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IN DOR metrics

3.6 million coupon returns
 19 different form types
 Imaged and processed on remittance platform

2.1 million full page returns (600k with 2D)
 18 different form types
 Keyed from paper via three outsourced vendors

Over 50 million pages processed annually
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Project objectives

Implement document scanning and retrieval system to:

 Help ensure security of taxpayer data

 Minimize capital investment

 Simplify return processing through automation and recognition technology

 Reduce outsourced data keying costs

 Improve taxpayer satisfaction through faster processing and quicker issue
resolution

 Reduce fraud
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Roles and responsibilities

IN DOR

 Program sponsor

 Operations management

 UAT test development and execution

 System infrastructure set up and support

 Additional template development

J.P. Morgan

 Prime contractor

 Overall program management

 Operations consulting

 Image archive

J&B Software

 Scanning and data capture software platform

 Scanning hardware

 Customized solution development
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Initial project phases

 Exception pull request automation
 Tabletop scanners

 Full page form scanning and automated data capture
 IBML Trac 3 high speed scanning

 Automated capture of W-2 and 1099 data
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Exception pull process

Users now receive access to forms within hours – more than 500%
improvement!

Previous Process
– 100,000 exception pull

requests annually
– Locate/pull item
– Copy and deliver to requestor
– Re-file item

New Process
– Locate/pull item
– Scan document on tabletop

scanner
– Auto-capture DLN number
– Send to image archive
– Requestor accesses image

online
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Full page solution

DOCUMENT
PREPARATION

 Tax forms co
mingled – not
separated by

tax type
 Reusable

transaction
separator

tickets inserted

IMAGE
CAPTURE

 IBML Trac 3’s
 Full page

documents
 Remittances
 Envelopes for

late
transactions

DOCUMENT
STORAGE

 Forms boxed
for storage and

destruction

TMS eFlow
SYSTEM

 Form
Identification

and
classification

 OCR/ICR data
capture

 Business rules
applied

 Data correction

REMITTANCE

SYSTEM

 Work is processed
same way as current

J.P. MORGAN IMAGE

REPOSITORY

 Images and index
fields sent to J.P.

Morgan image
archive

INDIANA DOR

HOST SYSTEM

 Perfected return data
sent to host

CHECK

IMAGES
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Data capture workflow
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Data entry
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Data entry
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Accessing return images
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Accessing return images
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Accessing return images
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Challenges

Compressed implementation schedule
No opportunity for form design and control

Legislative change impacted implementation priority

Multiple system integration tasks

Educating IN DOR on new system/workflow

Shift from heads down data entry to data correction and validation

Hiring and training temporary data key staff

Staffing multiple shift operation
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Outcome… Success!

1.7 million returns processed – all on time
Over 1 million individual full page returns
Over 600,000 withholding returns
Over 3.5 million wage statements

Field recognition rates
Full page structured forms (templates) – 81%
Semi-structured forms (W-2, 1099_) – 62%

Immediate access to return images for issue resolution and taxpayer servicing

100% elimination of outsourced data entry costs for individual returns
processing
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Lessons learned

Category Issues Resolution

Implementation
Approach

 Many moving parts
 Short implementation timeframe

 Tight project management
 Daily status meetings
 Immediate issue escalation
 Outstanding teamwork

Vendor Form
Quality

 Inaccurate form ID
 Inconsistent field layout

 Improve vendor communication
and certification process

Form Design  Checkboxes and lines interfering
with character recognition

 Inadequate spacing in header
area

 Redesign key forms to improve
recognition

Reject
Processing

 Document preparation errors
cause rejects

 Boxing process made finding
rejects for reprocessing difficult

 Redesigned boxing report for
easy reject retrieval

 Improve feedback to doc prep
operators to reduce errors
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Lessons learned

Category Issues Resolution

Operator
Productivity

 Operators deleting and rekeying
entire fields rather than correcting
errors

 Shift operator compensation
model to be form-based vs.
keystroke-based

Staffing  Wide range of operator
productivity

 Fill rates varied by day/shift

 Use productivity statistics to
select and retain top keyers

 Fine tune staffing model to
leverage staff availability

Problem
Resolution

 Previous organization had
multiple areas responsible for
taxpayer filing problem resolution

 Various work units corrected
taxpayer filings

 Reorganize department to
concentrate filing problems in one
area

 Contact taxpayers to correct
filings
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Future plans

Expand platform
all full page forms
data capture of coupon forms processed on remittance system

 Standardize format of all output files to XML

Add District Office image capture of returns
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Questions
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2008 IT-40 Return Redesigned 2009 IT-40 Return


