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Montana Department of Revenue (DOR) 2023 Biennium Goals and Objectives Performance Measures 
DOR Mission: To be the nation's most citizen-oriented, efficiently administered, state tax agency  
 
Goal: To promote Montanans' understanding of laws the department administers 
 
Objective: Provide accurate and timely information that is easy to access. 
All Divisions/Programs:  
2021: 
Rebrand of DOR’s logos and website to be more welcoming and approachable and offering webinars. 
Hosted ten webinars related to customer engagement. 
Created over 65 YouTube videos to helping customers in a variety of tax types and customer service situations. 
Call Center Customer Service Representatives (CSR): 

- Answered more than 98,400 calls; 51,301 of those were received during tax season.  
- Answered an average 117 calls per day per CSR during the income tax season.   
- Responded to approximately 65,865 emails and web notices (average of 60 responses per CSR per day).  

2022: 
Hired a social media specialist. Since May of 2022, followership on social media increased by roughly 50%.   
Call Center Customer Service Representatives (CSR): 

- Answered more than 77,000 calls. 39,000 of those calls were received during tax season. 
- Answered an average 88 calls per day per CSR during the income tax season.   
- Responded to 65,000 emails and web notices (average of 59 responses per CSR per day).  

 
Property Assessment Division (PAD):   
Utilizes an up-to-date website to provide accurate and timely information to taxpayers. 
Mails assessment notices to all property owners, every two years, per 15-7-102, MCA. Notices including a new “check the 
box” option to request an informal review. Number of assessments sent in recent years: 
 

2018 2019 2020 2021 2022 
82,863 506,842 98,054 517,598 est. 94,801 

 
Business & Income Taxes Division (BIT):   
Continues to improve written communications with taxpayers focusing on providing plain English explanations. 
Ensures that each issue that a taxpayer raises will receive a substantive response. 
 
Cannabis Control Division (CCD):   
Created a new electronic licensing system which allows the public to apply online and pay the applicable licensure fees. 
Communicates mostly via the customer’s email. 
Created a monthly newsletter to share the most current information regarding cannabis laws and rules with citizens and 
businesses. 
 
Objective: Provide clear guidance to support Montanans' understanding of their obligations. 
All Divisions/Programs:   
Completes a biennial review of administrative rules which includes a statutory authority review of each rule to ensure that 
the department's rules are current and to eliminate unnecessary and unneeded rules.  
 
Alcoholic Beverage Control Division (ABCD):   
Provides updated resources on our website to assist Montanans in understanding alcoholic beverage law. This includes 
information on agency liquor stores, alcoholic beverage licenses, and alcoholic beverage taxes, enterprise funds reports, 
fact sheets, quota area boundary maps, and links to various industry organizations and state and federal regulations. 
 
PAD:   
Provides updated resources on our website to assist all Montanans in understanding the property tax process including 
taxpayer valuation manuals, agriculture and forest land manuals, reappraisal plans, applications and instructions for the 
appeal process, property tax assistance, and Montana disabled veterans tax reduction forms and instructions.  
 
Information Management & Collections Division (IMCD):   
Provides resources on our website to assist Montanan's understanding of filing and collection processes as well as 
options to resolve debt and electronically file a return and payment.  
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BIT:   
Provides specific information on our website related to the taxes BIT administers.  
Participates in ABC clinics and it is working on providing a required education video for filing requirements when a new 
withholding account is registered.  
Meets with production companies at the beginning of the process to improve the accuracy of the MEDIA credit 
applications.  
Redesigned the adjustment mail letter so it is better understood.  
 
CCD:   
Provides specific information on our website related to cannabis licensing and enforcement efforts. 
Created tutorials on worker training and packaging and labeling submissions. 
 
Goal: To equitably administer laws while increasing effectiveness and efficiencies 
Objective: Administer highly efficient and effective services to increase compliance with reporting and filing 
taxes and reduce gaps. 
All Divisions/Programs:  
Taxpayer Assistance Office works to resolve taxpayer issues after the usual channels of problem-solving have been 
exhausted or communications with the department have broken down. 
2021: 
Resolved 135 cases through mediation and communication with the taxpayer.  
Resolved 5 ABCD, 82 BIT, 18 PAD, 6 UCP, 23 HIF, and 1 IRS related issues.  
Collaborated with DPHHS to clarify department requirements for administering the HELP Act.  
Made recommendations to BIT to improve the taxpayer Fraud Management process. 
2022: 
Resolved over 260 cases through mediation and communication with the taxpayer. 
Resolved 30 ABCD, 15 CCD, 160 BIT, 20 PAD, and 35 IRD and non-DOR related issues.  
Strengthened relationships between the department and the eStop Business Licenses Program partner agencies, the 
Department of Commerce, and the Secretary of State by participating in website and work projects.  
 
PAD:   
Continues to improve business processes and efficiencies with other state departments by developing Service Level 
Agreements. 
Provides online filing services for personal property, agricultural classification applications, income and expense, requests 
for review (AB-26), and livestock per capita returns.  
Implementing an online filing service for property exemption application requests.  
Provided office hours to counties where there is no PAD office.  
 
