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TAX FILING

IRS Needs a Comprehensive Customer Service
Strategy and Needs to Better Combat Identity Theft
Refund Fraud and Protect Taxpayer Data

What GAO Found

The Internal Revenue Service (IRS) improved phone service to taxpayers during
the 2016 filing season compared to last year. According to IRS, this is due in part
to the additional $290 million in funding Congress provided to improve customer
service, identity theft (IDT) refund fraud, and cybersecurity efforts. However, IRS
expects its performance for the entire fiscal year will not reach the levels of
earlier years. In 2012 and 2014, GAO made recommendations for IRS to improve
customer service, which it has yet to implement. Consequently, in December
2015, GAO suggested that Congress require the Department of the Treasury
(Treasury) to work with IRS to develop a comprehensive customer service
strategy that incorporates elements of these prior recommendations.

IDT refund fraud poses a significant challenge. Although the full extent of this
fraud is unknown, IRS estimates it paid $3.1 billion in IDT fraudulent refunds in
filing season 2014, while preventing the processing of $22.5 billion in fraudulent
refunds (see figure).

IRS Estimates of Attempted Identity Theft Refund Fraud, 2014

Total attempted identity theft (IDT) refund fraud estimated by IRS in 2014: $25.6 billion
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Source: GAO analysis of IRS data. | GAO-16-578T

IRS has taken steps to combat IDT refund fraud, such as increasing resources
dedicated to combating the problem. However, as GAO reported in August 2014
and January 2015, additional actions can further assist the agency, including
assessing the costs, benefits, and risks of improving methods for authenticating
taxpayers. In addition, the Consolidated Appropriations Act, 2016 included a
provision to accelerate filings of W-2 information from employers to the IRS that
would help IRS with pre-refund matching. GAO suggested that Congress provide
Treasury with authority to lower the threshold for e-filing W-2s, which would
further enhance pre-refund matching.

In March 2016, GAO reported that IRS had instituted numerous controls over key
financial and tax processing systems; however, it had not always effectively
implemented other controls intended to properly restrict access to systems and
information, among other security measures. While IRS had improved some of its
access controls, weaknesses remained in controls over key systems for
identifying and authenticating users, authorizing users’ level of rights and
privileges, and encrypting sensitive data. These weaknesses were due in part to
IRS’s inconsistent implementation of its agency-wide security program, including
not fully implementing 49 prior GAO recommendations. GAO concluded that
these weaknesses collectively constituted a significant deficiency for the
purposes of financial reporting for fiscal year 2015. As a result, taxpayer and
financial data continue to be exposed to increased risk.
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Chairman Roskam, Ranking Member Lewis, and Members of the
Subcommittee:

Thank you for the opportunity to testify on the Internal Revenue Service’s
(IRS) 2016 filing season performance, identity theft (IDT) refund fraud and
information security.

The filing season—which ended yesterday for most of the country—is the
time when millions of taxpayers contact IRS over the phone, through
written correspondence, in person, and via IRS’s website." It is also
during this period that IRS processes most of the approximately 150
million individual tax returns it will receive, conducts initial screening for
compliance, and issues more than 100 million refunds. The scale of these
operations alone presents challenges, in addition to ensuring the security
of taxpayers’ personal and financial information. Customer service is one
of those challenges.

Another major challenge for IRS during the filing season is the growing
and evolving problem of IDT refund fraud and IRS efforts to prevent,
detect, and resolve it. This crime occurs when a refund-seeking fraudster
obtains an individual’s Social Security number, date of birth, or other
personally identifiable information (PIl) and uses it to file a fraudulent tax
return seeking a refund.? This crime costs the federal government billions
of dollars in both IDT refunds paid to fraudsters and costs incurred by IRS
in its efforts to combat it. Further, it burdens legitimate taxpayers because
authenticating the victims’ identities is likely to delay processing their
returns and refunds, in those cases where a legitimate refund is due.
Moreover, the victim’s PII can potentially be used to commit other crimes.
Given current and emerging risks, in 2015 we expanded the enforcement

"This year, most taxpayers had until April 18 to file a tax return with IRS.

2p|| is information about an individual, including information that can be used to
distinguish or trace their identity, such as name, Social Security number, mother’'s maiden
name, or biometric records, as well as any other personal information that is linked or
linkable to an individual. This statement discusses IDT refund fraud and not employment
fraud. IDT employment fraud occurs when an identity thief uses a taxpayer's name and
Social Security number to obtain a job.
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of our tax laws high-risk area to include IRS’s efforts to address IDT
refund fraud.3

In carrying out its mission to collect taxes, process tax returns, and
enforce U.S. tax laws during the filing season and beyond, IRS relies
extensively on computerized systems and on information security controls
to protect the confidentiality, integrity, and availability of sensitive
personal and financial information for each U.S. taxpayer. We first
designated federal information security as a government-wide high-risk
area in 1997. As we did with IDT refund fraud, in 2015 we expanded this
area to include protecting the privacy of Pl that is collected, maintained,
and shared by both federal and nonfederal entities as a government-wide
high-risk area.* Two recent information security incidents at IRS highlight
the challenges and importance of ensuring that controls protecting
taxpayer data are effectively implemented:

¢ In June 2015, the Commissioner of the IRS testified that unauthorized
third parties had gained access to taxpayer information from its Get
Transcript service.® According to IRS officials, criminals used
taxpayer-specific data acquired from nondepartment sources to gain
unauthorized access to information on approximately 100,000 tax
accounts. These data included such PIl as Social Security
information, dates of birth, and street addresses. In an August 2015
update, IRS updated this number to be about 114,000, and reported
that an additional 220,000 accounts had been inappropriately
accessed. In a February 2016 update, the agency reported that an
additional 390,000 accounts had been accessed. Thus, IRS has
reported a total of about 724,000 accounts that were inappropriately
accessed. The online Get Transcript service has been unavailable
since May 2015.

