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OBJECTIVEOBJECTIVE
The North Carolina Department ofThe North Carolina Department of

Revenue through the purposedRevenue through the purposed
e-Business Strategies embarks toe-Business Strategies embarks to

become a national model for revenuebecome a national model for revenue
agencies, relying on incomparable practices,agencies, relying on incomparable practices,

and with technology as an enabler, willand with technology as an enabler, will
continuously  find ways to increasecontinuously  find ways to increase

efficiency and productivity in all areas ofefficiency and productivity in all areas of
Departmental operations and taxDepartmental operations and tax

Administration.Administration.

OVERVIEWOVERVIEW

““e-Business is not necessarily a revolutionarye-Business is not necessarily a revolutionary
approach, but to accomplish thisapproach, but to accomplish this

transformation we will take revolutionarytransformation we will take revolutionary
steps.  Transitioning to e-Business will not besteps.  Transitioning to e-Business will not be
easy or painless.  We will have to focus oureasy or painless.  We will have to focus our
efforts to maximize the use of our businessefforts to maximize the use of our business

and technical resources.and technical resources.””

Secretary Norris TolsonSecretary Norris Tolson
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e-BUSINESSe-BUSINESS

STRATEGIESSTRATEGIES

Enable Authenticated Users to ManageEnable Authenticated Users to Manage
Tax Accounts and make the ProcessTax Accounts and make the Process

as Easy as Possibleas Easy as Possible

•• Authenticate UserAuthenticate User’’s Identity.s Identity.

•• Provide Secure Access Provide Secure Access –– User User
Enters Self-Generated PasswordEnters Self-Generated Password
and PIN.and PIN.
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Enable Authenticated Users to ManageEnable Authenticated Users to Manage
Tax AccountsTax Accounts

Possible Account Management FunctionsPossible Account Management Functions

•• Opt for display of tailored functions and/or one-clickOpt for display of tailored functions and/or one-click
settingssettings

•• View account activityView account activity
•• Obtain copies of previously filed returnsObtain copies of previously filed returns
•• Perform account management functionsPerform account management functions
•• Opt to receive electronic billingsOpt to receive electronic billings
•• Link to filing and payment applicationsLink to filing and payment applications
•• Set up payment plansSet up payment plans
•• Receive email confirmationsReceive email confirmations

Provide Secure ElectronicProvide Secure Electronic
Communications and Assistance forCommunications and Assistance for

TaxpayersTaxpayers

•• E-AlertsE-Alerts

•• Q&A feature on website provides links toQ&A feature on website provides links to
FAQs which are updated based onFAQs which are updated based on
taxpayer questionstaxpayer questions

•• Two-way e-communicationTwo-way e-communication
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Expand e-Pay and e-File Services ToExpand e-Pay and e-File Services To
Include All Schedules and Forms andInclude All Schedules and Forms and

Promote Ease of UsePromote Ease of Use

Current e-File and e-Pay ApplicationsCurrent e-File and e-Pay Applications
---  D-400V---  D-400V
---  NC-40---  NC-40
---  Sales and Use---  Sales and Use
---  Withholding---  Withholding
---  IFTA---  IFTA
---  Notice Payment---  Notice Payment
---  Corporate  (CD-429 and CD-419)---  Corporate  (CD-429 and CD-419)
---  Corporate  (CD-V and CD-V Amended)---  Corporate  (CD-V and CD-V Amended)

Expand e-Pay and e-File ServicesExpand e-Pay and e-File Services

Current Fed/State InitiativesCurrent Fed/State Initiatives
•• Individual Income Fed/State ProgramIndividual Income Fed/State Program
•• Corporate Income Fed/State ProgramCorporate Income Fed/State Program

Examples of Expanded e-Pay and e-FileExamples of Expanded e-Pay and e-File
ServicesServices

•• E-filing and e-payment available for otherE-filing and e-payment available for other
schedulesschedules

•• Business User can register onlineBusiness User can register online
•• Instructional Screen ShotsInstructional Screen Shots
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Promote the Transition of e-Business to MakePromote the Transition of e-Business to Make
Customers Aware of e-Services Designed for ThemCustomers Aware of e-Services Designed for Them

through Aggressive Marketing and Educationthrough Aggressive Marketing and Education

•• Segment customer based and developSegment customer based and develop
marketing & educational materialsmarketing & educational materials
accordingly.accordingly.

