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PURPOSE





Chapter 4
Collection Managers

4.1 Chapter Overview
4.2 The Service’s New Focus











staffing for the Walk-in Program, must ensure that they provide timely and
accurate assistance. Providing support for Walk-In is not new to the
Collection function, however, the increased emphasis placed upon
Walk-In has made a dramatic change within CFf.

(2) The policy for Walk-In coverage is normally established by upper







a. is below the Queue cutoff score

b. has a lien determination

c. has more than 6.5 months before the CSED expires

d. has no pending enforcement action

e. is not an NMF (non-master file) account

f. is not an in-business trust fund case

g. is not a Federal Employee/Retiree (FERDI) account

h. has the approval of the Chief, Collection or designee

4.4.2.4 (05-28-1999)
Queue

(1) The Queue is an electronic holding bin for work which would be assigned
to CFf if revenue officers’



Code Description

RWMSR RWMS Queue Cutoff Report. This report shows
the last cut-off score and the number of cases in
the Queue last week. Upper management uses
this report and the weekly terminal report to
determine what the cut-off score should be.

RWMSQ Used by the Collection division chief or designee
to set the cut-off score.

RWMSQC Shows who input the last cut-off score, when,
and the score.

(7) See Exhibit 114.1.4–2 for screen displays of the output of the RWMS
command codes, and Exhibit 114.1.4–3 for questions and answers about
the Queue.







4.4.3.2.2 (05-28-1999)
ASED Accounts

(1) Use ICS or Entity to identify accounts on which an ASED notice (CP527)
was issued alerting that the Assessment Statute Expiration Date (for
assessment of the Trust Fund Recovery Penalty) is within 46 to 58
weeks. CP 527 issues if the aggregate balance of all modules on the
taxpayer exceeds the tolerance level in 632 of LEM V.

(2) Review potential ASED modules where no penalty determination appears
to have been made. Your review will result in:

a. Instructions to revenue officers to:
1. make a determination
2. request approval to delay the determination (via Form 8213)

b. An awareness that a determination has been made.

(3) If a determination has been made, the revenue officer should input an
ASED indicator to IDRS. Input one of the following:

“1









documentation requirements, managers must now be able to determine
from case documentation, whether or not an employee is fulfilling his/her
obligations to the overall mission of the service in a multitude of areas.
The following list will provide common areas of attention, but is not
intended to be an all inclusive list.

Review Area Documentation

Taxpayer Rights Does the R/O documentation reflect a sincere
attempt to inform and assist the taxpayer in
understanding his/her various rights?

Or, is the reference to taxpayer rights brief
(largely without detail of taxpayer’s response







g. Ensuring employees are accountable for the appropriateness of their
actions;

h. Providing on-going employee feedback that is candid and meaningful
and will establish a basis for determining an accurate assessment of
performance and developmental needs;

i. Creating and maintaining a work environment that will promote team
work, positive working relationships, and increased employee
satisfaction; and

j. Ensuring employees have necessary equipment and supplies.





Log Description

LOG.Upload same as LOG.UPFEES but for TCs 582 and
583.

LOG.AUDIT records when the last DIAL was
downloaded; review to ensure downloads
are made every two weeks.

LOG.PURGE records the last purge of expired and
released liens over one year old; purge the
database annually.

LOG.REMOVAL lists liens removed from the system.

(7) Corrections to new liens must be made prior to generating and mailing
the lien to the recording office and Letter 3172, Taxpayer Notice, to the
taxpayer. Other corrections or amendments to filed liens must be
accomplished by means of creating and filing a corrected lien.

4.5.2 (05-28-1999)
Management of
the Bankruptcy
Program



Government. Some examples include motions to convert or dismiss,
motions to lift the automatic stay, objections to plan confirmation,
answering objections to IRS claims, etc.

e. Monitor current compliance by the debtor.
f. Be alert for indications of bankruptcy fraud, referring cases to the

Bankruptcy Tax Crime Coordinator when warranted.
g. Assess the Trust Fund Recovery Penalty or, alternatively, monitor the

assessment statute expiration date (ASED).
h. Monitor collection statute expiration dates (CSEDs).