« In March 2016, IRS stated that as part of its ongoing security review, it
had temporarily suspended the ldentity Protection Personal

3See GAO, High-Risk Series: An Update, GAO-15-290 (Washington, D.C.: Feb. 11,
2015).

4GA0-15-290.

5The Get Transcript service provides users, via the IRS website, the ability to view, print,
and download tax account, tax return, and record of account transcripts; wage and income
documents; and proof of nonfiling transcripts. Taxpayers can also obtain transcripts by
calling, writing, or walking into an IRS office.
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Identification Number (IP PIN) service on IRS.gov. The IP PIN is a
single-use identification number provided to taxpayers who are victims
of IDT to help prevent future IDT refund fraud.® The service on IRS’s
website allowed taxpayers to retrieve their IP PINs online. Taxpayers
passed IRS’s authentication checks by confirming their identities
through site inquiries, asking for personal, financial, and tax-related
information. The IRS stated that it was conducting further review of
the IP PIN service and is looking at further strengthening the security
features before resuming service. As of April 13, this online service
was still suspended.

In response to challenges in these three areas, in fiscal year 2016,
Congress provided IRS with $290 million in additional funding intended to
improve customer service, IDT identification and prevention, and
cybersecurity efforts.” According to IRS’s spending plan this funding will
be used to invest in (1) increased telephone level of service, including
reduced wait times and improved performance on IRS’s Taxpayer
Protection Program/Identity Theft Toll Free Line ($178.4 million); (2)
cybersecurity including network security improvements, protection from
unauthorized access, and enhanced insider threat detection ($95.4
million); and (3) IDT refund fraud prevention ($16.1 million).

My statement today focuses on IRS’s efforts to address (1) declines in
customer service, (2) the challenge of identity theft refund fraud, and (3)
information security weaknesses we have identified.

My statement is based in part on our previous reports issued between
December 2012 and April 2016. Detailed descriptions of the scope and
methodology for each of these reports can be found in each of the reports
cited within this statement. We updated selected data in this statement

8in January 2014, IRS offered a limited IP PIN pilot program to eligible taxpayers in
Florida, Georgia, and the District of Columbia. Taxpayers must confirm their identities with
IRS to receive an IP PIN. IP PINs help prevent future IDT refund fraud because, once
issued, the IP PIN must accompany their electronically filed tax return or else IRS will
reject the return. If a paper return has a missing or incorrect IP PIN, IRS delays
processing the return while the agency determines if it was filed by the legitimate
taxpayer. See GAO, Identity Theft: Additional Actions Could Help IRS Combat the Large,
Evolving Threat of Refund Fraud, GAO-14-633 (Washington, D.C.: Aug. 20, 2014), for
more details on IRS’s IP PIN service.

"Consolidated Appropriations Act, 2016, Pub. L. No. 114-113, div. E, § 113, 129 Stat.
2242 (Dec. 18, 2015). Funding is available to IRS until September 30, 2017.
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with 2016 data from IRS on individual income tax return processing and
telephone service, as well as IRS’s fiscal year 2016 spending plan for the
additional $290 million in appropriated funds. We also incorporated IRS
statements on recent data breaches and IRS actions to address our past
recommendations. To assess data reliability, we reviewed IRS data and
documentation and assessed it for data limitations. We found the data to
be sufficiently reliable for our purposes. All the work on which this
statement is based was conducted in accordance with generally accepted
government auditing standards. Those standards require that we plan
and perform our work to obtain sufficient, appropriate evidence to provide
a reasonable basis for our findings and conclusions based on our audit
objectives. We believe that the evidence obtained provides a reasonable
basis for our findings and conclusions based on our audit objectives.

; In addition to processing approximately 150 million individual tax returns
IRS Improved It_S and issuing more than 100 million refunds during the filing season, IRS
Telephone Service for provides a range of taxpayer services, including through telephones,

the 2016 F|I|ng written correspondence, and on its website.®
Season but Still Based on recent data from IRS, compared to last year, IRS’s telephone
service has improved in the 2016 filing season. From January 1 through
Needs to De\(elop a March 26, 2016, IRS received about 38.2 million calls to its automated
Comprehenswe and live assistor telephone lines—a slight decrease compared to the
; same period last year.® Of the 14.7 million calls seeking live assistance,
Customer Service IRS had answered 9.9 million calls—a 72 percent increase over the 5.7
Strategy million calls answered during the same period last year. Further, the
average wait time to speak to an assistor also decreased from 24 to 10
minutes.

IRS anticipated that 65 percent of callers seeking live assistance would
receive it this filing season, which ended April 18. IRS’s performance for
telephone service during the filing season as of March 26, 2016 has
exceeded IRS’s anticipated level—74 percent of callers have received
live assistance.

8The filing season generally runs between January and mid-April.

