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1. Introduction

Statistical work conducted within [arge admnistrative structures can have
a somewhat different character than that carried out in exclusively statistica
settings. Qur experience as the statistical component of a large tax
col l ection organi zation, the U S. Internal Revenue Service (IRS), certainly
bears this out. Although interweaving statistical and adm nistrative
activities has its limtations, SO can (and does) act as a focal point for a
broader and better use of adm nistrative systens for statistical purposes.

Thi s short "autobi ography"” highlights the statistical procedures and
operations that we enploy in the SO Division to neet the many needs of our
customers. Section 1 provides a brief introduction to who we are. Sections 2
and 3 focus on specifics about our operations, prograns, and custoners.
Section 4 consists of a partial list of the challenges before us and invites
those who have similar challenges to join in a common effort. In this paper
at various points, we also touch on the research activities that are part of
our daily work. Full citations are available; the research articles thensel ves
can be found in our regular series on the statistical uses of adnministrative
records (Alvey, W, Kilss, B. and Janerson, B. (eds.) 1981-1992).
1.1 Sone History

Hi stories of statistics, depending on the author, have our profession
begi nning at | east as a descriptive activity in China around 2 A D. (with their
first Census). In those early days, there was no separati on between the
statistical and adm nistrative undertaki ngs of government; indeed, the term
"statistics" cones fromthe word "state" and, in its original usage, meant
sinply nunerical "facts about the state.”" Moddern statistical inference
probably began around 1750, although the concept of probability energed around
1660 (e.g., Fienberg 1992). W at IRS have ties to these foundations of our
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prof ession, and IRS statisticians proudly see thenselves directly linked to
these traditions.

Qur statistical work at I RS actually began about 80 years ago with
ratification of the sixteenth amendment to the U S. Constitution (in 1913) and,
|ater that year, the enactnent of the first nodern U S. incone tax law. The
Revenue Act of 1916 required the annual publication of statistics. Despite
many revisions to the tax law, the original goal of that Act, to collect
statistical information on tax collections, continues today. Specifically, the
current Internal Revenue Code (which is based on the Tax Reform Act of 1986)
states that we will --

"....prepare and publish, not |ess than annually, statistics reasonably

available with respect to the operations of the internal revenue | aws,

i ncluding classifications of taxpayers and of income, the ampunts cl ai ned

or all owed as deductions, exenptions, and credits."

For reasons now obscure, the words underlined above were joined together to
give the IRS statistical operation its nane -- the "Statistics of Incone (SA)
program'

The U. S. uses a self-assessnent systemfor the collection of nbst Federa
taxes. Under this system taxpayers, whether individuals or businesses, report
their financial affairs and calculate their tax liabilities, which are then
subject to audit by the IRS. Qur basic data source is primarily these tax
returns and rel ated docunments. Wile this source is quite different from
survey-oriented agencies, the SO programstill has the sane overall mission as
ot her governnent statistical organizations -- to collect and process data so
that they becone neaningful information and to dissem nate this information to
its custoners and users; hence, the title of our article, "Turning
Administrative Systens into Information Systens.”

The costs of adnministering the U S. Federal incone tax systemare
substantial; the annual budget of the U S. Internal Revenue Service for the
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current (1992) fiscal year is $6.7 billion. The SO program presently requires
an annual budget of about $25 million (about 0.4%of the IRS total) to
acconplish its statutory responsibilities. |If revenues fromreinbursable
studies are al so considered, the SO figure anpbunts to nearly $28 mllion
Thus, despite its key role in converting admi nistrative data into statistica
i nformati on, the SO programrepresents a very small portion of IRS resources
-- often resulting in arelatively low priority in the overall |IRS m ssion

Per haps our greatest organizational strength is the close relationship we
have wi th key governnment deci sionmakers at the highest levels within the U S
Federal executive and |egislative branches. This closeness assures a high
degree of relevance in our work. Still, many of our products are prepared for
and rmade avail able to the general public.

