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The Operational Plan helps guide the lowa Department of
Revenue's (IDR) day to day operations ensuring we remain
focused on the Governor's Enterprise Goals, our strategic
initiatives, and our operational goals to deliver results to the
people of lowa. This plan outlines our annual goals and the
actions that will be taken to accomplish these goals.

Mission

To serve lowans through the responsible collection and
generation of revenue to support the public good.

Vision

lowa will be a state that uses innovation to make it simple to

comply with revenue laws and deliver fun and fair lottery
experiences.

FY26 Strategic Initiatives

Responsible Revenue Generation
Department Optimization
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Effective July 1, 2023, lowa’'s three major revenue generating agencies, lowa
Department of Revenue, Alcoholic Beverages Division, and lowa Lottery, formed
a single agency. The lowa Department of Revenue generates revenue for other
agencies in the enterprise to support all of the Governor’s enterprise priorities.

The Department’'s primary focus is on Government Efficiency. We are also
supporting the Governor’s enterprise priority of Workforce, specifically making
it easier to do business in lowa.

Our strategic plan initiatives are department optimization and responsible
revenue generation through alcohol and lottery sales, and the collection of
taxes and certain non-tax debt. We meet these goals through the operational
programs listed within this plan.




Boards and Commissions

lowa has more than 180 boards and commissions that represent a broad
scope of programs and people, from arts and culture to business, health care,
education, and more. Boards and commissions serve as a bridge between
government and the public.

The lowa Department of Revenue utilizes boards and commissions to advise
the agency on opportunities and issues important to lowans. Currently, two
commissions and one board provide support to the agency.

IOWA ALCOHOLIC BEVERAGES COMMISSION

The lowa Alcoholic Beverages Commission (ABC) acts as a policy-making
body under lowa Code Chapter 123 and serves in an advisory capacity to the
director of the Department of Revenue on alcohol regulatory and operational
matters. The ABC may provide advice and make recommendations regarding
the actions of the director including, but not limited to, rulemaking actions, the
purchases of liquor, and the establishment of wholesale liquor prices.

The ABC is composed of five members. Two members are allowed to hold, or
have an interest in, a license to manufacture, distribute, or sell alcohol, while
the remaining three members represent the public.

The ABC must meet by July 1 each year to choose a new chairperson. Meetings
are held at the call of the chairperson, the Revenue Director, or when three
members of the ABC request a meeting. Historically, the ABC has met at least
quarterly. During meetings, the ABC receives status update reports from the
leaders of alcohol operational areas and has an opportunity to ask questions
or provide advice/recommendations.




IOWA LOTTERY COMMISSION

The lowa Lottery Commission is a group of five individuals appointed by the
governor to utilize their business and professional expertise to provide
oversight and policy guidance to the Director and Lottery division.

Duties of the Commission include:

e Adopting “policies and procedures and promulgating administrative rules”
pursuant to chapter 17A relating to the management and operation of the
lottery

» Adopting game-specific rules (i.e. the rules that govern any particular
game the Lottery operates or participates in); and

e Approving, disapproving, amending, or modifying the terms of major lottery
procurements recommended by the Lottery division administrator

The Commission typically meets quarterly to receive reports from Lottery
leadership and to review and decide upon any actions needing its approval.

Once those high-level decisions are made, Lottery staff proceed with
implementation and operational work. Lottery leadership presents updates to
the Commission about implementation of Lottery policies and operational
matters (either generally or specifically) during their quarterly meetings.

More information can be found in lowa Code § 99G.9.




PROPERTY ASSESSMENT APPEAL BOARD

The Property Assessment Appeal Board (PAAB) is a three-member body
whose purpose is to establish a consistent, fair, and equitable property
assessment appeal process. Functionally, the PAAB accomplishes this by
hearing appeals of property assessments and equalization orders following
decisions from local boards of review.

The PAAB is established within the Department of Revenue for administrative
and budgetary purposes, with a principal office within the Hoover Building.

Overall, the PAAB operates independently and its work does not directly impact
the Department of Revenue’s implementation or operational work.




RESPONSIBLE REVENUE GENERATION

Program Name Program Description Measure Target Action Iltems
Develop and adhere to spending plans for
marketing and promotions. Execute and measure
against plan through consistent coommunications
. . cadence. Includes weekly manager and
Percent of Operating & Advertising to Total Sales to ensure . 4 ger
. . - executive management-level meetings, quarterly
efficient operational and advertising to support sales and ; .
. 8.6 return-on-spend performance review with
to ensure that accounting of revenues and expenses are . . .
. ) external Lottery media services agencies, and
. also tracked timely to monitor
Responsible adherence to IDR/DAS procurement protocols.
administration of Monthly financials and performance measures
- Lotter mes thr h i ini
Administer Lottery ottery games throug prov1dgd Fo Lottery Administrator and
adherence to business Commission members.
Games .
planning, budget
processes and State
law Percent of prizes paid to prizes claimed above $600 at Following existing finance and security processes
Lottery locations within 24 hours once winning tickets are 100 for validating prize claims presented at a Lottery
verified and player documentation is provided office.
. - . Close collaboration with Lottery's external media
The total dollars spent in external advertising / public - . V'S ex
235,000 services agencies to ensure proactive outreach

service announcements

to advertising industry suppliers.

Collection of Non-
tax Debt

Expansion of debt
collection agreements
to offer capabilities to
other agencies

Number of new non-tax debt partners

Proactively continue to communicate collection
capabilities to State agencies. Follow up with
previous contacts.




RESPONSIBLE REVENUE GENERATION

Program Name Prog.rar.n Measure Target Action Items
Description
Increase revenue per gallon by 5% as compared to prior year
Department Distribution of Decrease cost per delivery by 5% as compared to prior year
Operations - Spirits in Analyze Cost of Goods Sold (COGS).
Alcoholic partnership with 5 Research variables in minimum order
Beverages Sales Ruan Transport s . quantities, route analysis, orders per delivery.
& Distribution Company Decrease cost per gallon by 5% as compared to prior year
Increase revenue per delivery by 5% as compared to prior year
Department Collection efforts Review tax gap report monthly, adjust
Operations - van . rograms [ workl nd prioritize staff
perations &ad ance Collect $200M from debt collection activities 200 progra S/ wo oads and prioritize sta

Collection of Tax collection responsibilities and efforts as needed to ensure
Debt activities adequate billing and collections activities.

Inventory control Analyze specifics of listing/delisting processes.

and oversight of Manage inventory levels according to supplier
Product spirits listed, de- sales within the State of lowa. Communicate

listed and Percentage of return on alcohol sales during the FY 25% with suppliers on their sales and operations
Management . . . .

available for sale planning data as it applies to State of lowa.

to Class E Manage supplier portfolio better to reduce

retailers ‘overmax” exceptions.




RESPONSIBLE REVENUE GENERATION

Program Program Description Measure Target Action Items
Name
Annual
Total InstaPlay sold in dollars Budget:
$23,991,500
Annual
Total Lotto sold in dollars Budget:
$117,893,500
Long-range business planning and
Department forecasting by Lottery management team,
- Sales Team for
Operations - . - Annual complemented by weekly cross-bureau
businesses hosting . . . . )
Lottery Total Pull-tab sold in dollars Budget: sales, marketing, promotions, finance,
Lottery
Products . . $10,800,000 systems teams to measure, execute and/or
terminals/tickets . o
Sales amend business plan as market conditions
dictate.
Annual
Total Scratch Tickets sold in dollars Budget:
$265,000,000
Annual
Total Lottery sales from all product categories sold in dollars Budget:
$417,685,000
Enforcement/collection
of taxrevenue: = Collect $100M in TAX GAP funds per FY $100,000,000
connected to all major . .
tax types Review tax gap report monthly, gc}ijust
programs [ workloads and prioritize staff
Tax Gap P
responsibilities and efforts as needed to
Program L .
ensure adequate billing and collections
Enforcement of tax activities.
examinations Process $60M in Individual Income Tax Refund Reductions
$60Min Indiiv N Het $60,000,000

connected to individual
income tax

via compliance checks and Fraud Programs




RESPONSIBLE REVENUE GENERATION

Program Program Description Measure Target Action Items
Name
Annual Budget:
InstaPlay Dollars Sold $23,991,500
Annual Budget:
Lotto Dollars Sold
$117,893,500
Department Long-range business planning and forecasting
. . by Lottery management team, complemented
Operations - Regional Sales Team for . .
- . Annual Budget: by weekly cross-bureau sales, marketing,
Lottery businesses hosting Lottery Pull-tab Dollars Sold - -
. . $10,800,000 promotions, finance, systems teams to measure,
Products terminals/tickets ]
execute and/or amend business plan as market
Sales S .
conditions dictate.
; Annual Budget:
Scratch Ticket Dollars Sol
cratch Ticket Dollars Sold $265,000,000
. Annual Budget:
Total Sales f All P t Cat
otal Sales from roduct Categories $417,685,000
Corporate income, passthrough
entity, composite, franchise, and N
. . . . M ki t taff
Business moneys and credits taxes - tax Collect $18.5M in TAX GAP funds from Business anage wor ocd§ and prioritize sta .
. . 18.5 responsibilities to improve timeliness. Review
Income Taxes return preparation, determine tax Income Taxes per FY .
A . outliers weekly.
liability, collection of taxes, tax
refunds
FIdUC'IGI'y/ Tax retu'rn prepqrctlon, ' Collect $4.5M in TAX GAP funds from Managg V\.lgr.klocd's and prlqutlzg staff ‘
Inheritance determine liability collection of S . 45 responsibilities to improve timeliness. Review
Fiduciary/Inheritance Taxes per FY .
Tax taxes, tax refunds outliers weekly.
P ti f f lent ref . - M kl ioritize staff
Fraud/ revention o rqudu ent refunds Process $7.5 M in Individual Income Tax Refund anagg wor ood§ and prlgrl 'Z? Sta .
. or fraudulently filed returns - . 75 responsibilities to improve timeliness. Review
Identity Theft Reductions via Fraud Programs

(identity theft)

outliers weekly.




RESPONSIBLE REVENUE GENERATION

P':g:em Program Description Measure Target Action Items
Sales and Tax retu'rn prepgratlon, . Collect $19M in TAX GAP funds from Sales and Monogg \A./c.)r.kloqd.s and prlqutlzg staff .
determine liability collection of 19 responsibilities to improve timeliness. Review
Use Tax Use Taxes per FY .
taxes, tax refunds outliers weekly.
. . Tax return preparation, . Manage workloads and prioritize staff
Withholding eturn prepe . Collect $0.8M in TAX GAP funds from age wor d. and p oritize sta .
determine liability collection of - ) 0.8 responsibilities to improve timeliness. Review
Tax Withholding Taxes per FY .
taxes, tax refunds outliers weekly.




DEPARTMENT OPTIMIZATION

Program Name Program Description Measure Target Action Items
. 9 N
Issue new alcohol licenses Pgrc'entage of] & 8 month applications processed 90
within one business day
. Process 100% of 12 month renewal applications within 90
Renew alcohol licenses . 100
days of receipt date
Alcoholic Manage workloads and prioritize staff
Beverages . — responsibilities to improve timeliness.
; . Verify On-premise licensees carry dram . .
Licensing . o . Review outliers weekly.
insurance for issuing and renewing
!lgenses. (Must carry a minimum bodily Ensure that 100% of renewal notice letters are sent to
injury or death coverage of $50,000 per ‘dramshop’ applicants within one week of expiration 100
individual ($100,000 cumulative) and date P app P
loss of support coverage of at least
$25,000 per individual ($50,000
cumulative)
. Distributor/Wholesaler: . I Manage workloads and prioritize staff
Cigarette/ istributor/ . . Process 100% of cigarette/tobacco returns within 30 ge wor . prioritize
Tax return preparation, determine . 100 responsibilities to improve timeliness.
Tobacco Tax - . days if suspended . .
liability, collection of taxes, tax refunds Review outliers weekly.
Continue to effectively communicate
. IDR employs professional appraisers . . the process with County Assessors and
Commercial . Number of commercial appraisals produced per cycle .
who perform commercial property - - - f explore opportunities to use these
Property ) . L which ensures the equitable valuation of commercial 900 - o
. appraisals used in equalization and . - appraisals as a training moment for
Appraisers - properties statewide . -
who assist local assessors commercial property listing and data
collection.
Ensure internal stakeholders are
Debartment Provide leadership on tax guidance, requesting Policy Projects in SMART.
Oerations ~ internal & external training, public Complete 75% of policy projects within the established 75 Check KPI on a monthly basis to ensure

Agency Policy

outreach, guide Legal team re:
legislation & administrative rules

deadlines

annual goal is met. Discuss roadblocks
as needed with the staff to complete
projects in a timely manner.