9Total call volume to IRS’s toll free telephone lines include automated and assistor calls
answered, as well as those that received a busy signal or were abandoned or
disconnected.
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IRS attributed this year’s improvements to a number of factors. As noted
above, of the additional $290 million IRS received in December 2015, it
allocated $178.4 million (61.5 percent) for taxpayer services to make
measurable improvements in its telephone level of service. With the
funds, IRS hired 1,000 assistors who began answering taxpayer calls in
March, in addition to the approximately 2,000 seasonal assistors it had
hired in fall 2015."° To help answer taxpayer calls before March, IRS
officials told us that they detailed 275 staff from one of its compliance
functions to answer telephone calls.'" IRS officials said they believe this
step was necessary because the additional funding came too late in the
year to hire and train assistors to fully cover the filing season. IRS also
plans to use about 600 full-time equivalents of overtime for assistors to
answer telephone calls and respond to correspondence in fiscal year
2016. This compares to fewer than 60 full-time equivalents of overtime
used in fiscal year 2015.

However, IRS expects that the telephone level of service will decline after
the filing season. As a result, the telephone level of service for the entire
2016 fiscal year is expected to be at 47 percent.’? As we reported in
March 2016, IRS’s telephone level of service for the fiscal year has yet to
reach the levels it had achieved in earlier years (see figure 1).'3

01 contrast, IRS reduced the number of assistors answering telephone calls between
fiscal years 2010 and 2015, which contributed to the lowest level of telephone service in
fiscal year 2015 compared to recent years.

"IRS has not yet determined the amount of foregone revenue from taking this action.

12IRS’s projected telephone level of service for the filing season covers the period
between January 1, 2016 and April 23, 2016.

13'GAO, Internal Revenue Service: Preliminary Observations on the Fiscal Year 2017
Budget Request and 2016 Filing Season Performance, GAO-16-459R (Washington, D.C.:
Mar. 8, 2016).
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Figure 1: IRS Telephone Level of Service and Average Telephone Wait Time, Fiscal
Year 2011 through Fiscal Year 2016 Performance Forecast
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Source: GAO analysis of IRS data. | GAO-16-578T

In addition to answering telephone calls, IRS responds to millions of
letters and other correspondence from taxpayers. In 2015, we reported
that the percentage of correspondence cases in IRS’s inventory classified
as “overage”—cases generally not processed within 45 days of receipt by
IRS—has stayed close to 50 percent since fiscal 2013."* Minimizing
overaged correspondence is important because delayed responses may
prompt taxpayers to write again, call, or visit a walk-in site. Moreover, an
increasing overage rate could lead to more interest paid to taxpayers who
are owed refunds.

4IRS can classify correspondence in its inventory as “overage” from 30 to 180 days after
IRS receives them depending on the type of work performed by assistors. For example,
correspondence cases generated internally age 75 days from the date IRS receives such
cases, while international adjustment cases generated by taxpayers age 90 days from the
date IRS receives them. See GAO, 2015 Tax Filing Season: Deteriorating Taxpayer
Service Underscores Need for a Comprehensive Strategy and Process Efficiencies,
GAO-16-151 (Washington, D.C.: Dec. 16, 2015).
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In March 2016, IRS officials attributed improvements made this filing
season, in part, to assistors working overtime. These officials reported
that IRS’s office that responds to taxpayer inquiries and handles
adjustments had slightly more than 700,000 correspondence cases in
inventory at the end of January and expect about 1 million cases in
inventory by the end of April. They described IRS’s correspondence
inventory as manageable, but steadily increasing. Officials said that, after
the filing deadline, assistors will turn their attention to correspondence.

IRS also offers online services to millions of taxpayers through its
website, including tax forms and interactive tax assistance features.
According to IRS, the agency wants to expand online service to provide
greater convenience to taxpayers which has the potential to reduce costs
in other areas, such as its telephone operations.

Implementing Our Prior
Recommendations Could
Help IRS Improve
Customer Service

We have made recommendations to IRS and the Department of the
Treasury (Treasury), as well as a matter for congressional consideration,
to assist IRS in improving its customer service. Examples include:

Telephone and Correspondence. In December 2012, we recommended
that IRS define appropriate levels of service for telephones as well as
correspondence.’® IRS neither agreed nor disagreed with this
recommendation and, as of October 2015, the agency had not developed
these customer service goals. While IRS has taken some steps to modify
services provided to taxpayers, a strategy would help determine the
resources needed to achieve customer service goals. Recognizing the
importance of such as strategy, in December 2014, we recommended
that IRS systematically and periodically compare its telephone service to
the best in business to identify gaps between actual and desired
performance.’® IRS disagreed with this recommendation, noting that it is
difficult to identify comparable organizations. We do not agree with IRS’s
position; many organizations run call centers that would provide ample
opportunities to benchmark IRS’s performance.

SGAO, 2012 Tax Filing: IRS Faces Challenges Providing Service to Taxpayers and Could
Collect Balances Due More Effectively, GAO-13-156 (Washington, D.C.: Dec. 18, 2012).

8GAO, Tax Filing Season: 2014 Performance Highlights the Need to Better Manage
Taxpayer Service and Future Risks, GAO-15-163 (Washington, D.C.: Dec. 16, 2014).
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Recognizing the need to improve performance responding to taxpayer
correspondence, in December 2015, we recommended to Treasury that it
include overage rates for handling taxpayer correspondence as a part of
Treasury’s performance goals. Treasury neither agreed nor disagreed
with this recommendation.

