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SB 5532 (2021) Budget Note

The Department of Revenue will report to the Joint Committee on Ways and Means by January 2023 

on a plan to modernize and enhance its customer call centers. The plan shall identify and evaluate 

options for meeting projected demand; consider technology options for enhanced service such as 

artificial intelligence and machine learning; consider options for offering 24-hour service to 

customers; develop strategies to optimize use of live assistance; and include strategies for meeting the 

increased demands of a surge event.



Project Overview



Activities Conducted

Analyzed public and 
private sector call 

centers

Surveyed & 
Interviewed 
employees

Reviewed process 
documentation

Assessed qualitative 
and quantitative 

information



Our Call Centers

Main Customer Call Center

Specific Program Call Centers

Specific Debt Collection Call Centers



How Are We Doing?
Metric Industry Average DOR 2022 (Jan-July) Why this matters

Average speed of answer 23-27 seconds 5 minutes 45 seconds Responsiveness

Abandoned rate Less than 4% 5% Responsiveness

First contact resolution Greater than 78% Data not available Responsiveness

Customer satisfaction Greater than 80% 93%, based on 2% survey response Customer satisfaction

Quality score Greater than 90% Data not available Quality

Average handle time 5 minutes 12 minutes Efficiency

Available time 85% Not tracked Efficiency

Agent utilization 81-82% Not tracked Efficiency

IVR Containment Greater than 80% 36% Efficiency



43 Key Recommendations

Strategy, 
Planning & 

Governance

Organizational 
Alignment & 

People

Process & 
Operations

Tools & 
Technology

Measurement, 
Insight & 

Compliance

https://stateoforegon-my.sharepoint.com/personal/betsy_a_imholt_dor_oregon_gov/Documents/Microsoft%20Teams%20Chat%20Files/Internal%20Control%20Plan.docx?web=1


Unexpected Call Volume Strategy



Steps Taken

Center of Excellence
Data Analytics Strategy
Website Update

Revenue Online



Next Steps Continue to implement the 
recommendations

Remain focused on our vision: 
to create a clear and easy 
experience for our customers

Prepare for a surge event



Betsy Imholt, Director
Oregon Department of Revenue
Phone: 503-507-7186
Email: betsy.a.imholt@oregon.gov

mailto:betsy.a.imholt@oregon.gov
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