DEPARTMENT OPTIMIZATION

Program

Program Description Measure Target Action Items
Name
Implement call system upgrades (i.e.
automated callbacks, GenTax integration,
Maintain 90% of average call wait time under 5 90 new phone tree design) to reduce call handle
minutes and average wait times. Implement quarterly
training sessions for call center staff to
enhance employee development.
Department Provide support to individuals,
Operations - businesses, and customers . . -
. . . S - o Continuously monitor agent statuses via live
Customer for inquiries relating to state Maintain agent availability for calls at 75% on
. . . 75 and weekly reports to ensure adequate
Service Call taxes, alcohol licensing, and average .
staffing of call center.
Center state lottery
Review weekly phone statistics with
management team, address areas of
Maintain a rate of abandoned calls of 10% or less 10 weakness through training, appropriate
escalation, or use of the call back sheet to
improve call handling.
Average days to pay vendors is 60 days or less 60
Cash deposits are made/processed within 5 5
Performs financial services for business days . :
Department . Get tracking methodology in place to
. Agency: Procurement, Internal .
Operations - . accurately track. Review process, and results
. . Audit, Lottery Draws, . .
Financial A ting (Tax Lot to potentially move manpower during KPI
Services ccounting (Tax, Lottery, Ensure that 100% of contracts are renewed without 00 status updates.
Alcohol), Budget for agency any contract lapse
Resolve 100% of all inquiries coming into the IDR EFT 100

mailbox within 10 business days




DEPARTMENT OPTIMIZATION

Program Program Description Measure Target Action Items
Name
Maintain a Service satisfaction percentage Apply appropriate corrective actions based on
above 75% for data analytics projects, as 75 data analytics project closure survey results.
measured by survey results post-project Perform quality review of all customer-facing
completion deliverables.
Supports all IDR Programs and all IDR Analyze web form statistics, collaborate with area
essential functions, as listed in the Percent of hosted web forms abandoned 50 business owners, and update necessary channels
Department COOP COG Plan through on GovConnectlowa is less than 50% (GovConnectlowa, YouTube, website) based on
activities focused on: results.
- safeguarding confidential data,
including taxpayer information, and
compliance with regulatory bodies Percent of GovConnectlowa registered . N~
[Internal Revenue Service (IRS) and businesses that opt-in to electronic 50 Leverage estob!lshed commu.nlcatlon channels to
Multi-State Lottery Association (MusL)], correspondence is greater than 50% promote adoption of electronic correspondence.
- data analytics - managing, making
Department decisions, and defining controls for the
Operations - creation, consumption, and disposition . .
Internal of data. Promoting informed outcomes Achieve a response rate over 75% for ) . .
Services through increased data sharing and lGovConnectIowa' customer‘m.essages, via 75 Monitor backlog and odjust’stafflng levels as
data-driven analysis. Sengl A Message' feature, within 24 hours of needed (resource reallocation).
- customer experience, including receipt
education & outreach,
- human resources management,
- technology tool enhancement, . . . . Tag articles for periodic review based on usage
maintenance, and support unsure responses ond"mterocnon"s for the 10 trends. Staff and users to utilize a feedback loop
- IT vendor management, Al—suppc:rted Chatbot ('The Kernel’) Is to suggest updates, ensuring content remains
. . below 10%
- alignment of technology solutions current and accurate.
with business needs,
- strategy and benefits realization
Apply a tailored approach to functional areas
with high turnover rates; provide supervisor
Retain more than 85 percent of the 85 coaching/counseling. Utilize results from the

department employees

annual stakeholder analysis and employee
engagement survey(s) to develop actionable
recommendations.




DEPARTMENT OPTIMIZATION

Program

Program Description Measure Target Action Items
Name
Resolve at least 90% of all prioritized Utilize established governance modelito prlorltlze
" . Wy system changes and enhancements in alignment
System Service Requests” during the 90 . Lo e
) with strategic priorities, legislatively mandated and
fiscal year . P
end-of-life due dates, and resource availability.
Supports all IDR Programs and all IDR
gssenttlol fu?gtggs,gggs;ed Ththe h Ensure that 80% of projects and initiatives
epartmen anthroug have established benefit registers with Continue to mature the benefits realization framework
activities focused on: o A 80 )
. . . regular monitoring and benefit and enhance the corresponding toolbox.
- safeguarding confidential data, . .
. . . . realization reporting
including taxpayer information, and
compliance with regulatory bodies
[Internal Revenue Service (IRS) and
Multi-State Lottery Association Initiate, plan, and execute the annudl Monitor F:honges to essential functions, technology,
(MusL)], iow/  th L and business processes and update the plan as
- data analytics - managin review/update of the agency Continuity needed. Perform thorough review of the Plan at the
a vt gf 9 of Operations and Continuity of 100 beai . f h calend or t tificati
Department mokm? ?em‘:ons, an'd defining Government (COOP COG) Plan in order to Azglr(;nlr:geoctgzcth;:cggg F%g?’\c’tr{:‘){r:)?;nor:te.;l ication.
Operations controls or the creopon, . achieve certification by March 1each ' aproject | . 'sting
Internal consumption, and disposition of year assigned staff and milestone dates. Monitor percent
Services data. Promoting informed outcomes completion in bi-weekly meetings.
through increased data sharing and
data-driven analysis.
§ custgmer experience, including - . Identify all non-compliant controls from previous
education & outreach, Administer the annual submission of the . . .
h ¢ Safeguards Security Review Report to IRS report. Determine approach to reaching compliance.
uman resources management, by April 30 each vear and address all "not 100 Add a project in the SDU FY26 Work Plan listing
} tgchnology too(ljenhcmcement, irr»: IZmented" seltions as required assigned staff and milestone dates. Monitor percent
maintenance, and support P 4 completion in bi-weekly meetings.
- IT vendor management,
- alignment of technology solutions
with business needs,
- strategy and benefits realization Identify in-scope vendors; update paperwork in
. . accordance with new MUSL/IRS requirements. Plan
Perform all required annual vendor site -
. . . and budget for out-of-state travel. Add a tasks in the
inspections (as required by MUSL and 100

IRS)

SDU FY26 Work Plan, listing assigned staff and due
dates. Monitor percent completion in bi-weekly
meetings.




DEPARTMENT OPTIMIZATION

Program

Program Description Measure Target Action Items
Name
Supports all IDR Programs and all IDR Complete self-assessment, using latest version of
essential functions, as listed in the Initiate. plan. and execute the annual MUSL Rule 2. Compile required deliverables (e.g.,
Department COOP COG Plan through MUSL R' IID 5 C mpliance Review 100 tabletop exercise and fail-over reports). Add a project
activities focused on: includi: ea ﬁcoﬁ;lg d(;(Tiv;qgles in the SDU FY26 Work Plan listing assigned staff and
- safeguarding confidential data, g app milestone dates. Monitor percent completion in bi-
including taxpayer information, and weekly meetings.
compliance with regulatory bodies
[Internal Revenue Service (IRS) and
Multi-State Lottery Association ) . .
. . Coordinate scope, procurement, project sponsorship
(MmusL)], Initiate, plan, and execute Penetration : A .
. . : L N and execution with State CISO and his team. Add a
- data analytics - managing, Test Project within 12 months of signing L - .
. L I . . 100 project in the SDU FY26 Work Plan listing assigned staff
Department making decisions, and defining SOW with an independent 3rd party and . . L
- . . and milestone dates. Monitor percent completion in
Operations - controls for the creation, undertake all necessary remediations . .
. . . bi-weekly meetings.
Internal consumption, and disposition of
Services data. Promoting informed outcomes
through increased data sharing and
data-driven analysis.
- customer experience, including
%d:jr?wt;?wnrzszttr:f;scgqnc sment Determine scope, participants, and stakeholders.
- technoloay tool enhoncgment ' Initiate, plan, and execute at least one Coordinate with State CISO and his team. Add a
9y ' tabletop exercise of the Incident 100 project in the SDU FY26 Work Plan listing assigned staff

maintenance, and support

- IT vendor management,

- alignment of technology solutions
with business needs,

- strategy and benefits realization

Response Procedure (project)

and milestone dates. Monitor percent completion in
bi-weekly meetings.




DEPARTMENT OPTIMIZATION

Program e .
ogra Program Description Measure Target Action Items
Name
Ensure continued work with Compliance Division
for opportunities to triage new appeals, setting
deadlines for taxpayer responses; provide timely
and concise responses to taxpayers; consistently
and timely follow up with taxpayers when no
Manage intake and review response is received; strategically manage
of tax-related appeals. resources on cases assignments, utilizing data
Determine appropriate from IMPACT to make decisions about cross-
department position in training, and redirection of resources on each
Department A . . . I .
Operations - coordination with Policy subject matter when possible; identify
Lep al - Tax Directors and legal. Make Average time for appeals to be closed or moved to 19 opportunities for settlements and where an
A 9 cals recommendations on litigation should be within 19 months assistant attorney general assignment would
PP settlements and benefit resolution; collaborate with other
Management . S TS
contested cases. Assist divisions to ensure upstream communication is
the Attorney General's effective so that appeals may be prevented and
Office in preparation for sharing appeals outcomes/lessons learned;
contested case hearings explore Al capabilities as an aid to appeal
resolution. Performance gaps that need to be
addressed are Compliance Division triage
response times; delays caused by Assistant
Attorney General availability and case
management approach; upskilling newer staff.
Quality assurance testing Percent of Scratch Tickets & Pull-tabs that passed Adherence to dedicated game development
for new scratch ticket and testing criteria loaded into Central Gaming System processes and schedules related to scratch
pull-tab games production ticket and pull-tab game development.
Department
O i -
perathns 100
Lottery Tickets P t installation of P t letion [within 90 days] of State Ch
rompt in ion rcent completion [within n - . N~ .
Management ormpt Instaliation © ereent compietio Jays] of state Lhange Utilize consistent communications cadence with
retail sales support Action Request (SCAR) for new installation or .
- - . . - - Lottery central gaming systems vendor and
equipment for licensed installation for new or existing terminals or self-serve -
. . follow existing processes.
lottery retailers kiosks




DEPARTMENT OPTIMIZATION

Program Name Program Description Measure Target Action Items

Handling of paper returns, Electronically record 100% of paper returns and incoming
Department payments, and correspondence within 30 days of receipt Upgrade imaging equipment to high speed
Operations - correspondence. Capture 100 scanners and implement Al OCR data
Mailroom and the data from paper returns capture software to improve operational
Data Capture and payments, and scan into efficiency.

tax operating system Process 100% of paper payments within 12 days of receipt

Implement mail/fax to work items workflow
to streamline processing of paper
applications.Manage workloads and
productivity tracking reports via IMPACT and
move away from Google Forms/Sheets.

Process 100% of Business Tax Permit applications within 5
days of receipt

Department Evaluate business tax permit
Operations - and third party authorization 100
Registration applications for approval

Implement mail/fax to work items workflow
to streamline processing of paper
applications. Allow for the submission of
third party applications via GCI without
being connected to accounts.

Process 100% of Third Party Authorization Applications
within 5 days of receipt




DEPARTMENT OPTIMIZATION

Program Program Description Measure Target Action Items
Name
H‘ﬂﬁd*deﬁ““ ot ,. ; e f Process$7-5-MinincividuaHneome FaxRefune Meneage-workloads-and-prioritize-staff
: G . ) Reduetions-viefreaud-Prograrms . . :
Tax retu.rn prepgrqtlon, . Process 100% of fuel tax refunds within 60 days of Monagg V\./r.ar.kloqd.s and prlgrltlzg staff
Fuel Taxes determine liability collection . . 60 responsibilities to improve timeliness.
receipt provided that tax has been collected . .
of taxes, tax refunds Review outliers weekly.
Tax return preparation, . o . Review processes and procedures in
Hotel/Motel collection, distribution to Assign 100% .Of hotel/motel tax returns to staff within 30 100 IMPACT to ensure the distribution threshold
Tax days of receipt .
local governments is met.
Individual - tax return s I
. . Average days to process current tax year individual Manage workloads and prioritize staff
- preparation, determine tax . R . o . L
Individual - . income tax refunds is within 30 days of the receipt of 30 responsibilities to improve timeliness.
liability, collection of taxes, . .
the tax return Review outliers weekly.
tax refunds
Tax return preparation, Manage workloads and prioritize staff
Sales and X retd p p a Average number of days to process 1A843 Refund 9 wor - pri rtize
determine liability collection - N . 180 responsibilities to improve timeliness.
Use Tax Returns (Claims) is within 180 days of receipt

of taxes, tax refunds

Review outliers weekly.




DEPARTMENT OPTIMIZATION

Program Program Description Measure Target Action Items
Name
Expansion of non-tax debt . . .
. Proactively continue to communicate setoff

collection agreements to Onboard at least two new state setoff program s .

Setoffs T - 2 capabilities to State agencies. Follow up
offer capabilities to new participants - .

s with previous contacts.
setoff participants
IDR collects an annual
. tatewi ty t s . . . .

Statewide sta e\'/wde' proper y raxon Process 100% of property tax returns within 1 business Work with companies to ensure success in
certain utility property. Tax ) 100 -

Property Tax day of receipt filing through GovConnectlowa.

return preparation,
determine liability




COMPLIANCE

Program

Program Description Measure Target Action Iltems
Name
Submission of World Lottery
Administer Creation, testing, Association RGF Level 2 Certification Evaluation of identified "gaps” in Lottery Division's responsible
Lottery Games drawing/reconciling, systems (Certification designed to benchmark 1 gaming plan. Develop and execute against cross-bureau plan
Y oversight and relations and improve responsible gaming for addressing those needs.
practices)
Devel nd maintain all IDR - . . b
. evelopa d aintain d o e Utilize available reporting to ensure that the distributions have
Agricultural forms in compliance with lowa Ensure that 100% of distributions are . -
been properly allocated. Ensure that counties are submitting
Land Tax Code and ensure accurate and made to local governments by 100 . . . . P
. - . claims by the appropriate dates and working with CX to assist in
Credit timely distribution of funds to statutory date of July 15 o -
communicating with the customer.

local governments

Manages the process for all

alcoholic beverages retailers,

wholesalers, manufacturers,
Alcoholi i Complete 100% of annual audit .

conolie Importers on'd brc?kers to apply . ° pe ef °.O ¢ .G < . dits / Manage workloads and prioritize staff responsibilities to improve
Beverages for and obtain a license or investigations / inspections in all 99 100 L . .
A . . . . ) timeliness. Review outliers weekly.

Compliance permit before doing business in counties

the state. ABC also manages

the process for renewals and

special event licensing.

IDR collects data from all lowa Ensure that 100% of assessment Continue to ensure that all data reported and used to calculate
Assessment assessing jurisdictions then limitations and taxable market the assessment limitation is verifiable and reliable which ensures
Limitation calculates and certifies valuations are issued to local 100 an accurate calculation. Continue to communicate with Local

Certifications

assessment limitations for all
property classes

governments by statutory date of
November 1

Governments on the proper methods of supplying reliable data
on abstract reporting.




