in a fixed lease with a landlord not willing to allow a space 
reduction or sublease. 
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(3) 77 employees would be affected. 

See Exhibit I for more details on the costs associated with these affected offices. 

COMPREHENSIVE DESCRIPTION OF THE DECISION CRITERIA USED TO CLOSE 
OR CONSOLIDATE THOSE FIELD OFFICES 

The BOE considers a number of ctiteria when detem1ining whether to close, consolidate or 
reduce space in field offices. Below is BOE's evaluation criteria considered before a decision is 
rendered. 

• Expiring leases 
• Potential cost/benefit of closure, consolidation or space reduction 
• New pe1mit registration and demographic growth 
• Proximity of alternate offices to provide services 
• Impact on revenue, customer service and recruitment 
• Cost of relocating existing staff 

Final approval of any office closure or consolidation rests with the Board. For additional details, 
see Procedures for Ongoing Evaluation of Field Office Pe,formance and Potential for 
Consolidation and Closures below. 

ESTIMATED IMPACT ON ALL BOE-COLLECTED TAX REVENUES FROM FIELD 
OFFICE CONSOLIDATIONS OR CLOSURES 

The BOE believes that previous field office consolidations and closures have led to substantial 
efficiencies while causing a minimal detrimental effect on the taxpayer through reduced or less 
convenient taxpayer services. No staff reductions have occurred as a result of office 
consolidations or closures. Therefore, there has been no negative impact on revenue based on 
previous office consolidations and resu lting closures. Future office consolidations or closures 
may have a negative affect on revenue, taxpayer services or staff recruitment and retention. 
Accordingly, a thorough evaluation is required before a change is recommended to the Board. 

PROCEDURES FOR ONGOING EVALUATION OF FIELD OFFICE PERFORMANCE 
AND POTENTIAL FOR CONSOLIDATION AND CLOSURES 

The BOE has a well established agency process that evaluates a number of ctiti cal operational 
fac tors when conside1ing an office consol idations or closure. 
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Step 1 - When a facility lease is within 18 months of expiration, BOE's Facilities Management 
Division (FMD) notifies SUTD and the affected Board Member of the lease expiration date. 
FMD identifies the lease term, renewal costs and type of facility in which the office is located. If 
the facility is state-owned, the lease is permanent unless a replacement tenant can be located. 
Currently, seven district offices are located in state-owned facilities. Please refer to Exhibit II 
which provides facility information for each of the field offices. 

Step 2 - The SUTD then considers the cost-benefit, demographics and the business process 
criteria in evaluating the potential for closure, consolidation or expansion of a field office. 

Cost-benefit: 
• Revenue generated by the office. 
• Cost to relocate staff. 
• Cost for alternative facility to house staff. Presently, BOE does not have excess capacity 

in its field offices or in headquarters to accommodate additional staff. As a result, any 
relocation of staff would require expansion of existing fac ilities or opening of new 
facilities. 

• Potential decrease in audit and collection revenue due to increased travel time. 
• Increased travel costs for audit and collection activities. 

Demographic criteria: 
• High or low growth area. 
• Dense metropolitan or rural area. 
• Geographic proximity to other district offices (absolute distance and travel time). 
• Number, size and type of taxpayers under the jurisdiction of the office. 
• Frequency and volume of taxpayer usage of the office. 

Business criteria: 
• Whether the facil ity houses multiple BOE programs. 
• Changes in business processes that impact functions perfom1ed in the field office ( e.g. , 

centralized call center, expansion of Internet services, etc.). 
• Operating budget impacts ( cuts or expansion in staffing levels, etc .) . 

• Impact of prior office closures. 
• Equalization Dist1ict impact. 

Step 3 - All final decisions on the consolidation or expansion of field offices are made with the 
authorization, consultation and approval of the elected Board Members. 
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DEPARTMENT'S STRATEGIC PLAN FOR DISTRICT OFFICE FACILITIES AS IT 
RELATES TO GROWTH IN ELECTRONIC FILING AND PROCESSING 

As indicated above, the BOE's cunent process for evaluating field office expansion, 
consolidation or closure includes the impact of changes in business processes. The BOE is in the 
process of implementing and developing its E-Services plan which includes additional e-filing 
services and other future internet-based services. 

The BOE implemented the first portion of its free e-fi ling for single location taxpayers (now 
available to approximately 700,000 pem1it holders) on September 26, 2005 . Thee-filing portion 
of BO E's E-Services Plan was implemented using internal resources to increase customer service 
and BOE efficiency with minimal revenue impact at this phase in the plan. For calendar year 
2005, the number of single-entity electronic fil ers subdivided by the closest field office is listed 
below. 

District Number of 
Office Code e-filers 

Non,valk AA 374 
Torrance AB 101 
Van Nuys AC 545 
West Covina AP 496 
Ventura AR 535 
Culver City AS 715 
San Francisco BH 651 
Oakland CH 786 
Santa Ana EA 1,209 
Riverside EH 1,107 
San Diego FH 1,113 
San Jose GH 999 
Santa Rosa JH 551 
Sacramento KH 1,257 
Out-of-State OH 140 

Total 10,579 

The BOE currently plans to expand e-filing to all other Sal~s and Use Tax and Special Tax 
accounts by the year 2008 using internal resources. lt is important to note that while e-filing will 
potentially impact BOE's return processing function, thi s function is perfonned solely in 
headquarters. As such, implementation and expansion of e-fili ng is anticipated to have a less 
direct impact on field office operations. The BOE wi ll continue to monitor any potential affect 
on district offices by: 

o Tracking e-filers by closest di st1i ct office and 
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o Monitoring taxpayer usage of field offices pre and post e-fil ing implementation 

District offices may be more directly affected by future e-service phases that will most likely 
allow taxpayers to perfo rm the following internet-based services (beyond e-filing) on the 
internet: registration, the fil ing of petitions and claims for refund, checking the status of account 
balances and performing account maintenance. The BOE is currently refi ning its vision for 
future phases of e-services along with associated costs and revenue benefi ts. Implementation of 
these func tions is projected for 2008 and beyond. The BOE's plan to assess the field office 
impact will include: 

,ii The current distri ct office evaluation process 
0 Identifying potential workload impacts 
s Tracking taxpayers usage of new electronic services, and 
o Adjusting and retraining staff 

Overal l, BOE follmvs a sound, prudent process in evaluating field ortice operations as il relates 
to consolidations, cl.osures, and expansions. 
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,.§~Tl ~_A!ED ONE-TIME COSTS 
Lease buy out: 

Ielecommunications: 

- ·-·· ·--- --· J.____ TORRANCE ! EUREKA 

-- -·-- -------- - --·.--------+- ·-·- i 
_____________ _ _____ : ___ _____j~. - i S -

___ ! - -~ 4,000.00 LS -

I STOCKTON I 
! I :r=:: NIA S 

I S _ - I 

NEW YORK 

2,351 ,186.76 
I 

Movers: ~~ment& files): 

Disassemble, Reassemble and Remove 
- ·- - -

Modular Systems Furnitur~: 
Millwork (at destination): 

Prin-ling/Mailing Special Notices: 
~AL ONE- 1 IME COSTS 

_______

_ 

___ _ [___ i S 18,500.00 i_ $ 

i i 
·-t 

j i S 40,000.00 $ 
! ! S 3,000.00 S 
! j S 8,500.00 S 
i i S 74,000.00 S 

1,067.56 .12.~~ 

i 
! S 1 

1·-s-------+1- ------1 
1,281.74 I S 7,501.00 
2,349.30 I S 9,701.00 S 2,351,186.76 

I 

~STIMATED ON-G OING COST SAY'.!'!~£ -
_Ren~-------

C~ta: ··-·-

Telecommunications: 
- TOTAL ESTIMATED ANNUAL COST SAVINGS: 

! ! 

[ - i I 
i i _S475 ,1 00.00 i S 
; _ ____ , __ $2,800.00 l $ 

1 ; S7.600.00 ! S 
-----1 ! $485,500.00 i S 

I 
j 

30,085.00 IS (86,618.40) 1 
1,000.00 S - I 
1,632.00 i S 8,000.00 I 

32,7 17.00 ! S (78,618.40Ji 

' i i I 
!TOTAL F!RST YEAR EST!MATED COST SAVINGS I NET OF COSTS: 

1 - ---1 
J 

i 
$411,500.00 

i 
! S 

i 
(88,319.40)1 

TOTAL ESTil\1ATED FULL YEAR COST SAVINGS:____ ! ____
----- - - -·-j- ·· 

_ :_· . $611,225.00 I$ 32,717.00 -1 s (77,01 8.40) : I 
r l ! 

Employees were re located to another BOE office: ; 

-0 -bl-ai-ne_d_e_m_p_loym-en_t_a_t a-n-other agency or separated Fro:n -sta t-e:-- -- r -

f 75 l - -----Ol----- - 2-+--------
-:---- - ------i - -----11 11 -

Employee retired: - i i I 1 i 
77 Employees that would be affected: ! l i I I 
77 TOTAL AFFECTED EMPLOYEES: ~ ! 75 ! 2J 31 - ------1- --

i I !- - - ---+------+---------l 

ITORRANCE r=-- t ·- l I • , 

The office was closed on 9/14/04. Estimated costs and savings for Fiscal Year 2004/05. Fu!! year cost savings for Fiscal Year 2005/06. T he amortized tenant 

improvement costs of S350,200 will effect the rent cosi at the destination office. ~~-;----- -----------· -·-·_-----~ - ----- -- ----, ----- · J~~.-:-----F--·-- --=r-· - ------
The office was closed on 7/15/05_ Estimated costs and savings are for Fiscal Year 2005/06. Rent savings is for June 2005 through April 2006. 

I -- _:_\.~===---· :.=_i::_--- ·--------- ! -- . 

