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Have any of you been to the farmers market lately? How about the fair or a swap meet?
Maybe you've had some bark delivered or just stopped by your local coffee stand.

If you have, you’ve most likely been “squared.”
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Mobile devices in business

Today, many small businesses use their mobile devices to instantly access the information they need to run their business.
By using GPS, credit card readers, cameras and messaging, mobile apps provide a service that web pages could never
dream of.

According to CNet.com and AllThingsDigital.com; smart phones and tablets account for more then 20% of all traffic on the
web. The number of smart phones alone in use across the globe has surpassed the 1 BILLION mark and is expected to easily
double within the next two years.



Mobile is a game changer

Mobile devices are game changers for small businesses. Over 94% of the small business owners who use mobile devices
said their mobile devices make them more efficient and 75% said their mobile devices are "critical" to their jobs.



Industries that benefit

® Construction

® Retail

® Professional services
® Food services

® Manufacturing

® | andscaping

® Delivery services

The industries with the highest potential to benefit from mobility are:
Construction

Retail

Professional services

Food services

Manufacturing

Landscaping

Delivery services

Over two thirds of mobile device users said that their company would lose competitive ground in today’s market without mobile
devices.



Customer’s mobile needs
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For many small businesses, mobile devices have replaced the use of cash registers, land-line phones and credit card readers
and, for some, traditional desktop computers.

DOR continually focuses on customer needs. We look for ways to make it easier to conduct business and communicate with
DOR. We focus on our website, our online applications and ways to adapt services to fit the needs of our customers.



Customer’s mobile needs
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In July of 2008, Washington changed from an origin-based system for local retail sales tax to a destination-based system.
Which means that sales tax is collected based on the rate at the location where the buyer receives the merchandise and
services.

So, imagine you are a business that sells and delivers bark. You may deliver bark to many different locations on any given day
and each of these could have a different sales tax rate.

Now apply this same scenario to the construction industry or to people who sell products at farmers’ markets, swap meets and
fairs. These businesses have already incorporated the use of mobile devices such as phones or tablets into their daily

business. These devices and apps can save them not only hours of work but also can greatly reduce the amount of billing and
reporting errors.



Customer’s mobile needs
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> File & pay taxes File my taxes online (E-file) Search for unclaimed property

Find a sales tax rate (GIS) Get statistics and reports Logon 1D
> Doing business Look up a business (BRD) Report tax fraud (Suspectfraud.wa.gov) d‘

Find my pre-assigned access code (PAC) Get business licensing and renewal Forgot your logon ID?
» Find taxes & rates Close my account information (BLS) Password @ f'i le
> Workshops & education — Forqgot your password? Electronic Fili

Spirits taxes (I-1183) Sales tax rates e

> Get a form or publication General Information Tax rate lookup tool
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Changes for roll-your-own (RYO) retailers

For many of these businesses, the process they used was very time consuming. Many would have to call back into the office
and have someone find the tax rate using our website or go back later that evening, put in the information, and then send a bill
in the mail.



Customer’s mobile needs
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Washington State Espafiol | Pycckuit | 812 | Tagalog | Tiéng Viét | REE

(@ CONTACT US | ABOUT US | QUESTIONS & ANSWERS | PRINTER FRIENDLY My Account -

Q FIND TAXES & RATES = SALES AND USE TAX RATES = TAX RATE LOOKUP TOOL
> File & pay taxes Sales and use tax rates

> Doing business

Y Find taxes & rates Tax Rate Lookup Tool
Sales and use tax rates Use the search options below to find sales tax rates for any location within Washington State.
This tool (with the exception of the map search) is also accessible by handheld devices. Simply type
Tax incentives taxrates.dor.wa.gov.
Business & occupation tax For address searches, the ZIP is required but the +4 is optional.
Retail sales tax
Use tax Address Search Map Search Latitude/Longitude
Property tax
Sl Street Address: (6500 Linderson Way SW |
Income tax
City: [Tumwater | Zip:|98501 | —| |
> Workshops & education
Taxable amount: | 250.00| (Optional: To calculate sales and use tax only)
> Get a form or publication
. Search / Calculate Reset

Find a law or rule

Download the free Tax Rate Lookup app to your iPhone.

As we looked at the data from our website and online applications, one area we felt could really help our mobile customers
was our Tax Rate Lookup tool (GIS).



