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APPENDIX C

Department of the Treasury
internal Revenue Service
Publication 1320 (Rev. 12/87)

!

Operation Link and the
Problem Resolution Program

Occasionally there are inslances where taxpayers have prob-
lems in {heir dealings with the Internal Revenue Service that
are not resolved in a reasonable period ot time. Taxpayers may
perceive that their problems do not receive the appropriate
attention or that they are referred from one IRS function to
another without resolution of their inquiry or problem. The
Problem Resolution Program (PRP) was established to deal
with these situations.

The Problem Resolution Program has three major goals:

1. To assure that individual taxpayers are aftorded an inde-
pendent, monitored system for the resolution of problems that
have not been resolved through regular organizational
channels.

2. To research and identify recurring internal systemic and
procedural problems; to determine the cause or source of the
problem; and to document findings for evaluation and further
action by line management.

3. To serve as an advocate for taxpayers within the IRS, repre-
senting their interests and concerns in the agency decision-
making process.

Use Normal Channels First

PRP should be contacted only after the taxpayers or their rep-
resentatives have previously attempted to correct the prob-
lems through normal channels. PRP has direct contact with
various functional areas within the district or service center, as
well as other oftices, who provide assistance in resolving com-
plex problems. It 1s immatenal whether a problem was iniially
caused by the taxpayer, hus/her representative or the RS, if
the taxpayer has been unable to obtain resolution through
normal channels, PRP will make every effort to determine the
cause ol the problem and resolve It



How the Problem Resolution Office Functions
en a Daily Basis

There is a Problem Resolution) Officer (PRO) in each district
and service center who is responsible for the Problem Resolu-
tion Program in that location. PROs head the Problem Resolu-
fion Office and report directly to the District or Service Center
Director.

District PRP cases are received through direct requests for
PRP by telephone, correspondence, and walk-in or referrals
{rom other IRS emptloyees. Service center PRP cases are pri-
marily the result of taxpayer cormespendence directly request-
ing PRP assistance and as referrals by IRS employees. Each
case is assigned to a specific employee for resolution and the
respective taxpayer or his/her representative should be ad-
vised of the status of his/her case.

PRP Criteria
The following conditions qualify a problem for PRP control:

1. Refund Problems

A second or subsequent inguiry initiated by the taxpayes o
representative 90 days after the filing of ar: original or
amended return, or claim.

Example: Taxpayer files claim 7-15-85

Taxpayer calls District 11-1-85; told refund in 3 weeks
Refund not received; taxpayer calls again 12-5-85
This situation meets PRP criteria.

2 Inquiry Criteria

A queshon regarding a request for assistance or information
on the same issue (except refund inquiry) after 45 days have
expued from the inihia! inquiry, and:

a The taxpayer has not received an acknowledgement contact
ot final response, or

b. The taxpayer has not received a response by the date
promised in the acknowledgment contact.

Example: Taxpayer writes asking for specific informalion about
a lax return on 2-13-85

Taxpayer calls 4-7-85 stating he/she has heard nothing from
IRS

This situation meets PRP criteria.

3. Notice Criteria

An inquiry made in response to a third or subsequent notice
which indicates a prablem with incorrect action or lack of ac-
tion by the Service to resolve a prior notice(s).

Example: Taxpayer received first and second notices showing
a balance due. Taxpayer responded to both notices stating
that the amount in question had been paid and furnished the
amgunt of payment and payment date.

Taxpayer receives third notice.
This situation meets PRP criteria.

4. Other Criteria

A contact indicating that use of norma! channels, established
systems or procedures have not been successtul in reselving
the complaint or inquiry of the taxpayer; or it is in the best
interest of the Service to include the complaint or inquiry in
the PRP program. )

Example: Taxpayer is informed by his/her bank that they have
receved an IRS notice of levy, and the taxpayer has no prior
contact on this matter.

This situation meets PRP criteria.