STOCKTON ! ! i 
Auditstaffis still hou sed- atthisfacility.- There is no lease buy out provision on state-01-vneci°fac ilities-:-u·-n-t-il-t-he~-s-p--a-c-e-is_ b_a_c-kfi_il ..... le_d_wi_·th_a_n_o_th_e_r-te_.n_a-nt. we are 

required lo pay rent on the space at a monthly cost of S 7.218.20. A poten tial cos t savings if DGS is ab!e to sublease to a tenant would be $96,218 ($86,618 yearly 

-----·- - - -·-- - ; --~r---- ----=~ r -- . : I 

NEW YORK I I I : 
There is no soft term lease buy out prevision. We wou:d be required to·pay rent on the space ihrough t11e end of the fi rm term of the lease (12/31/08) at monthly cost 

_of $60,286.84. The lessor was not willing to negotiate 2 space reduction plan. Considering the types of business permits held, the travel time involved if the office 

I was relocated and the productivi ty of the audit staff, the BOE plans to maintain a New York office. 
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~ 

OFF!Ce:c 
DIST 

CODE ADDRESS I CITY/STATE SQ F=ET 

CURRENT 
RENT COUNTY 

E_a 1 
~ I SENATE ASSEMBLY 

STATc FACILITIES 

0.:iklc!nd TSC (;) CH 1515 Clay Street. Ste. 303 Oakland. CA 94612 20,148 S61.854.36 Alameda I 1 Don Perala (D) Wilma Ch,m (0 ) 

Riverside (,) EH 3737 Mein St .. 9th. 10th. & 11th Firs !Riverside . CA 92501 33.945 Sa4,572.74 Riverside 3 Robert Ou!lon (R) John Benoit (R) 

San Diego (1) FH 1350 Front Street. Rm 5047 San Diego. CA 92101 I 18,824 I S34.eoe.ee S2n Diego 3 Christine Kel1oe (D) Lori Saldana (D ) 

San Jose (1) GH 100 P2seo De San Antonio !San Jose. CA 95113 20.966 $39,206.42 I Santa Clara 1 Elaine Alquist (D) Joe Coto (0) 

Santa Ana EA 28 Civic Center Plaza. 1st & 2nd Firs Santa Ana, CA 92712 19.875 $37,166.25 Orange 3 Joseph Dunn (0) Tom Umberg (0) 

Santa Rosa T SC JH 50 0 S!reet. Rm 230 Santa Rosa, CA 95402 12.143 $22,707.41 Sonoma 1 Wesley Chesbro (0) Noreen E vans (0 ) 

Stod:ton TSC KHE 31 East Channel Street, Rm 264 Stockton. CA 95201 3,860 57,218.20 San Joaquin 2 Mich3el Machado (0) Barbara Matthews (0 ) 
J 

MU LTIPLE BOARD PROGRAMS 

Culver City (2) I AS 5901 Green Valley Ci,cle, Ste. 200 Culver City, CA 90230 32,000 $66 ,879.1 5 Los Angeles 4 Kevin Murrey (D) Karen Bass (0 ) 

:=resno BT I 
I AP.F 5070 North Sixth S treel. Ste. 110 ,Fresno, CA 93710 14.470 $22,021.10 Fresno 2 Charles Poochigian (R) Michael Villines (R) 

Nor.valk ST/PT AA 124.;o E Imperial Hwy. Sta. 100 Nor.valk. CA 90650 34,666 $63,919.70 Los Angeles 4 Martha Escutia (0) Rudy Bermudez (0) 

Van Nuys AC i 5350 Sherman Way Van Nuys, CA 91406 22.410 $52,328.76 Los Angeles 4 Richard Alarcon (0) Lloyd Levine (D) 

Kearny Mesa Sate!lite FHC 9225 Clairemonl Mesa aoulavard San Diego, CA 92123 7:? SO.DO San Diego 3 Lori Saldana (D) Christine Kehoe (0) 

I 
HIGH GROWTH AREA 

El Centro Sa!eli,te TSC FHA i 550 Mair. Slreet El Cenlro, CA 92243 122 $150.06 Imperial 3 Denise Ducheny (D) Bonnie Garcia \R) 

Laguna Hills EAA 23141 Moulton Pa rkway, Ste. 100 Laguna Hills, CA 92653 I 1-').G22 $28,725.76 Or.:ir,ge 3 Dick Ackerman (R) Mimi Wl:,ters (R) 

Rancho Mirage EHC 42-700 Bob Hope Dr .. Ste. 301 /303 Rancho Mirage, CA 92270 1,548 S2.774.00 Riverside 3 Jim Battin (R) jJohn Benoit (R) 

Suisun City JHr 1333 Sunset Avenue, Sle. 330 Suisun Cit:/. CA 94585 3,052 $5.779.38 Solano 1 Mike Machado (D) Lois Wolk (0) 

GEOGRAPHIC PROXIMITY 

Bakersfield TSC (3 ) ARH 1800 30th S t.. Ste. 370, 380, & 390 Bakersfield. CA 9330 1 1'-,822 S2~.456 .30 Kern 2 RO\' Ashburn (R) Kevin ro.1cCan/1y (R ! 

Redding BTfTT KHM 2631 Churn Creek ~cad, Ste. 8 Redding, CA 96002 4,556 $7,262.36 Shasta 2 Sam Aanestad (R ) Doug LaMalfa (R) 

Salinas GHC 111 East Navajo Drive, Ste. 100 Salinas, CA 93906 5,051 57,629.00 Monterey 1 !Jeffrey Denham (R) S imon Salinas (0) 

San Marcos FHB 334 Via Vera Cruz, Ste. 107 San Marcos. CA 92069 6,800 59,566.82 San Diego 3 Bill Morrow (R) Mark Wyland (R) 

Ventura TSC AR 4820 r.tcGrat~ Street, Ste. 260 Ventura. C."s 93003 15,939 S24.093.95 Ventura 2 Tom McClinlock (R) Pedro Nava (0) 

,DENSE MET"'OPOLITAN AREA 

Long Beach EAB 
San Francisco TSC BH 

100 Wes: Sro::;dway. Ste. 305 

1 " 1 Soe2r Street. Ste. 460 

1Long Beach. CA 90802 

San Francisco, CA 94105 

1.6.,2 

22,079 

$5,932.00 i 
$89,928.02 

Los P..ngeles 

San Francisco 

3 

I 1 

Alan Lowenthal (0 ) 

Carol Migden (D) 

Betty KarneHe (DJ 

Mark Leno (D) 

\'·!est Covina AP 1521 1/./ Cameron Ave .. Ste 200/300 !west Covina. CA 91790 19 .2Si $37,951.04 Los Angefes 4 Gloria Romero (0 ) Ed Chavez (D ) 

I 
OUT-OF-STATE 

Sacramento KH/OH T SC KH 

Chicago OHA 

Houston OHC 

3321 Power Inn Road, Ste. 130/210 

120 North LaSalle, 16th Floor 

1155 Dairy Ashford, Ste. 550 

I Sacramento. CA 95826 

Chicago, IL 60602 

Houston. TX 77079 

27,405 

10,346 

5,935 

$51,040.93 

$30,167.21 

S8.542.74 

Sacramento 

Cook 

Harris 

2 

I 

Deborah Ortiz (D ) .O.lan Nakanishi (R.: 

I 

Ne·" Yor'~ OHS /205 East 42nd Street New York, NY 10017 14,997 $60.286.84 New York 

i 

FOOTNOTES 

(1) - Also houses rnuttiple Board programs. 

(2) - Board meeting location 
(3). EDD & FTB ,ire subleasing square footage from BOE. EDD is subleasing 2.389.49 sqaure feet & FTB is subleasing 2.822 square feet. 

TSC-Taxpayer S':r,ice Genier 

FACiliTY fi\1r=QRMATiON Exh1b:! I I 
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Attachment 5 
State of California Board of Equalization 

Memorandum 

To Mr. Ramon J. Hirsig Date: August 9, 2010 
Executive Director 

From ~~IvRandie L~Henry ~ eputy Director 
Sales and Use Department 

Subject Board Meeting, August 24-25, 2010 
Item P3- Sales and Use Tax Department's Deputy Director Report 
Informal Discussion Paper on the Field Office of the Future 

At the August 24-25, 20 IO Board Meeting, I will be sharing information on options for how 
our field offices may look and function in the future. 

Please place this item on the August 25,2010 Board Meeting agenda under PJ .1. 

RLH:tf 

Attachment: Informal Discussion Paper 

cc: Ms. Diane Olson (MIC 80) 

Approved: _ _,,"----~-/-,L-!-#-'---------~ Hirsig 
Executive Director 

Item P3 .1 
08/25/10 
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Issue 

The Board of Equalization (BOE) must evaluate how to update the current design, structure and processes 
performed in our field offices in order to provide services to the public in the most efficient and cost-effective 
manner possible. 

The BOE's plan to replace its tax legacy systems, add more eServices, organize along more functional lines, 
and improve its business processes will significantly change its method of interaction with the public. To 
effectively administer taxes into the future, the BOE must embrace the fact that its customers are becoming 
more accustomed to, and prefer to, perform business activities electronically. Therefore, BOE must consider 
changing our field office structure. 

Background 

The BOE's field office look, functionality and footprint have remained vi11ually unchanged for decades. There 
are 2 1 BOE Sales and Use Tax district and branch offices with public service counters located throughout the 
state for which the BOE pays over $10 million annually in lease costs. The range of monthly lease cost per 
square foot is $1.42 to $4.53. Additionally, there is one in-state and three out-of-state offices that service 
taxpayers who keep their books and records located outside of California. These four offices do not have public 
counters since their primary function is auditing. This paper focuses only on the 21 offices located in California 
that have publ ic counters. A list of a ll our in-state field offices and their associated lease terms is included in 
Attachment A. 

The public counters in BOE offices currently allow the general public to interact with BOE employees one-on
one for services including, but not limited to, registering for seller's permits, filing tax returns, filing returns 
electronically using a Self Service Terminal (SST), applying for exemptions from use tax, making payments on 
outstanding liabilities, and answering sales and use tax questions. In addition to the public counter function, 
these offices also house back-office functions including collections, audits, processing payments received, 
clearing return delinquencies, updating taxpayer records, and other administrative matters. 

Some BOE offices have interview windows where one-on-one interaction between the public and BOE staff 
occur. In other offices, one-on-one interaction occurs in areas near the front counter. There are also secure 
areas in offices with public windows where cashiering s taff receive and process incoming payments (cashier 
windows). In addition to the lobby with interview and cashier w indows, most offices have severa l meeting 

BOARD OF EQUALIZA Tl ON 
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rooms for audit conferences, collection matters, etc. Staff pertom1ing the back-office functions are generally 
located in another part of the office away from the public counters. 

In contrast to the 21 BOE public counter offices, the Franchise Tax Board has only six public counter offices 
located in the state. In addition to the public counter, these offices also house other staff, such as a limited 
number of collectors. 

Focus Groups 

BOE will be implementing eRegistration, ePayments, and other eServices that have traditionally been 
perfom1ed via walk-in or mail-in transactions that will change how taxpayers do business with us. In addition, 
the BOE Consolidated Revenue Opportunity System (CROS) project is embarking on a plan to improve 
business program efficiencies through the replacement of its legacy tax information systems. 

