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Estate Tax Team
decreases process
time for customers

The Estate Tax Team
was concerned the
review of estate

tax returns was not
timely and wanted
to decrease the
time it took to
review and close

return by issuing a
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PROBLEM STATEMENT: In November 2020, 44% of
estate tax return inventory was less than 9 months
old. The team’s target was to have 54% of inventory
be less than 9 months old by June 2021.

A process improvement team of employees from
Audit, B&FS, and TAA was formed to improve the
estate tax return review and close out process.

The Team’s improvements have already saved
them at least 1,199 hours of staff time.

Improvements

Eliminated 3 process steps, saving at least
45 minutes per return.

Reduced the error rate by 25%, saving at
least 5 minutes of examiner time.

Reduced the overall process time by 37
days, which means customers’ returns are
accepted quicker.

Created an estate tax Excel spreadsheet to
help customers calculate taxes.

RESULTS: As of March 2022, 73% of estate tax
return inventory is less than 9 months old. That’s a
66% decrease in aged inventory!

These improvements also allowed the team to
focus on implementing an audit selection process
to reduce the overall workload for the team and
the program’s first electronic return in My DOR.
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Voice of the
customer

“l am really proud of the Estate Tax Team. Change
is hard, and they dove in and brought their
energy and ideas to the Lean event and the work
that comes after! Their commitment to making
incremental improvements is benefiting their
customers’ experience.”

— Monica Townsend, Audit Program
Manager & Sponsor