2. FromData to Information

SO core statistical systems have nmuch in common with those of other
government statistical organizations (Fellegi 1987). This section describes,
in sonme detail, how these statistical activities are applied in SO prograns.
Statistical sanpling is a ngjor tool in our study designs (Subsection 2.1), and
conputers are a ubiquitous elenent in our environnent. Data collectionis a
hi ghly structured and disciplined process (Subsections 2.2 and 2.3). Sanple
estimates are usually obtained by random zati on-based wei ghting of selected
cases (Subsection 2.4); public-use mcrodata files are nmade avail able after
being "sanitized" to neet disclosure concerns. Aggregate tables are conpiled
and frequently published (Subsection 2.5), and research on nethods, often
driven by operating concerns, is conducted in ongoing attenpts at inprovenent.
2.1 SO Sanple Design and Selection.-- U S. tax returns are filed and
adm nistratively processed in one of ten IRS regional |ocations, called
"service centers.” Once processed, the data from each of these centers are
conpiled into a conmputerized "naster file" systemwhich is the adm nistrative
backbone of the agency. SO operations begin by sanpling returns fromthe
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master file system the master file offers a sanpling frane that enabl es use of
efficient and sophisticated sanpl e designs.

General ly, statistics conpiled for the SO studies are based on stratified
probability sanples of returns. As the returns are processed in the master
file system they are assigned sanpling strata based on criteria such as incone
(or other measures of econom c size), industry, and presence of suppl enenta
forms or schedules. Each taxpayer, whether an individual or business, has a
uni que nunber -- the social security nunber for individuals and the enpl oyer
identification number for businesses. These unique taxpayer identification
nunbers (TIN s) are used as the seed for a pseudo-random nunber (a transform of
the TIN) which, along with the sanpling strata, determ nes whether a given
return is to be selected into the sanple.

The al gorithm for generating the TIN transform stays the same fromyear to
year. Consequently, by applying an approach suggested by Ben Teppi ng and the
|ate Morris Hansen (Westat, Inc. 1974), we select any return into the SO
sanpl e provided that it falls into a stratumwi th the sane or higher
probability of selection. If it falls into a stratumwith a | ower sel ection
probability, the Ilikelihood of selection will correspond to the ratio of the
second year to the first year's selection probabilities. (See also Sunter
1986.)

O over 200 mllion tax returns processed each year for adm nistrative
pur poses, only about half a mllion are sanpled for statistical analysis.
However, since sanmpling rates generally increase with increases in the size of
financial amounts (for exanple, income or assets), the returns in the sanples
are, on average, disproportionately larger and nore conplex than those in the
adm ni strative (population) files. Thus, in conparison to IRS adm nistrative
processi ng, which captures 100 percent of the tax returns but only limted item
content, SO progranms collectively represent a small overall volune -- however,
with a proportionately higher fraction of conplex returns and much
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nmore itemcontent.2.2 Data Capture Techni ques.-- After sanpling, the
el ectronically available information fromthe master file systemis
substantially augnented with additional data items captured fromthe (stil
| argely paper) tax returns thenselves. Statistical abstraction can take as
little as a few mnutes for a sinple return to as |ong as several days for a
| arge multinational corporate return

Until a few years ago, the basic SO information processing was conduct ed
in a "batch-node," involving several operational units at all ten service
centers. Wthin each center, data was manual ly abstracted fromthe returns,
key-entered, and error corrected by different enployees in different functiona
units. A fragnmented system such as this denied "ownership” and accountability
and was not conducive to maintaining high |levels of quality.

To inprove the quality and efficiency of SO field processing, a network of
m ni computers was built solely for statistical processing. This new system
which is now fully depl oyed, uses on-line transaction processing so that al
data capture operations are conpleted in one pass. |In addition to reducing
handl i ng costs and renovi ng overl apping responsibilities, accountability and
owner shi p have been inproved because one person is now responsible for assuring
the validity of all data processing for any sanple case. (Philosophically,
al though inplenmented with different hardware and software, this approach
closely resenbl es BLAI SE, devel oped by the Netherlands Central Bureau of
Statistics.)