(6) Maximize service to SPf customers.

a. Phone calls and correspondence
b. Manual refunds (Form 5792)
c. Problem Resolution Program casework

















(2) Too many tasks are performed in CSf to review all of them. Therefore,









This letter should include any special services the depositary offers and
the latest daily deposit cut-off time. After reviewing the letters, the
Director selects a first and second choice and forwards recommendations
with:

a. Justification for the recommendations
b. Name and location of recommended depositaries
c. Time and manner when deposits will be made with the depositary
d. Total amount deposited monthly
e. Total number of checks deposited monthly
f. Number and dollar amount of Treasury checks deposited monthly
g. Amount of cash deposited monthly
h. A list of all checks for the last two weeks showing the routing and



4. Require the employee responsible for the loss to write a detailed



• Written request from the bank for an indemnity agreement

(5) If a shipment was lost, report it to National Office Submission Processing
Division (OP:FS:S) (copy to Assistant Commissioner (Collection)
OP:CO:C:IE) and Office of Disclosure (OP:EX:GLD). If the lost valuables
are negotiable securities that can be recovered with an indemnity
agreement, report to OP:EX:GLD:

a. Date of shipment
b. Kind of valuables lost, destroyed, or damaged and value if known
c. Name and address of the consignee
d. Method of transport
e. Name of the carrier and location of the office from which shipped
f. Number of receipt, registry or bill of lading
g. Cause of loss, if known

4.6.8.1 (05-28-1999)
Restitution and
Relief

(1) Service Center Directors are held accountable for losses within their
accounting jurisdictions until restitution is made or relief is granted. They
in turn may hold employees accountable for losses caused by negligence
or misappropriation.

(2) You make the initial determination whether fraud or negligence
contributed to the loss, and whether the employee should make
restitution. Negligence is intentional disregard of procedures or an error
not expected of an average, reasonable employee:

a. If restitution is required, deposit the reimbursed amounts by
appropriate tax class in the day’s business in which the loss
occurred.

b. If you determine the employee used reasonable care, or are unsure
whether restitution should be made, report the shortage to Service
Center Accounting by memorandum with the deposit of the day’s
business in which the loss occurred. Cite the amount of loss and the





duplicate key or combination. They must prepare and sign a
statement showing the reason for opening, and an account for the
contents.

(2) One person may not be responsible for all payment processing steps for
any single payment (i.e., the remittance processor preparing the deposit



(3) Manager’s should review the IDRS Security Profile Report, paying special
attention to sensitive command code usage and attempts to use
command codes not assigned.

4.7.2 (05-28-1999)
Customer
Satisfaction

(1) Manager’s must complete Form 10004, Customer Feedback Record,
whenever they receive comments concerning both appropriate employee
behavior and allegations of inappropriate behavior. Refer to NORD V.

















Exhibit 114.1.4-3 (Cont. 1) (05-28-1999)
Questions/Answers Concerning RWMS and the Queue



Exhibit 114.1.4-3 (Cont. 2) (05-28-1999)
Questions/Answers Concerning RWMS and the Queue

If at all possible, let the R/Os cover the ZIP Codes that are getting work. There may be
instances where this is not practical. Command Code RWMSL displays the cases in the
Queue for each ZIP Code by RWMS score. Request work from the Queue for particular ZIP
Codes using command code TSIGN (revenue officer’s number).



Exhibit 114.1.4-3 (Cont. 3) (05-28-1999)
Questions/Answers Concerning RWMS and the Queue

IDRS Assignment Number Definition

0000–01xx ACS

0110 SCCB notice cases, documents to associate

0200 SCCB notice cases

0201–0599 Restricted

0600–0699 ACS

0700–0999 Restricted

1000–5999 Collection Field function

6000–6099 Restricted

6100 Systemic assignment to CFf

6101–6199 Restricted

6200 NMF

6201–6400 Restricted

6401 SCCB accelerates from notice to CFf, no
documents to associate

6402–6465 Restricted

6466 SCCB accelerates from notice to CFf, documents
associated

6467–6500 Restricted

6501 ACS to CFf, no documents

6502–6565 Restricted

6566 ACS to CFf, documents

6567–6799 Restricted

6800–







Exhibit 114.1.4-4 (Cont. 2) (05-28-1999)
Criteria for Review of Completed Work

(c) Does Form 53 have a mandatory follow-up scheduled in 12 to 18
months?

(d) Have third party contacts been recorded?

(e) Have taxpayer rights been documented for corporation? For
potentially responsible individuals?



Exhibit 114.1.4-4 (Cont. 3) (05-28-1999)
Criteria for Review of Completed Work

(1) Has request been made on Form 4907, TDA all-purpose attachment or Form
4159, Payment Tracer Request?

(2) Has sufficient information been furnished to trace the payment?