Exclusions:

1. An established administrative or formal appeal procedure
should be used.

2. An appropriate response had previously been provided 1o
the taxpayer.

3. The resolution of the prablem is solely the responsibitity of
another Federal, state, or local agency.

4. A non-tax administrative matter when the Service is in-
volved. e.g., Inspection, Disclaosure, or Personnel.

5. The case is urder jurisdiction of the Criminal investigation
Division.

6. A tax protestor related issue is involved.

7. The taxpayer indicated he/she cannot or will not pay (ex-
cept for requests to make arrangements 1o pay).

Operation Link:

Operation Link is an efiort 1o improve communicatons beiween
the [RS and tax practitioners. The intent of the program is not
only to resolve individual taxpayer problems but also to antici-
pate and head off potential problems. As a vital part of Opera-
tion Link, practitioners may forward documentation directly to
a special post office box or mail stop number established for
the district or service center Prablem Resolution Office. Of
course, this special address should only be used when alert-
ing the PRO to a possible systemic problem ot if the case
meets PRP criteria and the practitioner has been unable to
resoive the problem through normal channels.

Since resolution of mast problems requires documentation, it
is more advantageous lo correspond fitst through PRP's spe-
cial addsess. The loflowing is a list of some items that should
be included with your correspondence:

1 Copy of nolice(s) and any prtor correspondence

2 Power of Atiorney ot authorization (copy or original as
appropniate)

3. Clear, legible capy of cancelied check— both front and back
4, A phone number
5. A concise explanation of the preblem

Because of high workload demands and timited PRP Office
stafling, tax practitioners are strongly urged to either write to
their respective PRP Office or call the toll-lree telephane num-
ber listed in their local telephone directories. When calling the
toll-free number the caller showtd ask for “PRP.”

ln “emergency cases" practitioners may call the District Prob-
{em Resotution Office using the telephone number listed in the
directory. Some examples of these kinds of cases include er-
roneous levy action or an actual systemic problem supported
by several examples.

As a genera! rule, PRP problems should be sent to the PRP
office located in the IRS office from which the notice or letter in
question originated or the [RS office where prior communica-
tions had previously been directed. Because procedures may
vary from office to office, more detailed information regarding
when to contact the service center versus the district office will
be disseminated by your local district office.

What's Behind Operation Link?

@ Conviction that practitioners can be invaluable to the Serv-
ice in identitying PRP cases and pinpeinting systemic
prablems.

@ The procedures can put us on lop of identifying cases that
meet PAP critera eartier m the notice cycle, thus reducing the

need tor multiple taxpayer contacts with service centers and
district offices.

@ Most Important Peint of all — Very positive feedpack from
IRS personnel that practitioners have protected the integrity ol
our Probiem Reselution Program and will continue to protect i



Service Center

Problem Resolution Offices

Correspondence should be addressed to:

Internal Revenue Service Center

Attention: Prabtem Resolution Office

with the appropriate address from the following list.

Andover Service Center
310 Lowell Street (Stop 122)
Andover, MA 05501

Atlanta Service Center

P.0. Box 47-421 (Stop 29-A)
Doraville, GA 30362

Austin Service Center
P.0. Box 934 (Stop 1005

AUSC)
Austin, TX 78767

Austin Compliance Center

P.0. Box 2986 (Stop 1005
AUCC)
Austin, TX 78769

Brookhaven Service Center

P.0. Box 950 (Stop 102)
Holtsville, NY 11742

Cincinnati Service Center
P.0. Box 267 (Stop 11)
Covington, KY 41019

Fresno Service Center

P.0. Box 12161
Fresno, CA 93776

Kansas City Service Center
P.0. Box 24551

. Kansas City, MO 64131

Memphis Service Center

P.0. Box 30309 AMF {Stop 77)
Memphis, TN 38130

Ogden Service Center

P.0. Box 9941 (Step 1005)
Ogden, UT 84409

Philadelphia Service Center

P.0. Box 16053
Philadelphia, PA 19114

District

Problem Resolution Offices

Comespondence should be addressed to:

internal Revenue Service

Attention: Problem Resolution Office

with the appropriate address from the fotlowing list.