Anot her processing inprovenment was to reduce the nunber of field sites to
just five of the ten I RS service centers. Programring is done mainly by staffs
of conputer specialists at three "hub" sites. The backbone of the systemis a
Treasury Departnent tel ecommuni cati ons network, which electronically links the
geographically di spersed operations so that data can be efficiently transferred
bet ween | ocations. This capability enables "experts," wherever located, to
better nonitor processing and to accel erate
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efforts to attain still higher levels of quality.
2.3 Data Ceaning and Conpletion.-- Due to substantial penalties for
m sreporting, the detailed incone and expenditure data on tax returns are
generally regarded as nore reliable than sinilar survey data. Even so, SO
enpl oyees go to great |lengths to protect against nonsanpling errors, such as
those due to taxpayer or data entry error. Extensive on-line tests for
consistency and reliability are nade based on the structure of the tax |aw and
the inprobability of various data conbinations. Subsanples of work are
i ndependently reprocessed and conpared as a further check

M ssing data problens arise, albeit infrequently (under 1% of the cases).
To handl e these, mssing itenms can sonetines be obtai ned through tel ephone or
written followps. Mre often, though, the nmissing data are obtained through
i mputation. For exanple, an estimte can be made using: other information on a
return (or in an acconpanyi ng schedule); prior-year data for the sane taxpayer;
or data froma "simlar"” return for the same year. The multiple inputation
techni ques of Rubin (1987) have proven highly successful too, and their use is
i ncreasingly applied to our work.
2.4 Wighting and Estimation.-- On the whole, the SO approach to naking
statistical sunmaries, using design-based inferences for the cal cul ati on of
estimates and their standard errors, is quite straightforward. In our
applications, the probability with which a return is selected for an SO sanple
depends on the sanpling rate prescribed for the stratumin which it is
classified. Wights are conputed by dividing the (popul ation) count of returns
filed for a given stratumby the count of sanple returns for that sane
stratum In sonme studies, it is possible to inprove the estimtes by enpl oyi ng
post-strata, based on supplenental criteria or refinenments of those used in the
original stratification. Wights are then conputed for these post-strata using
addi ti onal population counts -- oftentinmes with fairly
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comput er-i ntensi ve methods, such as raking ratio estination.

Model - assi sted estinates and boot strappi ng techni ques have been expl ored
for selected SO progranms, but their deploynent remains infrequent. A
conbi nati on of randonization wei ghting and nodel - assi sted techni ques i s now
used to nake prelinminary estimates prior to the conpletion of sanpling. |In one
application, because the cases obtained late in the sanpling period are not
random (they tend to be nore conplex), propensity score weighting has been
tried (Czaj ka, Hi rabayashi, Little and Rubin 1991).

2.5 Published Tabl es and User Anal yses.-- Extensive aggregate tables have

al ways been produced as part of the SO program \Wile many of these continue
to be solely for government anal ysts and policynmakers, there is also a large
(paper) publication effort in the quarterly SO Bulletin and other annual and
periodic SO reports. Electronic nedia products are increasingly avail able on
magnetic tape, floppy disk, CD ROM and in a conputer bulletin board format.

M crosi nmul ati on nodel i ng "experi nents" have become the nodus operandi in
the U.S. and many other countries for policy analysis (Wl fson, Gibble, Bordt,
Mur phy and Rowe 1990). This is the case for SO data users as well. Recently,
the U.S. National Acadeny of Sciences nade a nunber of inportant
reconmendati ons for inprovements to mcrosimulation nodeling (Citro and
Hanushek (eds.) 1991), and we have begun to rethink our work as a result.

Prior to the National Academny report, a najor redesign effort for our mcrodata
products had al ready begun, and further efforts are now bei ng pl anned,
especially on inproving netadata (e.g., as in David 1992).

