WASHINGTON STATE
Working Families Tax Credit

Outreach Advisory Committee’
June 21, 2023 '




Interpretation- Interpretacion

Please click on the globe icon at the bottom of your screen
to select a channel, either English or Spanish.

Seleccione un canal, inglés o espanol, haciendo clic en el
simbolo del globo terrdqueo en la parte de debajo de su
pantalla.



Welcome

lcebreaker

The rose, the bud, the thorn:

* A rose: something that is good

* A bud: something you are looking forward to

* A thorn: something not so fun that has happened.
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Agenda

e Latest program results and status on processing
» Outreach report

* Program enhancements for 2024

 Plan for application changes

« Update on stipends

« Upcoming listening sessions

* Next round of grants

* Program surveys
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Applications received

Applications received 180,133
MeF 100,799 (56%)

MyDOR 72,836 (40%)
Paper 6,498 (4%)
% ITIN filers 9%

Refunds
No. applications refunded 129,100

Dollars refunded $93,072,711

Avg. refund amount per application  $721

Processing times



Outreach Report

(through 6/20/23)

Type of interaction
Application events
Community events
Materials drop off/Mail
Media

Planning meetings
Presentations/Training

Total

Number of Events

76

65

35

15

37

87

315
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Region 3 Region 4 Region 6
Outreach Specialist Outreach Specialist Outreach Specialist
Paco Diaz Vacant Raquel Rice
253-740-9633 509-424-1216
Region 1 FranciscoD@dor.wa.gov RaquelR@dor.wa.gov
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San Juan
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/) Douglas
Lincoln Spokane
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w Walla Walla

Region 2 qu
Outreach Specialist :
:vetlana Walden Reglon 5

360-628-3049 Outreach Specialist
Stephanie Elizalde
509-406-2320
StephanieE@dor.wa.gov

SvetlanaW @dor.wa.gov



Program enhancements for 2024

* Pre-paid debit cards
* Multilingual support

 Adding MeF vendors
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Plan for application changes

Looking for ways to improve application
experience to reduce errors and processing
time for next year.



Committee Stipends

Advisory
Committee
member

Vendor # from the
Office of Financial
Management (OFM)

Received

Received

Received

Received

Received

Stipends processed by fiscal team late last week

Stipends processed by fiscal team

Stipends processed by fiscal team

Stipends processed by fiscal team

Stipends processed by fiscal team

Depa rtment of

Revenue

Washington State




Listening Sessions

Grantee organizations:

Two listening sessions held on June 6 and June 8, plus online survey.

Report posted: WFTC Grantee Listening Session Report June 2023 (wa.gov)

Tax preparers:

Wednesday, June 21 @ 10 AM
Thursday, June 22 @ 1 PM

Community members:

Tuesday, July 11 @ 1 PM
Wednesday July 12 @ 10 AM
Thursday, July 13 @ 5:30 PM

Register for upcoming sessions: https://workingfamiliescredit.wa.gov/resources/events
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https://workingfamiliescredit.wa.gov/sites/default/files/2023-06/Grantee_Listening_Sessions_Report_June2023.pdf
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fworkingfamiliescredit.wa.gov%2Fresources%2Fevents&data=05%7C01%7CPerlaG%40DOR.WA.GOV%7C5d114be860e34af033e608db71d501a4%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638228931891721000%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=4fyHlQXqHGzk%2BDnN8yeSK%2FNhrC37riuFJajMcNA0FEw%3D&reserved=0
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Next round of grants

We received funding for a second year of grants!

Working on a new RFA, an agreement with
Department of Commerce, and getting ready to
announce new opportunity to community
organizations.
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Program Surveys

Call Center

Customers can respond to a 3-question survey after calling our customer service center

* We determined the questions based on conversations with 2 other DOR programs that have call
centers: Taxpayer Services and Business Licensing, and other state agencies like DSHS.

Website

We have two similar surveys: one in the footer of the WFTC website and another in the footer of the My
DOR system. Both surveys are self-selected opt-in.

* For the WFTC website, we have received 35 responses and with over 729K visits to the site since Jan-
May. The response rate is roughly .001%.

 Thru My DOR, we have received 418 responses. The response rate is .06%.

* Based on these surveys the top issues are refund/application status (90%) and SAW account/log in. The
Communications team reviews the comments and shares any direct customer follow-up with WFTC.

We pull results, combining call center survey answers with website surveys and including in our
performance measures reports.
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Updates from Committee Members

Any activities to support the program since last meeting?

What are you hearing about the program within your
communities?
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Next Steps

What would you like to hear from DOR at future

meetings?



Reyenie (€4

Washington State

Stay involved

e Attend a listening session in July:
https://workingfamiliescredit.wa.gov/resources/events

* Help promote our two open positions:
Wenatchee: Qutreach Liaison - Central Washington

Tumwater: Outreach Liaison — Western Washington

* Promote WFTC and drive awareness among your communities and
networks. Invite WFTC representatives to do presentations.


https://workingfamiliescredit.wa.gov/resources/events
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Furldefense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-3A__www.governmentjobs.com_careers_washington_jobs_4079751_outreach-2Dliaison-2Dwenatchee-2Dcommunications-2Dconsultant-2D4-2Dspanish%26d%3DDwMFAg%26c%3DeuGZstcaTDllvimEN8b7jXrwqOf-v5A_CdpgnVfiiMM%26r%3DTiRMdcMgA6vQ8xbP4rZxs0Y7XIH39mpFaJn_dZXHNOI%26m%3DTfzaoTkivyDx3iTaf48zWDOMU9YpvzjwGJ_k5GN1ih5_b_9kjdo1lH1uVrtvavJ6%26s%3Dbxi-_UVbW9OjmpgZYHCcAGDE0DglXSivhWrdKWGYmT8%26e%3D&data=05%7C01%7CPerlaG%40DOR.WA.GOV%7C2f87f9ccd7264a4413f008db71a545dd%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638228726905120704%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=6C9K5%2BZTTkFMr2WNA%2FLyAkYOLql7de0gRVZ3r4qVhok%3D&reserved=0
https://www.governmentjobs.com/careers/washington/jobs/4085960/outreach-liaison-western-washington-communications-consultant-4-bilingual
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