Online Services. In April 2013, we recommended that IRS develop a
long-term online strategy that should, for example, develop business
cases for all new online services.'” In March 2016, IRS officials reported
that IRS’s Future State initiative is intended to provide better service to
taxpayers through multiple channels of communication, including online.®
We have not yet assessed IRS’s Future State initiative. However, a long-
term comprehensive strategy for online services should help ensure that
IRS is maximizing the benefit to taxpayers from this investment and
reduce costs in other areas, such as for IRS’s telephone operations.

Comprehensive Customer Service Strategy. In fall 2015, Treasury and
IRS officials said they had no plans to develop a comprehensive
customer service strategy or specific goals for telephone service tied to
the best in the business and customer expectations. These officials told
us that the agencies’ existing efforts were sufficient. However, we
continue to believe that, without such a strategy, Treasury and IRS can
neither measure nor effectively communicate to Congress the types and
levels of customer service taxpayers should expect and the resources
needed to reach those levels. Therefore, in December 2015, we
suggested that Congress consider requiring that Treasury work with IRS
to develop a comprehensive customer service strategy.'® In April 2016,
IRS officials told us that the agency has established a team to consider
our prior recommendations in developing a comprehensive customer
service strategy or goals for telephone service.

GAO, IRS Website: Long-Term Strategy Needed to Improve Interactive Services,
GAO-13-435 (Washington, D.C.: Apr. 16, 2013).

18According to IRS, the agency is working to transform its operations in order to
modernize the taxpayer experience and empower its workforce to operate more
efficiently—which will make filing simpler for taxpayers and increase voluntary compliance.

9GA0-16-151.
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Billions of Dollars
Have Been Lost to
IDT Refund Fraud,
and IRS Faces
Challenges in
Combating This
Evolving Threat

During the filing season many taxpayers learn that their private
information has been stolen and they have been victims of IDT refund
fraud. This generally occurs when the taxpayer attempts to file a tax
return only to learn that one has already been filed under the taxpayer’s
name. For these taxpayers, IRS has taken action to improve customer
service related to IDT refund fraud. As we reported in March 2016,
between the 2011 and 2015 filing seasons, IRS experienced a 430
percent increase in the number of telephone calls to its Identity Theft Toll-
Free Line.?® As of March 19, 2016, IRS had received more than 1.1
million calls to this line.?! During this time, 77 percent of callers seeking
assistance on this telephone line received it compared to 54 percent
during the same period last year. Average wait times during the same
period have also decreased—taxpayers were waiting an average of 14
minutes to talk to an assistor, a decrease from 27 minutes last year.

As we reported in April 2016, billions of dollars have been lost to IDT
refund fraud and this crime continues to be an evolving threat.?? IRS
develops estimates of the extent of IDT refund fraud to help direct its
efforts to identify and prevent the crime. While its estimates have inherent
uncertainty, IRS estimated that it prevented or recovered $22.5 billion in
fraudulent IDT refunds in filing season 2014 (see figure 2).2° However,
IRS also estimated, where data were available, that it paid $3.1 billion in
fraudulent IDT refunds. Because of the difficulties in knowing the amount
of undetectable fraud, the actual amount could differ from these
estimates.

20GA0-16-459R.

21Total call volume to IRS'’s identity theft protection toll-free telephone line includes
automated and assistor calls answered, as well as those that received a busy signal or
were abandoned or disconnected.

22GA0, 2016 Annual Report: Additional Opportunities to Reduce Fragmentation, Overlap,
and Duplication and Achieve Other Financial Benefits, GAO-16-375SP (Washington, D.C.:
Apr. 13, 2016).

2|RS’s 2014 estimates cannot be compared to 2013 estimates because of substantial
methodology changes to better reflect new IDT refund fraud schemes and to improve the
accuracy of its estimates, according to IRS officials. We are reviewing IRS’s IDT refund
fraud estimates as part of ongoing work.
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Figure 2: IRS Estimates of Attempted Identity Theft Refund Fraud, 2014

Total attempted identity theft (IDT) refund fraud estimated by IRS in 2014: $25.6 billion
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Source: GAO analysis of IRS data. | GAO-16-578T

IRS has taken steps to address IDT refund fraud; however, it remains a
persistent and continually changing threat. IRS recognized the challenge
of IDT refund fraud in its fiscal year 2014-2017 strategic plan and
increased resources dedicated to combating IDT and other types of
refund fraud.?* In fiscal year 2015, IRS reported that it staffed more than
4,000 full-time equivalents and spent about $470 million on all refund
fraud and IDT activities.?® As described above, IRS received an additional
$290 million in fiscal year 2016 to improve customer service, IDT
identification and prevention, and cybersecurity efforts. The agency plans
to use $16.1 million of this funding to help prevent IDT refund fraud,
among other things. As we reported in April 2016, the administration
requested an additional $90 million and an additional 491 full-time
equivalents for fiscal year 2017 to help prevent IDT refund fraud and
reduce other improper payments.?® IRS estimates that this $90 million

RS, Strategic Plan: FY2014-2017, (Washington, D.C.: June 2014).