3. Prograns and Custoners

SO data are the key source of information used by the U S. Treasury's
O fice of Tax Anal ysis and the Congressional Joint Conmittee on Taxation for
revenue estimation and anal yzing the functioning of the tax system SO data
are al so used extensively to nmeasure and analyze the U S. econony in the
Nati onal |ncone and Product Accounts of the U S. Commerce Departnent's Bureau
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of Economic Analysis. Qher users of SO data cover a broad spectrum of
researchers, tax practitioners, and the public at large. (See Figure A)
Equal |y broad is the wide range of SO studies. As briefly described bel ow,
t hese studies, nunbering nearly 60 in all, encompass topics involving
i ndi vi dual s, businesses, international activities, nonprofit organizations and
many ot her specialized areas.

Figure A. -- Statistics of Incone User Inquiries by Type, 1991
I nqui rer Tel ephone Witten

Tot al 100. 0% 100. 0%
Busi ness:

Consul tant/researcher................. 17.2 9.1

Accounting firm...................... 4.2 13.0

Law firm........ . .. . 2.3 8.5

O her private business................ 8.4 12. 8
Gover nnment :

Congressional .........................

Internal Revenue Service.............. 1

O her federal governnent..............
State/local government................
Public library........................

Cooo!A
oo ~NO
erEEDN
oot waha

O her:
Trade association..................... 7.0 7.4
College or university................. 7.1 10.6
Private citizen....................... 8.3 22.5
Student . ... ... 1.5 1.3
Foreign........ .. ... . . . . . . . 1.1 1.0
Media. . ... 4.8 3.5
Gher. ... ... . 0.1 0.0
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3.1 Individual SO Program-- Income and tax statistics fromindividual incone
tax returns have been published annually by the IRS beginning with tax year
1913. The content of this and related prograns is largely determ ned by the
Treasury for use in tax policy analysis and in estimating future tax revenues.
The needs of other researchers for individual income tax data are addressed on
a cost-rei nbursabl e basis.

H storically, the main individual SO program has been based on | arge
annual cross-sectional sanples; currently, though, a major redesign of the
programis being conducted jointly with Treasury (and Congressional) staff
(Czaj ka and Wal ker 1989). The programis being refocused in three respects:

1. Because the annual cross-sectional sanples were not conducive to

mul ti-year nodeling, for such events as sales of capital assets, the
sanmpl e has been redesigned creating a | arge panel of individuals
i thedded wi thin the annual cross-sectional sanples.

2. Famly "economc units,"” reflecting househol ds rather than individuals,
are nore desirable as the focus of tax analysis. Thus, social security
nunbers of dependents reported on the tax returns of parents are being
used to obtain dependents' returns which are |linked to parents' returns
to formtax famly units.

3. Finally, stratifiers and selection rates have been restructured to
enhance exi sting sanmples of returns with greater policy interest, such
as those with very high incones or relatively conplex returns.

In the U S., providers of income (enployers, banks, etc.) nust report

i ncomre they receive and subnit a summary to the taxpayer and the IRS. These so
called "informati on docunents” can be linked to the tax return to verify that
the return is conplete. In a study just underway, these information docunents
have been linked to tax returns on a record-by-record basis (using socia
security nunbers). The resulting linked file makes it possible to
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exam ne the conbi ned i ncome of taxpayers and their dependents. A striking
feature of the project is that the conbi ned database covers over 97% of the
U. S. population. This high coverage suggests that the U S. consider giving a
substantially expanded role to admi nistrative records in census-taking.
Further work on adnministrative record census-taking is being planned and coul d
wel | parallel research conducted in Canada and el sewhere (e.g., Jensen 1987,
Leyes 1991; and van de Stradt 1992).
3.2 SO Business Programs.-- Although businesses can be legally organized in a
variety of ways, nmost U S. business activity is conducted by corporations,
partnerships, or sole proprietorships. Information from SO prograns for these
three types of businesses are published annually. For corporations this annua
series, |like that for individuals, goes back to 1913; for sole proprietorships
and partnerships, the unincorporated types of business, these series go back to
1917 and 1939, respectively. |In addition to their use in tax policy analysis,
the sol e proprietorship and partnership studies are the only source of data
available to the Cormerce Departnent for use in estimating unincorporated
busi ness net income or loss in the National Income and Product Accounts.
3.3 SA International, Nonprofit, and Estate and Walth Studies.--
International studies are conducted biennially or periodically in two
broadl y-defi ned areas: foreign investnment and activity abroad by U S. persons
and investnment and activity in the U S. by foreign persons. Mjor statistica
programs are al so conducted annually or periodically on nonprofit organizations.