COMPLIANCE

Program Name

Program Description

Measure

Target

Action Items

Assessor
Education

IDR certifies eligible assessors,
maintains a continuing
education program, and tracks
continuing education
requirements

Ensure that 100% of lowa Assessor certifications and
continuing education requirements are verified by due

dates

100

Continue to utilize and develop Phase Il of
the infoflow system to allow Assessors
easier access to their education records
and an easier way to submit requests for
continuing education. This system will also
ensure that assessors continue to stay
current on the registration list by managing
start dates.

Business Property
Two-Tier
Assessment
Limitation

Develop and maintain all IDR
forms in compliance with lowa
Code and ensure accurate and
timely distribution of funds to
local governments

Ensure that 100% of fund distributions are made to
local governments by statutory dates of March 31 and

Sept 30

100

Utilize available reporting to ensure that the
distributions have been properly allocated.
Ensure that counties are submitting claims
by the appropriate dates and working with
CX to assist in communicating with the
customer.

Commercial and
Industrial Property
Tax Replacement

Develop and maintain all IDR
forms in compliance with lowa
Code and ensure accurate and
timely distribution of funds to
local governments

Ensure that 100% of fund distributions are made to
local governments by statutory dates of March 31 and

Sept 30

100

Utilize available reporting to ensure that the
distributions have been properly allocated.
Ensure that counties are submitting claims
by the appropriate dates and working with
CX to assist in communicating with the
customer.

County
Endowment

Distributions from gaming
revenues made to qualified
community foundations in non-
gaming counties

Ensure that 100% of community foundation fund
distributions are made to local governments annually

in August

100

Utilize reporting methods to verify
distribution figures for foundations.




COMPLIANCE

Program Program Description Measure Target Action Items
Name
- . . Lottery Investigations Bureau Chief to use developed
Utilization of Lottery security Percent of retailers that underwent Y 9 - L P
. . . processes for measuring and tracking in-bound case flow,
investigators to ensure adherence compliance checks from Lottery . L . A
- N s 100 scheduling/assigning investigators for compliance checks,
to terms and conditions of lottery Investigations within 45 days of : - L . -
S ) ) and following up with retail licensees post-inspection to
retailer license and State law receiving complaint e .
provide findings/input.
Utilization of Lottery security Lottery Investigations Bureau Chief to use developed
investigators to ensure adherence Percent of game and security processes for measuring and tracking in-bound case flow,
to Game Rules, Multi-Jurisdiction concerns investigated by Lottery 100 scheduling/assigning investigators for game rules and
Lotto Game Security Procedures Investigations related reviews, and following up with other Lottery Division
and State law bureau leadersihp to provide findings/input.
I . Percent of requests from law Lottery Investigations Bureau Chief to use developed
Utilization of Lottery security enforcement agencies and county . L
. . . . processes for measuring and tracking in-bound case flow,
investigators to ensure timely attorney offices responded to by . L .
- S 100 scheduling/assigning investigators for purposes of local law
b tment responses to law enforcement Lottery Investigations within 24 hours. enforcement/country attorney inquiries, and following up
epart. officers and local prosecutors Reports submitted within 15 days of with IDR leqal team as aporoprigte '
Operations investigation completion 9 pprop '
Lottery
Investigations
A . Percent of requests from Lottery Lottery Investigations Bureau Chief to use developed
Utilization of Lottery security . L
. - . Bureaus responded to by Lottery processes for measuring and tracking in-bound case flow,
investigators to ensure timely N L . L . .
. Investigations within 24 hours. 100 scheduling/assigning investigators for internal Lottery
responses to cross-functional . o S S ) . s
e . Reports submitted within 15 days of Division inquiries, and following up with other Lottery Division
Lottery Division inquiries . L . . - T -
investigation completion bureau leadersihp to provide findings/input.
Percent of established Lottery retailers Utilization of data analysis to determine retailer compliance
that underwent unannounced .
. 20 schedule. Quarterly progress reports provided to Lottery
compliance checks from Lottery e
N . - . ) management and Commission.
Utilization of Lottery security Investigations during the fiscal year
investigators to ensure adherence
to terms and conditions of lottery
retailer license and State law Percent of new Lottery retailers that
. Develop and adhere to process that ensures new Lottery
underwent unannounced compliance - - . . S
100 retailers are incorporated into the Lottery investigations

checks from Lottery Investigations
during the fiscal year

bureau compliance plan.




COMPLIANCE

Program Name Program Description Measure Target Action Items
Partner with local law
Department enforcement to implement the
Operations - P Perform 100% compliance check on all Continue education programs for retailers in conjunction
FDA [ lowa DHHS tobacco ; ) . .
Tobacco retailers for tobacco sales to underage 100 with law enforcement. Follow up as necessary with failed
. enforcement programs related .
Compliance & . customers compliance checks.
to underage sales and retailer
Enforcement .
compliance
Develqp and m.omtcun 9” IDR o T Utilize available reporting to ensure that the distributions
. forms in compliance with lowa Ensure that 100% of fund distributions .
Family Farm Tax have been properly allocated. Ensure that counties are
. Code and ensure accurate and are made to local governments by 100 . h . . .
Credit - e submitting claims by the appropriate dates and working with
timely distribution of funds to statutory date of June'1 S s .
CX to assist in communicating with the customer.
local governments
IDR publicizes forms and rules
i istributi Ensure that 100% of fl fun - . . e
e and provides fund distributions . su. © . N of flood fund Utilize available reporting to ensure that the distributions
Flood Mitigation to local governments for distributions are made to local 100
. - . have been properly allocated.
infrastructure projects that governments on a quarterly basis
reduce flood risk
Review alcohol compliance Resolve 100% of issued underage sales
Investigations. Determine citations and subsequent adjudication
appropriate education Gnq/of in criminal courts within six months of
sanctions, including penalties, iot Ensure staff analyze each law enforcement referral and
Department . ) receip T . - .
Operations - fines, suspensions, or adjudication via alcohol investigators to determine
Legal - Alcohol revocations in accordance with 100 appropriate actions by the Department. Performance gaps
9 the law. Determine whether to are primarily staff availability, including resources split
Enforcement - .
Actions conduct contested case between modernization and day-to-day operations, and

proceedings or negotiate
settlements. Assist the Attorney
General's Office in preparation
for contested case hearings.

Resolve 100% of completed and
submitted cases within six months of
assignment

availability of AG resources.




COMPLIANCE

Program Program Description Measure Target Action Items
Name
Homestegd Ensure that 100% of fund Utilize available reporting to ensure that the
Tax Credits, . o e
. IDR promulgates forms and provides fund distributions are made to distributions have been properly allocated. Ensure
Exemptions, e . s -
and distributions for the homestead programs under local governments by 100 that counties are submitting claims by the
) chapter 425 statutory dates of March 15 appropriate dates and working with CX to assist in
Reimbursem o .
ent and Nov 15 communicating with the customer.
Ensure staff utilize SMART to submit project needs to
Legal Services and that Legal Services staff
consistently utilize SMART to track project
assignments. Utilize information in SMART to monitor
Provide in-house legal support for all program workload balance and deadlines and adjust
areas and for the Director. Legal services include o assignments as needed based on priority level and
. - Ensure that 75% of legal S L
activities such as legal research, advice, and - staff resources. Utilize information in SMART to
Legal . requests in SMaRT are . .
) drafting legal documents or law-related - 75 continue to enhance staff resourcing through cross-
Services S . . completed by project due . . .
materials including but not limited to memos, dates training to improve subject matter coverage across
correspondence, contracts, Orders of the Director, legal staff. Performance gaps that need to be
legislation, and administrative rules addressed are continuing to improve consistency of
utilizing SMART, continuing to refine SMART features
with Strategy Realization Office, and staffing of
certain legal topic areas where we are under-
resourced.
IDR administrates tax return preparation, Ensure that 100% of dollars
Local Option collection, and distribution of voter-approved collected from voter- Ensure that distributed amounts match collected
P sales tax revenue to local governments to fund approved sales tax are 100 amounts for jurisdictions by utilizing reporting tools
Sales Tax L . -
local priorities, reducing the pressure on property distributed to local through IMPACT.
taxes governments
. - - ual review of
Military IDR publicizes forms and rules to ensure eligible Complete Ann . . . . . .
. . . . forms, rules, and guidance as Work in conjunction with the forms committee to
Service Tax veterans and certain military service members . . . . 100 K
. it pertains to Military Service ensure the form is updated as needed.
Exemption have access to the program

Tax Exemptions




COMPLIANCE

Program Name

Program Description

Measure

Target

Action Items

Moneys and Credits

IDR publicizes forms and rules, collects
revenue from certain financial
institutions, and distributes these funds
to local governments

Ensure that 100% of funds are
paid out to local
governments annually in
August

100

Ensure a method is in place to verify the allocation
percentages that are paid to the state, counties and
cities.

Property Assessment
Equalization

IDR collects data from all lowa assessing
jurisdictions as well as state and federal
sources, performs in house appraisals,
then calculates and certifies equalization
orders for residential, agricultural, and
commercial property classes

Conduct all required
appraisals and assessments
as determined by the
Equalization Process
according to statutory
deadlines

100

FY 2026 is not an equalization year and will give the
team an opportunity to work with CX on our calendar
of communications/notifications to our customers to
ensure they are kept informed at every stage in the
process.

Property Tax Central
Assessment

IDR calculates and certifies assessed
values for certain centrally-assessed
properties (examples: railroads,
pipelines, some water companies).
These valuations are taxed at the local
level

Publish 100% of Certificates
of Assessment by statutory
due date of Oct 31

100

Track the status of the valuation process using
stages as benchmarks (i.e. started, researched,
requested additional info) by utilizing the process
management tool in IMPACT.

Real Estate Transfer Tax

IDR promulgates forms for the collection
of transfer tax and assists the state
appeal board with refund requests

Complete annual review of
forms, rules, and guidance
as it pertains to Real Estate
Transfer Tax

100

Work in conjunction with the forms committee to
ensure the form is updated as needed.

Reinvestment Districts

IDR promulgates rules and provides fund
distributions that support large-scale
economic development projects which
attract visitors, create jobs, and expand
the local tax base in lowa communities

Ensure that 100% of
economic development
funds are distributed on a
quarterly basis

100

Verify non worked returns are reviewed to include in
quarterly distribution, ensure annual true up
payments account for late filed and amended
returns, if true up payment matches difference of
quarterly distribution and annual quarterly report -
develop a report based on collections vs reported to
assist in the verification process.




COMPLIANCE

Program Name Program Description Measure Target Action Items
Ensure staff are familiar with 321.105A and 701-250
. - Average number of days to . .
Vehicle Fee for IDR supports local government officials by to ensure responses to customers are aligned with
o . process 1A843 Refund Returns for . -
New publicizing forms and rules and by processing . IR 180 statute and rules. Continue to explore effective
- . f Vehicle Use" is within 180 days of
Registration refund claims receiot ways to help our customers understand the fee
P structures for new registration.
Secure an IDR provides fund distributions and annual Ensure that 100% of AT,
) . ) . . . Ensure that distribution amounts match the
Advanced estimates, helping lowa schools invest in education/school funds are paid L . .
. . . . 100 collected amounts by utilizing available reporting
Vision for updated infrastructure while easing the burden out to local governments every tools
Education on local taxpayers month )
Tobacco Permits for participation in the cigarette and Manage workloads and prioritize
o : participation ! '9 . Ensure that 100% of tobacco ge worklod prioritiz
Permitting & tobacco trade and requirements of permit . . 100 staffresponsibilities and efforts as neededto
. permits are reviewed by July 1st . L . .
Compliance holders improve timeliness - review outliers weekly
Work towards increasing public knowledge and law
enforcement knowledge of the GCI complaint
. portal for tobacco violationsHave dedicated
. T . The percentage of compliance . .
Tobacco Permits for participation in the cigarette and resource(s) for responding to tobacco complaints
e . . checks that occur based on . ; S .
Permitting & tobacco trade and requirements of permit 100 in a timely manner and prioritizing inspections and

Compliance

holders

complaints for operating without
retail tobacco permits

investigations as neededDevelop new, enhanced,
partnerships with law enforcement agencies for
retail tobacco compliance inspections and the
mutual sharing of information.




REPORTING & ANALYSIS

Program Program Description Measure Target Action Items
Name
IDR calculates and certifies
- assessed Yolues for certain Conduct all required processes as determined by the
Utility gas, electric, and water L . . . . .
- . Utility Replacement Tax (URT) process according to List of active permit holders, if not renewed,
Replacement utility properties. Tax return 100

Tax

preparation, determine
liability, allocate taxes to
local governments

statutory deadlines to ensure that URT allocation is
published by October 3ist

are cancelled

Provide fiscal and policy
analysis of proposed

Ensure that the mean absolute error for the economic

Assess forecast error annually and adjust

islati forecasts provided to the Revenue Estimatin -
legislation, forecast tax provided to t 9 5 forecasting methods as needed.
revenues and refunds and Conference is within 5%
perform data analysis,
anal i
Research yze tax polllcy and
; provide statistical reports to
and Policy :
internal and external
audiences, the Governor,
legislators, other State I
o . s . Manage workloads and prioritize
government departments, Ensure that 75% of high priority fiscal estimates are o
o 75 staffresponsibilities and efforts as neededto
local governments, and the completed in five days . S
) improve timeliness
general public
Tax Credit Administration, Ensure that the March adaregate tax credit claims Refine forecasting methods as more back
Tax credit Tax Credit Tracking and ggreg 20 history is available in IMPACT and more is

Program Analysis

forecast is within 20% of the actual claims

learned about tax credit processing in IMPACT
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	Adopting “policies and procedures and promulgating administrative rules”pursuant to chapter 17A relating to the management and operation of thelottery


	LI
	Adopting game-specific rules (i.e. the rules that govern any particulargame the Lottery operates or participates in); and Approving, disapproving, amending, or modifying the terms of major lotteryprocurements recommended by the Lottery division administrator
	Adopting game-specific rules (i.e. the rules that govern any particulargame the Lottery operates or participates in); and Approving, disapproving, amending, or modifying the terms of major lotteryprocurements recommended by the Lottery division administrator



	The Commission typically meets quarterly to receive reports from Lotteryleadership and to review and decide upon any actions needing its approval.
	Once those high-level decisions are made, Lottery staff proceed withimplementation and operational work. Lottery leadership presents updates tothe Commission about implementation of Lottery policies and operationalmatters (either generally or specifically) during their quarterly meetings. More information can be found in Iowa Code § 99G.9.
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	 Overall, the PAAB operates independently and its work does not directly impactthe Department of Revenue’s implementation or operational work.
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	Core Function:
	RESPONSIBLE REVENUE GENERATION
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	Administer LotteryGames
	Administer LotteryGames
	Administer LotteryGames

	Responsibleadministration ofLottery games throughadherence to businessplanning, budgetprocesses and Statelaw
	Responsibleadministration ofLottery games throughadherence to businessplanning, budgetprocesses and Statelaw

	Percent of Operating & Advertising to Total Sales to ensureefficient operational and advertising to support sales andto ensure that accounting of revenues and expenses arealso tracked timely to monitor
	Percent of Operating & Advertising to Total Sales to ensureefficient operational and advertising to support sales andto ensure that accounting of revenues and expenses arealso tracked timely to monitor

	8.5
	8.5

	Develop and adhere to spending plans formarketing and promotions. Execute and measureagainst plan through consistent communicationscadence. Includes weekly manager andexecutive management-level meetings, quarterlyreturn-on-spend performance review withexternal Lottery media services agencies, andadherence to IDR/DAS procurement protocols.Monthly financials and performance measuresprovided to Lottery Administrator andCommission members.
	Develop and adhere to spending plans formarketing and promotions. Execute and measureagainst plan through consistent communicationscadence. Includes weekly manager andexecutive management-level meetings, quarterlyreturn-on-spend performance review withexternal Lottery media services agencies, andadherence to IDR/DAS procurement protocols.Monthly financials and performance measuresprovided to Lottery Administrator andCommission members.