25|RS officials told us they do not track spending for IDT activities separately from other
types of refund fraud. A full-time equivalent reflects the total number of regular straight-
time hours (i.e., not including overtime or holiday hours) worked by employees divided by
the number of compensable hours applicable to each fiscal year.

263ee GAO-16-375SP. Improper payments are payments that should not have been made
or that were made in an incorrect amount (including overpayments and underpayments).
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investment in IDT refund fraud and other improper payment prevention
would help it protect $612 million in revenue in fiscal year 2017, as well
as protect revenue in future years.

As we previously reported, IRS also works with third parties, such as tax
preparation industry participants, states, and financial institutions to try to
detect and prevent IDT refund fraud.?” In March 2015, the Commissioner
of the IRS convened a Security Summit with industry and states to
improve information sharing and authentication. IRS officials said that 40
state departments of revenue and 20 tax industry participants have
officially signed a partnership agreement to enact recommendations
developed and agreed to by summit participants. IRS plans to invest a
portion of the $16.1 million it received in fiscal year 2016 into identity theft
prevention and refund fraud mitigation actions from the Security Summit.
These efforts include developing an Information Sharing and Analysis
Center where IRS, states, and industry can share information to combat
IDT refund fraud.

Even though IRS has prioritized combating IDT refund fraud, fraudsters
adapt their schemes to identify weaknesses in IDT defenses, such as
gaining access to taxpayers’ tax return transcripts through IRS’s online
Get Transcript service.?® According to IRS officials, with access to tax
transcripts, fraudsters can create historically consistent returns that are
hard to distinguish from a return filed by a legitimate taxpayer. This can
make it more difficult for IRS to identify and detect IDT refund fraud.

Stronger Pre-refund and
Post-refund Strategies
Can Help Combat IDT
Refund Fraud

Because identity thieves are “adaptive adversaries” who are constantly
learning and changing their tactics as IRS develops new IDT strategies,
IRS will need stronger pre-refund and post-refund strategies to combat
this persistent and evolving threat. While there are no simple solutions,
our past work has highlighted ways IRS can combat this threat.

2TGAO, Information Security: IRS Needs to Further Improve Controls over Taxpayer Data
and Continue to Combat Identity Theft Refund Fraud, GAO-16-589T (Washington, D.C.:
Apr. 12, 2016).

28As mentioned above, the online Get Transcript service has been unavailable since May
2015.
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Improved authentication. Improving authentication could help IRS
prevent fraud before issuing refunds. In January 2015, we reported that
IRS’s authentication tools have limitations and recommended that IRS
assess the costs, benefits and risks of its authentication tools.?° For
example, individuals can obtain an e-file PIN by providing their name,
Social Security number, date of birth, address, and filing status for IRS’s
e-file PIN application. Identity thieves can easily find this information,
allowing them to bypass some, if not all, of IRS’s automatic checks
according to our analysis and interviews with tax software and return
preparer associations and companies. After filing an IDT return using an
e-file PIN, the fraudulent return would proceed through IRS’s normal
return processing.

In response to our recommendation, in November 2015, IRS developed
guidance for its Identity Assurance Office to assess costs, benefits, and
risk. According to IRS officials, this analysis will inform decision-making
on authentication-related issues. IRS also noted that the methods of
analysis for the authentication tools will vary depending on the different
costs and other factors for authenticating taxpayers in different channels,
such as online, phone, or in-person. In February 2016, IRS officials told
us that the ldentity Assurance Office plans to complete a strategic plan for
taxpayer authentication across the agency in September 2016. While IRS
is taking steps, it will still be vulnerable until it completes and uses the
results of its analysis of costs, benefits, and risks to inform decision-
making.

W-2 Pre-refund Matching. Another pre-refund strategy is earlier
matching of employer-reported wage information to taxpayers’ returns
before issuing refunds. As we reported in August 2014, thieves
committing IDT refund fraud take advantage of IRS’s “look-back”
compliance model.3® Under this model, rather than holding refunds until
completing all compliance checks, IRS issues refunds after conducting
selected reviews, such as verifying identity by matching names and
Social Security numbers and filtering for indications of fraud.®*' However,

29GAO, Identity Theft and Tax Fraud: Enhanced Authentication Could Combat Refund
Fraud but IRS Lacks an Estimate of Costs, Benefits and Risks, GAO-15-119 (Washington,
D.C.: Jan. 20, 2015).

30GAO-14-633.

3'These reviews can detect inconsistencies, allowing IRS to resolve any issues and—in
some cases—prevent refunds.
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we found that the wage information that employers report on the Form W-
2, Wage and Tax Statement (W-2), has generally been unavailable to IRS
until after it issues most refunds. According to IRS, pre-refund matching
would potentially save a substantial part of the billions of taxpayer dollars
currently lost to fraudsters.

e Increasing electronically-filed (e-file) W-2s. In December 2015, the
Consolidated Appropriations Act, 2016 amended the tax code to
accelerate W-2 filing deadlines to January 31.%2 This represents
important progress. Building on that, other policy changes may also
be needed in concert with moving W-2 deadlines. Agency officials and
third-party stakeholders told us that these changes include lowering
the employee threshold requirement for employers to e-file W-2s.33
Because of the additional time and resources associated with
processing paper W-2s submitted by employers, Social Security
Administration officials told us that a change in the e-file threshold
would be needed to sufficiently increase the number of e-filed W-2s.
Backlogs in paper W-2s could result in IRS receiving W-2 data after
the end of the filing season. Therefore, we have suggested that
Congress should consider providing the Secretary of the Treasury
with the regulatory authority to lower the threshold for electronic filing
of W-2s from 250 returns annually to between 5 to 10 returns, as
appropriate.

o Assessing the costs and benefits of pre-refund W-2 matching. In
August 2014 we reported that the wage information that employers
report on Form W-2 is unavailable to IRS until after it issues most
refunds.®* Also, if IRS had access to W-2 data earlier, it could match
such information to taxpayers’ returns and identify discrepancies
before issuing billions of dollars of fraudulent IDT refunds. We
recommended that IRS assess the costs and benefits of accelerating
W-2 deadlines.