I ncl uded anmong the other special studies is a project that exam nes Federa
taxes paid at death. These so-called "estate tax studies" are conducted
annual ly based on the returns filed for the estates of very wealthy decedents.
In addition, SO periodically undertakes use of estate tax returns and
nmortality rates to estimate the wealth of top (living) wealthhol ders
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(Smith and Calvert 1965). 1In estinmating wealth, we enploy the estate
mul tiplier technique originated by Mallet in the UK in the nineteenth century
(Mallet 1908). A long-termresearch project is also underway based on estate
tax filings from 1916 to the present to exam ne intergenerational transfers of
weal th through inheritance. Al the work for the period 1916 to 1950 has been
conpl eted and, for some regions of the U S., data through the m d-1970's have
been obt ai ned.
4. Shaping the Future

It goes al nobst without saying that, as civil servants, we are reluctant
ri sktakers. Despite this seem ngly unavoi dabl e tendency, preparing for the
future is a task full of opportunities. Sonme areas where the SO programis
shapi ng, or being shaped by, the future include: the continuing revolution
going on in statistics, computing, and allied professions; changes in
management styles and organi zational practices (driven |largely by Japanese
successes in quality and productivity); and, |ast but not [east, SO's attenpts
to address its continuing chronic weaknesses in neeting growi ng custoner needs
and demands. Each of these "opportunity challenges” is |ooked at briefly,
foll owed by sone concl udi ng remarks.
4.1 Changes in Statistical Practice.-- Historically, SO, |ike npst governnent
statistical agencies, has retained a nuch stronger "enumerative" or descriptive
focus than an "analytic" or "inferential" one (Norwood 1989). For SO to
continue this enumerative focus is a major inpedinent to devel oping an i nproved
structure of information collection and analysis. Wthout a doubt, the
"science" side of our business must be given greater enphasis (as advocated in
Triplett 1991). A nore analytical focus will not only allow us to continue to
attract and retain outstandi ng enpl oyees, but it will also bring us closer to
our custoners. Recent years have seen encouraging trends, with nmuch SO work
now bei ng done jointly with our major custonmers. The coming inprovenents in
m crosi mul ati on nodeling, partly driven by new SO
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| ongi tudi nal sanples, should see this trend conti nue.

Many gover nnent statistical agencies, including SO, have not kept up with
t he expl osive growth of statistical theory and methods. This is ironic
because, in some cases, inportant nethodol ogical devel opnments are bei ng made
within the government. Many such agencies, again including SO, are trying to
change this. Mst SO statistical nmethods are close to best practice; however,
the range of tools enployed, while growing, remains fairly narrow. An exanple
of the way our nethods will continue to grow and nodernize is the partnership
role SO has taken, under the | eadership of the U S. Federal Reserve Board, in
periodically mounting the Survey of Consumer Finances -- an exceedingly conpl ex
series of household interviews designed to estimate personal wealth (Kennickel
and Wbodburn 1992).

We are also entering into a partnership with the U S. Bureau of Labor
Statistics in the use of cognitive nethods (e.g., Tanur and Fienberg 1992) as a
way of inproving tax forms (our "questionnaires"). Indeed, there has been an
i ncreasing institutional acceptance at IRS of this inproved approach because it
bot h reduces taxpayer burden and elicits nore accurate responses.

4.2 Restructuring Management Practices.-- Long-terminitiatives are underway
to inprove "quality" managenent in SO . During the 1980's, conventiona

quality control techniques for detecting errors were slowy replaced by quality
i mprovenent techniques designed primarily to prevent errors. Japanese

practi ces have been studi ed, and the ideas of both Dem ng and Juran are being

i mpl emented (e.g., Deming 1986; Juran 1988).