Aberdeen District

P.0. Box 370
Aberdeen, SD 57402
(605) 225-0250, Ext. 215

Albany District

Leo O'Brien Federal Building
Ctinton Ave. & N. Pearl Street
Albany, NY 12207

(518) 472-4482

Albuguerque District

P.0. Box 1040 (Step 1005)
Albuquerque, NM 87103
{505) 766-3760

Anchorage District

P.0. Box 101500
Ancherage, AK 99510
(907) 261-4228 or 4230

Atlanta District

P.0. Box 1065
Room 513
Allanta, GA 30370
{404) 331-5232

Augusta District

151 Forest Avenue
Portland, ME 04101
{207) 780-3309

Austin District
P0. Box 1863 (Stop 1005)

Austin, TX 78767
(512) 499-5875

Baltimore District
PQ. Box 1553 Room 637

Baltimore, MD 21203
(301) 962-2082

Birmingham District

500 22nd Street South
Stop 316

Birmingham, AL 35233
(205) 731-1177

Boise District

550 West Fort Streel
Box 041

Boise. ID 83724
{208) 334-1324



Boston District
JFK P.0. Box 9103

Boston, MA 02203
(617) 565-1857

Brooklyn District
G.P.0.Box R

Brooklyn, NY 11202
{718) 780-6511 or 6111

Buftalo District

P.0. Box 500

Niagara Square Station
Buffato, NY 14201
(716) 846-4574

Burlington District
11 Elmwood Avenue
Burtington, VT 05401
(802) 951-6354

Cheyenne District

308 Wes! 21st Street (Stop
1005)

Cheyenne, WY 82001

(307) 772-2162

Chicago District

230 S. Dearborn Steeet
Room 3214

Chicago, IL 60604
(312) 886-9254

Cincinnati District
P.0.Box 1818

Cincinnati, OH 45201
(513) 684-3094

Cteveland District
P.0. Box 99709

Cleveland, OH 44199
(216) 522-7134

Cotumbia District
P.0. Box 386, Room 404

Columbia, SC 29202
(803) 765-5939

Dailas District

P.0. Box 50008 (Stop 1005)
Dallas, TX 75250
(214) 767-1289

Denver District

P.0. Box 1302 (Stop 1005)
Denver, CO 80201
(303) 844-2305

Des Moines District
P.0. Box 1337 Room 309

Des Moines, 1A 50305
(515) 284-4780

Detroit District

P.0. Box 330500 {Stop 7)
Detroit, M! 48232-6500
(313) 226-1899

Fargo District

PO.Box 8
Fargo, ND 58107
(701) 237-577, ext. 141

Ft Lauderdale District
4 Box 292590

Ft. Lauderdate, FL 33329-2590

(305) 527-7359

Greenstoro District
320 Federa! Place
Room 214

Greensbora, NC 27401
(919) 333-5061

Hartford District

135 High Street (Stap 219)
Hartiocd, CT 06103
(203) 260-4179

Helena District

Federal Building

301 S. Park St., 2nd Floor
Helena, MT 59626-0016
(406) 449-5244

Honotulu District

PO. Box 50089
Honolulu, HI 96850
(808) 541-3300

Houston District

3223 Beiarpark (Stop 1005)
Houston, TX 77042
(713)953-6436

indianapolis District
P.0. Box 44687 (Stcp 11)
Indianapofis, N 46244
(317) 269-6332

(intemationaf)
[tormexty Foreign Operations
Dist]
950 L'Enfant Plaza
Washington, D.C. 20024
{202) 447-1020

