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treasury department in the United States and the 

chigan Treasury will become the best operated 

State's thought leader on all tax and revenue issues 
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Best Operated has 
3 Building Blocks 

ENGAGED EMPLOYEES 
Everything starts with the active participation of all 
1500 employees 

CULTURE OF TAXPAYER SERVICE 
Create a culture of taxpayer service-including a 
speedy response to taxpayer inquiries, consistency of 
answers, transparency of decision making, and 
simplicity of compliance. The goal is to move from a 
culture of enforcement lo one of taxpayer service 

CONTINUOUS IMPROVEMENT 
Developing a practice of continuous 
improvement-all employees need the tools and 
the expectation that every day they will come to 
work, do their work, IMPROVE their work 

To Become the State's 
Thought Leader Requires 

() A deep understanding of all 
'rjJ proposed legislation 
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Overall 



Document processing  of 
correspondence - identify and 

eliminate delays 
 

Call Center improvements 
- ASA <4 minutes 

- Increase first time resolution 

TREASURY BEST OPERATED 2016 PROJECTS 

Streamline the lien process 
with counties 

Improve the internal and external 
legislative process 

 
Develop legislative package to simplify 

and streamline tax administration 
 

Find alternative methods to minimize 
litigation  

Establish expanded role for  

Taxpayer Advocate 

Fix SAP 
  

Flawlessly execute City income tax,  ESA 
 

Implement new state-wide Sigma 
financial system 

Reduce average audit time 
 

Explore alternative audit approaches 
 

Measure quality of audits and 
consistency across auditors 

Reduce informal hearing time to <6 
months 

 
Define and increase effectiveness 

 
Increase flexibility of process  

Improve quality and clarity of all 
correspondence sent to taxpayers 

 
Establish an external review process 
for Treasury forms and communications 

 
Clarify taxpayer notification when an 
assessment is levied 

Implement dashboards/early warning 
systems for local governments and 
schools  

 
Development of standardized “tools” 
and earlier intervention to assist with 
distressed communities and school 
districts  

Move to paperless environment 
 

Single sign-on/password consolidation 
for employees 

 
Streamline Continuous Improvement 
process 