Qur early pieceneal inproverment attenpts are now giving way to an
i ntegrated approach. In particular, SO has just begun deploying its second
annual total quality organization (TQD plan. (See Figure B.)
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The five key strategies are: a sharpened focus on customers; increasing
efforts towards a flatter, nore participatory structure to foster change;
continuing incremental inmprovenents towards depl oyment of "lean production”
(Womack, Jones and Roos 1990) in our processing systemnms; putting tough
tangi bl e neasurenents in place; and, finally, working toward even better plans
for future years.
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As a result of these initiatives, the rel ati onshi ps between SO and our
custoners and suppliers are changing. Productivity and quality gains have
al ready been enornous. For exanple, in 1980, the SO program consisted of 26
projects; now, in 1992, this nunber has nore than doubled to about 60.
Furthernore, this two-fold growmh in programs was acconpanied by a paralle
four-fold increase in the anbunt of data extracted fromthe various tax and
information returns, all at virtually no increase in inflation adjusted-
costs. The substantial productivity achieved is due to many factors, including
nmet hodol ogi cal enhancenments and conputing i nmprovenents di scussed earlier, but
perhaps nost of all to our still early efforts to enbrace nodern nanagenent
t echni ques.

We are proud of what has been achieved so far. On the other hand, nuch
nore remains to be done if our new way of doing business is to fully succeed.

The key to the eventual outcone will be the extent to which all of our people
are drawn into the process and the degree to which teammrk structures --
enphasi zing reci procal responsibility -- replace traditional hierarchies.

4.3 Chronic Waknesses.-- Despite recent strides, SO systens continue to have

maj or chroni ¢ weaknesses. Two of these, tineliness and access, which nmay be
concerns el sewhere, bear some discussion. Tineliness of SO studies has becone
a primary focus for inmprovenent and one in which sone successes have been
achieved. Al of the najor SO studies have a sanpling period that extends for
one year (or nore) beyond the close of the applicable accounting period to
ensure the inclusion of late filed returns. Significant efforts are bei ng nade
to conplete statistical processing within a mininumtime after the close of the
filing period. Forecasts of final results are now becom ng nore frequent, and
our plans call for still nore to enable projections "on demand."

Fi ndi ng ways to obtain w der public access, while protecting taxpayers
confidential information, is considered extrenely inportant to SO. Tax
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returns are protected by law from public scrutiny, and strict procedures govern
the handling of returns and conmputer tape files containing such informtion
Even after specific identifiers (e.g., nane, address, and social security
nunber) are renoved, the remaining tax return data may still be confidenti al
SAO's main custonmers (Treasury and the Joint Committee on Taxation) are
authorized to receive detailed tax return (mcrodata) files, so conputer tape
files of tax return information are regularly provided.

Public-use microdata files of individual tax data have been produced
regularly since 1960. These files are particularly inmportant since, in the
U S., they are the only source of information on high income individuals and
the only reliable source of information on property incone. Moreover, making
nmore tax mcrodata publicly available to researchers outside of governnment has
been done on a very linmited basis (Spruill 1983). Broadeni ng access, despite
the difficulties (e.g., Dalenius 1988), is being given a new enphasis. Sone
approaches we plan to exam ne involve ideas in Paass (1988), Rubin (1991), and
Duncan and Lanbert (1989), anobng ot hers.

4.4 Concluding Comments.-- In this article there has been sone discussion about
what the Statistics of Income Programis and what it is trying to become. In
conparison to nost other major U S. government statistical agencies, SO is
smal | . Because our mission is highly focused, nost of what we do is not widely
known, even in the US., let alone internationally. W have strong traditions
that give us a sense of continuity and confidence -- unfortunately, sonetines

at the price of being overly conservative in the face of a changi ng environnent.
As part of efforts to nmeet future goals, SO has participated in and
contributed, in a nodest way, toward many of the worl dw de paradi gm shifts now
sweepi ng statistics and statistical organizations. W have benefitted
especially fromthe revolution in computing, albeit belatedly; the quality
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revolution is also one where we started | ate but where we have nade sone
i mportant strides. Applying newy invented or inproved concepts and tools to
ol d probl ens has been energizing; indeed, the excitement has not only led us to
tackl e new problens, it has given us the inpetus to "reinvent ourselves."