	Percent of prizes paid to prizes claimed above $600 atLottery locations within 24 hours once winning tickets areverified and player documentation is provided
	Percent of prizes paid to prizes claimed above $600 atLottery locations within 24 hours once winning tickets areverified and player documentation is provided
	Percent of prizes paid to prizes claimed above $600 atLottery locations within 24 hours once winning tickets areverified and player documentation is provided

	100
	100

	Following existing finance and security processesfor validating prize claims presented at a Lotteryoffice.
	Following existing finance and security processesfor validating prize claims presented at a Lotteryoffice.


	The total dollars spent in external advertising / publicservice announcements
	The total dollars spent in external advertising / publicservice announcements
	The total dollars spent in external advertising / publicservice announcements

	235,000
	235,000

	Close collaboration with Lottery's external mediaservices agencies to ensure proactive outreachto advertising industry suppliers.
	Close collaboration with Lottery's external mediaservices agencies to ensure proactive outreachto advertising industry suppliers.


	Collection of Non-tax Debt
	Collection of Non-tax Debt
	Collection of Non-tax Debt

	Expansion of debtcollection agreementsto offer capabilities toother agencies
	Expansion of debtcollection agreementsto offer capabilities toother agencies

	Number of new non-tax debt partners
	Number of new non-tax debt partners

	1
	1

	Proactively continue to communicate collectioncapabilities to State agencies. Follow up withprevious contacts.
	Proactively continue to communicate collectioncapabilities to State agencies. Follow up withprevious contacts.



	Figure

	Core Function:
	Core Function:
	RESPONSIBLE REVENUE GENERATION
	Program Name
	Program Name
	Program Name
	Program Name

	ProgramDescription
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -AlcoholicBeverages Sales& Distribution
	DepartmentOperations -AlcoholicBeverages Sales& Distribution
	DepartmentOperations -AlcoholicBeverages Sales& Distribution

	Distribution ofSpirits inpartnership withRuan TransportCompany
	Distribution ofSpirits inpartnership withRuan TransportCompany

	Increase revenue per gallon by 5% as compared to prior year
	Increase revenue per gallon by 5% as compared to prior year

	5
	5

	Analyze Cost of Goods Sold (COGS).
	Analyze Cost of Goods Sold (COGS).
	Research variables in minimum orderquantities, route analysis, orders per delivery.


	Decrease cost per delivery by 5% as compared to prior year
	Decrease cost per delivery by 5% as compared to prior year
	Decrease cost per delivery by 5% as compared to prior year


	Decrease cost per gallon by 5% as compared to prior year
	Decrease cost per gallon by 5% as compared to prior year
	Decrease cost per gallon by 5% as compared to prior year


	Increase revenue per delivery by 5% as compared to prior year
	Increase revenue per delivery by 5% as compared to prior year
	Increase revenue per delivery by 5% as compared to prior year


	DepartmentOperations -Collection of TaxDebt
	DepartmentOperations -Collection of TaxDebt
	DepartmentOperations -Collection of TaxDebt

	Collection efforts& advancecollectionactivities
	Collection efforts& advancecollectionactivities

	Collect $200M from debt collection activities
	Collect $200M from debt collection activities

	200
	200

	Review tax gap report monthly, adjustprograms / workloads and prioritize staffresponsibilities and efforts as needed to ensureadequate billing and collections activities.
	Review tax gap report monthly, adjustprograms / workloads and prioritize staffresponsibilities and efforts as needed to ensureadequate billing and collections activities.


	ProductManagement 
	ProductManagement 
	ProductManagement 

	Inventory controland oversight ofspirits listed, de-listed andavailable for saleto Class Eretailers
	Inventory controland oversight ofspirits listed, de-listed andavailable for saleto Class Eretailers

	Percentage of return on alcohol sales during the FY
	Percentage of return on alcohol sales during the FY

	25%
	25%

	Analyze specifics of listing/delisting processes.
	Analyze specifics of listing/delisting processes.
	Manage inventory levels according to suppliersales within the State of Iowa. Communicatewith suppliers on their sales and operationsplanning data as it applies to State of Iowa.
	Manage supplier portfolio better to reduce"overmax" exceptions.



	Figure

	Core Function:
	Core Function:
	RESPONSIBLE REVENUE GENERATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -LotteryProductsSales
	DepartmentOperations -LotteryProductsSales
	DepartmentOperations -LotteryProductsSales

	Sales Team forbusinesses hostingLotteryterminals/tickets 
	Sales Team forbusinesses hostingLotteryterminals/tickets 

	Total InstaPlay sold in dollars
	Total InstaPlay sold in dollars

	AnnualBudget:$23,991,500
	AnnualBudget:$23,991,500

	Long-range business planning andforecasting by Lottery management team,complemented by weekly cross-bureausales, marketing, promotions, finance,systems teams to measure, execute and/oramend business plan as market conditionsdictate.
	Long-range business planning andforecasting by Lottery management team,complemented by weekly cross-bureausales, marketing, promotions, finance,systems teams to measure, execute and/oramend business plan as market conditionsdictate.


	Total Lotto sold in dollars
	Total Lotto sold in dollars
	Total Lotto sold in dollars

	AnnualBudget:$117,893,500
	AnnualBudget:$117,893,500


	Total Pull-tab sold in dollars
	Total Pull-tab sold in dollars
	Total Pull-tab sold in dollars

	AnnualBudget:$10,800,000
	AnnualBudget:$10,800,000


	Total Scratch Tickets sold in dollars
	Total Scratch Tickets sold in dollars
	Total Scratch Tickets sold in dollars

	AnnualBudget:$265,000,000
	AnnualBudget:$265,000,000


	Total Lottery sales from all product categories sold in dollars
	Total Lottery sales from all product categories sold in dollars
	Total Lottery sales from all product categories sold in dollars

	AnnualBudget:$417,685,000
	AnnualBudget:$417,685,000


	Tax GapProgram
	Tax GapProgram
	Tax GapProgram

	Enforcement/collectionof tax revenue:connected to all majortax types 
	Enforcement/collectionof tax revenue:connected to all majortax types 

	Collect $100M in TAX GAP funds per FY
	Collect $100M in TAX GAP funds per FY

	$100,000,000
	$100,000,000

	Review tax gap report monthly, adjustprograms / workloads and prioritize staffresponsibilities and efforts as needed toensure adequate billing and collectionsactivities.
	Review tax gap report monthly, adjustprograms / workloads and prioritize staffresponsibilities and efforts as needed toensure adequate billing and collectionsactivities.


	Enforcement of taxexaminationsconnected to individualincome tax
	Enforcement of taxexaminationsconnected to individualincome tax
	Enforcement of taxexaminationsconnected to individualincome tax

	Process $60M in Individual Income Tax Refund Reductionsvia compliance checks and Fraud Programs
	Process $60M in Individual Income Tax Refund Reductionsvia compliance checks and Fraud Programs

	$60,000,000
	$60,000,000



	Figure

	Core Function:
	Core Function:
	RESPONSIBLE REVENUE GENERATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -LotteryProductsSales
	DepartmentOperations -LotteryProductsSales
	DepartmentOperations -LotteryProductsSales

	Regional Sales Team forbusinesses hosting Lotteryterminals/tickets 
	Regional Sales Team forbusinesses hosting Lotteryterminals/tickets 

	InstaPlay Dollars Sold
	InstaPlay Dollars Sold

	Annual Budget:$23,991,500
	Annual Budget:$23,991,500

	Long-range business planning and forecastingby Lottery management team, complementedby weekly cross-bureau sales, marketing,promotions, finance, systems teams to measure,execute and/or amend business plan as marketconditions dictate.
	Long-range business planning and forecastingby Lottery management team, complementedby weekly cross-bureau sales, marketing,promotions, finance, systems teams to measure,execute and/or amend business plan as marketconditions dictate.


	Lotto Dollars Sold
	Lotto Dollars Sold
	Lotto Dollars Sold

	Annual Budget:$117,893,500
	Annual Budget:$117,893,500


	Pull-tab Dollars Sold
	Pull-tab Dollars Sold
	Pull-tab Dollars Sold

	Annual Budget:$10,800,000
	Annual Budget:$10,800,000


	Scratch Ticket Dollars Sold
	Scratch Ticket Dollars Sold
	Scratch Ticket Dollars Sold

	Annual Budget:$265,000,000
	Annual Budget:$265,000,000


	Total Sales from All Product Categories
	Total Sales from All Product Categories
	Total Sales from All Product Categories

	Annual Budget:$417,685,000
	Annual Budget:$417,685,000


	BusinessIncome Taxes
	BusinessIncome Taxes
	BusinessIncome Taxes

	Corporate income, passthroughentity, composite, franchise, andmoneys and credits taxes - taxreturn preparation, determine taxliability, collection of taxes, taxrefunds
	Corporate income, passthroughentity, composite, franchise, andmoneys and credits taxes - taxreturn preparation, determine taxliability, collection of taxes, taxrefunds

	Collect $18.5M in TAX GAP funds from BusinessIncome Taxes per FY
	Collect $18.5M in TAX GAP funds from BusinessIncome Taxes per FY

	18.5
	18.5

	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.


	Fiduciary/
	Fiduciary/
	Fiduciary/
	InheritanceTax

	Tax return preparation,determine liability collection oftaxes, tax refunds
	Tax return preparation,determine liability collection oftaxes, tax refunds

	Collect $4.5M in TAX GAP funds fromFiduciary/Inheritance Taxes per FY
	Collect $4.5M in TAX GAP funds fromFiduciary/Inheritance Taxes per FY

	4.5
	4.5

	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.


	Fraud/
	Fraud/
	Fraud/
	Identity Theft

	Prevention of fraudulent refundsor fraudulently filed returns(identity theft)
	Prevention of fraudulent refundsor fraudulently filed returns(identity theft)

	Process $7.5 M in Individual Income Tax RefundReductions via Fraud Programs
	Process $7.5 M in Individual Income Tax RefundReductions via Fraud Programs

	7.5
	7.5

	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.



	Figure

	Core Function:
	Core Function:
	RESPONSIBLE REVENUE GENERATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	Sales andUse Tax
	Sales andUse Tax
	Sales andUse Tax

	Tax return preparation,determine liability collection oftaxes, tax refunds
	Tax return preparation,determine liability collection oftaxes, tax refunds

	Collect $19M in TAX GAP funds from Sales andUse Taxes per FY
	Collect $19M in TAX GAP funds from Sales andUse Taxes per FY

	19
	19

	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.


	WithholdingTax
	WithholdingTax
	WithholdingTax

	Tax return preparation,determine liability collection oftaxes, tax refunds
	Tax return preparation,determine liability collection oftaxes, tax refunds

	Collect $0.8M in TAX GAP funds fromWithholding Taxes per FY
	Collect $0.8M in TAX GAP funds fromWithholding Taxes per FY

	0.8
	0.8

	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness. Reviewoutliers weekly.



	Figure

	Part
	Figure
	Core Function:
	DEPARTMENT OPTIMIZATION
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	AlcoholicBeveragesLicensing
	AlcoholicBeveragesLicensing
	AlcoholicBeveragesLicensing

	Issue new alcohol licenses
	Issue new alcohol licenses

	Percentage of 12 & 8 month applications processedwithin one business day
	Percentage of 12 & 8 month applications processedwithin one business day

	90
	90

	Manage workloads and prioritize staff
	Manage workloads and prioritize staff
	responsibilities to improve timeliness.Review outliers weekly.


