


No Technobabble Zone



Idaho Field Collection

• Extensive field collection program for 
many years

• Mainframe system for 
financials/name/address

• Manual paper file system for collection 
files

• Long prep time for field visits



Idaho Field Collection



Collection System 
Improvements 2002

• Integrated Tax System

• Online history

• Risk scores

• Document Images

• Still long prep time for field visits



Collection System 
Improvements 2002



Collection Stand Alone 2006

• What is CSA?
– Module within GenTax® integrated tax 

system

– Tablet PC’s

– Download/upload of data

– Security

– Mapping Software
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Why CSA?

• Personal contact most effective way to 
close an account

• Significant change with potential to 
increase effectiveness of collection staff

• Leverage integrated tax system we 
already had



Benefits Expected?

• More taxpayers visited with no increase 
in staff

• Close more cases

• Reduced A/R balance and case count

• More revenue collected



Benefits Realized

• More taxpayers visited

• Increase in closed cases

• A/R and case count continue to go down

• Increased revenue

• Less prep time

• Trip optimization

• More accurate data in the field

• White hat visits



Benefits Realized

11 Months      Revenue        Cases          Average Cost

July-May         Collected       Closed         to Close Cases

(Field Staff)  

FY06                $24.4M          105,663         $38.63

FY07                $29.5M          115,134         $34.47

Results            $5.1M             9472               ($4.16)

21%                9%                 (11%)  



Lessons Learned

• Business process impacts are significant

• Pick your tablets carefully – consider all 
your needs (glare, durability, weight)

• Get tablets to staff early – even before 
the CSA is available

• Mapping software needs to be current –
frequent updates may be needed



Lessons Learned (continued…)

• Security needs for tablets

• Pick “Super Users” carefully 

• Start small

• Proper training before implementation

• Recognize there will be a level of 
frustration in the beginning



Next Steps

• Printing in the field

• Real-time connectivity
– Increased security for remote connection
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