32pyb. L. No. 114-113, div. Q, § 201, 129 Stat. 2242 (Dec. 18, 2015). This change goes
into effect for W-2s reporting payments made in 2016 and filed in 2017.

33Current|y, employers who file 250 or more W-2s annually must electronically file those
forms. 26 C.F.R. § 301.6011-2(b)(2). IRS is generally prohibited from requiring those filing
fewer than 250 returns annually to e-file. 26 U.S.C. § 6011(e)(2)(A). For details, see
GAO-14-633.

34GA0O-14-633.
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In response to our recommendation, IRS provided us with a report in
September 2015 discussing (1) adjustments to IRS systems and work
processes needed to use accelerated W-2 information, (2) the
potential impacts on internal and external stakeholders, and (3) other
changes needed to match W-2 data to tax returns prior to issuing
refunds, such as delaying refunds until W-2 data are available. IRS’s
analysis for this report will help it determine how to best implement
pre-refund W-2 matching, given the new January 31 deadline for filing
W-2s.

Improving feedback on external leads. A post-refund strategy to
combat IDT refund fraud involves IRS’s External Leads Program. This
program involves financial institutions and other external parties providing
information about emerging IDT refund trends and fraudulent returns that
have passed through IRS detection systems. In August 2014, we reported
that IRS provided limited feedback to external parties on IDT leads they
submitted and offered external parties limited general information on IDT
refund fraud trends. We recommended that IRS provide actionable
feedback to all lead-generating third parties, and IRS neither agreed nor
disagreed.®®

However, in response to our recommendation, IRS took a number of
steps. First, in November 2015, IRS reported that it had developed a
database to track leads submitted by financial institutions and the results
of those leads. IRS also stated that it had held two sessions with financial
institutions to provide feedback on external leads provided to IRS.
Second, in December 2015, IRS officials told us that the agency sent a
customer satisfaction survey asking financial institutions for feedback on
the external leads process. The agency was also considering other ways
to provide feedback to financial institutions. Third, in April 2016, IRS
officials told us that they plan to analyze preliminary survey results by
mid-April 2016. Finally, IRS officials reported that the agency shared
information with financial institutions in March 2016 and plans to do so on
a quarterly basis. The next information sharing session is scheduled in
June 2016. We are following up with IRS on these activities to determine
the extent to which IRS has addressed our recommendation.

35GA0-14-633.
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Although IRS Has
Made Improvements,
Information Security
Weaknesses
Continue to Place
Taxpayer and
Financial Data at
Risk

In addition to securing taxpayer information to help prevent IDT refund
fraud, there are additional concerns for maintaining security of taxpayer
data. As we reported in March 2016, IRS has implemented numerous
controls over key financial and tax processing systems; however, it had
not always effectively implemented access and other controls,*” including
elements of its information security program.

Access controls are intended to prevent, limit, and detect unauthorized
access to computing resources, programs, information, and facilities.
These controls include identification and authentication, authorization,
cryptography, audit and monitoring, and physical security controls, among
others. In our most recent review in March 2016, we found that IRS had
improved access controls, but some weaknesses remain.* Examples
include:

« Identifying and authenticating users—such as through user
account-password combinations—provides the basis for establishing
accountability and controlling access to a system. IRS established
policies for identification and authentication, including requiring
multifactor authentication for local and network access accounts, and
establishing password complexity and expiration requirements.3° It
also improved identification and authentication controls by, for
example, expanding the use of an automated mechanism to centrally
manage, apply, and verify password requirements. However,
weaknesses in identification and authentication controls remained.
For example, the agency used easily guessable passwords on
servers supporting key systems.

38GAO, Information Security: IRS Needs to Further Improve Controls over Financial and
Taxpayer Data, GAO-16-398 (Washington, D.C.: Mar. 28, 2016).

3" Information security controls include logical and physical access controls, configuration
management, and continuity of operations. These controls are designed to ensure that
access to data is properly restricted, physical access to sensitive computing resources
and facilities is protected, systems are securely configured to avoid exposure to known
vulnerabilities, and backup and recovery plans are adequate and tested to ensure the
continuity of essential operations.

38GA0-16-398.

3Multifactor authentication involves using two or more factors to achieve authentication.
Factors include something you know (password or personal identification number),
something you have (cryptographic identification device or token), or something you are
(biometric).
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« Authorization controls limit what actions users are able to perform
after being allowed into a system. They should be based on the
concept of “least privilege,” granting users the least amount of rights
and privileges necessary to perform their duties. While IRS
established policies for authorizing access to its systems, we found
that it continued to permit excessive access in some cases. For
example, users were granted rights and permissions in excess of
what they needed to perform their duties, including for an application
used to process electronic tax payment information and a database
on a human resources system.