During the past year, a core group of BOE staff, comprised of field and headquarter members, was formed to 
recommend changes to current business processes due to the upcoming technology improvements. This group, 
called the "Life After eReg Core Group", identified common complaints regarding the current registration 
processes by listening to both BOE staff and members of the public. The group developed some high level 
recommendations for process changes to reduce or eliminate common complaints in the processes. These 
recommendations were focused on making the BOE more responsive to its customers' needs while becoming 
more efficient. In addition, the core group participated in seven focus groups with BOE staff and supervisors. 
Participants of each focus group were encouraged to provide their input on both the new eReg system as well as 
upcoming technology changes. Staff and taxpayers were also shown a mock-up of the upcoming eRegistration 
system, and the reaction was overwhelmingly positive. See Attachment B for a list of the BOE focus group 
participants. 

As a result of the focus groups, staff recommended regionalizing or centralizing the back office functions, such 
as registration follow-up work and escrow processing to increase efficiency. 

Discussion of the Issue 

The BOE's plan to replace its tax legacy systems, add more eServices, organize along more functional Jines, 
and improve its business processes will significantly change its method of interaction with the public. To 
effectively administer taxes into the future, the BOE must embrace the fact that its customers are becoming 
more accustomed to, and prefer to, perfonn business activities electronically. Currently, BOE's customers can 
file returns on-line for some tax and fee programs. Soon they will be able to register for tax and fee programs 
and make payments on outstanding liabilities online, which will streamline customers' interaction with the BOE 
and eliminate the need for BOE staff to input confidential registration and banking infonnation. As more 
services become available online, customers will not have to use their valuable time to visit a BOE office in 
person. 

Online web-based services will provide real-time transactions and eliminate multiple steps in the current manual 
process. For example, on a current mail-in application for the seller's permit, the taxpayer must call BOE to 
mail or FAX the application fonn or go to the BOE website and download the paper application form. Upon 
receipt of the application form, the taxpayer must manually fill out the form by hand and mail it to a BOE field 
office. Staff in the field office receive applications and review them for completeness and make follow-up calls 
or send letters for missing or incomplete information. Once all the necessary infonnation is obtained, field staff 
input the application information into the system and generate (print) a seller's pennit and welcome letter. The 

2 
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pennit and welcome letter are then mailed to the tax.payer along with applicable forms, notices and publications. 
Cun-ently, the mail-in process takes up to eight working days from receipt of an application. At the end of the 
registration process, the hardcopy application is sent to Sacramento to be filed in the taxpayers' central file. 

For taxpayers that need other BOE permits or licenses, they must complete separate applications for each and 
send them to the appropriate tax or fee program staff in BOE headquarters for processing. Under BOE's new 
eReg system, the tax.payer will go online and input their application information only once for all tax. and fee 
programs. The system will validate information in real-time and issue a seller's permit (printable by the 
taxpayer) at the end of the process along with an electronic welcome letter anq links to all the necessary forms, 
notices and publications applicable to their business. In addition to issuing a seller's permit, the eReg system 
will also issue permits and licenses (some immediately, some within a few days) for all necessary tax. and fee 
programs administered by BOE. 

Not only will this revolutionize the way BOE issues pennits and licenses, this process will minimize en-ors in 
keying information and minimize chances of confidential taxpayer infonnation being misplaced or exposed, 
while passing though multiple hands during the manual application process. Additionally, a number of 
taxpayers informally surveyed indicated they would use the new online eReg system (whether from an SST or 
from their own home or office). As a result, the implementation o.f eRegistration will significantly impact and 
streamline the current front office (public counter) registration process. 

As noted above, taxpayers currently register with the BOE either by visiting an office or by mailing an 
application to the BOE. Many of those that visit a BOE office find they can simply drop off a completed 
application and receive their permit in eight business days or less, and they choose to do so rather than waiting 
in the office for their permit application to be processed. Over the past six years, the percentage of sales and 
use tax registrations processed through the mail has almost doubled, indicating that customers increasingly 
prefer to interact with the BOE via some means other than in-person. Additionally, staff in the BO E's Taxpayer 
Information Section have consistently reported a high number of requests from the public for additional 
eServices. 

As additional eServices are provided that will allow tax and fee payers to self-manage their accounts, the 
volume of customers visiting BOE offices will continue to decline. As a result, the BOE must be proactive in 
planning for this change and begin redesigning field offices to meet these changing needs, reduce costs, provide 
efficiencies and improve customer service. Along with the direct impact on face-to-face (public counter) 
operations, the BOE needs to evaluate how best to house and where to locate back-office field functions (audit, 
collections, etc.). 

Separating Public Counter and Back Office Functions 

The BOE may be able to lower costs per square foot by changing the existing offices and separating the public 
counter from the back-office functions. Offices that house a public service counter would be located in the 
same or general areas that current offices exist. Every effort will be made to locate these offices in areas where 
the public can best access the office given considerations such as availability of parking, access to public transit, 
and location relative to population centers. These offices would al so be equipped with SSTs that allow the 
public to perfonn functions such as apply for a pennit or use tax exemption without requi1ing one-on-one in
person support from BOE staff. BOE staff wi ll still be avai lable to assist taxpayers, but the SSTs will allow 
staff to assist more taxpayers at one time, freeing staff for other critical workloads of each office. The back
office functions could then be located where the lease rate per square foot would likely be less than the public 
counter office, saving the BOE valuable funds. 

3 
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The Life After eReg Core Group and the staff focus_ groups identified functions related to the registration 
process that can be centralized or regionalized to achieve administrative efficiencies and better customer 
service. Recently, the Property and Special Taxes Department underwent a reorganization based on work 
functions rather than tax programs. This was done to achieve greater administrative efficiencies and provide 
better customer service. Below is the list of registration related functions that these groups determined were 
best sui ted to centralization or regionalization: 

Escrow processing 

Security processing 

Registration follow-up 

Account maintenance 

Use tax exemption processing 

Additionally, the following back-office functions can be considered for centralization or regionalization: 

Various collection acti vities 

Audit reviews 

Discharge from accountability (write-oft) approvals 

• Dual determination investigations 

Field audits 

Centralizing or regionalizing these functions into non-public counter locations would allow the BOE to reduce 
the overall size of the public counter offices, thereby reducing lease costs. 111is will also increase consistency 
of the back-office work perfonned on the above functions because staff performing the work would be co
located in the regionalized or centralized locations. This concept allows staff to concentrate on their specific 
functions without being pulled to perfonn other duties. This e-oncept also allows staff to gain expertise on their 
speci fie functions that, when coupled with regular rotations to other functions to gain additional expertise, can 
help them prepare for promotional opportunities. 

Any effective centralization or regionalization implementation plan will require the Department of General 
Services (DGS) to negotiate leases so that the BOE has the ability to scale down the size of the office as 
positions are transi tioned to central or regional locations. As the plan to transition to the office of the future 
evolves, the goal will be to review each office on a case by case basis to determine the best footprint for that 
office, minimize the impact on staff by working closely with the Service Employees International Union (SEIU) 
and provide career counseling and job re-training. 

The Suisun City branch office is one of the first field offices that will provide the BOE with an opportunity to 
develop a new field office model that takes advantage of new business processes and upcoming technology. 
The process to develop a new office model, along with identification of needs for the purpose of selecting the 
optimum location, for the Suisun Ci ty office will allow the BOE to consider centralizing or regionalizing certain 
registration-related and back-office functions in a way that achieves greater efficiencies and better customer 
service. See Attachment C for a proposed action plan related to the Suisun City branch office. 
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Fundamental Guidelines 

In planning for the office of the future, the BOE must keep the following in mind: 

I. There will continue to be a need to interact personally with taxpayers to perform some functions. 

2. Public offices will need to be located in areas convenient to the public (available parking, close to public 
transportation, etc.). 

3. Public offices must be flexible to adjust to new technology and customer needs. 

4. Business processes must continually be improved as changes occur from improved technologies and the 
needs of the customers. 

5. SEIU will be consulted and kept informed of plans to change current office structures to ensure the 
needs of employees are taken into consideration. 

6. Position classifications and staffing levels must be analyzed to ensure classification and staffing levels 
are appropriate and meet the changing job requirements. 

7. Career opportunity training will be provided to staff as appropriate. 

8. All offices must be equipped with required safety features. 

Recommendation 

The BOE should take advantage of new business processes and upcoming technology by changing the look and 
feel of existing offices when leases are up for renewal. The BOE will take into consideration, on a case-by-case ( 
basis, where public offices will be located and which back-office functions could be centralized or regionalized. 
Every attempt will be made to minimize the impact on staff by relocating as many vacant or newly created 
positions to the new locations, including the associated workload for the positions. As stated in the fundamental 
guidelines, each office will take into consideration taxpayer needs, BOE staff, reduction of costs to the state, 
and increased efficiencies. 

Critical Time Frames 
Implementation of any part of this recommendation will be contingent upon upcoming office lease renewals and 
will need to be set far enough in the future to fully consider all aspects of the transition, including budgetary 
implications. 

Preparation 
Prepared by: Tim Fai rchild 

Sales and Use Tax Department, Tax Policy Division 

324-2877 

Current as of: August 6, 20 I 0 
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Attachment A - Public Office Lease Information 

EQ 
DISTRICT OFFICE 

DIST 
CODE ADDRESS 

STATE OWNED 
BLDG 

FIRM TERM 

EXPIRATION1 
LEASE 

EXPIRATION 

1 Oakland CH 1515 Clay Street, Ste. 303 y N/A N/A 
1 Salinas GHC 111 East Navaio Drive, Ste. 100 N 8/31 /2009 8/31/2013 
1 San Francisco BH 121 Soear Street, Ste. 460 N 7/31/2010 7/31/2012 
1 San Jose GH 100 Paseo De San Antonio y N/A N/A 
1 Santa Rosa JH 50 D Street, Rm 230 y N/A N/A 
1 Suisun Citv JHF 333 Sunset Avenue, Ste. 330 N 8/31 /2010 8/3 1/2014 

2 Bakersfield ARH 1800 30th St., Ste. 370/380/390 N 3/31 /2006 3/31/2008 

2 Fresno KHO 8050 North Palm Ave. , Ste. 205 N 9/30/2012 9/30/2018 
2 Reddinq KHM 2881 Churn Creek Road, Ste. B N 5/30/2006 4/30/2011 
2 Sacramento KH/OH 3321 Power inn Road, Ste. 130/210 N 6/30/2008 6/30/2018 

2 Ventura AR 4820 McGrath Street, Ste. 260 N 7/31/2011 7/31 /2015 

3 El Centro FHA 1550 Main Street N NIA 10/31 /2010 

3 Irvine EA 16715 Von Karman Ave., Ste. 200 N 1/31/2013 7/31/2016 

3 Rancho Miraae EHC 35-900 Bob Hooe Dr., Ste. 270/280 N 7/31 /2010 7/31/2014 

3 Riverside EH 3737 Main St., 9, 10, & 11th Firs y NIA N/A 
3 San Dieqo FH 1350 Front Street, Rm 5047 y N/A N/A 

3 San Marcos FHB 334 Via Vera Cruz, Ste. 107 N 4/30/2010 4/30/2014 

4 
4 

Culver City 
Norwalk 

AS 
AA 

5901 Green Valley Cir., Ste. 200 
12440 E lmoerial Hwv, Ste. 100 

N 
N 

11 /30/2013 
4/30/2009 

11/30/2017 
10/31/2012 

4 Van Nuvs AC 15350 Sherman Wav N 11 /30/2009 11 /30/2010 

4 West Covina AP 1521 W Cameron Ave. , Ste. 200/300 N 4/30/2014 4/30/2018 

1 After the firm term expiration date, the lease will continue with the option of cancelling upon a 30 to 90 day notice. 

Rev. 1, 08/16/10 



Attachment B - Life After eReg Focus Group Attendees 

9ffic~ Attenclee ~ 
i.::cAA= o.....::....+M----""ic=h~el~le'--c"""'r....:.e .... e-=n:....ci-a-=-. 