Jackson District

100 West Capito! Street
Suite 504/Stop 31
Jackson, MS 39269
(601) 965-4800

Jacksonville District

P0. Box 35045 (Stop D:PRD)
Jacksonville, FL 32202
(904) 791-3440

Laguna Nigue! District

P.0. Box A-7
Laguna Niguel, CA 92677
(114) 643-4182



Las Vegas District

P.0. Box 16045
Las Vegas, NV 89101
(702) 388-6112

Litte Rock District

P.0. Box 3778 (Stop 3)
Little Rock, AR 72203
{501) 378-6260

Los Angeles District
P.0. Box 1791

Los Angeles, CA 90053
{213)894-6111

Louisville District
P.0. Box 1735 (Stop 120)

Louisville, KY 40201
{502) 582-6030

Manhattan District

P.0. Box 408

Church Street Station
New York, NY 10008
(212) 264-2850

Milwaukee District

P.0. Box M-383 Room 118
Milwaukee, Wi 53201
(414) 291-3046

10

Nashville District
PO. Box 1107 (MDP 22)

Nashville, TN 37202
(615) 736-5219

New Drieans District

500 Camp Street, (Stop i2)
New Orleans, LA 70130
{504) 589-3001

Newark District
PO. Box 1143

Newark, NJ 07101
(201) 645-3026

Oklahoma City District

PO. Box 1040 (Stop 1005)
Okiahoma City, OK 73101
(405) 231-5125

Omaha District
106 S. 15th Street {Stop 2)

Omaha, NE 68102
{402) 221-4181

Parkersburg District

PO. Box 1388
Parkersburg. WV 26102
(304) 420-6616

Philadelphia District

PO. Box 12010
Phitadelphia, PA 19106
(215) 597-3377

Phaoenix District

2120 N. Centrai Avenue (Stop
1005)

Phoenix, AZ 85004

(602) 261-3604

Pittsburgh District
PO Box 705

Pittsburgh, PA 15230
(412) 644-5987

Portland District

£0. Box 3341
Portland, OR 97208
(503) 221-4166

Portsmouth District

P0.8ox 720
Portsmouth, NH 03801
{603) 433-0571

Providence District

380 Westminster Mall
Prowidence, Ri 02903
(401} 528-4288

Richmond District
PO. Box 1013

Richmond, VA 23240
(804) 71-2643

Sacramento District

P Box 2300 (Stop SA 3043)
Sacramento, CA 95812

(916) 978-4079

Salt Lake City District

P.0. Box 2069 (Stop 1005)
Sait Lake City, UT 84110
(801) 524-6287

San Francisco District
P0. Box 36136 (Stop 4004)
450 Goiden Gate Avenue
San Francisco, CA 94102
(415) 556-5046

San Jose District

PO. Box 100
San Jose, CA 95103
{408) 291-N1132

Seattle District

PO. Box 2207 (Mail Stop 405)
Szaltle, WA 98111
(206) 442-7393

H



Springfield District

PO, Box 19201
Springfield, (L 62794
(1) 492-4517

St. Louis District

P0. Box 1548
St. Louis, MO 63188
(314) 4256710

St. Payl District

PQ. Box 64599
St. Paul, MN 55164
(612) 280-3077

114
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Wichita District

PQ. Box 2307 (Stop 1005)
Wichita, KS 67201
(316) 291-6506

Wilmington District

PQ Box 2415
Wilmington, DE 19899
(302) 573-6052

National Office

1111 Constitution Ave.
Room 3316 C: PRP
Washington, D.C. 20224
{202) 566-6475
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APPENDIX E

DEPARTMENT OF THE ARMY
HEADQUARTERS, U. S. ARMY MATERIEL COMMAND
5001 EISENHOWER AVENUE. ALEXANDRIA, VA 22333-0001

AMC OMBUDSMAN CHARTER

I. DESIGNATION OF OMBUDSMAN

Mr. Lewis J. Ashley is hereby designated as Special
Assistant to the Commanding General, U.S. Army Materiel
Command to serve as the AMC Ombudsman, effective this date.
In this capacity, the Ombudsman will report and be accountable
only to the Commanding General.

