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Customer Service Action 

Committee (CSAC) 

Focus: Improving customer service 

• Highlight: Success with Live Chat 

• Moving forward:  

• Implement Earned Income Tax Credit 

• Expand MyFTB 

• Launch new Notice of Tax Change 

 

3 



Internal Business Action 

Committee (IBAC) 

Focus: Internal business process 

• Highlight: 90% of all paper is now imaged 

• Moving forward:  

• Implement Business Process Management 

• Standardizing business processes 

• Reduce errors 

• Mitigate enterprise risks  
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Organizational Development 

Action Committee (ODAC) 

Focus: Organization and human resources 

• Highlight: Established a Talent  

Management Strategy 

• Moving forward: 

• Implement prioritized services  

• Recruitment - broadening recruitment base  

and approach 

• Workforce Planning - using staffing data to 

better predict needs 

• Physical Environment – wireless technology 

prepares us for our workers of the future  
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Privacy and Security Action 

Committee (PSAC) 

Focus: Data security, workplace security, and 

taxpayer privacy 

• Highlight: Information security metrics 

• Moving forward:  

• Phase 1 of architected security roadmap 

• Lower overall security risk 

• Protect our valuable information 

• Improve business innovation to manage 

security risks 
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Resource Allocation Action 

Committee (RAAC) 

Focus: Resource management 

• Highlight: Implemented processes to identify 

resources for current and future needs allowing FTB 

to plan better for the future and determine future 

resource gaps. 

• Moving forward:  

• Expand existing operational metric processes and 

tools to optimize enterprise resources supporting 

department priorities. 
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Tax Gap Action Committee 

(TGAC) 

Focus: Tax compliance 

• Highlight: Reduced fraudulent refund payments  

Moving forward:  

• Use data to improve compliance and payments 

with emphases on: 

• Underground economy 

• Partnering with sister agencies 

• Improving case selection 

• New EDR Return Analysis System 
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Technology Action Committee 

(TAC) 

Focus: Solving business problems with technology 

• Highlight: Enterprise Data to Revenue (EDR) 

• Moving forward:  

• Enterprise Data to Revenue (EDR) 
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“Information technology and business are becoming inextricably 

interwoven. I don’t think anybody can talk meaningfully about 

one without them talking about the other.”  -- Bill Gates 
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