= _,,:!>:0=ffi=•ca::..l::a::!~-!:..-.!L=~-=·"-'_c.....:!:~a:..:tt:,:;:~~n::ae.:::::e~ . .,.._~
EA Aria Hosseinian 

-- -~ ffice r .. .-= .. ._ @'Etiiaee 
J LRAU Ken Silva 

"2" -r::, 

AA Dina Hay I$ EH Elena Yuasa 
1
1~ OH Peggy Evans 

AA Elena Kleinsasser J. EH Rose Dorado { OH Bruce Barkley 
AA 
AA 

Marissa Orozco 
Leticia Luna 

~ EH 
l,1 EH 

Tanya Valdez 
Plato Vassiliou 

l PSTD 1 PSTD 
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Attachment C - Suisun City Office Proposed Action Plan 

• Moderate the process to downsize the Suisun City office. (Process has 
already been moderated and the need to further moderate or expedite the 
process will be evaluated on an ongoing basis.) 

• Remain in current location and allow office lease to go into the 'soft term' 
until late 2011/early 2012. (Lease firm term expires August 31, 2010, after 
which the office lease will revert to the soft term, pending a future decision 
on location/needs.) 

• Give consideration to employee suggestions and feedback submitted on 
May 7, 2010. (Completed; however, additional suggestions/feedback will 
be evaluated on an ongoing basis.) 

• Attempt to achieve 'downsizing' of the office through attrition. For 
example, achieve through retirements, promotions, and other transfers. 
(Will be achieved/monitored on an ongoing basis.) 

• In conjunction with District Administrator (DA) and Branch Office 
Supervisor (BOS), consider the filling of resulting vacancies on a case-by
case basis. ( Will be monitored on an ongoing basis.) 

• Meet with SEIU to discuss proposed action plan and timeline. (Completed 
on July 27, 201 O; however, future meetings with SEIU will be scheduled 
as needed.) 

• Meet with office staff and invite SEIU to participate. (Completed on 
August 3, 2010; however, future meetings will be scheduled as needed.) 

• Offer office staff and supervisor the opportunity to receive personalized , 
individualized career counseling services. (Completed on August 3, 2010; 
scheduling of staff career counseling services is in process.) 

• Analyze office/district work functions, workload and staffing to consider 
transferring work (e.g . to district office, reg ional location) , especially as 
more vacancies occur. (Will be monitored/decided on an ongoing basis.) 

• Determine what the future 'footprint' fo r the Suisun City office should look 
like based on the direction given by the Board at the August 2010 Board 
Meeting, as well as by working with the DA and BOS, office staff, and 
SEIU. Give thoughtful consideration to future BOE, taxpayer and 
employee needs. (Goa/ is to formalize the footprint by December 2010). 

• In early 2011, through the Business Services Section (BSS) and 
Department of General Services (DGS), begin the process to find space 
that meets the proposed office footprint. (January - March 2011.) 

• Continue to work with the DA and BOS, office staff, SEIU (as needed) and 
BSS/DGS through the process in a positive and considerate manner. (Will 
be monitored on an ongoing basis.) 

• Move to new office location in early 2012. (Goa/ is to move in 
January/February 2012.) 

August 6, 20 I 0 



Attachment 6 
State of California Board of Equalization 

Memorandum 

To Ms. Kristine Cazadd Date: November 30, 2010 
Interim Executive Director 

From Jeffrey L. McGuire, Deputy Directo1~ 
Sales and Use Tax Department · 0 0 {) 

Subject Board Meeting, December 14-15, 2010 
Item P3- Sales and Use Tax Department's Deputy Director Report 
Field Office of the Future Update 

At the December 14-15, 2010 Board Meeting, I will be providing an update on the Field 
Office of the Future project and a more focused approach on the impacts of e-Registration 
and e-Payments. 

Please place this item on the December 15, 20 IO Board Meeting agenda under P3.2. 

JLM:tf 

Attachment 

cc: Ms. Diane Olson (MIC 80) 

Approved Jfu~~£y-rui/ 
Y 1 

Kristine Cazadd 
Interim Executive Director 

[tern P3. I 
12/1 5/ 10 



State of California Board of Equalization 

Memorandum 
( 

To Honorable Betty T. Yee, Chairwoman Date: November 30, 20 I 0 
Honorable Jerome E. Horton, Vice Chair 
Ms. Barbara Alby, Acting Board Member 
Honorable Michelle Steel 
Honorable John Chiang 

From Mr. Jeffrey L. McGuire, Deputy Dir~cf) 
Sales and Use Tax Department 

~ 
/ U 

Subject Field Office of the Future Update 

I would like to provide you with an update on the Field Office of the Future. In this project, 
we are focusing on ways the agency can use technology to modernize the public counter and 
lobby areas of each office to make them more efficient, while continuing to provide excellent 
service to the tax and fee payers needing assistance. We expect this to be a long term 
endeavor with changes phased in as office leases expire over the next several years, with our 
initial efforts focusing on changes needed to accommodate the upcoming implementation of 
Internet based registration (eRegistration) and payments (ePayments) projects. 

Short-Term Plan 
When the eRegistration and ePayments projects are fully implemented in February 2012, 
taxpayers wiJl be able to conduct much of their business with the Board of Equalization 
(BOE) via the Internet. Taxpayers wilJ be able to make payments for their existing liabilities 
and be able to register for all permits/licenses online. Because of this, we expect the number 
of taxpayers who visit a field office to conduct business with the BOE will diminish over 
time. These new eServices, as well as the functional reorganization, will inherently change 
how we interact with taxpayers, prompting both process changes and potential physical 
layout changes to our field offices. To adequately facilitate these changes, over the next 
three years we will assess the impact of the new eServices on the number of taxpayers we 
expect to visit our offices, as well as the type of services these visitors will seek. 

The development of new business processes are critical to the successful implementation of 
the new eServices. We wi ll continue to work with managers and staff from our field offices 
and the Property and Special Taxes Department to develop these new business processes, 
which we expect to roll out in conjunction with eRegistration and ePayments. Once 
implemented, we will evaluate the impact eServices and business process changes have on 
staff and workload and make adjustments accordingly. Because the new eServices will 
include all tax and fee programs administered by the BOE, we plan to train public counter 
staff to ensure in-person assistance is available for all ta,-x and fee programs. Even though 
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many of the business processes will be automated, there will still be workload from 
assignments generated by the new processes being implemented. We will work with staff 
and the union to ensure the needs of all are addressed. 

Additionally, as part of the ePayments implementation, we intend to test the viability of a 
"no-cash" environment in some offi ces. Since money orders are readily available for 
purchase, and those taxpayers who conduct business only in cash are very fam.iliar with 
converting cash to money orders as payment to vendors and other businesses, we will use this 
opportunity to evaluate how conducive taxpayers are to this concept. We will use the results 
of this pilot to evaluate whether expansion to all of our offices statewide should be explored. 
A no-cash environment is not only the business trend of the future, but increases safety of 
both taxpayers and staff. 

To complement the new eServices, we need to provide more permanent teclmology solutions 
in our offices' lobbies for those taxpayers who do visit our offices for assistance. As such, 
we plan to install self-service terminals (PC/Kiosks) that taxpayers can readily access and 
utilize to make payments and/or register. The new eRegistration system available on the 
PC/Kiosks will be also be used by staff to register new taxpayers as it will replace the 
registration function in IRIS. 

The addition of PC/Kiosks will likely require the remodeling of some office lobbies. In some 
offices, the lobby may require expansion, but we will attempt to make changes that fit within 
the existing confines of the current office layouts to avoid having to incur additional lease 
costs. Because the effect on visitor traffic is difficult to predict, we w ill implement changes 
that are scalable and that can vary from office to office, depending on need and the ability to 
make physical changes to each office. Any recommended physical chan ges will have to be 
negotiated when the leases are renewed. 

Additionally, staff will research the public counter functions of state agencies both in 
California and other states, as well as non-governmental businesses to determine services 
offered, impact to customers, and overall best practices with respect to transitioning from an 
office-based customer service system to an online, self-service system. This information will 
be utilized for planning and implementing changes. 

Long-Term Plan 
Data is currently being compiled to analyze, by zip code, the concentration of open and 
active seller's permits and the concentration of audits performed over the past three yems. 
This data will assist in identifying potential future office locations to best serve the needs of 
our taxpayers. In making reconunendations on new office locations, we wi ll consider staff 
needs, availability of parking, and transportation options fo r office visito rs. As leases expire, 
we will continue to work closely with you, staff, and the union in determining new office 
locations and design. 

We will continually evaluate the effects of expanded e-services, other teclmology changes, 
the implementation of CROS, the functional reorganization, and changes to business 
processes on staff workload as well as the needs of our tax and fee payers. These impacts 
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will allow us to identify changes needed in the design of our offices, business processes and 
staffing needs. The next few years promise to be dynamic and exciting as we work to 
implement current and emerging technologies that will make our agency a frontrunner in 
services offered to the public. Please let me know if you have any questions regarding the 
direction we are heading. 

JLM:tf:sb 

cc: Mr. Alan LoFaso (MIC 71) 
Ms. Regina Evans 
Ms. Mai Harvill (MIC 78) 
Mr. Louis Barnett (MIC 77) 
Ms. Marcy Jo Mandel 
Ms. Kristine Cazadd (MIC 73) 
Mr. David Gau (MIC 63) 

( 

( 



State of California Board of Equalization 
Office of Executive Director-MIC: 73 

Telephone: (916) 327-4975 

Memorandum 
Attachment 7 

To Honorable Jerome E. Horton, Chairman Date : July 19, 2011 
Honorable Michelle Steel, Vice Chair 
Honorable Betty T. Yee, First District 
Senator George Runner, Second District 
Honorable John Chiang, State Controller 

From Kristine Cazadd ~ ,Z <£A, 
Interim Executive Direqor 

Subject July 27, 2011 Board Meeting 
Item P1-2, Executive Director's Report 
Report to Board Members: Testimony at Redistricting Commission on July 6, 2011. 