•• Provide incentives for use of e-servicesProvide incentives for use of e-services
•• Encourage use of internet by DOREncourage use of internet by DOR

employeesemployees
•• Establish kiosks in all DOR offices.Establish kiosks in all DOR offices.

Enhance e-Services for Internet Users toEnhance e-Services for Internet Users to
Obtain Forms and Use Fill-In Forms OnlineObtain Forms and Use Fill-In Forms Online

•• Make all DepartmentMake all Department’’s forms availables forms available
on our website.on our website.

•• List forms by taskList forms by task
•• Design key forms as web fill-insDesign key forms as web fill-ins
•• Write and arrange forms andWrite and arrange forms and

instructions to help taxpayers fill theminstructions to help taxpayers fill them
out correctly.out correctly.

•• Make help links and notes available forMake help links and notes available for
particularly complex sections.particularly complex sections.



7

Enhance e-Services Enhance e-Services –– Web Fill-in Web Fill-in
Forms (contForms (cont’’d.)d.)

•• Enhance web fill-in formsEnhance web fill-in forms

•• Allow taxpayers to save partiallyAllow taxpayers to save partially
complete forms for completion later.complete forms for completion later.

•• Create a fixed formatCreate a fixed format
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Enhance Educational Services throughEnhance Educational Services through
the Webthe Web

•• Design tutorialsDesign tutorials

•• Offer video and flash-player demos for webOffer video and flash-player demos for web
applications.applications.

•• Offer web-casts/pod-casts.Offer web-casts/pod-casts.

•• Include a general education  sectionInclude a general education  section
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Collaborate with Public and Private Sectors toCollaborate with Public and Private Sectors to
Provide Products and Services Designed for SmallProvide Products and Services Designed for Small
Businesses, Using a Variety of Delivery MethodsBusinesses, Using a Variety of Delivery Methods

Education and InformationEducation and Information
•• Dedicate a section of our website to small-Dedicate a section of our website to small-

businessesbusinesses
•• Provide FAQProvide FAQ’’s and Q&A featuress and Q&A features
•• Provide tutorialsProvide tutorials
•• Use educational materialsUse educational materials
•• Offer in-person and online workshopsOffer in-person and online workshops
•• Provide a large searchable databaseProvide a large searchable database
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Provide Services for Small BusinessesProvide Services for Small Businesses
(cont(cont’’d)d)

•• In partnership with other agencies, offer,In partnership with other agencies, offer,
““Build Your BusinessBuild Your Business”” information information

•• Using a Q&A format, identify a variety ofUsing a Q&A format, identify a variety of
State requirementsState requirements

•• Offer one-stop State servicesOffer one-stop State services
•• Provide a Small Business Tax CalendarProvide a Small Business Tax Calendar
•• Provide an interactive wizard to assistProvide an interactive wizard to assist

users with new business registrationusers with new business registration

Pursue Joint Ventures, Engaging Partners Early inPursue Joint Ventures, Engaging Partners Early in
the Process to Learn from Them and to Buildthe Process to Learn from Them and to Build

Solutions That Exceed Customer ExpectationsSolutions That Exceed Customer Expectations

Maintain Current Partnerships and ActivelyMaintain Current Partnerships and Actively
Pursue New  PartnershipsPursue New  Partnerships

NC Government PartnershipsNC Government Partnerships

Promote Joint VenturesPromote Joint Ventures
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Pursue Joint Ventures Pursue Joint Ventures (cont(cont’’dd))