(a) Copy of payment, front and back

(b) Name, address and TIN of taxpayer

(c) Type and period of tax

(d) Amount, type and date of remittance

(e) Endorsing IRS office if check, M.O., etc.

(f) Date of IRS endorsement

(g) Date of receipt, receipt number and type of receipt

(h) Have results been explained to the taxpayer?



Exhibit 114.1.4-4 (Cont. 4) (05-28-1999)
Criteria for Review of Completed Work

(e) Has CIS been signed by taxpayer? If the CIS was received in the
mail, the absence of a signature, if all entries appear to be
reasonable, does not prevent approval of an agreement.

(f) Have deviations from allowable expense guidelines been
documented and are they reasonable?

(6) Does the agreement provide for full payment prior to the CSED? Extension
(not to exceed 5 years)?

(7) Have TC 971 AC 43 and AC 63 been input when appropriate?

(8) Have prior IA proposals been sent to the Independent Reviewer prior to
rejection?

(9) Has a lien been filed?

(a) A determination must be made if aggregate assessed balance is
over $5000, or

(b) A determination must be made if aggregate assessed balance is
over $2000 and agreement is scheduled to last longer than one
year.

B. BMF Agreements

(1) Has cause and cure of the delinquency been addressed?

(a) Are FTDs current?

(b) Is delinquent taxpayer a repeater?

(c) Have Trust Fund Compliance Program procedures been
considered? (Refer to Trust Fund Compliance Handbook)

(2) If corporation, has Trust Fund Recovery Penalty been considered?

(a) Should assertion of TFRP been considered?

(b) Should assessment be made to have an additional means of
collection available?

(c) Has R/O secured a waiver to extend the ASED?

V. Trust Fund Recovery Penalty

A. Initial actions

(1) Has R/O taken into account all periods of liability?





Exhibit 114.1.4-4 (Cont. 6) (05-28-1999)
Criteria for Review of Completed Work

D. Trust Fund Recovery Penalty Dispositions

(1) Agreed cases

(a) Had Form 2749 been completed correctly?

1. “Amount of penalty assessed,” “Assessment Date,” and
“Identifying Number” entries should be blank

2. All related persons should be included on the form

3. The TDA/TDI Assignment Code should be entered

4. Form 433–A should be attached to part 3 of Form 2749

(2) Unagreed cases

(a) If assessment being appealed, has taxpayer complied with



Exhibit 114.1.4-4 (Cont. 7) (05-28-1999)
Criteria for Review of Completed Work





Exhibit 114.1.4-5 (05-28-1999)
Review of Administrative Transferee

Taxpayer’s Name TIN:

Type of Case: Review Date:

Reviewer’s Name: Date Opened (Optional):

TASKS STANDARDS RATING Y/N

A. Receipt and Control

1.Established control 1. Input/Login

2. Timely

B. Case Management

1. Conduct technical 1. Review Appropriate

procedural review 2. Timely

2. Act on recommendation 1. Actions Appropriate

2. Timely

C. Closing Actions

1. Close control 1. Actions Accurate

2. Timely

COMMENTS:

A. Receipt and Control

1. Was the case entered in the automated work control system?

Was the control established timely?

B. Case Management











Exhibit 114.1.4-8 (05-28-1999)
Reviews of Collateral Security (IRM 5.6)



Exhibit 114.1.4-9 (05-28-1999)
Review of Decedent Estates

Taxpayer’s Name TIN:

Type of Case: Review Date:

Reviewer’s Name: Date Case Opened (Optional):

TASKS STANDARDS RATING Y/N

A. Receipt and Control

1. Established control 1. Input/Login to System

2. Actions Timely

B. Make Asset/No Asset Determination

1. Determination and subsequent
action

1. Decisions appropriate
2. Follow-through
3. Timely

C. Liability Research/Claim Preparation

1. Conduct IDRS and local research 1. Appropriate Action
2. Timely

2. Resolve unfiled returns 1. Actions appropriate

3. Input TC 520 1. All appropriate modules



Exhibit 114.1.4-9 (Cont. 1) (05-28-1999)
Review of Decedent Estates

COMMENTS:

A. Receipt and control

1. Was case file established and control timely input to the system?

B. Make asset/no asset determinations

1. Were Forms 4488 and other reports, consideration of state laws relating to
exemptions and consideration of administrative expenses considered? Was the field
timely notified of no asset cases, and was the control closed in no asset cases?

C. Liability research/claim preparation

1. Was a thorough search (IDRS, MFTRA, AIMS, etc.) Conducted to determine
outstanding liabilities and/or delinquent returns?