The Chair of the California Citizens Redistricting Commission requested the Board of 
Equalization to present testimony at the Commission's meeting on Wednesday July 6, 2011, 
at the University of the Pacific McGeorge School of Law, to explain the Board's mission and 
operations and to respond to questions about impacts on the BOE relative to equalization 
district boundary lines. Acting Chief Counsel Randy Ferris, Deputy Director of Sales & Use 
Tax Jeff McGuire, and Interim Executive Director Kristine Cazadd appeared before the 
Commission and distributed the attached documents and presented the following 
information: 

(1) In order to represent constituents and investigate tax administration matters under 
Government Code section 15623, district and field offices were established in each 
equalization district to administer over 26 tax and fee programs. as well as the enforcement 
of laws through audit and compliance programs. Government Code section 15623 provides 
that each Member of the Board, elected by voters of an Equalization District, "shall 
investigate the administration, enforcement, and operation within the district from which 
he/she is elected of all laws, the administration and enforcement of which are vested in the 
Board." Each elected Board Member is required to administer their duties within their 
districts by ensuring the proper enforcement of tax laws. 

(2) Currently there are 21 offices "nested'' within the four equalization districts which 
carry out operations and offer services to the types of businesses located within that region, 
such as registration, education, consultations, audit, collection, payment of tax liabilities and 
assistance with returns. It is through the district and field offices that the Board serves 
taxpayers throughout the state and addresses their needs by region. Each of the four 
Equalization Districts represents distinct types of businesses to a large extent based on 
geography. 

(3) A Statewide District Office Map (attached) was distributed to each of the 
Commissioners with an explanation of how significant changes in equalization district 
boundaries would have a variety of administrative impacts and costs for the Board, due to 
the structure of our taxpayer services in specific regions, the location of employees, and the 
possible need to redirect or seek additional resources, including district or field offices. 
There were numerous questions from Commission members. 

The testimony lasted about 40 minutes. The current draft map of the Board of Equalization 
Districts is available on the Citizens Redistricting Commission's website at 
http://wedrawthelines.ca.gov/maps-sboe-1 st-draft.html . 
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Attachments: Statewide District Office Map 
Publication 21 G 

cc: Ms. Regina Evans 
Mr. Louis Barnett 
Mr. Alan LoFaso 
Mr. Sean Wallentine 
Ms. Marcy Jo Mandel 
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SEN. GEORGE RUNNER (REt .) 
Lancaster 

Second Olslricl 

PitGl!ie ffettri119s 
The Members of the Board are committed to pro
tecting Lhe r ights, privacy, and property of taxpayers. 
As a result , they schedule yearly public hearings, 
w hich provide taxpayers an opportunity to express 
their ideas, concerns, and recommendations about 
programs and laws administered by the BOE. Board 
Members are interested in suggestions that will help 
taxpayers belter understand California tax laws. 

1axpttyers' Ri9"ts Adl'oettte 
The Board has appointed a Taxpayers' Rights 
Advocate to help resolve taxpayers' problems 
fairly and equitab ly. Reporting directly to the 
Executive Di rector , the Taxpayers' Rights Advocate 
can investigate complain ts and delay certain 
BOE actions until an investigation is completed. 
The telephone number o f the Taxpayers' Rights 
Advocate is 9 l 6-324-2798, toll -free 888-324-2798. 
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8q1tttl!iztttio11 Districts 
District One 

Counties of: Alameda, Colusa. Conlra Costa, Del Norte, 
Humboldt, Lake, Marin, Mendocino, Monterey. Napa, 
San Benito, San Francisco, San Luis Obispo, San Mateo, 
Santa Barbara (57.04 percent). Santa Clara. Santa Cruz. 
Solano. Sonoma, Trinity, Yolo 

District Two 
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(45.97 percent). San Joaquin, Santa Barbara (42.96 
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District Three 
Counties of: Imperial, Los Angeles (2.06 percent). Orange, 
Riverside, San Bernardino (54.03 percent), and San Diego 

District Four 
County of Los Angeles (88.96 percent} 
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 Attachment 8 
 
 STATE OF CALIFORNIA BOARD OF EQUALIZATION 

-
OFFICE OF EXECUTIVE DIRECTOR - MIC: 73 

TELEPHONE: (916) 327-4975 

Memorandum 

To: Honorable Jerome E. Horton, Chairman Date: September 12, 2014 
Honorable Michelle Steel, Vice Chair 
Honorable Betty T. Yee, First District 
Senator George Runner, Second District 
Honorable John Chiang, State Controller 

From: Cynthia Bridges e£:> 
Executive Director 

Subject: Board of Equalization - Accomplishments Report for Fiscal Year (FY) 2013-14 

We are pleased to report the Board of Equalization's (BOE) accomplishments for FY 2013-14 
presented in the context of the BOE's Strategic Plan 2010-15. Consistent with BO E's mission to 
serve the public through fair, effective, and efficient tax administration, these accomplishments 
enhance operational efficiency and effectiveness in order to better serve taxpayers, the public, and 
BOE employees, as well as safeguard taxpayer rights. The BOE's accomplishments as they relate 
to the Strategic Plan are summarized below. 

Goal 1 - Improve the Taxpayer Experience 

• Check 21 Implemented. The BOE implemented electronic transfer of check data and images directly 
to BOE's eight partner banks, eliminating the need to send paper checks. Since Check 21 's 
implementation in September 2013, 1.5 million checks were deposited, totaling $1.9 t;>illion. The new 
system catapults the BOE into 21 51 century check processing standards, provides more effective check 
storage and retrieval, and facilitates research on payments made by taxpayers. 

• Online License Renewals. Online license renewal functionality is now available for cigarette and 
tobacco retailers, distributors, wholesalers, manufacturers, and importers, and International Fuel Tax 
Agreement motor carriers. In the four months since its implementation, over 4,400 licenses were 
renewed electronically. 

• Online Installment Payment Agreements (IPA). The BOE expanded its online services to provide 
taxpayers with outstanding liabilities the ability to request a payment plan online. Taxpayers' requests 
for a payment plan meeting set guidelines are automatically approved. Requests not meeting the auto
approval criteria are referred to collection staff for follow up. From December 2013 to June 2014, more 
than 10,000 IPA requests were received electronically, allowing staff more time to focus on other debt 
collections. 

• New Geospatial Information System (GIS) Tax Rate Lookup Tool. The BOE, in conjunction with the 
California Technology Agency, utilized GIS data to create a new tax rate lookup tool available to the 
public on the BOE website. This tool allows taxpayers to enter an address and receive the correct 
sales and use tax rate. 

• Mobile Apps 1.2 - Use Tax Payments. The Mobile Application was extended to include the ability to 
make use tax payments. This functionality is part of the eRegistration process available on the Mobile 
Apps for iPhone and Android devices. 

BOE-300-E (10-12) 



• Open Data Portal Launched. Created with taxpayers and the general public in mind, the Open Data 
Portal webpage provides efficient. centraliz.ed access to BOE's publically available data in easy-to-use 
formats. The new web page provides public access to selected agency data in the form of 
customizable options for viewing in multiple charts and tables. There were 2,852 visits to the Open 
Data Portal page during the initial three months of its existence. 

• BOE Website Redesign. The BOE website was redesigned with a new look for the home page and a 
more user friendly site layout for enhanced taxpayer experience. The new design was based on user 
surveys and taxpayer input. 

• Live Web Broadcasts. Board meetings are now also streamed live on mobile devices via the BOE's 
YouTube channel for the public's convenience. 

• Customer Service Center (CSC) Efficiencies. 

• Increase in Calls Handled. The CSC, with the help of the Return Analysis Unit answered 625,235 
calls in FY 2013-14. This was a 4.8% increase in calls from the previous year without an increase in 
average call length. The CSC was able to handle the increased calls while maintaining the target 
average wait time of 90 seconds. 

• Decrease in Abandoned Calls. While the total number of calls increased for FY 2013-14, the CSC 
experienced a 49.5% decrease in abandoned calls compared to the prior year. This resulted in 
approximately 29,000 additional callers receiving assistance with their tax issues. The lowered 
abandoned call rate can be directly attributed to CSC's employees' dedication, a comprehensive 
training program for Customer Service Representatives, and management's efficiency in handling 
CSC's staffing needs. 

• Security Deposit Refunds. In consideration of the challenges facing small businesses in California, 
on December 17, 2013, the BOE voted to end security deposit requirements for many 
businesses. Existing accounts in good standing had their security deposits released and new 
taxpayers are no longer required to post a security deposit at the time of registration. The BOE 
released security deposits on more than 9,500 accounts, totaling over $95 million. 

• Tax Appeals Assistance Program Expanded. The free legal assistance provided to qualified 
business taxes appellants was expanded to assist individuals with appeals related to dual 
determinations. 86 taxpayers were contacted and 23 accepted the offer for assistance. 

• New Publication Provided with Collection Notices. Publication 54A, Behind on Your Payment? 
What You Need to Know, is now provided to taxpayers as an insert with collection notices that formerly 
only referred the recipient to the BOE website for the more detailed publication 54, Tax Collection 
Procedures. The new publication summarizes collection procedures and outlines taxpayer rights. 

• BOE Efforts to Improve the Taxpayer Experience Recognized. During this reporting period, the 
following BOE projects were recognized for their achievements: 

• Financial Institutions Record Match (FIRM) Project: 2013 Best IT Collaboration among 
Organizations - Project Excellence Award - Center for DigUal Government 

• eRegistration System: 2013 Digital Government Achievement - Government to Business Award -
Center for Digital Government 

• Electronic Services Expansion Project (ESEP): 2013 State IT Recognition Award- Government 
to Business Category - National Association of State Chief Information Officers (NASC/0) 

• BOE.CA.GOV Re-engineered Website: 2013 First Place Award for Excellence - California 
Association of Public Information Officials (CAP/0); 2014 Internet Communications Silver Award
State Information Officers Council 

• "What Makes It Possible" Video: State Information Officers Council Honorable Mention Award. 
Released concurrently with the redesigned website, this introductory video explains what the BOE 
is, what it does, and what it offers. 

2 



• Medi-Cal Managed Care Tax Program. The BOE implemented this new program for the collection of 
sales tax imposed on Medi-Cal Managed Care plans. New return forms were created and extensive 
testing was done to ensure a smooth implementation. Returns and payments processed for Managed 
Care accounts totaled $388 million in the initial filings. 