Online Tax Rate Lookup Tool

Retail Sales/Use Tax
Effective dates
Location code (view map)

State Sales and Use Tax
Local City/County Sales and Use Tax
Total tax rate

Taxable amount
Tax due

Total due

Confirmation code

-----------------------------------------

> Get a form or publication
Search / Calculate Reset
Find a law or rule

Results found: 6500 Linderson Way SW Tumwater 98501

Taxable amount: 250.00 Download
the free
Tax Rate

Period: | October 4] [ 2012 (4] Print These Results | ookup
app to
your

Motor Vehicle Sales/Rentals Lodging IPhone.

10/01/12-10/3112
3406

Tumwater
THURSTON

065
022

087
$250.00
$21.75
$271.75

77BB4E2ASC

Keep this code to confirm the tax rate given for the displayed effective dates.

Tumwater

When the information is put in, the search returns a lot of information.




Online Tax Rate Lookup Tool
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{) FIND TAXES & RATES = SALES AND USE TAX RATES = TAX RATE LOOKUP TOOL

> File & pay taxes Sales and use tax rates

> Doing business

Y Find taxes & rates Tax Rate Lookup Tool

Sales and use tax rates Use the search options below to find sales tax rates for any location within Washington State.

This tool (with the exception of the map search) is also accessible by handheld devices. Simply type
Tax incentives taxrates.dor.wa.gov.
Business & occupation tax For address searches, the ZIP is required but the +4 is optional.
Retail sales tax
Use tax Address Search Map Search Latitude/Longitude
Property tax

1. Select the @1 from the toolbar below, Click and drag a box around the area you wish to display.

Other taxes 2. Select the €} from the toolbar below and pinpoint a location on the map.
Income tax 3. Your results will appear at the bottom of the page below the map.

> Workshops & education Q Q O iy Q Q Help

> Get a form or publication
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Find a law or rule

You can also search using the map search tab and by latitude and Iohgitude.

We have over 1.6 million customers using this tool every year or about 6,200 a day.



Online Tax Rate Lookup Tool
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Q FIND TAXES & RATES = SALES AND USE TAX RATES = TAX RATE LOOKUP TOOL
> File & pay taxes Sales and use tax rates

> Doing business

Y Find taxes & rates Tax Rate Lookup Tool
Sales and use tax rates Use the search options below to find sales tax rates for any location within Washington State.
This tool (with the exception of the map search) is also accessible by handheld devices. Simply type
Tax incentives taxrates.dor.wa.gov.
Business & occupation tax For address searches, the ZIP is required but the +4 is optional.
Retail sales tax
Use tax Address Search Map Search Latitude/Longitude
Property tax
Sl Latitude(eg 47.985): | | decimal degrees (45.0° ~ 49.005°).
Income tax
"°"9';';;°5(Sg)f | | decimal degrees (-125.0° ~ -116.0°).
> Workshops & education g 3
Taxable amount: | | (Optional: To calculate sales and use tax only)

> Get a form or publication ——
Search Reset

Find a law or rule

Results found: 6500 Linderson Way SW Tumwater 98501
Taxable amount: 250.00 Download
the free

But let’s go back to the longitude/latitude tab again. How often do you think that tab gets used from desktop computer
searches?

A search by longitude/latitude is actually the most accurate way to search, within meters of where you are standing but who is
actually using it on our website.....NO ONE.



Devices with built-in GPS
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Today, many of our customers are carrying devices with built in GPS. Using their phones or tablets, they can pinpoint their
exact location making it easy, fast and accurate to determine their sales tax rate.



Mobile visits to dor.wa.gov

B Mobile (including tablets)

250,000
209,003
(3.82%)
200,000
150,000 127,657
(1.95%)
100,000
46,080
50,000 (0.75%)
2909
NA (0.05%)
0
2008* 2009 2010 2011 2012

(as of Sept, 2012)

*No mobile data available

Based on Google Analytics, we’ve had about 256,000 mobile visitors over the last year. The percentage of mobile visitors is
not huge, only around 4%, but when you look back a few years it has more then doubled each year.

What will it be next year....8%, 10% or how about the following year......16%, 20% or possibly more?

If you look at the projected US statistics for mobile devices by 2015, the numbers are staggering.



Mobile visits to dor.wa.gov

B Type of mobile device

100,000
87,848
75,000
61,486
50,000
25,000
5357 4734 4046 2401 2535
0
iPhone iPad Not Set Sony HTC Motorola  Apple HTC HTC *Other
Ericson EVO 4G DroidX iPod Incredible  Droid
LT I5i Touch Incredible 2

*QOther = 421 Different devices
256,815 = Total mobile visits

Now, lets look at what type of devices our customers are using.