BIT:   
Coordinates with our management analysts so that audit campaigns are constructed, improved, and monitored for 
effectiveness through our integrated tax software. 
Evaluated the extent to which remote workers resided in Montana but did not file a Montana income tax return and/or pay 
state income taxes. 
Worked with the Secretary of State to obtain voter records more frequently than we did historically.  
Worked with the Department of Justice to identify a need for driver’s license information. 
 
CCD:  
Require all taxes to be filed in compliance with Montana tax law before a cannabis license can be renewed. 
 
TSD:  
TSD assists divisions with developing service-level agreements and identifying areas of focus for compliance.   
 
Objective: Ensure all property in the state is valued at market value. 
PAD:   
Conducts mass appraisals of all properties in the state. 
Follows the International Association of Assessing Officials (IAAO) guidelines for statistically validating its cost, income, 
and market models. The models have been validated using sales ratio studies after the valuation models are finalized. 
The IAAO recommends The Standard on Ratio Studies stipulate that the median ratio should be between 0.90 and 1.10.  
 

Year 2009 2015 2017 2019 2021 
Residential  99.80% 98.30% 98.30% 98.12% 98.99% 
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Commercial 96.50% 98.22% 97.70% 95.91% 97.45% 
 
BIT:   
Help develop proposed legislation to move centrally assessed property to a two-year appraisal cycle. The added time will 
offer the unit and property owners needed time to evaluate complex valuation issues. 
 
Objective: Provide accurate and timely certified taxable values to all taxing jurisdictions.  
PAD:  
Meets yearly statutory obligation regarding certified taxable values and posts a list of all certified values for all taxing 
jurisdictions on its website. 
 
TSD:  
Timely provides critical tax and property data to outside agencies to ensure state government has the data necessary to 
support its customers. 
 
Objective: Administer alcoholic beverage regulations equitably to promote public health and safety. 
ABCD: 
Administers the Alcoholic Beverage Code for small licensees and large licensees to promote public health and safety. 
Uses an informal resolution process to streamline the process, limits the number of hearing requests, and ensures all 
licensees are treated equitably. 
 
Objective: Administer the distribution of alcoholic beverages efficiently. 
ABCD: 
Distributes alcoholic beverages to each of the 95 agency liquor stores every week. Distributed 1,069,716 cases of liquor in 
2021 and 1,095,693 cases in 2022. 
 
Objective: Process data and revenue accurately and timely.  
IMCD:  
Opens paper returns within 5 days of receipt and files paper refund returns within 45 days of the due date. 
Processes all money within 2 days and is working on adding a payroll software vendor approval table. 
 
BIT: 
Verifies certain statistics (e.g., cannabis sales estimates for the local option taxes) are updated. 
 
CCD:  
Updates cannabis sales/revenue estimates and licensing statistics monthly on the department’s website. 
 
Objective: Increase and enhance electronic filing and payment services. 
IMCD:  
Continues to educate and encourage taxpayers and licensees to file returns and payments electronically 
Continues to increase services and users on the Federal/State Employment Taxes (FSET) and the Application Program 
Interface (API).  
Continue to promote Efile and Epay in letters and vouchers generated by the Registration/Payment Unit, prepare and 
align with federal 1099 changes using .xml (extensible markup language) format, develop data exchanges with software 
and payroll providers, and enhance the user experience on our portal.  
 
BIT:  
Proposed Efile measures (CGR and Corporate Income Taxes) for the next legislative session. 
Working to make the water's edge election available through our portal.  
Added railcar to the portal and working to add situs and mileage reporting. 
Implemented partial automation for Modernized e-file.  
 
Objective: Administer collection practices that foster equity and uniformity. 
IMCD:  
Regularly reviews delinquent account collections activities and staffing to ensure the department is efficiently 
administrating the state’s delinquent tax accounts.  
Streamlined processes in which payment agreements could be established by Montana citizens. Rate has increased from 
33% to 98%. 
Updated performance and reporting measures to reflect resolution on delinquent collection accounts. Increase the 
percentage of collection cases resolved in under 6 months by 5% in fiscal year 2023. 
Reviews collection activities to ensure efficient, equitable, and uniform processes are adhered to. 
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Updated collections staff performance expectations to encourage the resolution of accounts as a measurement. 
Creating electronic methods for financial institutions and employers to remit levy responses and payments.  
Developing new payment plan options to allow multiple tax types in a single payment agreement.  
 
Objective: Provide efficient and effective services through the implementation of innovative ideas and use of best 
practices. 
All Divisions/Programs:   
Created both internal and external communication strategies include creating a business case for electronic notices via 
email and text messaging, engaging with the community on social media, and drafting internal communications 
procedures for the department.  
Establishing a Digital Transformation Procedure that provides direction for continuous improvement. 
 
Objective: Protect confidential and privileged materials. 
All Divisions/Programs:   
Provides mandatory annual disclosure awareness training, security awareness. 
Requires dual approval on all security access and audit of all access regularly.  
Continuously monitors all systems using enterprise tools and performs vulnerability scanning. 
Utilizes audit trails to track user activity.  
Uses automated tools to monitor inbound and outbound communications for unusual or unauthorized activities. 
 