II. MISSION

The Ombudsman is responsible, in accordance with applic-
able policies and regulations, to assist the CG, AMC in
improving the overall operating efficiency and readiness of
the Command and strengthening communications both internally
and externally. As the personal representative of the CG, the
Ombudsman will serve as the central focal point in AMC on
matters concerning the Command which are brought to his
attention and assure that the proper resources are energized
to address the matters presented.

The Ombudsman will concentrate his activities on improving
the way AMC does business with industry and the private
sector, and strengthening communication with the public,
industry and the private sector; especially those who conduct
business with AMC or seek to do so.

The Ombudsman will also serve as the AMC Point of Contact
for "whistleblower" actions.

III. OPERATIONAL CONCEPT

The Ombudsman will perform his mission Dby: cutting
through organizational "red tape” and stimulating AMC to
function more effectively:; conducting activities in a way
designed to portray AMC as open, concerned, responsive and
fair: monitoring progress of inquiries and complaints to
assure that appropriate action is taken:; actively promoting
just solutions; and acting to strengthen and improve the
overall problem-solving process in AMC.



IV. AUTHORITY AND RESPONSIBILITIES

A. Authority

The Ombudsman has been delegated authority by the
CG, AMC to act in any capacity regarding AMC, its operation
and administration within appropriate laws, regulations and
policies.

!

B. Responsibilities

1. The Ombudsman, as the personal representative of the
CG, is responsible to:

a. Serve as the central focal point in AMC to
assist members of the general public, Government agencies,
industry, and the private sector regarding their concerns or
complaints on AMC operations; to help identify the issue so
that resources available are properly considered and brought
to bear in resolving such matters.

b. Be accessible to receive and discuss concerns
and complaints presented to him and, relying on an under-
standing of AMC's mission, organization and command and staff
relationships, to refer such matters to the appropriate
organizational element for action.

¢. Monitor progress of matters submitted to assure
that appropriate action is taken to satisfy the originator or
until every reasonable attempt has been made to resolve the
issue.

d. Act, when appropriate, as a confidential inter-
mediary between the originator of such matters and appropriate
management officials to facilitate resolution of problems.

e. Serve as BAMC Point of Contact on “Whistleblower"
actions. The Ombudsman will refer such matters to the
appropriate organization, monitor their progress and take
other action as he determines to be necessary and appropriate.

f. Direct corrective action in the name of the CG,
AMC when the Ombudsman determines it to be necessary.

g. Conduct impartial reviews or evaluations of the
effectiveness of AMC programs, including the current problem-
solving system which has been established to consider and
resolve problems.



h. Explore the potential for changes in AMC poli-
cies and programs, particularly those which would enhance the
Command's effectiveness and efficiency.

i. Maintain information on concerns and complaints
received and develop a process to analyze systemic responses
to such matters.

je. Keep the CG advised on how AMC programs are
working and make recommendations for improving their
operations.

k. Establish and maintain liaison with Ombudsman-
type activities of DOD, other Government agencies and the
private sector.

1. Promote an awareness of the Ombudsman program.

m. Recommend changes in this charter as experience
is gained.

2. Offices and organizations within AMC are responsible
supporting the Ombudsman in accordance with DA/AMC

for
I8, policies and procedures.




VII. ACCESS TO RECORDS AND INFORMATION

The Ombudsman is authorized to visit, without prior
notice, any organization or staff within AMC. He is also
authorized unlimited access to records and information
necessary to accomplish his mission, subject to statutory and
regulatory limits on information which is classified or of a
privileged nature.

