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Type of assistance Number or percentage

Assistance provided through the Internet (IRS.gov):

IRS Website usage [1]:

Number of visits 650,989,560                  

Number of page views [2] 3,350,072,964               

Number of downloads [3] 362,841,746                  

IRS Video Portal views [4] 16,395,652                    

Electronic transactions, total 531,483,065                  

Direct Pay settlements [5] 11,736,859                    

Get Transcript Online [6] 20,860,886                    

Get Transcript Mail [7] 2,544,833                      

Interactive Tax Assistant [8] 1,197,658                      

IRS2GO active users [9] 9,981,460                      

Online Employer Identification Number applications 4,989,903                      

Online Installment Agreements [10] 1,092,556                      

Transcript Delivery System requests fulfilled [11] 104,897,634                  

“Where's My Amended Return” inquiries 5,340,236                      

“Where’s My Refund” inquiries 368,841,040                  

Enterprise Taxpayer Self-Assistance Participation Rate (percentage) [12] 85.4                               

[4]  The IRS Video Portal provides information through audio and video presentations, as well as webinars (web-based seminars) on a 
variety of tax-related topics.
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[1]  Online assistance is reported as visits, page views, and downloads. A website visit is a session that begins when a user views his or her 
first webpage and ends when the user leaves the IRS.gov website. Users may access multiple webpages during a single visit to the IRS 
website; these are counted as page views. Of the total number of visits and page views, 51 percent of sessions and 40 percent of page 
views were conducted using a smart phone. A download is the process of copying a file, such as Form 1040, from the IRS.gov website to the 
user’s personal computer.
[2]  In FY 2019, the page view statistics increased relative to 2018 due primarily to the implementation of the Tax Cuts and Jobs Act. Some 
page views are not included in this official tracking due to a data processing error; this number represents the most conservative count.
[3]  In FY 2019, the download statistics increased relative to 2018 due primarily to the implementation of the Tax Cuts and Jobs Act, which 
included a complete redesign of the Form 1040 and related forms and schedules. As of January 1, 2018, downloads will appear higher than 
prior periods due to changes in the reporting methodology. Tracking has returned to the methodology utilized prior to March 1, 2013. This 
method captures downloads that occur through external sites (e.g., directly from search engine results). Previous results only included 
downloads directly from links on IRS.gov. Because of this change, downloads in FY 2019 and FY 2018 are higher than in previous years.

[11]  The Transcript Delivery System enables authorized tax practitioners to order tax account, tax return transcript, and other tax information 
for their business and individual clients. Requests are returned to the practitioner’s computer through a secure online connection within 
minutes of the request. Beginning FY 2017, the methodology changed from counting requests received to actual requests delivered or 
resolved. The change was made to be consistent with other transcript applications offered.

[12]  The percentage of taxpayers using self-assistance tools for their service needs. Beginning FY 2017, IRS replaced the Taxpayer Self-
Assistance Rate with a new metric, Enterprise Taxpayer Self-Assistance Participation Rate. The new metric includes established self-service 
channels such as Where’s My Refund, modernized internet employer identification number (mod-IEIN), Interactive Tax Assistant, Where’s 
My Amended Return, Get Transcript Online or by Mail, Federal Student Aid verification, Transcript Delivery System, income verification 
express service, electronic payments, and online payment agreements. The metric also includes automated calls to the IRS. The metric 
demonstrates IRS’s progress towards providing more service options, and taxpayers’ adoption of self-assistance. As new self-assistance 
applications are provided to the public, they will be added to the methodology.
NOTE:  In prior Data Books, the information in this table was presented with Table 9 (previously Table 19) data. As taxpayers increasingly 
turn to IRS.gov and other online channels for assistance, the online assistance section of the table has grown, and as more online services 
and metrics are added, they will appear in this table.
SOURCES:  Online Services, Online Engagement, Operations and Media; Wage and Investment, Strategy and Finance, Program 
Management Office.

[5]  Represents the total count of payment settlements plus payment reversals.

[6]  Taxpayers may access the Get Transcript Online application by visiting the IRS.gov website and selecting the “Get Your Tax Record” link. 
Taxpayers are granted access to Get Transcript Online after completing Secure Access eAuthentication. After successfully registering, 
taxpayers may select available transcripts (tax return, tax account, record of account, wage and income, and/or verification of nonfiling letter) 
based on the type and year. Transcripts may be viewed online, printed, and/or downloaded. Multiple transcripts may be ordered in one 
session.

[7]  Taxpayers may access the Get Transcript by Mail application by visiting the IRS.gov website and selecting the “Get Your Tax Record” 
link. Taxpayers are granted access to Get Transcript by Mail after completing Secure Access eAuthentication. After successfully registering, 
the taxpayer may order a tax return transcript and/or a tax account transcript based on the type and year. The transcript will be delivered by 
mail to the address on file with the IRS.
[8]  Represents the number of interactions completed using the Interactive Tax Assistant (ITA). The ITA is a tax law resource that takes 
taxpayers through a series of questions and provides answers to their tax law questions.

[9]  Includes the number of users who opened the IRS2GO mobile application at least once during the fiscal year.

[10]  Includes the number of individual and business installment agreements established or revised online. It also includes the number of 
short-term extensions (30, 60, and 120 days) and the number of agreements that required the taxpayer to pay the balance now.


