Personal Income Tax Returns

The volume of personal income tax (PIT) returns filed is 14.6 million which is a 1 percent increase
compared to the same time last year. Personal income tax e-file returns are ahead of last year at
this time by 2 percent having received 12.2 million returns this year versus 11.9 million returns at
the same time last year. Overall, 84 percent of PIT returns were e-filed, which is up 1 percent
compared to last year.

Taxpayers have filed 251,000 CalFile returns versus 239,000 CalFile returns last year, which is an
increase of 5 percent over last year. 77,000 taxpayers have used ReadyReturn to file their PIT
return, a decrease of 8 percent over last year. On-line survey results and comments continue to
validate the need for free direct-to-government e-file services. Over 95 percent of users surveyed
found CalFile and ReadyReturn easy to understand and felt that this is the type of service that
government should provide. These users also indicated their intent to use this service again next
year.

FTB estimates that PIT e-file will grow by another 1-2 percent next tax year. Increased awareness
of e-file options, desire for faster processing, and a faster refund are just a few of the contributing
factors.

Business Entity Tax Returns

Business Entities (BE) have filed 780,000 tax returns. We continue to experience good growth in
the number of business entity tax returns filed electronically, increasing from 410,000 last year to
472,000 business e-file tax returns this year — an increase of 15 percent.

As with PIT, BE e-file is expected to grow as a percentage of total returns filed. We anticipate BE e-
file to continue to grow at 5-10 percent per year. This growth stems from the IRS e-file mandate,
increased awareness of e-filing, e-filing’s convenience, and FTB’s outreach to encourage businesses
to use e-filing to meet their filing obligations.
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Refunds (PIT and BE)

About 9.6 million PIT refunds amounting to $8.0 billion have been issued this year. The average
current year refund is down $42 to $834 compared to $876 last year.

Refunds to nearly 62,000 business entities have been issued this year amounting to $569 million.
Last year at this time 66,000 business entity refunds had been issued for $843 million.

Total Deposits (PIT and BE)

The volume of PIT deposits is up by 3 percent and the total dollar amount is up 85 percent to
$23.3 billion, with $16.2 billion paid electronically. However, paper continues to be the predominant
method of payment used by taxpayers, with 66 percent of all payments made by paper check. This
is a modest decrease from 69 percent of payments by paper check reported last year.

BE deposit volumes are up by 4 percent; the total dollar amount is also ahead of last year for a
total $4.1 billion compared to deposits of $3.8 billion last year at this time. Similar to PIT
payments, paper continues to be the predominant payment method. Nearly 92 percent of all
payments were made by paper check which is 1% less than the amount reported for the same time
last year.

Overall, electronic payments accounted for $18.9 billion of the total dollar amount deposited,
including the single largest day of $2.66 billion on April 16 and second largest day on April 15 with
$2.32 billion.

FTB Website Slowness

This year we experienced slowness and downtime on our website on April 14 and 15 that impacted
taxpayers’ ability to register for an account to use CalFile/ReadyReturn and/or make payments
using Web Pay. In response to these issues, we allowed payments made on April 16 to be
considered as timely paid. We will also waive the mandatory e-pay penalty for anyone who paid
their tax, extension or estimated tax payment by paper check because they were unable to access
Web Pay.

The overall website traffic for April 15 increased twofold over last season. FTB’s network capacity
was sufficient for the increase in traffic but the taxpayer registration/ authentication application and
FTB’s reverse proxy server did not have the capacity needed for the increased traffic.

We assembled a team to begin a very thorough health assessment of FTB’s website infrastructure
and associated web applications. We will engage the IT vendor community to help further diagnose
and mitigate the problems we experienced. We will have a plan by July to begin implementing the
mitigations and remedies needed to fully resolve the problems in time for the October 15 return
filing peak (tied to taxpayers who have automatic extensions of time to file) and April 15, 2014.
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New Enhancements
CalFile

o Import - This feature allows the taxpayer to use information FTB already has to pre-
populate their return with name, address, employer wages and withholding, and other
information to complete their tax return faster.

e Save — This feature allows the taxpayer to save their information on a partially completed
return so they can return to finish it at their convenience.

e Email confirmation — This feature allows taxpayers to enter their email address and
receive a confirmation email message that their return was received by FTB.