• First Phase of Redistricting Project Completed. BOE implemented phase 1 of the Redistricting 
Project, in response to the redrawn boundaries by the California Citizens Redistricting Commission. 
The first phase included the opening of a new office in Santa Clarita. The Technology Services 
Division (TSO) redistributed 206,168 taxpayer accounts to the new Santa Clarita office. The new 
boundaries for the BOE districts are effective January 1, 2015. 

• Field Office Moves and Enhancements. The BOE opened a new field office in Santa Clarita and 
relocated the Salinas branch office. Both offices offer taxpayers easy freeway access and improved 
customer service lobbies with self-service kiosks. TSO set up the local area and wireless networks and 
moved a total of 90 workstations, along with printer set-ups, and provided on-site support, minimizing 
staff down-time. Also, the BOE expanded the Oakland, San Francisco, and Irvine district offices, and 
installed security equipment upgrades in 25% of the field offices. 

Goal 2: Maximize Voluntary Compliance 

• Automated Calls Using Proactive Outreach Manager (POM). More than 150,000 automated calls 
were made to taxpayers with a recent history of late return filings, reminding them of the approaching 
due dates to file returns. Compared to the control group, taxpayers receiving these reminder calls were 
8% more likely to file their returns on time. 

• Improvements in Delinquency/Revocation Process. This process, which complements electronic 
filing, provides for more timely notices to taxpayers who are delinquent in filing their returns. 
Previously, due to the time necessary to process paper returns. delinquent accounts were sent a 
delinquency notice 40 days after the return due date. With expedited return processing as a result of e
filed returns, the first delinquency notice is now sent via email to the taxpayer 14 days after the return 
due date. The overall process that begins with .notification of delinquency and ends with revocation of a 
permit has now been shortened from 175 days to 100 days. . 

• New Industry Specific Webpages Added. As the BOE moves toward more online services, industry 
specific webpages were created for 17 specific industries to provide businesses within these industries 
with more focused information to help them voluntarily comply. 

• Property Tax Guidance. In order to continue to provide education and outreach to county assessors 
and other interested parties, Property Tax staff issued guidance via Letters to Assessors on the 
following issues: Effective Administrative Practices - Assessment Appeals Process, Evaluating 
Embedded Software Studies for State-Assessed Properly, Property Tax Rutemaking by the State 
Board of Equalization, and Effective Administrative Practices - Disabled Veterans' Exemption. The 
Board also adopted and authorized publication of Assessors' Handbook Section 410, Assessment of 
Newly Constructed Property. 

• Sales Suppression and Detection Techniques Symposium. The BOE hosted a symposium on 
sales suppression in Pasadena. Participants included representatives from 24 different states, Canada, 
IRS, FTB, and EDD. The symposium offered a forum for government tax agencies to convene 
regarding the "point-of-sale" study. The two-day event featured prominent keynote speakers and a mix 
of general sessions and breakout sessions. 

• Use Tax Video Series. Four short videos were created to explain use tax and the importance of use 
tax to the state of California. Featured on our BOE website, news releases, and shown at outreach 
events, these videos have been watched more than 7,600 times. The video series has earned two 
prestigious awards: State Information Officers Council Gold Award & CAP/0 Award of Distinction. 
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• Use Tax Media Campaign. The BOE strategically sent seasonal news releases and social media 
posts about use tax that resulted in $102,000 worth of media coverage. 

• Telephone Town Halls. Board members and staff can now answer questions and educate taxpayers 
about BOE programs and benefits via live teleconference on specific industry topics. This allows the 
members and BOE subject matter experts to reach out to stakeholders in a convenient way. 

• News Conferences. The BOE coordinated five news conferences regarding tax evasion, excise tax on 
gasoline, challenges affecting the BOE building, and new regulations affecting mobile food trucks. 

• Taxpayer Education MateriaJs. To educate the taxpayers on their responsibilities in the reporting and 
payment of taxes, and their rights in dealing with the BOE, the Forms and Publications Section 
created: 

• 160 eblasts 
• 15 newsletters 
• 32 new publications 
• 90 revised publications 
• 202 new forms 
• 330 form updates 
• 16 special notices 

The Graphic Design Team accounted for: 
• 990 new projects 
• 653 completed job requests 
• 305 additional Outreach jobs, such as invitations. programs, and other event materials. 

Goal 3 - Invest in a Skilled, Motivated and Diverse Workforce 

• Career Advancement Program. The Workforce Planning Section, Sales and Use Tax Department 
and Property and Special Taxes Department partne.red together in the creation and implementation of 
the BOE's Career Advancement Program (CAP). CAP allows employees designated in the Associate 
Tax Auditor and Business Taxes Specialist I classifications the ability to gain a working 
knowledge of functions in multiple areas of the Sales and Use Tax Department and Property and 
Special Taxes Department through a twelve-month rotational program. A total of 8 employees 
completed the program and attended the first ever CAP Graduation Celebration held on May 28, 2014. 

• Mentoring Program. The BOE's Mentoring Program was implemented as a way to invest in a skilled, 
motivated and diverse workforce. It has created a learning partnership between mentors and mentees 
for the purpose of enhancing skill sets and fostering professional growth and development. At the 
conclusion of its first year, a total of 116 employees completed the program and 84 of them attended 
the first ever Mentoring Program Graduation Celebration on May 21. 2014. 

• Professional Development Days Organized. Professional Development Days were organized for 
Equalization Districts 1, 2, 4 and in Sacramento for headquarters employees. These events provided 
staff the opportunity to interact with one another, gain valuable career-related training and obtain 
valuable insights from renowned speakers. 

• Recruiting and Hiring Pilot Program. The BOE initiated a hiring and recruitment pilot program in an 
effort to create a more robust recruitment process. The program focuses on the specific recruiting and 
hiring needs of the departments in order to fill vacancies with the best candidates. Periodic hiring gives 
BOE the opportunity to initiate a significant hiring effort at specific times during the year. instead of 
sporadic hiring and interviews throughout the entire year. 90 entry level positions were filled under this 
program. 

• Student Assistant and Limited-Term Supervisor Program. The BOE initiated a new 
internship/student assistant program to enhance the recruitment process. This program focuses on 
attracting highly qualified interns/student assistants and offers them knowledge and work experience in 
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entry level positions. The program also focuses on attracting limited-term supervisors to manage the 
work of interns and student assistants. 34 positions were filled under this program. 

• College Courses Offered Onsite. In keeping with the BOE upward mobility program for staff 
development, the Human Resources Division offered an onsite Financial Accounting 301 college 
course in Sacramento and in Norwalk. Over 113 employees enrolled in the classes to enhance their 
qualifications for advancement to professional positions. 

• Information Technology Infrastructure Library (ITIL) Training. 75 TSD employees (approximately 
30% of TSO staff) completed the ITIL certification training course. ITIL is a proven methodology that 
creates improved customer satisfaction and relationships as well as better reliability and quality of 
services provided by IT organizations. 

• Disability Advisory Committee Receives Recognition. In recognition of its strong support for BOE's 
hiring, promotion, disability awareness and fair treatment of persons with disabilities, the Disability 
Advisory Committee (DAC) was selected as the recipient of the 2014 DAC of the Year Award, given by 
the Association of California State Employees with Disabilities (ACSED). ACSED and the Statewide 
Disability Advisory Council (SDAC) have teamed up for the past four years to honor the top three DACs 
in State Government. 

• Online Junior Property Appraiser Exam. The Junior Property Appraiser online exam was placed in 
service October 2013 to assist in recruitment of entry level positions in Property Tax. 

• Take 5 Training Videos. Short online training videos lasting about 5 minutes each were created for a 
variety of topics to assist staff in performing daily duties or specialized work related tasks. 

• Online CPA Continuing Professional Education. The BOE has made available to CPAs online 
training that qualifies toward their continuing professional education requirement. 

Goal 4 - Enhance Operational Effectiveness 

• 4 Disciplines of Execution (4DX). The BOE implemented Franklin Covey's "4 Disciplines of 
Execution" to help achieve audit and compliance Wildly Important Goals (WIGs) in·the field offices. The 
field offices fully implemented 4DX in January 2014. As a result, the Sales and Use Tax Department 
reduced its accounts receivable by 9.9%, and hours per audit by 6.4%. 

• BOE Risk Assessment Site. The TSO created the Risk Assessment site in partnership with the 
Internal Audit Division. The SharePoint site was developed as a resource and collaboration tool as well 
as data repository for BOE Risk Assessment information. The site enables BOE management and staff 
to actively participate in the BOE Risk Assessment effort to identify risks associated with the agency's 
key processes and key process objectives, as well as the related monitoring and mitigating controls. 

• Southern California Appeals and Settlement Unit. Through its Southern California Appeals and 
Settlement Unit, the BOE exceeded its estimated accelerated assessed revenues by resolving appeals, 
settling cases and educating taxpayers on their reporting and compliance requirements. Due to these 
efforts, assessed revenues of over $85 million were accelerated. 

• Revenue Allocation Examination. Conducted an examination of sales and use tax revenue allocation 
processes. This detailed review resulted in accounting adjustments to fund allocation reports. 

• Underground Economy Collaborative Highlights. 

• As a member of the newly established Tax Recovery and Criminal Enforcement (TRaCE) Task 
Force, the BOE participated in one of the largest multi-departmental search warrants in its 
history. The search warrants were executed on 16 locations throughout the state by over 100 law 
enforcement personnel from seven different state and federal agencies. The search warrants 

5 



initially involved eight corporations with 43 licensed business locations with many criminal violations 
related to BOE, DOI, EDD and FTB. As a result of the search warrants, the BOE identified 23 
additional unlicensed locations. The success of this effort is an example of the commitment the 
members of the TRaCE Task Force have made to investigate, prosecute, and recover revenue lost 
to the underground economy. 

• The BOE continues to encourage and facilitate collaboration with both the private and public 
sectors to combat the underground economy, which gives an unfair, illegal advantage to those who 
fail to comply with California's tax and labor laws. For example, the BOE conducted a joint sweep 
with the Los Angeles Police Department and the Federal Bureau of Investigation of an area known 
as Santee Alley in the Los Angeles fashion district. Complaints of unlicensed vendors and adverse 
financial impact to the area's licensed business owners initiated this joint inspection of 120 vendors , 
resulting in 69 vendors identified as illegally operating without a seller's permit. 

• Information Technology (IT) Procurement Processing Efficiencies. The Acquisitions Branch and 
TSO worked together to develop internal efficiencies for IT purchase order processing. A solution was 
developed which reduced the IT procurement processing time by 23% (13% higher than our goal). 

