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Live Chat among Revenue’s top online customer improvements

OLYMPIA — Nov. 25, 2014 — Improvements at the Washington State Department of Revenue
(Revenue) have made doing business with the agency easier than ever.

Revenue is one of the first agencies in Washington state government to add Live Chat as a customer
service option. Live Chat allows taxpayers to ask basic tax questions with a click of the mouse and
receive an immediate response from a tax specialist who can provide them with the information they
need.

“The addition of Live Chat is just one of the many ways we’re working to better serve our customers’
needs,” Revenue Director Carol K. Nelson said. “Our customers can easily get answers to their
questions and more quickly get back to the business of running their business.”

Revenue launched the Live Chat option in January 2014, and many taxpayers are using the service.
Tax specialists have answered more than 9,600 chat requests in the first 10 months of the service.

Several other improvements allow taxpayers to:

e Amend their tax returns online. If a business makes a mistake on its previously filed tax return, it
can amend that return online. Taxpayers have amended more than 69,000 tax returns electronically
since May 2013.

e Learn about paying business taxes through Revenue’s New Business webinar. This free live
webinar allows taxpayers to participate in a new business tax workshop — no matter where they live
in the state — and save the time and cost of driving to an in-person workshop.

Several of Revenue’s online customer service tools were singled out as the reason Washington state
won first place in a Digital State’s Survey category this year. The state’s overall grade improved to a
B+ thanks to Revenue’s ingenuity in the areas of online tax revenue management, online business
licensing and registration and the sales tax rate mobile app Revenue created.
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About Revenue

The Department of Revenue is Washington state’s primary tax administration agency, nationally
recognized for innovation and service quality. Revenue collected more than $19.6 billion in tax
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revenues in Fiscal Year 2014. These funds go to support public schools, social services, health care,
corrections, public safety and natural resources conservation.

For tax assistance or to request this document in an alternate format, visit http://dor.wa.gov or call 1-
800-647-7706. Teletype (TTY) users may call (360) 705-6718.
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