VIII. LOCATION AND SUPPORT

The Ombudsman is located at Headquarters, AMC and that
organization will provide the necessary facilities, admini-
stration and functional support. The facilities will be of
such a nature as to provide an atmosphere in which indivi-
duals will feel comfortable in discussing their matters of
concern. The location will be such that confidentiality can
be guaranteed those who seek it while recognizing the need for
the Ombudsman to have ready access to the Commanding General.



h. Explore the potential for changes in AMC poli-
cies and programs, particularly those which would enhance the
Command's effectiveness and efficiency.

i. Maintain information on concerns and complaints

received and develop a process to analyze systemic responses
to such matters.

je. Keep the CG advised on how AMC programs are
working and make recommendations for improving their
operations.

k. Establish and maintain liaison with Ombudsman-
type activities of DOD, other Government agencies and the
private sector.

1. Promote an awareness of the Ombudsman program.
m. Recommend changes in this charter as experience
2. Offices and organizations within AMC are responsible

for supporting the Ombudsman in accordance with DA/AMC
regulations, policies and procedures.

STAFFLEG REQUIREMEN |
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VII. ACCESS TO RECORDS AND INFORMATION

The Ombudsman is authorized to wvisit, without prior
notice, any organization or staff within AMC. He 1is also
authorized wunlimited access to records and information
necessary to accomplish his mission, subject to statutory and
regulatory limits on information which is classified or of a
privileged nature.

VIII. LOCATION AND SUPPORT

The Ombudsman is located at Headguarters, AMC and that
organization will provide the necessary facilities, admini-
stration and functional support. The facilities will be of
such a nature as to provide an atmosphere in which indivi-
duals will feel comfortable in discussing their matters of
concern. The location will be such that confidentiality can
be guaranteed those who seek it while recognizing the need for
the Ombudsman to have ready access to the Commanding General.
Facilities and administrative support will be provided by
other AMC offices and organizations as i

. S required by the
Ombudsman to carry out his mission.




e
2 ...-‘v.a---\y:k’.-."‘?\-"u"~!,r YL
2 H =

APPENDIX F

United States of America DEPARTMENT
"+ DEPARTMENT OF COMMERCE ORGANIZATION ORDER 15-7
. DEPARTMENT | DATE OF ISSUANCE EFFECTIVE DATE
ORGANIZATION March 26, 1971 March 26, 1971
ORDER SERIES

OMBUDSMAN FOR BUSINESS

SECTION 1. PURPOSE.

This order establishes an office of Ombudsman for Business and prescribes the functions of that
office.

SECTION 2. DESIGNATION AND STATUS.

There is hereby established in the Office of the Secretary the position of Ombudsman for Business.
The Ombudsman for Business shall have the status of a Special Assistant to the Secretary of
Commerce. The Ombudsman for Business may, as necessary, call upon the units of the Depart-
ment for services of personnel and other assistance in carrying out his functions,

SECTION 3, FUNCTIONS.
.01 The Ombudsman for Business shall have the following functions:
a. Receive and answer questions on Federal Government programs of interest to business;

b, Assist business by providing a focal point for recelving and handling communications in-
volving information, complaints, criticisms and suggestions about Government activities relating
to business;

c. Arrange conferences with appropriate officials within the Department and in other agencies,
and follow up on referrals to determine whether further assistance is necessary and appropriate ; and

d. Develop suggested changes to remedy the causes of business complaints about the Federal
Government, as appropriate, and refer them to the Secretary of Commerce for further action.

.02 In carrying out these functions, the Ombudsman for Business shall not represent, intervene
on behalf of or otherwise seek to assist business and individuals on specific matters, cases or
issues before Federal regulatory agencies or before Federal departments exercising a requlatory
function with respect thereto. On such matters, the Ombudsman for Business shall limit his
activities to the provision of information, in response to inquiries from businesses and individ-
uals, on what department, or agency or subordinate element thereof to contact on tho specific
matter involved, and, as applicable, to bring to the attention of inquirers regulations or other
published procedures on such matters,

.03 The Ombudsman shall not participate in, intervene in regard to, or in any way influence, the |
negotiation or renegotiation of the terms of contracts between business and the Government.

Secretary of Commerce
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