	Renew alcohol licenses
	Renew alcohol licenses
	Renew alcohol licenses

	Process 100% of 12 month renewal applications within 90days of receipt date
	Process 100% of 12 month renewal applications within 90days of receipt date

	100
	100


	Verify On-premise licensees carry draminsurance for issuing and renewinglicenses. (Must carry a minimum bodilyinjury or death coverage of $50,000 perindividual ($100,000 cumulative) andloss of support coverage of at least$25,000 per individual ($50,000cumulative)
	Verify On-premise licensees carry draminsurance for issuing and renewinglicenses. (Must carry a minimum bodilyinjury or death coverage of $50,000 perindividual ($100,000 cumulative) andloss of support coverage of at least$25,000 per individual ($50,000cumulative)
	Verify On-premise licensees carry draminsurance for issuing and renewinglicenses. (Must carry a minimum bodilyinjury or death coverage of $50,000 perindividual ($100,000 cumulative) andloss of support coverage of at least$25,000 per individual ($50,000cumulative)

	Ensure that 100% of renewal notice letters are sent to'dramshop' applicants within one week of expirationdate
	Ensure that 100% of renewal notice letters are sent to'dramshop' applicants within one week of expirationdate

	100
	100


	Cigarette/
	Cigarette/
	Cigarette/
	Tobacco Tax

	Distributor/Wholesaler:
	Distributor/Wholesaler:
	Tax return preparation, determineliability, collection of taxes, tax refunds

	Process 100% of cigarette/tobacco returns within 30days if suspended
	Process 100% of cigarette/tobacco returns within 30days if suspended

	100
	100

	Manage workloads and prioritize staff
	Manage workloads and prioritize staff
	responsibilities to improve timeliness.Review outliers weekly.


	CommercialPropertyAppraisers
	CommercialPropertyAppraisers
	CommercialPropertyAppraisers

	IDR employs professional appraiserswho perform commercial propertyappraisals used in equalization andwho assist local assessors
	IDR employs professional appraiserswho perform commercial propertyappraisals used in equalization andwho assist local assessors

	Number of commercial appraisals produced per cyclewhich ensures the equitable valuation of commercialproperties statewide
	Number of commercial appraisals produced per cyclewhich ensures the equitable valuation of commercialproperties statewide

	900
	900

	Continue to effectively communicatethe process with County Assessors andexplore opportunities to use theseappraisals as a training moment forcommercial property listing and datacollection.
	Continue to effectively communicatethe process with County Assessors andexplore opportunities to use theseappraisals as a training moment forcommercial property listing and datacollection.


	DepartmentOperations -Agency Policy 
	DepartmentOperations -Agency Policy 
	DepartmentOperations -Agency Policy 

	Provide leadership on tax guidance,internal & external training, publicoutreach, guide Legal team re:legislation & administrative rules
	Provide leadership on tax guidance,internal & external training, publicoutreach, guide Legal team re:legislation & administrative rules

	Complete 75% of policy projects within the establisheddeadlines
	Complete 75% of policy projects within the establisheddeadlines

	75
	75

	Ensure internal stakeholders arerequesting Policy Projects in SMART.Check KPI on a monthly basis to ensureannual goal is met. Discuss roadblocksas needed with the staff to completeprojects in a timely manner.
	Ensure internal stakeholders arerequesting Policy Projects in SMART.Check KPI on a monthly basis to ensureannual goal is met. Discuss roadblocksas needed with the staff to completeprojects in a timely manner.



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -CustomerService CallCenter
	DepartmentOperations -CustomerService CallCenter
	DepartmentOperations -CustomerService CallCenter

	Provide support to individuals,businesses, and customersfor inquiries relating to statetaxes, alcohol licensing, andstate lottery
	Provide support to individuals,businesses, and customersfor inquiries relating to statetaxes, alcohol licensing, andstate lottery

	Maintain 90% of average call wait time under 5minutes
	Maintain 90% of average call wait time under 5minutes

	90
	90

	Implement call system upgrades (i.e.automated callbacks, GenTax integration,new phone tree design) to reduce call handleand average wait times. Implement quarterlytraining sessions for call center staff toenhance employee development.
	Implement call system upgrades (i.e.automated callbacks, GenTax integration,new phone tree design) to reduce call handleand average wait times. Implement quarterlytraining sessions for call center staff toenhance employee development.


	Maintain agent availability for calls at 75% onaverage
	Maintain agent availability for calls at 75% onaverage
	Maintain agent availability for calls at 75% onaverage

	75
	75

	Continuously monitor agent statuses via liveand weekly reports to ensure adequatestaffing of call center.
	Continuously monitor agent statuses via liveand weekly reports to ensure adequatestaffing of call center.


	Maintain a rate of abandoned calls of 10% or less
	Maintain a rate of abandoned calls of 10% or less
	Maintain a rate of abandoned calls of 10% or less

	10
	10

	Review weekly phone statistics withmanagement team, address areas ofweakness through training, appropriateescalation, or use of the call back sheet toimprove call handling.
	Review weekly phone statistics withmanagement team, address areas ofweakness through training, appropriateescalation, or use of the call back sheet toimprove call handling.


	DepartmentOperations -FinancialServices 
	DepartmentOperations -FinancialServices 
	DepartmentOperations -FinancialServices 

	Performs financial services forAgency: Procurement, InternalAudit, Lottery Draws,Accounting (Tax, Lottery,Alcohol), Budget for agency 
	Performs financial services forAgency: Procurement, InternalAudit, Lottery Draws,Accounting (Tax, Lottery,Alcohol), Budget for agency 

	Average days to pay vendors is 60 days or less
	Average days to pay vendors is 60 days or less

	60
	60

	Get tracking methodology in place toaccurately track. Review process, and resultsto potentially move manpower during KPIstatus updates.
	Get tracking methodology in place toaccurately track. Review process, and resultsto potentially move manpower during KPIstatus updates.


	Cash deposits are made/processed within 5business days
	Cash deposits are made/processed within 5business days
	Cash deposits are made/processed within 5business days

	5
	5


	Ensure that 100% of contracts are renewed withoutany contract lapse
	Ensure that 100% of contracts are renewed withoutany contract lapse
	Ensure that 100% of contracts are renewed withoutany contract lapse

	100
	100


	Resolve 100% of all inquiries coming into the IDR EFTmailbox within 10 business days
	Resolve 100% of all inquiries coming into the IDR EFTmailbox within 10 business days
	Resolve 100% of all inquiries coming into the IDR EFTmailbox within 10 business days

	100
	100



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -InternalServices 
	DepartmentOperations -InternalServices 
	DepartmentOperations -InternalServices 

	Supports all IDR Programs and all IDRessential functions, as listed in theDepartment COOP COG Plan throughactivities focused on: 
	Supports all IDR Programs and all IDRessential functions, as listed in theDepartment COOP COG Plan throughactivities focused on: 
	- safeguarding confidential data,including taxpayer information, andcompliance with regulatory bodies[Internal Revenue Service (IRS) andMulti-State Lottery Association (MUSL)], 
	- data analytics - managing, makingdecisions, and defining controls for thecreation, consumption, and dispositionof data. Promoting informed outcomesthrough increased data sharing anddata-driven analysis. 
	- customer experience, includingeducation & outreach,
	- human resources management, 
	- technology tool enhancement,maintenance, and support
	- IT vendor management, 
	- alignment of technology solutionswith business needs, 
	- strategy and benefits realization

	Maintain a Service satisfaction percentageabove 75% for data analytics projects, asmeasured by survey results post-projectcompletion
	Maintain a Service satisfaction percentageabove 75% for data analytics projects, asmeasured by survey results post-projectcompletion

	75
	75

	Apply appropriate corrective actions based ondata analytics project closure survey results.Perform quality review of all customer-facingdeliverables.
	Apply appropriate corrective actions based ondata analytics project closure survey results.Perform quality review of all customer-facingdeliverables.


	Percent of hosted web forms abandonedon GovConnectIowa is less than 50%
	Percent of hosted web forms abandonedon GovConnectIowa is less than 50%
	Percent of hosted web forms abandonedon GovConnectIowa is less than 50%

	50
	50

	Analyze web form statistics, collaborate with areabusiness owners, and update necessary channels(GovConnectIowa, YouTube, website) based onresults.
	Analyze web form statistics, collaborate with areabusiness owners, and update necessary channels(GovConnectIowa, YouTube, website) based onresults.


	Percent of GovConnectIowa registeredbusinesses that opt-in to electroniccorrespondence is greater than 50%
	Percent of GovConnectIowa registeredbusinesses that opt-in to electroniccorrespondence is greater than 50%
	Percent of GovConnectIowa registeredbusinesses that opt-in to electroniccorrespondence is greater than 50%

	50
	50

	Leverage established communication channels topromote adoption of electronic correspondence.
	Leverage established communication channels topromote adoption of electronic correspondence.


	Achieve a response rate over 75% forGovConnectIowa customer messages, via'Send A Message' feature, within 24 hours ofreceipt
	Achieve a response rate over 75% forGovConnectIowa customer messages, via'Send A Message' feature, within 24 hours ofreceipt
	Achieve a response rate over 75% forGovConnectIowa customer messages, via'Send A Message' feature, within 24 hours ofreceipt

	75
	75

	Monitor backlog and adjust staffing levels asneeded (resource reallocation).
	Monitor backlog and adjust staffing levels asneeded (resource reallocation).


	 'Unsure' responses and interactions for theAI-supported Chatbot ("The Kernel") isbelow 10%
	 'Unsure' responses and interactions for theAI-supported Chatbot ("The Kernel") isbelow 10%
	 'Unsure' responses and interactions for theAI-supported Chatbot ("The Kernel") isbelow 10%

	10
	10

	Tag articles for periodic review based on usagetrends. Staff and users to utilize a feedback loopto suggest updates, ensuring content remainscurrent and accurate.
	Tag articles for periodic review based on usagetrends. Staff and users to utilize a feedback loopto suggest updates, ensuring content remainscurrent and accurate.


	Retain more than 85 percent of thedepartment employees
	Retain more than 85 percent of thedepartment employees
	Retain more than 85 percent of thedepartment employees

	85
	85

	Apply a tailored approach to functional areaswith high turnover rates; provide supervisorcoaching/counseling. Utilize results from theannual stakeholder analysis and employeeengagement survey(s) to develop actionablerecommendations.
	Apply a tailored approach to functional areaswith high turnover rates; provide supervisorcoaching/counseling. Utilize results from theannual stakeholder analysis and employeeengagement survey(s) to develop actionablerecommendations.



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -InternalServices 
	DepartmentOperations -InternalServices 
	DepartmentOperations -InternalServices 

	Supports all IDR Programs and all IDRessential functions, as listed in theDepartment COOP COG Plan throughactivities focused on: 
	Supports all IDR Programs and all IDRessential functions, as listed in theDepartment COOP COG Plan throughactivities focused on: 
	- safeguarding confidential data,including taxpayer information, andcompliance with regulatory bodies[Internal Revenue Service (IRS) andMulti-State Lottery Association(MUSL)], 
	- data analytics - managing,making decisions, and definingcontrols for the creation,consumption, and disposition ofdata. Promoting informed outcomesthrough increased data sharing anddata-driven analysis. 
	- customer experience, includingeducation & outreach,
	- human resources management, 
	- technology tool enhancement,maintenance, and support
	- IT vendor management, 
	- alignment of technology solutionswith business needs, 
	- strategy and benefits realization

	Resolve at least 90% of all prioritized"System Service Requests" during thefiscal year
	Resolve at least 90% of all prioritized"System Service Requests" during thefiscal year

	90
	90

	Utilize established governance model to prioritizesystem changes and enhancements in alignmentwith strategic priorities, legislatively mandated andend-of-life due dates, and resource availability.
	Utilize established governance model to prioritizesystem changes and enhancements in alignmentwith strategic priorities, legislatively mandated andend-of-life due dates, and resource availability.


	Ensure that 80% of projects and initiativeshave established benefit registers withregular monitoring and benefitrealization reporting
	Ensure that 80% of projects and initiativeshave established benefit registers withregular monitoring and benefitrealization reporting
	Ensure that 80% of projects and initiativeshave established benefit registers withregular monitoring and benefitrealization reporting

	80
	80

	Continue to mature the benefits realization frameworkand enhance the corresponding toolbox. 
	Continue to mature the benefits realization frameworkand enhance the corresponding toolbox. 


	Initiate, plan, and execute the annualreview/update of the agency Continuityof Operations and Continuity ofGovernment (COOP COG) Plan in order toachieve certification by March 1 eachyear
	Initiate, plan, and execute the annualreview/update of the agency Continuityof Operations and Continuity ofGovernment (COOP COG) Plan in order toachieve certification by March 1 eachyear
	Initiate, plan, and execute the annualreview/update of the agency Continuityof Operations and Continuity ofGovernment (COOP COG) Plan in order toachieve certification by March 1 eachyear

	100
	100

	Monitor changes to essential functions, technology,and business processes and update the plan asneeded.  Perform thorough review of the Plan at thebeginning of each calendar year prior to certification.Add a project in the SDU FY26 Work Plan listingassigned staff and milestone dates. Monitor percentcompletion in bi-weekly meetings.
	Monitor changes to essential functions, technology,and business processes and update the plan asneeded.  Perform thorough review of the Plan at thebeginning of each calendar year prior to certification.Add a project in the SDU FY26 Work Plan listingassigned staff and milestone dates. Monitor percentcompletion in bi-weekly meetings.


	Administer the annual submission of theSafeguards Security Review Report to IRSby April 30 each year and address all "notimplemented" sections as required
	Administer the annual submission of theSafeguards Security Review Report to IRSby April 30 each year and address all "notimplemented" sections as required
	Administer the annual submission of theSafeguards Security Review Report to IRSby April 30 each year and address all "notimplemented" sections as required

	100
	100

	Identify all non-compliant controls from previousreport. Determine approach to  reaching compliance.Add a project in the SDU FY26 Work Plan listingassigned staff and milestone dates. Monitor percentcompletion in bi-weekly meetings.
	Identify all non-compliant controls from previousreport. Determine approach to  reaching compliance.Add a project in the SDU FY26 Work Plan listingassigned staff and milestone dates. Monitor percentcompletion in bi-weekly meetings.


	Perform all required annual vendor siteinspections (as required by MUSL andIRS) 
	Perform all required annual vendor siteinspections (as required by MUSL andIRS) 
	Perform all required annual vendor siteinspections (as required by MUSL andIRS) 

	100
	100

	Identify in-scope vendors; update paperwork inaccordance with new MUSL/IRS requirements. Planand budget for out-of-state travel. Add a tasks in theSDU FY26 Work Plan, listing assigned staff and duedates. Monitor percent completion in bi-weeklymeetings.
	Identify in-scope vendors; update paperwork inaccordance with new MUSL/IRS requirements. Planand budget for out-of-state travel. Add a tasks in theSDU FY26 Work Plan, listing assigned staff and duedates. Monitor percent completion in bi-weeklymeetings.