2. Were all delinquent returns secured through timely SPf contact with fiduciary or Form





Exhibit 114.1.4-10 (Cont. 1) (05-28-1999)
Review of Federal Tax Liens (IRM 5.12)

k. Logremoval 1. All cycles

l. Logupload 1. All cycles

m. Logvouch 1. All cycles

n. Logdial 1. DIAL Load

B. Lien Release

1. Release preparation 1. Within 30 days of satisfaction

2. Release filing 1. Timely after printing

C. Taxpayer/Third Party Inquiries

1. Conduct technical procedural
review

1. Review appropriate
2. Timely

2. Respond to request for release 1. Within 30 days, if appropriate
2. Appropriate actions

3. Respond to request for payoff 1. Accurate
2. Timely

COMMENTS:

A. Lien Submission

1. Was the input completed within the established time frames? Were all input items
completed properly?

2. Was the L–3172 sent to T/P with Pub 1660, Pub 1450, Form 6684, and Form
12153?

3. Was the lien submitted to the proper county recorder and within established time
frames? Is quality and accuracy of document being maintained?

4. Was the system properly updated with the recording data? Was the update
completed within established time frames?

5. Was a control maintained to show that T/P copy of lien was sent by certified mail?

6. Were manually prepared liens input timely to the system? Are proper procedures in
place for processi(recorde33(a)-333?Tr.[a333(lien)-333(submittedF1se5lAccurateuo)-8Ls)-333(the)-333(L)]TJ
/F3l5.1(with)-333(Pub)-333(1660,)-333(Pub)--33dF14 -1 Tm142 .the L







Exhibit 114.1.4-11 (Cont. 1) (05-28-1999)
Review of Lien Certificates (IRM 5.12)



Exhibit 114.1.4-12 (05-28-1999)
Review of Judgement Follow-up

Taxpayer’s Name TIN:

Type of Case: Review Date:

Reviewer’s Name: Date Case Opened (Optional):

TASKS STANDARDS RATING Y/N

A. Receipt and Control

1. Establish control 1. Input/login
2. Timely

B. Case Management

1. Conduct technical procedural
review

1. Timely

2. Verify judgement entered 1. Timely









Exhibit 114.1.4-14 (05-28-1999)
Review of Non-Judicial Foreclosures

Taxpayer’s Name TIN:

Type of Case: Review Date:

Reviewer’s Name: Date Case Opened (Optional):

TASKS STANDARDS RATING Y/N

A. Receipt and Control

1. Establish control 1. Input/login
2. Timely

2. Research lien file and IDRS 1. Accurate
2. Timely

B. Case Management

1. Conduct technical/ procedural review 1. Review appropriate
2. Timely

2. Issue Notices of Inadequacy 1. Appropriate
2. Timely







Exhibit 114.1.4-16 (05-28-1999)
Review of Suits

Taxpayer’s Name TIN:



Exhibit 114.1.4-16 (Cont. 1) (05-28-1999)
Review of Suits

2. Advise field of final action 1. Action appropriate
2. Timely

3. Input TC521 1. Appropriate modules
2. Timely

4. Close control 1. Accurate
2. Timely

COMMENTS:

A. Receipt and Control

1. Establish Control

a. Was the case entered on a manual or automated inventory control system?

b. Was the control initiated within established time frames?

2. Regarding Suits against the United States?

a. Was TC 520 input on all appropriate modules?

b. Was the appropriate closing code used?

c. Was input completed within established time frames?

B. Case management

1. Conduct procedural/technical review. Was review completed within established time
frames?

a. Was proper service confirmed in suits against the U.S.?

b. Was the proper determination made to secure or not secure a report from
CFf/ACS?

c. Was Form 4478 completed properly?
Were administrative remedies exhausted?









Exhibit 114.1.4-19 (05-28-1999)



Exhibit 114.1.4-20 (05-28-1999)
Review of Trust Fund Recovery Penalty Cases Going to Appeals

Taxpayer’



Exhibit 114.1.4-21 (05-28-1999)
Review of 914/910 Cases

Taxpayer’s Name TIN:

Type of Case: Review Date:

Reviewer’s Name: Date Case Opened (Optional):

TASKS STANDARDS RATING Y/N

A. Receipt and Control

1. Establish control 1. Input/Login
2. Timely

B. Case Management

1. Coordinate with CF/CI 1. Timely

2. Protect statutes 1. Annotate with CSED and ASED
dates
2. Memorandum sent to CI
proposing actions
3. Timely
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