• Digital Petition Pilot Program. The new digital petitions process was implemented in the Special 
Taxes Audit and Carrier Division that allows staff to scan, search, and view appeal case file documents. 
The digital petition process has created a more efficient work flow for staff to efficiently work a case file 
from beginning to end, and it has allowed other units to view digital appeal case documents without 
having to request hard copy files. 

• Digital BOE - Document Conversion. The BOE converted and stored 12 million taxpayer files in 
digital format in FY 2013-14, completing the Taxpayer Records Imaging Project. Since the project's 
implementation in April 2012 as part of the Digital BOE Initiative to improve internal efficiency by 
converting paper documents to electronic formats, the BOE has converted more than 32 million 
taxpayer files. 

• Learning Management System. In keeping with BOE's philosophy of maintaining a culture of 
excellence, the Training and Employee Development Section (TED) released the Learning 
Management System (LMS), effective September 16, 2013. The LMS is accessible to all employees 
on eBOE. The system allows employees to view training calendars, register for classes and review 
personal training transcripts. New to this system is the requirement that supervisors approve or deny 
all training requests submitted by their employees. Additionally, numerous reports will be available as 
data is added to the program. 

• Property Tax Self-Study Training Sessions. The BOE implemented five new Property Tax self
study sessions in its continued effort to promote assessment uniformity: Overview of California 
Property Tax, Processing Applications for County Appeals, Restricted Historical Property, Newly 
Constructed Property, and Advanced Appraisal. During FY 2013-14, 958 students used the self-study 
sessions. 

• BOE Efforts for Contracting with Small Businesses Recognized. BOE's Acquisitions Branch 
achieved high honors at the 14th Annual State Agency Recognition Awards (SARA) 2013, receiving the 
following awards: 

• Secretary's Special Achievement Award. 
• Most Notable Improvement for Disabled Veteran Business Enterprise (DVBE) Contracting for a 

Large Agency, for a 400% increase in contracting and procurements with the DVBE community. 
• Silver Award - Advocate of the Year for outstanding leadership and achievement in Small 

Business (SB)IDVBE advocacy and contracting. 

• Awards for Publication Design. The BOE earned the following 2013 State Information Officers 
Council awards: 

• Gold Award for the External Affairs Department Accomplishment Report 
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• Silver Award for the FY 2012-13 BOE Annual Report 
• Silver Award for the BOE Recruitment Campaign Poster 

• Additional Information Security Systems. The Information Security Office implemented Intrusion 
Detection/Intrusion Protection System (108/IPS), and a comprehensive Security Incident Event 
Monitoring system as required by the Internal Revenue Service. 

• Operations Recovery Center Established. The BOE established an Operations Recovery Center in 
Irvine to deploy technology resources as part of the business resumption plan. 

• Digital BOE - Enterprise Content Management (ECM) Migration and Upgrade. The ECM 
Migration and Upgrade project upgraded the infrastructure and imaging technology software used by 
the BOE to convert paper documents to an electronic format to make the imaging process more 
efficient. 

• Exchange 2010. The Exchange 2010 project upgraded all of the BOE Exchange software from 
Exchange 2007 to curtail security vulnerabilities and provide the BOE end-users and system 
administrators with a vendor-supported, stable system, with additional functionality, and added 
reliability. 

• Automated Collection Management System (ACMS) Server Refresh. In May 2014, BOE completed 
the ACMS server refresh project. In collaboration with the California Department of Technology 
Services, the BOE completed the following: (1) migrated the ACMS production hardware to new 
hardware at Department of Technology Services Gold Camp facility; (2) migrated the ACMS 
development/test environment from the Gold Camp to the Vacaville facility; and (3) conducted disaster 
recovery exercises on the development/test environment in Vacaville. 

• BOE Systems Upgraded. All Windows XP systems from BOE's network were replaced, ensuring a 
continued high level of system security, support, and reliability. This milestone was achieved through 
the deployment of over 600 PCs and laptops. 

• Incompatible Windows 7 Apps. This project resulted from the Windows 7/0ffice 2010 deployment in 
June 2013. TSO worked with each Department to address ten applications that were incompatible with 
Windows 7. The incompatible applications were replaced, upgraded, or removed from the BOE 
network infrastructure. This ensured the BOE was not using unsupported software and maintained 
compliance with the Microsoft Enterprise Licensing Agreement. 

• Service Request Processing. TSD's Service Desk has closed 9,445 service requests, reducing the 
business impact of hardware and software failures experienced by BOE staff. This represents a 5% 
decrease over the previous year's closed service requests. 

• Network Improvements. Network bandwidth was increased with the installation of upgraded circuits 
in the Culver City, Fairfield, and Irvine field offices. At headquarters, the storage area network and 
backup storage system's capacities were increased to meet future data file storage demands and 
ensure a more effective disaster recovery process. 

• Internal Property Tax Website. Property Tax staff developed a SharePoint site in order to provide 
Property Tax staff with a one stop resource to assist in training new employees and provide 
procedures, tools, and links to other sites to assist all staff in their duties. Also included is a separate 
web page with information to assist managers and supervisors. 

7 



cc: Mr. Mike Gipson 
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Mr. Joel Angeles 
Mr. Alan LoFaso 
Mr. Sean Wallentine 
Ms. Marcy Jo Mandel 
Mr. David Gau 
Mr. Randy Ferris 
Mr. Jeffrey L. McGuire 
Ms. Brenda Fleming 
Ms. Edna Murphy 



Attachment 9 

STATE OF CALIFORNIA BOARD OF EQUALIZATION 

OFFICE OF EXECUTIVE DIRECTOR - MIC: 73 

TELEPHONE: (916) 327-4975 

Memorandum 

To: Honorable Jerome E. Horton, Chairman Date: October 20, 2015 
Senator George Runner (Ret.), First District 
Honorable Fiona Ma, CPA, Second District 
Honorable Diane L. Harkey, Fourth District 
Honorable Betty T. Yee, State Controller 

From: Cynthia BridSPs· 
Executive Director 

Subject: Board of Equalization -Accomplishments Report for Fiscal Year (FY) 2014-15 

We are pleased to report the Board of Equalization's (BOE) accomplishments for FY 2014-15 
presented in the context of the BO E's Strategic Plan 2010-15. Consistent with BO E's mission to 
serve the public through fair, effective, and efficient tax administration, these accomplishments 
enhance operational efficiency and effectiveness in order to better serve customers, the public, and 
BOE employees, as well as safeguard taxpayer rights. The BOE's accomplishments as they relate 
to the Strategic Plan are summarized below. 

Goal 1 - Improve the Taxpayer Experience 

Avaya Phone System Expansion. The Special Taxes and Fees Department's Collection Section 
was integrated with the Avaya phone system. The Avaya system serves as a hub for incoming 
calls, routing tax and fee payers to the assigned representative and provides a specific queue for 
the BOE's Fire Prevention Fee program, so that collection-related inquiries can be promptly 
,handled. This change allows staff to provide improved customer service and address account 
liabilities in a more efficient manner. 

Automated License Renewal. The BOE successfully implemented phase II of the Automated 
License Renewal (ALR) project. Phase II allows online renewal and replacement of Use Fuel flat 
rate decals by taxpayers registered under the Flat Rate Fuel Tax and International Fuel Tax 
Agreement (IFTA) programs. Over 18,600 IFTA taxpayers and 200 Use Fuel Flat Rate taxpayers 
have been processed through the new ALR system to renew their licenses for 2015. In addition, 
the system allowed 5,785 IFTA taxpayers to electronically request additional decals for new 
vehicles added to their fleets. 

Phase II of Redistricting Project Completed. Pursuant to California Citizens Redistricting 
Commission's redrawing of the equalization district boundaries, the BOE completed reallocation of 
taxpayer accounts both within and across equalization and administrative districts. Among the 
prominent changes: 

• The Van Nuys district office moved to Glendale 

• 479,010 Taxpayer accounts redistributed in Los Angeles and San Bernardino counties 

• 237,618 Accounts moved from the Sacramento district to the Santa Rosa district and from the 
Ventura district to the San Jose district 
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New Web Based IFTA Processing System. The BOE joined the six-state IFTA Processing 
Consortium (IPC), allowing it to use and share the cost of the new web-based IPC system. The 
system allows IFTA carriers the capability to view their account information, file returns, and pay 
taxes online. An interface between the IPC system and the BOE's Integrated Revenue Information 
System (IRIS) allows the transfer of billing, finance, and refund data from the IPC system and 
tracking of appealed audit cases for IFTA accounts. The IPC system allowed IFTA taxpayers to file 
and pay over 61 ,300 IFTA tax returns electronically and has issued over 18,600 billings that can be 
easily paid online. IFTA applies only to fuel taxes. 

Open BOE Data Portal Enhancements. The Open Data Portal on BOE's website was updated to 
include the current Annual Report, expanded historical data for taxable sales by county, and 
separate data-sets for gasoline and jet fuel sales. Also, new interactive features were added to 
create customized views and downloadable formats for the convenience of researchers and other 
interested parties. The Open BOE Data Portal won the 2015 Best of California Award for Best 
Application Serving the Public. 

Property Tax Guidance to County Assessors and Taxpayers. New webpages were created on 
BOE's website to provide information to county assessors and taxpayers regarding BOE's 
Assessment Practices Survey program and the property tax provisions for solar properties. In 
addition, the BOE adopted a revised assessment appeal application for use in all 58 counties. This 
form is used by approximately 150,000 California taxpayers annually to appeal the assessed values 
of their properties, and can be filed electronically. 

Field Office Move and Enhancements. The BOE relocated the Van Nuys district office to 
Glendale and offers taxpayers an improved customer service lobby with self-service kiosks. 
Additionally, security equipment upgrades were performed in 50 percent of field offices statewide 
for access control, surveillance, and intrusion prevention systems. 

Frequently Asked Questions (FAQs) for Special Taxes and Fees Programs. Fourteen FAQs 
pages relating to Special Taxes and Fee Programs were added to the BOE website. The FAQs 
were star:idardized to include general information for each tax or fee program, including registration, 
reporting, and payments. 

Goal 2 - Maximize Voluntary Compliance 

Outreach Events and Educational Materials. The BOE held various outreach events to educate 
its customers about their tax and fee obligations, with the purpose of maximizing voluntary 
compliance. The following events were held throughout the state during FY 2014-15: 

• 81 Basic Sales and Use Tax Classes 

• 23 Translated Basis Sales and Use Tax Classes 

15 Tax Return Preparation Classes 

• 73 Electronic Return Filing Classes (online) 

• 40 Small Business Tax Seminars 

• 12 Nonprofit and Exempt Organization Seminars 

• 10 Volunteer Income Tax Assistance (VITA) Events 

• 11 Cigarette and Tobacco Retailer Classes 

• 12 Telephone Town Halls and Webinars 
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In addition, the following educational materials and forms were created and distributed to the 

taxpayers or posted on BOE's website: 

. 