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -InternalServices 
	DepartmentOperations -InternalServices 
	DepartmentOperations -InternalServices 

	Supports all IDR Programs and all IDRessential functions, as listed in theDepartment COOP COG Plan throughactivities focused on: 
	Supports all IDR Programs and all IDRessential functions, as listed in theDepartment COOP COG Plan throughactivities focused on: 
	- safeguarding confidential data,including taxpayer information, andcompliance with regulatory bodies[Internal Revenue Service (IRS) andMulti-State Lottery Association(MUSL)], 
	- data analytics - managing,making decisions, and definingcontrols for the creation,consumption, and disposition ofdata. Promoting informed outcomesthrough increased data sharing anddata-driven analysis. 
	- customer experience, includingeducation & outreach,
	- human resources management, 
	- technology tool enhancement,maintenance, and support
	- IT vendor management, 
	- alignment of technology solutionswith business needs, 
	- strategy and benefits realization

	Initiate, plan, and execute the annualMUSL Rule 2 Compliance Reviewincluding applicable deliverables
	Initiate, plan, and execute the annualMUSL Rule 2 Compliance Reviewincluding applicable deliverables

	100
	100

	Complete self-assessment, using latest version ofMUSL Rule 2. Compile required deliverables (e.g.,tabletop exercise and fail-over reports). Add a projectin the SDU FY26 Work Plan listing assigned staff andmilestone dates. Monitor percent completion in bi-weekly meetings.
	Complete self-assessment, using latest version ofMUSL Rule 2. Compile required deliverables (e.g.,tabletop exercise and fail-over reports). Add a projectin the SDU FY26 Work Plan listing assigned staff andmilestone dates. Monitor percent completion in bi-weekly meetings.


	Initiate, plan, and execute PenetrationTest Project within 12 months of signingSOW with an independent 3rd party andundertake all necessary remediations
	Initiate, plan, and execute PenetrationTest Project within 12 months of signingSOW with an independent 3rd party andundertake all necessary remediations
	Initiate, plan, and execute PenetrationTest Project within 12 months of signingSOW with an independent 3rd party andundertake all necessary remediations

	100
	100

	Coordinate scope, procurement, project sponsorshipand execution with State CISO and his team. Add aproject in the SDU FY26 Work Plan listing assigned staffand milestone dates. Monitor percent completion inbi-weekly meetings.
	Coordinate scope, procurement, project sponsorshipand execution with State CISO and his team. Add aproject in the SDU FY26 Work Plan listing assigned staffand milestone dates. Monitor percent completion inbi-weekly meetings.


	Initiate, plan, and execute at least onetabletop exercise of the IncidentResponse Procedure (project)
	Initiate, plan, and execute at least onetabletop exercise of the IncidentResponse Procedure (project)
	Initiate, plan, and execute at least onetabletop exercise of the IncidentResponse Procedure (project)

	100
	100

	Determine scope, participants, and stakeholders.Coordinate with State CISO and his team. Add aproject in the SDU FY26 Work Plan listing assigned staffand milestone dates. Monitor percent completion inbi-weekly meetings.
	Determine scope, participants, and stakeholders.Coordinate with State CISO and his team. Add aproject in the SDU FY26 Work Plan listing assigned staffand milestone dates. Monitor percent completion inbi-weekly meetings.



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -Legal - TaxAppealsManagement
	DepartmentOperations -Legal - TaxAppealsManagement
	DepartmentOperations -Legal - TaxAppealsManagement

	Manage intake and reviewof tax-related appeals.Determine appropriatedepartment position incoordination with PolicyDirectors and legal. Makerecommendations onsettlements andcontested cases. Assistthe Attorney General'sOffice in preparation forcontested case hearings
	Manage intake and reviewof tax-related appeals.Determine appropriatedepartment position incoordination with PolicyDirectors and legal. Makerecommendations onsettlements andcontested cases. Assistthe Attorney General'sOffice in preparation forcontested case hearings

	Average time for appeals to be closed or moved tolitigation should be within 19 months
	Average time for appeals to be closed or moved tolitigation should be within 19 months

	19
	19

	Ensure continued work with Compliance Divisionfor opportunities to triage new appeals, settingdeadlines for taxpayer responses; provide timelyand concise responses to taxpayers; consistentlyand timely follow up with taxpayers when noresponse is received; strategically manageresources on cases assignments, utilizing datafrom IMPACT to make decisions about cross-training, and redirection of resources on eachsubject matter when possible; identifyopportunities for settlements and where anassistant attorney gene
	Ensure continued work with Compliance Divisionfor opportunities to triage new appeals, settingdeadlines for taxpayer responses; provide timelyand concise responses to taxpayers; consistentlyand timely follow up with taxpayers when noresponse is received; strategically manageresources on cases assignments, utilizing datafrom IMPACT to make decisions about cross-training, and redirection of resources on eachsubject matter when possible; identifyopportunities for settlements and where anassistant attorney gene


	DepartmentOperations -Lottery TicketsManagement 
	DepartmentOperations -Lottery TicketsManagement 
	DepartmentOperations -Lottery TicketsManagement 

	Quality assurance testingfor new scratch ticket andpull-tab games
	Quality assurance testingfor new scratch ticket andpull-tab games

	Percent of Scratch Tickets & Pull-tabs that passedtesting criteria loaded into Central Gaming Systemproduction
	Percent of Scratch Tickets & Pull-tabs that passedtesting criteria loaded into Central Gaming Systemproduction

	100
	100

	Adherence to dedicated game developmentprocesses and schedules related to scratchticket and pull-tab game development.
	Adherence to dedicated game developmentprocesses and schedules related to scratchticket and pull-tab game development.


	Prompt installation ofretail sales supportequipment for licensedlottery retailers
	Prompt installation ofretail sales supportequipment for licensedlottery retailers
	Prompt installation ofretail sales supportequipment for licensedlottery retailers

	Percent completion [within 90 days] of State ChangeAction Request (SCAR) for new installation orinstallation for new or existing terminals or self-servekiosks
	Percent completion [within 90 days] of State ChangeAction Request (SCAR) for new installation orinstallation for new or existing terminals or self-servekiosks

	Utilize consistent communications cadence withLottery central gaming systems vendor andfollow existing processes.
	Utilize consistent communications cadence withLottery central gaming systems vendor andfollow existing processes.



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -Mailroom andData Capture
	DepartmentOperations -Mailroom andData Capture
	DepartmentOperations -Mailroom andData Capture

	Handling of paper returns,payments, andcorrespondence.  Capturethe data from paper returnsand payments, and scan intotax operating system
	Handling of paper returns,payments, andcorrespondence.  Capturethe data from paper returnsand payments, and scan intotax operating system

	Electronically record 100% of paper returns and incomingcorrespondence within 30 days of receipt
	Electronically record 100% of paper returns and incomingcorrespondence within 30 days of receipt

	100
	100

	Upgrade imaging equipment to high speedscanners and implement AI OCR datacapture software to improve operationalefficiency.
	Upgrade imaging equipment to high speedscanners and implement AI OCR datacapture software to improve operationalefficiency.


	Process 100% of paper payments within 12 days of receipt
	Process 100% of paper payments within 12 days of receipt
	Process 100% of paper payments within 12 days of receipt


	DepartmentOperations -Registration 
	DepartmentOperations -Registration 
	DepartmentOperations -Registration 

	Evaluate business tax permitand third party authorizationapplications for approval
	Evaluate business tax permitand third party authorizationapplications for approval

	Process 100% of Business Tax Permit applications within 5days of receipt
	Process 100% of Business Tax Permit applications within 5days of receipt

	100
	100

	Implement mail/fax to work items workflowto streamline processing of paperapplications.Manage workloads andproductivity tracking reports via IMPACT andmove away from Google Forms/Sheets.
	Implement mail/fax to work items workflowto streamline processing of paperapplications.Manage workloads andproductivity tracking reports via IMPACT andmove away from Google Forms/Sheets.


	Process 100% of Third Party Authorization Applicationswithin 5 days of receipt
	Process 100% of Third Party Authorization Applicationswithin 5 days of receipt
	Process 100% of Third Party Authorization Applicationswithin 5 days of receipt

	Implement mail/fax to work items workflowto streamline processing of paperapplications.  Allow for the submission ofthird party applications via GCI withoutbeing connected to accounts. 
	Implement mail/fax to work items workflowto streamline processing of paperapplications.  Allow for the submission ofthird party applications via GCI withoutbeing connected to accounts. 



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	Fraud/
	Fraud/
	Fraud/
	IdentityTheft

	Prevention of fraudulentrefunds or fraudulently filedreturns (identity theft)
	Prevention of fraudulentrefunds or fraudulently filedreturns (identity theft)

	Process $7.5 M in Individual Income Tax RefundReductions via Fraud Programs
	Process $7.5 M in Individual Income Tax RefundReductions via Fraud Programs

	7.5
	7.5

	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.


	Fuel Taxes
	Fuel Taxes
	Fuel Taxes

	Tax return preparation,determine liability collectionof taxes, tax refunds
	Tax return preparation,determine liability collectionof taxes, tax refunds

	Process 100% of fuel tax refunds within 60 days ofreceipt provided that tax has been collected
	Process 100% of fuel tax refunds within 60 days ofreceipt provided that tax has been collected

	60
	60

	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.


	Hotel/MotelTax
	Hotel/MotelTax
	Hotel/MotelTax

	Tax return preparation,collection, distribution tolocal governments
	Tax return preparation,collection, distribution tolocal governments

	Assign 100% of hotel/motel tax returns to staff within 30days of receipt
	Assign 100% of hotel/motel tax returns to staff within 30days of receipt

	100
	100

	Review processes and procedures inIMPACT to ensure the distribution thresholdis met. 
	Review processes and procedures inIMPACT to ensure the distribution thresholdis met. 


	Individual
	Individual
	Individual

	Individual - tax returnpreparation, determine taxliability, collection of taxes,tax refunds
	Individual - tax returnpreparation, determine taxliability, collection of taxes,tax refunds

	Average days to process current tax year individualincome tax refunds is within 30 days of the receipt ofthe tax return
	Average days to process current tax year individualincome tax refunds is within 30 days of the receipt ofthe tax return

	30
	30

	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.


	Sales andUse Tax
	Sales andUse Tax
	Sales andUse Tax

	Tax return preparation,determine liability collectionof taxes, tax refunds
	Tax return preparation,determine liability collectionof taxes, tax refunds

	Average number of days to process IA843 RefundReturns (Claims) is within 180 days of receipt
	Average number of days to process IA843 RefundReturns (Claims) is within 180 days of receipt

	180
	180

	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.
	Manage workloads and prioritize staffresponsibilities to improve timeliness.Review outliers weekly.



	Figure

	Core Function:
	Core Function:
	DEPARTMENT OPTIMIZATION
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	Setoffs
	Setoffs
	Setoffs

	Expansion of non-tax debtcollection agreements tooffer capabilities to newsetoff participants
	Expansion of non-tax debtcollection agreements tooffer capabilities to newsetoff participants

	Onboard at least two new state setoff programparticipants
	Onboard at least two new state setoff programparticipants

	2
	2

	Proactively continue to communicate setoffcapabilities to State agencies. Follow upwith previous contacts.
	Proactively continue to communicate setoffcapabilities to State agencies. Follow upwith previous contacts.


	StatewideProperty Tax
	StatewideProperty Tax
	StatewideProperty Tax

	IDR collects an annualstatewide property tax oncertain utility property. Taxreturn preparation,determine liability
	IDR collects an annualstatewide property tax oncertain utility property. Taxreturn preparation,determine liability

	 Process 100% of property tax returns within 1 businessday of receipt
	 Process 100% of property tax returns within 1 businessday of receipt

	100
	100

	Work with companies to ensure success infiling through GovConnectIowa. 
	Work with companies to ensure success infiling through GovConnectIowa. 



	Figure

	Part
	Figure
	Core Function:
	COMPLIANCE
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	AdministerLottery Games
	AdministerLottery Games
	AdministerLottery Games

	Creation, testing,drawing/reconciling, systemsoversight and relations
	Creation, testing,drawing/reconciling, systemsoversight and relations

	Submission of World LotteryAssociation RGF Level 2 Certification(Certification designed to benchmarkand improve responsible gamingpractices)
	Submission of World LotteryAssociation RGF Level 2 Certification(Certification designed to benchmarkand improve responsible gamingpractices)

	1
	1

	Evaluation of identified "gaps" in Lottery Division's responsiblegaming plan. Develop and execute against cross-bureau planfor addressing those needs.
	Evaluation of identified "gaps" in Lottery Division's responsiblegaming plan. Develop and execute against cross-bureau planfor addressing those needs.


	AgriculturalLand TaxCredit
	AgriculturalLand TaxCredit
	AgriculturalLand TaxCredit

	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments
	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments

	Ensure that 100% of distributions aremade to local governments bystatutory date of July 15
	Ensure that 100% of distributions aremade to local governments bystatutory date of July 15

	100
	100

	Utilize available reporting to ensure that the distributions havebeen properly allocated. Ensure that counties are submittingclaims by the appropriate dates and working with CX to assist incommunicating with the customer.
	Utilize available reporting to ensure that the distributions havebeen properly allocated. Ensure that counties are submittingclaims by the appropriate dates and working with CX to assist incommunicating with the customer.


	AlcoholicBeveragesCompliance
	AlcoholicBeveragesCompliance
	AlcoholicBeveragesCompliance

	Manages the process for allalcoholic beverages retailers,wholesalers, manufacturers,importers and brokers to applyfor and obtain a license orpermit before doing business inthe state. ABC also managesthe process for renewals andspecial event licensing.
	Manages the process for allalcoholic beverages retailers,wholesalers, manufacturers,importers and brokers to applyfor and obtain a license orpermit before doing business inthe state. ABC also managesthe process for renewals andspecial event licensing.

