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IRS Embraces AI Chatbots for Enhanced Taxpayer Assistance
The Internal Revenue Service (IRS) has initiated a significant shift in its taxpayer service delivery by utilising artificial intelligence (AI) chatbots. This new approach aims to streamline the process of addressing taxpayer inquiries and has potential ramifications for tax practitioners and their clients. Eric Slayback, the acting director of collection policy in the IRS Small Business/Self-Employed Division, recently shared insights into these developments at the American Bar Association Virtual Fall Tax Meeting.
What’s New:
The IRS has witnessed widespread adoption of AI chatbots, with millions of taxpayers leveraging this technology for their tax-related questions. Analysis of interactions with these chatbots is helping the IRS refine its guidance and notices, which could impact how tax practitioners access and interpret IRS information. According to Slayback, a significant percentage of chatbot users are receiving satisfactory answers without requiring human assistance.
The IRS’s 2024 strategic operating plan supplement outlines plans to expand the use of chatbots and voice bots by fiscal year 2025. This expansion is supported by funding from the Inflation Reduction Act. One of the notable features of the system is the ability for users to request authenticated interactions with live assistants, enabling the disclosure of sensitive information and completion of account-related actions securely.
Implications for Practitioners:
Tax practitioners may need to adapt to these technological advancements to effectively assist their clients. AI chatbots could save time by addressing basic queries, reducing the need for phone calls. However, this shift requires clients to be educated on using these chatbots efficiently.
As more routine questions are handled by AI, practitioners might experience a shift in the nature of the issues brought to them by clients. The ongoing feedback loop between chatbot interactions and IRS guidance could lead to more frequent updates in IRS communications, necessitating that practitioners remain vigilant for such changes.
While the integration of AI chatbots aims to maintain privacy and integrity, tax professionals should educate clients on the secure use of these technologies to avoid breaches of sensitive information.
Impact on the Tax Landscape:
The IRS’s adoption of AI-powered chatbots represents a monumental change in how taxpayer services are delivered. This development is expected to affect how clients interact with their tax practitioners and access information. By potentially reducing resolution times within the IRS, this move could improve overall efficiency in tax service delivery.
As the IRS continues to integrate AI into its operations, tax professionals need to become familiar with these tools. This familiarity will enable them to better assist their clients and interact more effectively with the IRS.
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The IRS’s move towards AI chatbot utilisation is a significant step in modernising taxpayer assistance, potentially transforming the landscape for practitioners and clients alike.
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