. 
191 eBlasts 

11 Newsletters 

• 61 New publications 

. 
• 301 Revised publications 

. 
90 New forms 

. 
715 Form updates 

29 Special notices 

Taxpayer Educational Videos. The BOE produced educational videos for the benefit of taxpayers 
to inform them about taxpayer rights, appeals hearings, online services, registration, returns, 
payments, open data portal, and how to offer feedback during their interactions with the BOE. 
These videos are streamed on KBOE monitors in field offices or are available on BOE's website. 

Business Taxes Outreach Campaigns. The BOE ran educational media campaigns for use tax, 
manufacturing exemption, and tax refunds to qualified itinerant vendors. The "12 Days of Use Tax" 
social media campaign won the State Information Officers Council (SIOC) silver award. A well
publicized tobacco contraband news conference was aired over television networks. 

Property Tax Education and Outreach. BOE's Property Tax Department issued guidance via 
Letters to Assessors on the following issues: Property Tax Exemption-Space Flight Property; 
Assessment of Possessory Interests in Retirement Systems Property; New Construction-Portion 
of a Property; Effective Administrative Practices-Mining Properties; Effective Administrative 
Practices-Welfare Exemption; and Welfare Exemption Low-Income Housing Partial Exemption. 
The BOE also adopted and authorized publication of Assessors' Handbook Section 506, Property 
Tax Audits and Audit Program. In addition, staff presented at 10 nonprofit seminars and workshops 
and educated the nonprofit sector about the various property tax exemptions administered at the 
state and local level. The presentations emphasized the administration of the welfare exemption 
(e.g. , eligibility, filing requirements and the county assessors' role). 

Tax Recovery and Criminal Enforcement (TRaCE) Website and Online Reporting of Crimes. 
As a member of the TRaCE Task Force, the BOE launched the new TRaCE website which provides 
general information about the TRaCE program. The website now features the "Report a Crime 
Online" tool, also available on mobile devices, leading to a central intake system for reporting 
crimes related to tax evasion, labor fraud, piracy, counterfeiting, and human trafficking. The central 
intake system went live in late December 2014 with triaging capability in March 2015. BOE 
received 179 complaints through the central intake system resulting in 9 complaints triaged to 
outside agencies, 53 search warrants served, and 12 arrests. 

Goal 3 - Invest in a Skilled, Motivated and Diverse Workforce 

Continuing Recruitment Efforts. BOE continued its statewide outreach to develop and bring 
knowledgeable assistance and advice to people interested in a career in state service. Multiple job 
fairs and conferences were sponsored by our Board Members, where BOE's human resources 
personnel and program staff were present to offer information and advice. Two videos were 
created to assist in recruitment efforts - one for prospective new employees, and one for promoting 
to supervisory classifications at the BOE. The Human Resources Division 's Examination and 
Recruitment Section participated in the State Civil Service Improvement Project and submitted a 
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proposal to increase inter-agency collaboration on conducting examinations for service-wide 
classifications. 

Employee Training and Development. To ensure quality service to the public by developing the 
skills and abilities of BOE employees, and to facilitate upward mobility of staff into professional 
classifications, the Human Resources Division, Employee Services Branch offered various services 
and employee development programs throughout the year. The following are highlights of the 
services provided and employee development efforts: 

• Offered 85 Professional Development courses 

• Organized 11 Leadership Academy classes 

• Offered 34 Desktop Application classes 

• Arranged three Accounting and Business Law college credit courses (onsite) 

• Visited eight field offices to assist employees with job applications, resumes, cover letters. and 
carried out mock interviews 

• Facilitated 79 mentoring relationships 

• Organized two professional development days for field office staff 

• Piloted the administration of written exams on weekdays (instead of the standard Saturday 
administration) 

The above were in addition to the specialized professional training provided by the Business Taxes 
and Fee programs. 

Goal 4 - Enhance Operational Effectiveness 

System Changes to Implement New Legislation. System changes relating to BOE's online 
registration, electronic returns, payments, and other automated process systems were successfully 
implemented in response to changes in tax and fee programs mandated by new legislation. The 
following statutory changes required modifications to BOE systems: 

• Expansion of Oil Spill Prevention and Administration Fee (SB 861) 

• Natural Gas Tax Rate Changes (AB 1907) 

• Managed Audit Program Expansion (AB 2009) 

• Modification to the Lumber Assessment Fee Threshold (AB 2031) 

• Fire Prevention Fee Penalty Modification (AB 2048) 

Centralized Revenue Opportunity System {CROS) Project. The GROS project is working to 
create a single technology solution that will replace our legacy systems. When completed, GROS 
will improve the efficiency of BOE operations and enhance the taxpayer experience. The GROS 
team has: 

• Cleansed more than 25 million data records in the existing database 

Documented hundreds of interfaces, over 15,000 business rules, 13,809 data quality rules, and 
inventoried over a 100 systems and more.than 5,000 reports and forms 
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• Created a data dictionary documenting 20,914 data elements and pre-converted more than a 
billion records 

Published web-based dashboards to convey progress and project health 

• Strengthened the subject matter expertise in preparation for implementation 

Final Proposals from the bidders for the project have been received. According to our plan the 
CROS project implementation date is summer of 2016. 

Special Taxes and Fees Intranet Website Redesign. Special Taxes and Fees Department 
(STFD) unveiled a revised and upgraded intranet website containing links to program information 
for all STFD-administered programs, forms, publications, educational materials, STFD division and 
branch functions, contact information, and a SharePoint site. The site is directly linked from eBOE, 
so all BOE employees with internet access can easily download extensive, detailed information 
regarding the Department. 

Automated Claim Payment Process. The BOE implemented the automation of the BOE's refund 
claim payment process for the Fire Fee and the Diesel Fuel Tax programs. Automating BOE's 
claim payment process increased efficiency and resulted in a shorter cycle time on claim for refund 
payments to BOE customers. It is now possible for the State Controller's Office to issue a refund 
within three days of submission, compared to three weeks under the manual process. 

Digital BOE: Electronic Liens (eliens) Phase Ill Implemented. The BOE completed the latest 
phase of the elien project. Eight new counties were added to the elien system. The elien system 
enables electronic exchange of information between the BOE and County Recorder's offices for the 
purpose of filing, extension, and release of liens. Electronic lien recording and release leads to a 
more efficient business process, saving paper, staff time, and improved customer service. 

Wide-Area Network (WAN) Upgrade. The BOE implemented enterprise network routing hardware 
and higher capacity network circuits at headquarters, the BOE Technology Recovery site, and in 38 
remote sites. The WAN upgrades provide high availability, and increased capacity, which results in 
better performance of enterprise applications such as the Automated Compliance Management 
System (ACMS), Integrated Revenue Information System (IRIS), Outlook, and the internet for staff 
in field locations. 

Contracting and Purchasing. The BOE expanded CAL-Card use agency-wide enabling staff to 
make point of sale purchases, implemented electronic contract and purchase requests to reduce 
the use of paper and speed the approval process, and upgraded existing systems to mirror the 
Financial Information System for California (Fl$Cal). All this while handling an unprecedented 
4,200 requests for $35 million in BOE acquisitions, and maintaining exemplary small business and 
disabled veteran business enterprise contracting, purchasing, and advocacy. 

Workplace Security Enhancements. The BOE implemented security improvements in the areas 
of building and work-place access, threat response, and operations, enabling or improving 
compliance with Internal Revenue Service (IRS) tax information security standards through 
procedural and structural adjustments in offices, including replacement of the visitor badge process 
with IRS compliant self-expiring badges. 

Board Meeting Web Broadcast Improvements. Board meeting broadcasts were supplemented 
with new broadcast equipment, improved on-screen graphics designed to enhance the viewers' 
experience, and more reliable data connections in the Sacramento and Culver City control rooms. 
In addition, new video monitors were installed in the Culver City Board Member quiet rooms, the 
Board Proceedings staff room, and the lobby area conference room. 

5 



Honorable Board Members October 20, 2015 

New Travel Guide for BOE Employees. The new edition of the travel guide for employees 
contains current travel-related State rules, regulations, and individual bargaining unit provisions in a 
consolidated document. Input from program areas and district offices was incorporated to increase 
the usefulness of the new guide for BOE travelers. 

cc: Ms. Shellie Hughes 
Ms. Kari Hammond 
Mr. Sean Wallentine 
Mr. Jim Kuhl 
Mr. Russell Lowery 
Ms. Yvette Stowers 
Mr. David Gau 
Mr. Randy Ferris 
Ms. Lynn Bartolo 
Mr. Wayne Mashihara 
Mr. Jeffrey L. McGuire 
Ms. Brenda Fleming 
Ms. Edna Murphy 
Mr. Dean Kinnee 
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Attachment 10 

Criteria for Opening or Establishing Field Offices 
In a 1997 report to the Board Members, it was determined that BOE's trend was to no 

longer maintain small branch offices reasonably close to the district offices because it was 

not efficient and cost effective with regard to desired staffing ratios and facility costs. This 

resulted in a wave of branch office closures. 

Over the past few years, the introduction of online services has significantly reduced 

visitors in our field offices (a reduction of 33% from FY 11/12 to FY 13/14). We expect this 

trend to continue, but at a much slower rate. Based on existing visitor traffic and strategic 

planning, we will continue operating field offices to serve taxpayers and house BOE audit 

and compliance staff. 

Criteria to consider before establishing field offices include: 

• Board's long-range strategic direction for the field (technology, new ways of providing 

services). 

• Number of permits, and/or taxpayers and number of visitors. 

• Proximity to taxpayers and other offices. 

• Geographic location of field offices for audit coverage, as well as compliance and 

taxpayer services. 

• Functions to be performed and services to be provided in the offices (e.g., customer 

service, audit only, and compliance only). 

• Facility and staffing costs, including travel costs for staff working in the field. 

Historically, district offices have supported roughly 40,000 or more permits and branch 

offices supported roughly 25,000 or less permits. District offices are typically comprised of 

70 or more total staff (audit and compliance), including 40 or more professional staff. This 

is based on criteria established by California Department of Human Resources (CalHR) to 

accommodate the appropriate level manager to run a district office. 

Resources at the BOE are finite and limited by our budget. When we incur additional 

expenditures, resources must be redirected from other areas within the BOE. Establishing 

field offices can incur significant costs, sometimes upward of $1 million or more to operate. 

With the total cost nearing $1 million or more and the impact on agency resources, 

consideration should be given to treating the establishment of a field office similar to 

contracts over $1 million, where Board approval is required. 
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