	 Complete 100% of annual audits /investigations / inspections in all 99counties
	 Complete 100% of annual audits /investigations / inspections in all 99counties

	100
	100

	Manage workloads and prioritize staff responsibilities to improvetimeliness. Review outliers weekly.
	Manage workloads and prioritize staff responsibilities to improvetimeliness. Review outliers weekly.


	AssessmentLimitationCertifications
	AssessmentLimitationCertifications
	AssessmentLimitationCertifications

	IDR collects data from all Iowaassessing jurisdictions thencalculates and certifiesassessment limitations for allproperty classes
	IDR collects data from all Iowaassessing jurisdictions thencalculates and certifiesassessment limitations for allproperty classes

	Ensure that 100% of assessmentlimitations and taxable marketvaluations are issued to localgovernments by statutory date ofNovember 1
	Ensure that 100% of assessmentlimitations and taxable marketvaluations are issued to localgovernments by statutory date ofNovember 1

	100
	100

	Continue to ensure that all data reported and used to calculatethe assessment limitation is verifiable and reliable which ensuresan accurate calculation. Continue to communicate with LocalGovernments on the proper methods of supplying reliable dataon abstract reporting.
	Continue to ensure that all data reported and used to calculatethe assessment limitation is verifiable and reliable which ensuresan accurate calculation. Continue to communicate with LocalGovernments on the proper methods of supplying reliable dataon abstract reporting.



	Figure

	Core Function:
	Core Function:
	COMPLIANCE
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	AssessorEducation
	AssessorEducation
	AssessorEducation

	IDR certifies eligible assessors,maintains a continuingeducation program, and trackscontinuing educationrequirements
	IDR certifies eligible assessors,maintains a continuingeducation program, and trackscontinuing educationrequirements

	Ensure that 100% of Iowa Assessor certifications andcontinuing education requirements are verified by duedates
	Ensure that 100% of Iowa Assessor certifications andcontinuing education requirements are verified by duedates

	100
	100

	Continue to utilize and develop Phase II ofthe infoflow system to allow Assessorseasier access to their education recordsand an easier way to submit requests forcontinuing education. This system will alsoensure that assessors continue to staycurrent on the registration list by managingstart dates.
	Continue to utilize and develop Phase II ofthe infoflow system to allow Assessorseasier access to their education recordsand an easier way to submit requests forcontinuing education. This system will alsoensure that assessors continue to staycurrent on the registration list by managingstart dates.


	Business PropertyTwo-TierAssessmentLimitation
	Business PropertyTwo-TierAssessmentLimitation
	Business PropertyTwo-TierAssessmentLimitation

	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments
	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments

	Ensure that 100% of fund distributions are made tolocal governments by statutory dates of March 31 andSept 30
	Ensure that 100% of fund distributions are made tolocal governments by statutory dates of March 31 andSept 30

	100
	100

	Utilize available reporting to ensure that thedistributions have been properly allocated.Ensure that counties are submitting claimsby the appropriate dates and working withCX to assist in communicating with thecustomer.
	Utilize available reporting to ensure that thedistributions have been properly allocated.Ensure that counties are submitting claimsby the appropriate dates and working withCX to assist in communicating with thecustomer.


	Commercial andIndustrial PropertyTax Replacement
	Commercial andIndustrial PropertyTax Replacement
	Commercial andIndustrial PropertyTax Replacement

	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments
	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments

	Ensure that 100% of fund distributions are made tolocal governments by statutory dates of March 31 andSept 30
	Ensure that 100% of fund distributions are made tolocal governments by statutory dates of March 31 andSept 30

	100
	100

	Utilize available reporting to ensure that thedistributions have been properly allocated.Ensure that counties are submitting claimsby the appropriate dates and working withCX to assist in communicating with thecustomer.
	Utilize available reporting to ensure that thedistributions have been properly allocated.Ensure that counties are submitting claimsby the appropriate dates and working withCX to assist in communicating with thecustomer.


	CountyEndowment
	CountyEndowment
	CountyEndowment

	Distributions from gamingrevenues made to qualifiedcommunity foundations in non-gaming counties 
	Distributions from gamingrevenues made to qualifiedcommunity foundations in non-gaming counties 

	Ensure that 100% of community foundation funddistributions are made to local governments annuallyin August
	Ensure that 100% of community foundation funddistributions are made to local governments annuallyin August

	100
	100

	Utilize reporting methods to verifydistribution figures for foundations.
	Utilize reporting methods to verifydistribution figures for foundations.



	Figure

	Core Function:
	Core Function:
	COMPLIANCE
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -LotteryInvestigations
	DepartmentOperations -LotteryInvestigations
	DepartmentOperations -LotteryInvestigations

	Utilization of Lottery securityinvestigators to ensure adherenceto terms and conditions of lotteryretailer license and State law
	Utilization of Lottery securityinvestigators to ensure adherenceto terms and conditions of lotteryretailer license and State law

	Percent of retailers that underwentcompliance checks from LotteryInvestigations within 45 days ofreceiving complaint
	Percent of retailers that underwentcompliance checks from LotteryInvestigations within 45 days ofreceiving complaint

	100
	100

	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for compliance checks,and following up with retail licensees post-inspection toprovide findings/input.
	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for compliance checks,and following up with retail licensees post-inspection toprovide findings/input.


	Utilization of Lottery securityinvestigators to ensure adherenceto Game Rules, Multi-JurisdictionLotto Game Security Proceduresand State law
	Utilization of Lottery securityinvestigators to ensure adherenceto Game Rules, Multi-JurisdictionLotto Game Security Proceduresand State law
	Utilization of Lottery securityinvestigators to ensure adherenceto Game Rules, Multi-JurisdictionLotto Game Security Proceduresand State law

	Percent of game and securityconcerns investigated by LotteryInvestigations
	Percent of game and securityconcerns investigated by LotteryInvestigations

	100
	100

	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for game rules andrelated reviews, and following up with other Lottery Divisionbureau leadersihp to provide findings/input.
	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for game rules andrelated reviews, and following up with other Lottery Divisionbureau leadersihp to provide findings/input.


	Utilization of Lottery securityinvestigators to ensure timelyresponses to law enforcementofficers and local prosecutors
	Utilization of Lottery securityinvestigators to ensure timelyresponses to law enforcementofficers and local prosecutors
	Utilization of Lottery securityinvestigators to ensure timelyresponses to law enforcementofficers and local prosecutors

	Percent of requests from lawenforcement agencies and countyattorney offices responded to byLottery Investigations within 24 hours.Reports submitted within 15 days ofinvestigation completion
	Percent of requests from lawenforcement agencies and countyattorney offices responded to byLottery Investigations within 24 hours.Reports submitted within 15 days ofinvestigation completion

	100
	100

	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for purposes of local lawenforcement/country attorney inquiries, and following upwith IDR legal team as appropriate.
	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for purposes of local lawenforcement/country attorney inquiries, and following upwith IDR legal team as appropriate.


	Utilization of Lottery securityinvestigators to ensure timelyresponses to cross-functionalLottery Division inquiries
	Utilization of Lottery securityinvestigators to ensure timelyresponses to cross-functionalLottery Division inquiries
	Utilization of Lottery securityinvestigators to ensure timelyresponses to cross-functionalLottery Division inquiries

	Percent of requests from LotteryBureaus responded to by LotteryInvestigations within 24 hours.Reports submitted within 15 days ofinvestigation completion
	Percent of requests from LotteryBureaus responded to by LotteryInvestigations within 24 hours.Reports submitted within 15 days ofinvestigation completion

	100
	100

	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for internal LotteryDivision inquiries, and following up with other Lottery Divisionbureau leadersihp to provide findings/input.
	Lottery Investigations Bureau Chief to use developedprocesses for measuring  and tracking in-bound case flow,scheduling/assigning investigators for internal LotteryDivision inquiries, and following up with other Lottery Divisionbureau leadersihp to provide findings/input.


	Utilization of Lottery securityinvestigators to ensure adherenceto terms and conditions of lotteryretailer license and State law
	Utilization of Lottery securityinvestigators to ensure adherenceto terms and conditions of lotteryretailer license and State law
	Utilization of Lottery securityinvestigators to ensure adherenceto terms and conditions of lotteryretailer license and State law

	Percent of established Lottery retailersthat underwent unannouncedcompliance checks from LotteryInvestigations during the fiscal year
	Percent of established Lottery retailersthat underwent unannouncedcompliance checks from LotteryInvestigations during the fiscal year

	20
	20

	Utilization of data analysis to determine retailer complianceschedule. Quarterly progress reports provided to Lotterymanagement and Commission.
	Utilization of data analysis to determine retailer complianceschedule. Quarterly progress reports provided to Lotterymanagement and Commission.


	Percent of new Lottery retailers thatunderwent unannounced compliancechecks from Lottery Investigationsduring the fiscal year
	Percent of new Lottery retailers thatunderwent unannounced compliancechecks from Lottery Investigationsduring the fiscal year
	Percent of new Lottery retailers thatunderwent unannounced compliancechecks from Lottery Investigationsduring the fiscal year

	100
	100

	Develop and adhere to process that ensures new Lotteryretailers are incorporated into the Lottery investigationsbureau compliance plan.
	Develop and adhere to process that ensures new Lotteryretailers are incorporated into the Lottery investigationsbureau compliance plan.



	Figure

	Core Function:
	Core Function:
	COMPLIANCE
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	DepartmentOperations -TobaccoCompliance &Enforcement
	DepartmentOperations -TobaccoCompliance &Enforcement
	DepartmentOperations -TobaccoCompliance &Enforcement

	Partner with local lawenforcement to implement theFDA / Iowa DHHS tobaccoenforcement programs relatedto underage sales and retailercompliance
	Partner with local lawenforcement to implement theFDA / Iowa DHHS tobaccoenforcement programs relatedto underage sales and retailercompliance

	Perform 100% compliance check on allretailers for tobacco sales to underagecustomers
	Perform 100% compliance check on allretailers for tobacco sales to underagecustomers

	100
	100

	Continue education programs for retailers in conjunctionwith law enforcement. Follow up as necessary with failedcompliance checks.
	Continue education programs for retailers in conjunctionwith law enforcement. Follow up as necessary with failedcompliance checks.


	Family Farm TaxCredit
	Family Farm TaxCredit
	Family Farm TaxCredit

	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments
	Develop and maintain all IDRforms in compliance with IowaCode and ensure accurate andtimely distribution of funds tolocal governments

	Ensure that 100% of fund distributionsare made to local governments bystatutory date of June 1
	Ensure that 100% of fund distributionsare made to local governments bystatutory date of June 1

	100
	100

	Utilize available reporting to ensure that the distributionshave been properly allocated. Ensure that counties aresubmitting claims by the appropriate dates and working withCX to assist in communicating with the customer.
	Utilize available reporting to ensure that the distributionshave been properly allocated. Ensure that counties aresubmitting claims by the appropriate dates and working withCX to assist in communicating with the customer.


	Flood Mitigation
	Flood Mitigation
	Flood Mitigation

	IDR publicizes forms and rulesand provides fund distributionsto local governments forinfrastructure projects thatreduce flood risk
	IDR publicizes forms and rulesand provides fund distributionsto local governments forinfrastructure projects thatreduce flood risk

	Ensure that 100% of flood funddistributions are made to localgovernments on a quarterly basis
	Ensure that 100% of flood funddistributions are made to localgovernments on a quarterly basis

	100
	100

	Utilize available reporting to ensure that the distributionshave been properly allocated.
	Utilize available reporting to ensure that the distributionshave been properly allocated.


	DepartmentOperations -Legal - AlcoholEnforcementActions
	DepartmentOperations -Legal - AlcoholEnforcementActions
	DepartmentOperations -Legal - AlcoholEnforcementActions

	Review alcohol complianceinvestigations. Determineappropriate education and/orsanctions, including penalties,fines, suspensions, orrevocations in accordance withthe law. Determine whether toconduct contested caseproceedings or negotiatesettlements. Assist the AttorneyGeneral's Office in preparationfor contested case hearings. 
	Review alcohol complianceinvestigations. Determineappropriate education and/orsanctions, including penalties,fines, suspensions, orrevocations in accordance withthe law. Determine whether toconduct contested caseproceedings or negotiatesettlements. Assist the AttorneyGeneral's Office in preparationfor contested case hearings. 

	Resolve 100% of issued underage salescitations and subsequent adjudicationin criminal courts within six months ofreceipt
	Resolve 100% of issued underage salescitations and subsequent adjudicationin criminal courts within six months ofreceipt

	100
	100

	Ensure staff analyze each law enforcement referral andadjudication via alcohol investigators to determineappropriate actions by the Department. Performance gapsare primarily staff availability, including resources splitbetween modernization and day-to-day operations, andavailability of AG resources. 
	Ensure staff analyze each law enforcement referral andadjudication via alcohol investigators to determineappropriate actions by the Department. Performance gapsare primarily staff availability, including resources splitbetween modernization and day-to-day operations, andavailability of AG resources. 


	Resolve 100% of completed andsubmitted cases within six months ofassignment
	Resolve 100% of completed andsubmitted cases within six months ofassignment
	Resolve 100% of completed andsubmitted cases within six months ofassignment



	Figure

	Core Function:
	Core Function:
	COMPLIANCE
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	HomesteadTax Credits,Exemptions,andReimbursement
	HomesteadTax Credits,Exemptions,andReimbursement
	HomesteadTax Credits,Exemptions,andReimbursement

	IDR promulgates forms and provides funddistributions for the homestead programs underchapter 425
	IDR promulgates forms and provides funddistributions for the homestead programs underchapter 425

	Ensure that 100% of funddistributions are made tolocal governments bystatutory dates of March 15and Nov 15
	Ensure that 100% of funddistributions are made tolocal governments bystatutory dates of March 15and Nov 15

	100
	100

	Utilize available reporting to ensure that thedistributions have been properly allocated. Ensurethat counties are submitting claims by theappropriate dates and working with CX to assist incommunicating with the customer.
	Utilize available reporting to ensure that thedistributions have been properly allocated. Ensurethat counties are submitting claims by theappropriate dates and working with CX to assist incommunicating with the customer.