Public/Private PartnershipsPublic/Private Partnerships
•• Establish public and private partnershipEstablish public and private partnership

boardsboards
•• Establish User BoardsEstablish User Boards
•• Partner with Tax Practitioner GroupsPartner with Tax Practitioner Groups
•• Work with other statesWork with other states

Federal PartnershipsFederal Partnerships
Participate in Fed/State ProgramsParticipate in Fed/State Programs

Pursue Joint Ventures Pursue Joint Ventures (cont(cont’’d)d)

LinksLinks

•• Work with other NC governmentWork with other NC government
agenciesagencies

•• Provide links to third party websitesProvide links to third party websites
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Retain ConventionalRetain Conventional
ServicesServices

•• Offer information, education, andOffer information, education, and
assistance through various deliveryassistance through various delivery
methodsmethods

•• Continue to support paper systemsContinue to support paper systems

•• Integrate service delivery managementIntegrate service delivery management

Continuously Improve Our WebsiteContinuously Improve Our Website
Including Design, Navigation, andIncluding Design, Navigation, and

Search FunctionsSearch Functions

•• Standard for upgrading websitesStandard for upgrading websites

•• Focus group and web suggestionsFocus group and web suggestions

•• Catering to new and existing populationsCatering to new and existing populations
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Enhance the IVR, Adding Tax Account ManagementEnhance the IVR, Adding Tax Account Management
and Online Filing and Payment Functions asand Online Filing and Payment Functions as

Practical within the Limits of TelephonePractical within the Limits of Telephone
TransactionsTransactions

•• Tax account managementTax account management

•• Zero tax-due filingZero tax-due filing

Organizational LeadershipOrganizational Leadership

With Strong LeadershipWith Strong Leadership
Support, ReengineerSupport, Reengineer

Business Processes andBusiness Processes and
Ensure an AppropriateEnsure an Appropriate

Organizational StructureOrganizational Structure
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Enhance Knowledge ManagementEnhance Knowledge Management
CapabilitiesCapabilities

Employees canEmployees can——
•• Easily share informationEasily share information
•• Sort, match and mine dataSort, match and mine data
•• Flexibly handle and track casesFlexibly handle and track cases
•• Perform all business functionsPerform all business functions
•• Receive notices when settlement payments are madeReceive notices when settlement payments are made
•• Use Instant MessagingUse Instant Messaging

Expand Online Support Services forExpand Online Support Services for
EmployeesEmployees

•• Employees can electronically completeEmployees can electronically complete
all Human Resources and Payrollall Human Resources and Payroll
““paperworkpaperwork””

•• Employees can track, register for, andEmployees can track, register for, and
receive training onlinereceive training online

•• The Intranet provides more informationThe Intranet provides more information
and makes information more accessibleand makes information more accessible
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Use a Collaborative Process to UpgradeUse a Collaborative Process to Upgrade
and Integrate Systemsand Integrate Systems

DOR Core Business SystemsDOR Core Business Systems
    ---Transactional tax administration system    ---Transactional tax administration system
        (VISTA, ITAS)        (VISTA, ITAS)
    ---Data Warehouse    ---Data Warehouse
    ---Case Management    ---Case Management
    ---Document Management    ---Document Management
    ---Data Capture    ---Data Capture
    ---Doc Query    ---Doc Query
    ---Etc.    ---Etc.

Upgrade and Integrate Systems Upgrade and Integrate Systems (cont(cont’’d)d)

CollaborationCollaboration

•• Business UsersBusiness Users
•• Information Technology (IT)Information Technology (IT)
•• External AgenciesExternal Agencies
•• Vendors/ContractorsVendors/Contractors
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Upgrade and Integrate Systems Upgrade and Integrate Systems (cont(cont’’d)d)

GoalsGoals
•• All systems support and enable web and IVSAll systems support and enable web and IVS

systemssystems
•• All schedules accessed through one systemAll schedules accessed through one system
•• All data and information accessible throughAll data and information accessible through

one mechanismone mechanism
•• Scanned taxpayer documents accessibleScanned taxpayer documents accessible

through a databasethrough a database

Q & A