IMCD:  
Information regarding a paying agency and/or debt and offset information is kept confidential from other agencies. 
 
TSD:  
Keeps systems secure and up to date through a rigorous program of software updates and performance monitoring to 
protect citizen data and provide functional systems for department staff. 
 
Objective: Provide a simple and seamless process for business registration and licensing through the eStop 
program. 
All Divisions/Programs: 
2021: 
Processed approximately 18,225 new eStop business license master applications and renewal, supplemental, and 
delinquent notices. The revenue generated was approximately $2,300,000.00.  
2022: 
Processed approximately 18,000 new eStop business license master applications and renewal, supplemental and 
delinquent notices. The revenue generated was approximately $2,250,000.00. 
 
ABCD: 
Processes applications for off-premises beer and wine licenses through the eStop program.  
 
Objective: Continually strengthen working relationships with other state agencies, local governments, tribal 
governments, the federal government, and the public. 
ABCD:  
Works with the Department of Justice to process alcoholic beverage licenses.  
Works with the Department of Agriculture to ensure that alcoholic beverage licensees attending the Ag Food and 
Beverage show follow all alcoholic beverage regulations. 
Works with local governments that have alcoholic beverage licenses and provides education sessions on alcohol law. 
Teams with the Montana Law Enforcement Academy to teach courses to new officers regarding alcoholic beverage laws. 
Works with tribal governments on revenue-sharing agreements for alcohol taxes. 
Works with the Tax and Trade Bureau regarding federal laws on alcohol.  
Works with members of the alcohol coalition on various topics and ideas. 
 
PAD:  
Works with Department of Natural Resources and Conservation on cabin site lease information, water right ownership 
changes, state lands for navigable rivers, fire protection zones; DOJ title information regarding mobile homes and special 
mobile equipment, Ag livestock per capita fees, and Montana State Library (MSL) cadastral mapping.  
Provides local government outreach that includes working with the Montana Association of Counties, League of Cities and 
Towns, and biannual meetings with the Treasurer’s Association. 
Improved communication of annual certification of taxable values to local governments. 
 
IMCD:  
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Works with software vendors, free file alliance partners, and the Federation of Tax Administrators to develop and test the 
software, and ensure the most accurate, clean return is submitted. 
Works with third-party agencies to develop efficient processes and methods for collecting on delinquent accounts. 
 
CCD:  
Works closely with local governments to educate and inform them on the marijuana local option sales tax.  
Met with tribal members to discuss economic development options related to cannabis businesses located within the 
boundaries of reservations. 
Meets with members of the public to discuss marijuana policy, revenue estimates, and local jurisdictional issues.  
 
Goal: To continually improve productivity and quality of service by developing highly competent and trained staff 
Objective: To train, guide, and empower employees. 
All Divisions/Programs:  
Offers training for employees upon their hire date until they retire. Training includes New Employee Orientation and 
position-specific training.  
Evaluates the training annually to ensure it is relevant and adjusts training when necessary.  
Transferred training into a technology-based platform using Teams and Moodle 
Encourages staff to seek out continuing education opportunities that allow for professional development. 
 
ABCD: 
Provided staff with in-depth, hands-on training that is updated regularly. 
Empowers staff with the authority to make the decisions in order to do their jobs.  
 
PAD:  
Continues to improve fieldwork efficiencies such as a field mobile application for residential, commercial, and industrial. In 
2021, PAD uploaded 28,339 parcels using this device. 
 
BIT:  
Employees regular attend team meetings where rules, statutes, and policies are discussed.  
Working on cross-unit collaboration so that employees can discuss best practices, common issues, etc. 
 
CCD: 
Staff attend regular team meetings where rules, statutes, and policies are discussed.  
All staff receives hands-on training related to their specific role within the division.  
 
Objective: Attract and hire the best-qualified applicants and encourage a diverse workforce. 
All Divisions/Programs:  
Monitors hiring practices to ensure DOR reaches the best qualified and diverse workforce.  
Reaches out to the tribal community, attends career fairs, and builds working relationships with labor entities across the 
state.  
Edited language used in job descriptions to entice the best candidates. 
Encourages employees to seek potential applicants for open positions. 
Compares the diversity in our workforce to our utilization, as compared to the State of Montana Labor Force.  
 
BIT:  
Revising career ladders to provide a clearer, more logical career advancement framework.  
 
Objective: Retain qualified and competent employees. 
All Divisions/Programs:  
Implement career ladder programs for the advancement and retention of employees in all divisions/programs. 
 
Objective: Provide a safe and comfortable work environment for employees. 
All Divisions/Programs:  
Encourages remote working by staff that can do so. 
Completes period reviews of office areas to ensure they are safe from hazards. 
Conducts ergonomic reviews upon request of the employee or manager. 
 
ABCD: 
Focuses on safety in the workplace, particularly in the liquor warehouse where heavy equipment is operated, and proper 
lifting techniques are essential.  
Strives to provide a comfortable work environment by setting up work areas to promote collaboration.   