¢ Improved usability — We made CalFile easier to use through the redesign of content with
simpler pages. This helped taxpayers to easily enter the information needed to complete
their return.

Taxpayer & Tax Practitioner Services — Contact Center

FTB’s primary contact center answered 529,000 calls, representing 49 percent of the calls offered.
The average taxpayer wait time this year is about 10 minutes, while the average wait time last year
was 9 minutes. The Tax Practitioner Hotline answered 84,000 calls. The Hotline’s average wait time
was 8 minutes. Live Chat has assisted more than 83,000 taxpayers this year compared to 73,000
last year.

Volunteer Income Tax Assistance (VITA) and Tax Counseling for the Elderly (TCE)

VITA and TCE are programs that help individuals with low income and/or are over the age of 60
and military personnel prepare their state and federal income tax returns. Assistance is available
from January 18 to April 15. This year FTB employees and volunteers completed over 518,000
returns at approximately 1,200 locations throughout the state.

Public Education

The Filing Services Bureau conducted two 30 minute webinars on Power of Attorney and the
impacts of Proposition 30, assisting over 400 taxpayers and tax professionals. The Filing Services
Bureau has five more webinars planned through 2013 to assist taxpayers with notices and self help.
Recorded webinars are now also available on the Franchise Tax Board’s News and Events page for
“on demand” access.

3|Page



FILING SEASON UPDATE
BOARD MEETING
JUNE 25, 2013

-Allen Wilson | Filing Division



Personal Income Tax Returns
S

16,000,000
14,000,000
12,000,000
10,000,000
8,000,000
6,000,000
4,000,000
2,000,000

0

F T B > Filing Division

w e-file
M Paper

2,500,000 2,400,000

2012 2013

06.25.13 Board Meeting


http:06.25.13

Business Entity Returns
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Refunds

PIT
9.6 Million refunds issued
S8.0 Billion
Average Refund = $834

BE
62,000 refunds issued
S569 Million
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Payments
I sSss
PIT and BE combined
$27.5 Billion total payments received
$18.9 Billion electronic payments

Two largest deposit days
S2.66 Billion and $2.32 Billion

72% of volume of payments made by paper
compared to 75% last year
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Return Processing
-

lmaging returns
26,500,000 pages scanned

Image cash letter (ICL)
361,000 checks
S437 Million bank deposits
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Cal Enhancements

I sSss
CalFile — Application changes

Register for an account
Import Data from FTB’s accounting system
Save Partially Completed Return

Email Confirmation



CalFile — Account Registration
I sSss



CalFile = Import Data
I sSss



Cal — Save Information




Cal — Email confirmation
-



Cal — Email confirmation
-



CalFile — Taxpayer comments

| love the new system. | love the clock at
the bottom that tells me how long | have
to complete each page. | also love that |
can save my work and continue later. |
really love that | nhow can receive an
email confirmation and also review my
taxes online after | have submitted them.
(CalFile user)



CalFile — Taxpayer comments
-

Great improvements. Love the
new import feature. Many
thanks. | will continue to
recommend to friends and family
to file at CalFile. (CalFile user)



Taxpayer + Tax Practitioner Services

Contact Center
-

Primary Contact Center
Answered 529,000 calls (49% of calls received)
Average wait time was 10 minutes

Tax Practitioner Hotline
Answered 84,000 calls (83% of calls received)
Average wait time was 8 minutes
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Taxpayer + Tax Practitioner Services

Contact Center
-

Live Chat
Over 83,000 Live Chat conversations

Live Chat User: CHAT NN O

“This service was very helpful! | was able to
receive answers to all of my questions
quickly and efficiently without waiting on a
phone. Thank you.”
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Volunteer Income Tax Assistance

and Tax Counselinﬁ for the Elderlx

VITA and TCE

Assistance available January
18 — April 15

Completed over 518,000
returns

Assisted at approximately
1,200 locations throughout
the state
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> Questions?

Thank you
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