	LegalServices
	LegalServices
	LegalServices

	Provide in-house legal support for all programareas and for the Director. Legal services includeactivities such as legal research, advice, anddrafting legal documents or law-relatedmaterials including but not limited to memos,correspondence, contracts, Orders of the Director,legislation, and administrative rules
	Provide in-house legal support for all programareas and for the Director. Legal services includeactivities such as legal research, advice, anddrafting legal documents or law-relatedmaterials including but not limited to memos,correspondence, contracts, Orders of the Director,legislation, and administrative rules

	Ensure that 75% of legalrequests in SMaRT arecompleted by project duedates
	Ensure that 75% of legalrequests in SMaRT arecompleted by project duedates

	75
	75

	Ensure staff utilize SMART to submit project needs toLegal Services and that Legal Services staffconsistently utilize SMART to track projectassignments. Utilize information in SMART to monitorworkload balance and deadlines and adjustassignments as needed based on priority level andstaff resources. Utilize information in SMART tocontinue to enhance staff resourcing through cross-training to improve subject matter coverage acrosslegal staff. Performance gaps that need to beaddressed are continuing to improve 
	Ensure staff utilize SMART to submit project needs toLegal Services and that Legal Services staffconsistently utilize SMART to track projectassignments. Utilize information in SMART to monitorworkload balance and deadlines and adjustassignments as needed based on priority level andstaff resources. Utilize information in SMART tocontinue to enhance staff resourcing through cross-training to improve subject matter coverage acrosslegal staff. Performance gaps that need to beaddressed are continuing to improve 


	Local OptionSales Tax
	Local OptionSales Tax
	Local OptionSales Tax

	 IDR administrates tax return preparation,collection, and distribution of voter-approvedsales tax revenue to local governments to fundlocal priorities, reducing the pressure on propertytaxes
	 IDR administrates tax return preparation,collection, and distribution of voter-approvedsales tax revenue to local governments to fundlocal priorities, reducing the pressure on propertytaxes

	Ensure that 100% of dollarscollected from voter-approved sales tax aredistributed to localgovernments
	Ensure that 100% of dollarscollected from voter-approved sales tax aredistributed to localgovernments

	100
	100

	Ensure that distributed amounts match collectedamounts for jurisdictions by utilizing reporting toolsthrough IMPACT.
	Ensure that distributed amounts match collectedamounts for jurisdictions by utilizing reporting toolsthrough IMPACT.


	MilitaryService TaxExemption
	MilitaryService TaxExemption
	MilitaryService TaxExemption

	IDR publicizes forms and rules to ensure eligibleveterans and certain military service membershave access to the program
	IDR publicizes forms and rules to ensure eligibleveterans and certain military service membershave access to the program

	Complete Annual review offorms, rules, and guidance asit pertains to Military ServiceTax Exemptions
	Complete Annual review offorms, rules, and guidance asit pertains to Military ServiceTax Exemptions

	100
	100

	Work in conjunction with the forms committee toensure the form is updated as needed.
	Work in conjunction with the forms committee toensure the form is updated as needed.



	Figure

	Core Function:
	Core Function:
	COMPLIANCE
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	Moneys and Credits
	Moneys and Credits
	Moneys and Credits

	IDR publicizes forms and rules, collectsrevenue from certain financialinstitutions, and distributes these fundsto local governments
	IDR publicizes forms and rules, collectsrevenue from certain financialinstitutions, and distributes these fundsto local governments

	Ensure that 100% of funds arepaid out to localgovernments annually inAugust
	Ensure that 100% of funds arepaid out to localgovernments annually inAugust

	100
	100

	Ensure a method is in place to verify the allocationpercentages that are paid to the state, counties andcities.
	Ensure a method is in place to verify the allocationpercentages that are paid to the state, counties andcities.


	Property AssessmentEqualization
	Property AssessmentEqualization
	Property AssessmentEqualization

	IDR collects data from all Iowa assessingjurisdictions as well as state and federalsources, performs in house appraisals,then calculates and certifies equalizationorders for residential, agricultural, andcommercial property classes
	IDR collects data from all Iowa assessingjurisdictions as well as state and federalsources, performs in house appraisals,then calculates and certifies equalizationorders for residential, agricultural, andcommercial property classes

	Conduct all requiredappraisals and assessmentsas determined by theEqualization Processaccording to statutorydeadlines
	Conduct all requiredappraisals and assessmentsas determined by theEqualization Processaccording to statutorydeadlines

	100
	100

	FY 2026 is not an equalization year and will give theteam an opportunity to work with CX on our calendarof communications/notifications to our customers toensure they are kept informed at every stage in theprocess.
	FY 2026 is not an equalization year and will give theteam an opportunity to work with CX on our calendarof communications/notifications to our customers toensure they are kept informed at every stage in theprocess.


	Property Tax CentralAssessment
	Property Tax CentralAssessment
	Property Tax CentralAssessment

	IDR calculates and certifies assessedvalues for certain centrally-assessedproperties (examples: railroads,pipelines, some water companies).These valuations are taxed at the locallevel
	IDR calculates and certifies assessedvalues for certain centrally-assessedproperties (examples: railroads,pipelines, some water companies).These valuations are taxed at the locallevel

	Publish 100% of Certificatesof Assessment by statutorydue date of Oct 31
	Publish 100% of Certificatesof Assessment by statutorydue date of Oct 31

	100
	100

	Track the status of the valuation process usingstages as benchmarks (i.e. started, researched,requested additional info) by utilizing the processmanagement tool in IMPACT.
	Track the status of the valuation process usingstages as benchmarks (i.e. started, researched,requested additional info) by utilizing the processmanagement tool in IMPACT.


	Real Estate Transfer Tax
	Real Estate Transfer Tax
	Real Estate Transfer Tax

	IDR promulgates forms for the collectionof transfer tax and assists the stateappeal board with refund requests
	IDR promulgates forms for the collectionof transfer tax and assists the stateappeal board with refund requests

	Complete annual review offorms, rules, and guidanceas it pertains to Real EstateTransfer Tax
	Complete annual review offorms, rules, and guidanceas it pertains to Real EstateTransfer Tax

	100
	100

	Work in conjunction with the forms committee toensure the form is updated as needed.
	Work in conjunction with the forms committee toensure the form is updated as needed.


	Reinvestment Districts
	Reinvestment Districts
	Reinvestment Districts

	IDR promulgates rules and provides funddistributions that support large-scaleeconomic development projects whichattract visitors, create jobs, and expandthe local tax base in Iowa communities
	IDR promulgates rules and provides funddistributions that support large-scaleeconomic development projects whichattract visitors, create jobs, and expandthe local tax base in Iowa communities

	Ensure that 100% ofeconomic developmentfunds are distributed on aquarterly basis
	Ensure that 100% ofeconomic developmentfunds are distributed on aquarterly basis

	100
	100

	Verify non worked returns are reviewed to include inquarterly distribution, ensure annual true uppayments account for late filed and amendedreturns, if true up payment matches difference ofquarterly distribution and annual quarterly report -develop a report based on collections vs reported toassist in the verification process.
	Verify non worked returns are reviewed to include inquarterly distribution, ensure annual true uppayments account for late filed and amendedreturns, if true up payment matches difference ofquarterly distribution and annual quarterly report -develop a report based on collections vs reported toassist in the verification process.



	Figure

	Core Function:
	Core Function:
	COMPLIANCE
	Program Name
	Program Name
	Program Name
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	Vehicle Fee forNewRegistration
	Vehicle Fee forNewRegistration
	Vehicle Fee forNewRegistration

	IDR supports local government officials bypublicizing forms and rules and by processingrefund claims
	IDR supports local government officials bypublicizing forms and rules and by processingrefund claims

	Average number of days toprocess IA843 Refund Returns for"Vehicle Use" is within 180 days ofreceipt
	Average number of days toprocess IA843 Refund Returns for"Vehicle Use" is within 180 days ofreceipt

	180
	180

	Ensure staff are familiar with 321.105A and 701-250to ensure responses to customers are aligned withstatute and rules. Continue to explore effectiveways to help our customers understand the feestructures for new registration.
	Ensure staff are familiar with 321.105A and 701-250to ensure responses to customers are aligned withstatute and rules. Continue to explore effectiveways to help our customers understand the feestructures for new registration.


	Secure anAdvancedVision forEducation
	Secure anAdvancedVision forEducation
	Secure anAdvancedVision forEducation

	IDR provides fund distributions and annualestimates, helping Iowa schools invest inupdated infrastructure while easing the burdenon local taxpayers
	IDR provides fund distributions and annualestimates, helping Iowa schools invest inupdated infrastructure while easing the burdenon local taxpayers

	Ensure that 100% ofeducation/school funds are paidout to local governments everymonth
	Ensure that 100% ofeducation/school funds are paidout to local governments everymonth

	100
	100

	Ensure that distribution amounts match thecollected amounts by utilizing available reportingtools.
	Ensure that distribution amounts match thecollected amounts by utilizing available reportingtools.


	TobaccoPermitting &Compliance
	TobaccoPermitting &Compliance
	TobaccoPermitting &Compliance

	Permits for participation in the cigarette andtobacco trade and requirements of permitholders
	Permits for participation in the cigarette andtobacco trade and requirements of permitholders

	Ensure that 100% of tobaccopermits are reviewed by July 1st
	Ensure that 100% of tobaccopermits are reviewed by July 1st

	100
	100

	Manage workloads and prioritizestaffresponsibilities and efforts as neededtoimprove timeliness - review outliers weekly
	Manage workloads and prioritizestaffresponsibilities and efforts as neededtoimprove timeliness - review outliers weekly


	TobaccoPermitting &Compliance
	TobaccoPermitting &Compliance
	TobaccoPermitting &Compliance

	Permits for participation in the cigarette andtobacco trade and requirements of permitholders
	Permits for participation in the cigarette andtobacco trade and requirements of permitholders

	The percentage of compliancechecks that occur based oncomplaints for operating withoutretail tobacco permits
	The percentage of compliancechecks that occur based oncomplaints for operating withoutretail tobacco permits

	100
	100

	Work towards increasing public knowledge and lawenforcement knowledge of the GCI complaintportal for tobacco violationsHave dedicatedresource(s) for responding to tobacco complaintsin a timely manner and prioritizing inspections andinvestigations as neededDevelop new, enhanced,partnerships with law enforcement agencies forretail tobacco compliance inspections and themutual sharing of information.
	Work towards increasing public knowledge and lawenforcement knowledge of the GCI complaintportal for tobacco violationsHave dedicatedresource(s) for responding to tobacco complaintsin a timely manner and prioritizing inspections andinvestigations as neededDevelop new, enhanced,partnerships with law enforcement agencies forretail tobacco compliance inspections and themutual sharing of information.



	Figure

	Part
	Figure
	Core Function:
	REPORTING & ANALYSIS
	ProgramName
	ProgramName
	ProgramName
	Program Name

	Program Description
	Program Description

	Measure
	Measure

	Target
	Target

	Action Items
	Action Items


	UtilityReplacementTax
	UtilityReplacementTax
	UtilityReplacementTax

	IDR calculates and certifiesassessed values for certaingas, electric, and waterutility properties. Tax returnpreparation, determineliability, allocate taxes tolocal governments
	IDR calculates and certifiesassessed values for certaingas, electric, and waterutility properties. Tax returnpreparation, determineliability, allocate taxes tolocal governments

	Conduct all required processes as determined by theUtility Replacement Tax (URT) process according tostatutory deadlines to ensure that URT allocation ispublished by October 31st
	Conduct all required processes as determined by theUtility Replacement Tax (URT) process according tostatutory deadlines to ensure that URT allocation ispublished by October 31st

	100
	100

	List of active permit holders, if not renewed,are cancelled
	List of active permit holders, if not renewed,are cancelled


	Researchand Policy 
	Researchand Policy 
	Researchand Policy 

	Provide fiscal and policyanalysis of proposedlegislation, forecast taxrevenues and refunds andperform data analysis,analyze tax policy andprovide statistical reports tointernal and externalaudiences, the Governor,legislators, other Stategovernment departments,local governments, and thegeneral public
	Provide fiscal and policyanalysis of proposedlegislation, forecast taxrevenues and refunds andperform data analysis,analyze tax policy andprovide statistical reports tointernal and externalaudiences, the Governor,legislators, other Stategovernment departments,local governments, and thegeneral public

	Ensure that the mean absolute error for the economicforecasts provided to the Revenue EstimatingConference is within 5%
	Ensure that the mean absolute error for the economicforecasts provided to the Revenue EstimatingConference is within 5%

	5
	5

	Assess forecast error annually and adjustforecasting methods as needed.
	Assess forecast error annually and adjustforecasting methods as needed.


	 Ensure that 75% of high priority fiscal estimates arecompleted in five days
	 Ensure that 75% of high priority fiscal estimates arecompleted in five days
	 Ensure that 75% of high priority fiscal estimates arecompleted in five days

	75
	75

	Manage workloads and prioritizestaffresponsibilities and efforts as neededtoimprove timeliness
	Manage workloads and prioritizestaffresponsibilities and efforts as neededtoimprove timeliness


	Tax credit
	Tax credit
	Tax credit

	Tax Credit Administration,Tax Credit Tracking andProgram Analysis
	Tax Credit Administration,Tax Credit Tracking andProgram Analysis

	Ensure that the March aggregate tax credit claimsforecast is within 20% of the actual claims
	Ensure that the March aggregate tax credit claimsforecast is within 20% of the actual claims

	20
	20

	Refine forecasting methods as more backhistory is available in IMPACT and more islearned about tax credit processing in IMPACT
	Refine forecasting methods as more backhistory is available in IMPACT and more islearned about tax credit processing in IMPACT
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