« Cryptography controls protect sensitive data and computer
programs by rendering data unintelligible to unauthorized users and
protecting the integrity of transmitted or stored data. IRS policies
require the use of encryption and it continued to expand its use of
encryption to protect sensitive data. However, key systems we
reviewed had not been configured to encrypt sensitive user
authentication data.

IRS also had weaknesses in configuration management controls, which
are intended to prevent unauthorized changes to information system
resources (e.g., software and hardware), and provide assurance that
systems are configured and operating securely. Specifically, while IRS
developed policies for managing the configuration of its information
technology (IT) systems and improved some configuration management
controls, it did not, for example, ensure security patch updates were
applied in a timely manner to databases supporting two key systems we
reviewed, including a patch that had been available since August 2012.

To its credit, IRS had established contingency plans for the systems we
reviewed, which help ensure that when unexpected events occur, critical
operations can continue without interruption or can be promptly resumed,
and that information resources are protected. Specifically, IRS had
established policies for developing contingency plans for its information
systems and for testing those plans, as well as for implementing and
enforcing backup procedures. Moreover, the agency had documented
and tested contingency plans for its systems and improved continuity of
operations controls for several systems.

Nevertheless, the control weaknesses we found can be attributed in part
to IRS’s inconsistent implementation of elements of its agency-wide
information security program. The agency established a comprehensive
framework for its program, including assessing risk for its systems,
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developing system security plans, and providing employees with security
awareness and specialized training. However, IRS had not updated key
mainframe policies and procedures to address issues such as
comprehensively auditing and monitoring access.

In addition, the agency had not fully addressed previously identified
deficiencies or ensured that its corrective actions were effective. During
our most recent review, IRS told us it had addressed 28 of our prior
recommendations; however, we determined that 9 of these had not been
effectively implemented.

We concluded in our November 2015 report that the collective effect of
the deficiencies in information security from prior years that continued to
exist in fiscal year 2015, along with the new deficiencies we identified,
were serious enough to merit the attention of those charged with
governance of IRS and therefore represented a significant deficiency in
IRS’s internal control over financial reporting systems as of September
30, 2015.4°

40 significant deficiency is a deficiency, or a combination of deficiencies, in internal
control that is less severe than a material weakness, yet important enough to merit the
attention of those charged with governance. A material weakness is a deficiency, or
combination of deficiencies, in internal control such that there is a reasonable possibility
that a material misstatement of the entity’s financial statements will not be prevented, or
detected and corrected, on a timely basis. A deficiency in internal control exists when the
design or operation of a control does not allow management or employees, in the normal
course of performing their assigned functions, to prevent, or detect and correct,
misstatements on a timely basis. For additional information, see GAO, Financial Audit:
IRS’s Fiscal Years 2015 and 2014 Financial Statements, GAO-16-146 (Washington, D.C.:
Nov. 12, 2015).
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Implementing GAO
Recommendations Can
Help IRS Better Protect
Sensitive Taxpayer and
Financial Data

To assist IRS in fully implementing its agency-wide information security
program, we made two new recommendations to more effectively
implement security-related policies and plans.*' In addition, to assist IRS
in strengthening security controls over the financial and tax processing
systems we reviewed, we made 43 technical recommendations in a
separate report with limited distribution to address 26 new weaknesses in
access controls and configuration management.*2

Implementing these recommendations—in addition to the 49 outstanding
recommendations from previous audits—will help IRS improve its controls
for identifying and authenticating users. This, in turn, will allow IRS to limit
users’ access to the minimum necessary to perform their job-related
functions, protect sensitive data when they are stored or in transit, audit
and monitor system activities, and physically secure its IT facilities and
resources.

In commenting on drafts of our reports presenting the results of our fiscal
year 2015 audit, the IRS Commissioner stated that while the agency
agreed with our new recommendations, it will review them to ensure that
its actions include sustainable fixes that implement appropriate security
controls balanced against IT and human capital resource limitations.

In conclusion, this year’s tax filing season has generally gone smoothly
and IRS has improved customer service. While IRS has some initiatives
to review customer service and consider improvements, it still needs to
develop a comprehensive strategy for customer service that will meet the
needs of taxpayers. This strategy could include setting customer service
goals as well as benchmarking and monitoring performance.

IRS also needs to strengthen its defenses for addressing IDT refund fraud
that is informed by assessing the cost, benefits, and risks of IRS’s various
authentication options.

41GAO-16-398.

42GAO, Information Security: IRS Needs to Further Improve Controls over Financial and
Taxpayer Data, GAO-16-397SU (Washington, D.C.: Mar. 28, 2016).

Page 18 GAO-16-578T


http://www.gao.gov/products/GAO-16-398

Contacts and Staff
Acknowledgments

(100771)

Finally, weaknesses in information security can also increase the risk
posed by IDT refund fraud. While IRS has made progress in
implementing information security controls, it needs to continue to
address weaknesses in access controls and configuration management
and consistently implement all elements of its information security
program. The risks to which the IRS and the public are exposed have
been illustrated by recent incidents involving public-facing applications,
highlighting the importance of securing systems that contain sensitive
taxpayer and financial data.

Chairman Roskam, Ranking Member Lewis, and Members of the
Subcommittee, this concludes my statement. | look forward to answering
any questions that you may have at this time.