W& have conme to believe that only by reinventing ourselves will we be able
to successfully address the present and especially the future needs of all our
custoners. Towards this goal, comrents and suggestions are sought. W invite
those who have similar challenges to join in a common effort (Hostetter 1992).
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Figure B. -- SO 1993 Total Quality Organization Plan Strategies

Strat egy Strat egy

Cust oner Focus -- Provide greater
access to SO data in a nore tinely
and flexible manner. Devel op and
mar ket new products and services
designed to increase benefits to
cust oners.

Enpl oyee Focus -- Make SO a nore
desirable, fulfilling, and
productive place for people to work.
For exanpl e, build conmunication
systenms that facilitate a freer
exchange of information within SO
and wi th custoners and suppliers.

Lean Production -- Create data
processi ng systens that are "best in
class". For exanple, develop the

capability to accept changes

t hroughout project life cycles.
Reduce the ampunt of rework or
corrections needed at each
processi ng stage of a project. Help
suppliers develop and maintain a

st eady workfl ow and a stable
wor kf or ce

Measur enent Systens -- Integrate and
i mprove existing quality and
resource measurenent systens to aid
project teans in achieving self-
managemnent .

Pl anni ng Processes -- Devel op an

i ncreasingly systematic planning
process to inprove the focus of SO
quality initiatives.



*kkkk*k I\D'I' USED AS IS kkhkkkkhkkkkkhkkk*k

Figure B. -- SO 1993 Total Quality Organization Plan Strategies

Strat egy Strat egy
Cust omer Focus -- Devel op new products Conmuni cati on Networks -- Build
conmuni ca-

designed to benefit customers. Build
exchange

long-termrel ationships with customners.

sa,

Provi de greater access to SO data in

SA a
a nore tinely and fl exi bl e manner
pr oduc-

Lean Production -- Devel op processes
to maintain a steady work-flow and a
i nprove

stabl e workforce as well as the abil -
contr ol

ity to accept changes throughout proj-

return

ect life cycles. Create data edit
systens that are "best in class".
Reduce the amobunt of rework or cor-
recti ons needed at each processing
stage of a project.

i mprove the

tion systens that facilitate free

of information within SO and anong
its custoners, and suppliers. Mke
nmore desirable, fulfilling, and

tive place to work.

Measur enent Systens -- Integrate and
exi sting quality neasurenment and
systems. | nplenent automated tax
control systenms. Develop a systemto
pl ace managerment of resources in the

hands of project teans.

Conti nuous | nprovenent -- Develop a
systemati c pl anni ng process to

focus of SO quality initiatives.

Leyes conment -- need to market new products and services with custoner too!l



Figure B. -- SO 1993 Total Quality Organization Plan Initiatives
CGoal Vital Issue CGoal Vital Issue
1 Expand Custoner Products - 6 Optimze Edit Systems - Create
data edit

Devel op new products designed to systens that make use of the
"best of

benefit the customer. Build a | ong- class" ideas fromall SO
systenms, are

termrelationship with customers. easy to use, and provide the
best

product to the custormer.

2 Enhance Custoner Service - Provide 7 Prevent Rework - Reduce the
amount of

greater access to SO data in a nore corrections to SO files after
editing

tinely and flexible manner. has been conpl et ed.
3 Enhance Enpl oyee Career 8 Manage Quality - Integrate and
i nprove

Envi ronnent - Make the Statistics of exi sting quality measurenent and
control

I ncome Division a nore desirable, syst emns.

fulfilling, and productive place to

wor k. 9 Integrate Return Inventory
Managenent

tax return

returns
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free exchange of information within
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and suppliers.
resour ces

5 Lean Production - Develop a process
to maintain a steady work-fl ow and 11
a stable workforce as well as the
process
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quality

project life cycles.

Systens - |npl enent automated

control systenms for sanpled

in all SO studies.

Manage Di vi si on Resources -
systemto place nanagenent of
in the hands of project teans.
| mprove the Planning Process -
Devel op a structured planning
to inprove the focus of SO

initiatives.