If you have any questions regarding this statement, please contact
Jessica K. Lucas-Judy at (202) 512-9110 or LucasJudyJ@gao.gov,
James R. McTigue, Jr. at (202) 512-9110 or mctiguej@gao.gov, Gregory
C. Wilshusen at (202) 512-6244 or wilshuseng@gao.gov, or Nancy
Kingsbury at (202) 512-2928 or kingsburyn@gao.gov. Other key
contributors to this statement include Neil A. Pinney, Joanna M.
Stamatiades, and Jeffrey Knott, (assistant directors); Dawn E. Bidne;
Mark Canter; James Cook; Shannon J. Finnegan; Lee McCracken; Justin
Palk; J. Daniel Paulk; Erin Saunders Rath; and Daniel Swartz.

Page 19 GAO-16-578T


mailto:LucasJudyJ@gao.gov
mailto:mctiguej@gao.gov
mailto:wilshuseng@gao.gov
mailto:kingsburyn@gao.gov

This is a work of the U.S. government and is not subject to copyright protection in the
United States. The published product may be reproduced and distributed in its entirety
without further permission from GAO. However, because this work may contain
copyrighted images or other material, permission from the copyright holder may be
necessary if you wish to reproduce this material separately.




GAQO'’s Mission

Obtaining Copies of
GAO Reports and

The Government Accountability Office, the audit, evaluation, and
investigative arm of Congress, exists to support Congress in meeting its
constitutional responsibilities and to help improve the performance and
accountability of the federal government for the American people. GAO
examines the use of public funds; evaluates federal programs and
policies; and provides analyses, recommendations, and other assistance
to help Congress make informed oversight, policy, and funding decisions.
GAQ’s commitment to good government is reflected in its core values of
accountability, integrity, and reliability.

The fastest and easiest way to obtain copies of GAO documents at no
cost is through GAO’s website (http://www.gao.gov). Each weekday
afternoon, GAO posts on its website newly released reports, testimony,

. and correspondence. To have GAO e-mail you a list of newly posted
TeStlmony products, go to http://www.gao.gov and select “E-mail Updates.”
Order by Phone The price of each GAO publication reflects GAO’s actual cost of

Connect with GAO

To Report Fraud,
Waste, and Abuse in
Federal Programs

Congressional
Relations

Public Affairs

production and distribution and depends on the number of pages in the
publication and whether the publication is printed in color or black and
white. Pricing and ordering information is posted on GAO’s website,
http://www.gao.gov/ordering.htm.

Place orders by calling (202) 512-6000, toll free (866) 801-7077, or
TDD (202) 512-2537.

Orders may be paid for using American Express, Discover Card,
MasterCard, Visa, check, or money order. Call for additional information.

Connect with GAO on Facebook, Flickr, Twitter, and YouTube.
Subscribe to our RSS Feeds or E-mail Updates.

Listen to our Podcasts and read The Watchblog.

Visit GAO on the web at www.gao.gov.

Contact:

Website: http://www.gao.gov/fraudnet/fraudnet.htm
E-mail: fraudnet@gao.gov
Automated answering system: (800) 424-5454 or (202) 512-7470

Katherine Siggerud, Managing Director, siggerudk@gao.gov, (202) 512-
4400, U.S. Government Accountability Office, 441 G Street NW, Room
7125, Washington, DC 20548

Chuck Young, Managing Director, youngc1@gao.gov, (202) 512-4800
U.S. Government Accountability Office, 441 G Street NW, Room 7149
Washington, DC 20548

s 2
%o

Please Print on Recycled Paper.


http://www.gao.gov/
http://www.gao.gov/
http://www.gao.gov/ordering.htm
http://facebook.com/usgao
http://flickr.com/usgao
http://twitter.com/usgao
http://youtube.com/usgao
http://www.gao.gov/feeds.html
http://www.gao.gov/subscribe/index.php
http://www.gao.gov/podcast/watchdog.html
http://blog.gao.gov/
http://www.gao.gov/
http://www.gao.gov/fraudnet/fraudnet.htm
mailto:fraudnet@gao.gov
mailto:siggerudk@gao.gov
mailto:youngc1@gao.gov

	TAX FILING
	IRS Needs a Comprehensive Customer Service Strategy and Needs to Better Combat Identity Theft Refund Fraud and Protect Taxpayer Data
	Statement of Jessica K. Lucas-Judy, Acting Director, Strategic Issues
	Letter
	IRS Improved its Telephone Service for the 2016 Filing Season but Still Needs to Develop a Comprehensive Customer Service Strategy
	Implementing Our Prior Recommendations Could Help IRS Improve Customer Service

	Billions of Dollars Have Been Lost to IDT Refund Fraud, and IRS Faces Challenges in Combating This Evolving Threat
	Stronger Pre-refund and Post-refund Strategies Can Help Combat IDT Refund Fraud

	Although IRS Has Made Improvements, Information Security Weaknesses Continue to Place Taxpayer and Financial Data at  Risk
	Implementing GAO Recommendations Can Help IRS Better Protect Sensitive Taxpayer and Financial Data

	Contacts and Staff Acknowledgments




<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /PageByPage

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.7

  /CompressObjects /All

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.1000

  /ColorConversionStrategy /LeaveColorUnchanged

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams true

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments false

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Preserve

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile (None)

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