As you can see, our customers are using a lot of Apple iOS devices. But there are 430 different mobile devices coming to our
site.



Mobile visits to dor.wa.gov

B Mobile Operating Systems (OS)

180,000
160,809
120,000
60,000
3,345 2,921 338 227 108 8
0
iOS Android Blackberry = Windows  SymbianOS Nokia LG *Other

*Other = 9 Different operating systems
256,815 =Total mobile visits

This chart shows that there are 16 different mobile operating systems.

This gives us a pretty good picture of our mobile customers, their devices, and which operating systems those devices use.



Birth of a mobile app




Project Charter

Executive approval

® Executive Sponsor (TPS)

® CJ|O approve project charter (IS)

® Project sponsor (TPS)

® Project manager (TPS)

® Project coordinator, technical lead, developer (IS)
® Subject matter experts (TPS)

® Business Analyst (IS)

® Test lead (IS)

® Marketing (TPS)

Joint effort by Taxpayer Services and Information Services.



Project Charter
Mobile Application

® Background

= Make it easier for businesses to determine the correct
sales tax rate

o (Goal

- Develop a mobile version of the Tax Rate Lookup
online application that can automatically locate sales tax
rates and the location code using GPS

® Obijective

- Develop an application for iOS and Android smart
phones and tablets

Clear goals and objectives.



Design and development

Mobile app for iOS first and then Android.



Design and development

Results found: 6500 Linderson Way SW Tumwater 98501
Taxable amount: 250.00

Period: ~ October T] 2012 T] Print These Results

Retail Sales/Use Tax

Effective dates 10/0112-10/3112
Location code (view ma 3406
OlY.ccccccccncccncnnnncnncnnnncncsnnncncenane Tumwater
COMY.ccccccancsncncnccnascncsscnncnasannans THURSTON

State Sales and Use Tax 065

Local City/County Sales and Use Tax 022

Total tax rate 087

Taxable amount $250.00
Tax due $21.75
Confirmation code E2E6D285896

Keep this code fo confirm the fax rate given for the displayed effective dafes.

OlY.ccccccccncccncnnnncnncnnnncncsnnncncenane Tumwater

COMMY..cccocvnnnncccnncassscnnccccnnnnsnsnnaa THURSTON

Location Code...veeeeeeeeccccsscccscssssnnnnnns 34
.................... No

Determining requirement Specifications:
The website is designed to return a lot of information that is not necessary for a mobile user.

We used Jakob Nielson’s usability study to make sure we were not wasting the users’ time. Mobile users are in a hurry and get
angry if you waste their time. Phones have a much smaller screen so the information needs to be easily understood and read

on a small screen.



How the app would be used

Search options
o GPS

® Address
o Zip+4

) 6500 Linderson Way SW @)
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We want them to use the GPS option and we guide them to use it in the way we intended.

Once the user initiates the search, what information does our mobile user actually need?



Search results

Primary information

® Sales tax rate

® Confirmation code
® Address

Secondary information

® | ocation code

® [ffective dates

Narrowing this down to only the necessary information was not as easy as it sounds.



How they use the information

Primary use

® Save
® Send
o Title

Secondary use

o Map
T

® (alculate

How would they use this information?

Mobile users wanted to get the information fast, do something with it and move on.



Design and development

Mobile taxpayer Mobile app
Presents
( e > " screen (mm
Presents Provide
Location screen with
options to use Current
Location or Enter
Address
Uses Location
Current Services to find No
; Location ¥ the user'sCurrent | @
Address Location .
- Yes
Enters Address > <>n No
Yes
‘ Getsthe Locaton
Gets the Location
Code, Taxrate,
Code, Tax'rate, and Confm Cods and
Confirmation Code ation
for the address for possibly address for the
the current period Current Loatlor) for the
Presentsthe
Views Results |« el
C=

The requirements document helped us develop our process flow diagram.




Design and development

Carrier = 6:00 PM — Carrior 7 6:02 PM — Caxeries T 6:.02 PM -_—
Washington State Sales Tax Rate Washington State Sales Tax Rate Washington State Sales Tax Rate

Enter Address Enter Address Enter Address

codarwood o

SR5ES

Enter address for the destination of a m " Using Current Lozt d >
taxable sales and tap "Show Tax Rate”, "

or

1 2|‘3 4 s“s 7 8“9 0

Tap on the "Using Current Location® to ~—a~—n—f~—a-— &d &8 bdl B 04
let the iPhone's location services send 1 1 ) P9 ]
your geographical information 1o the

Washington State Department of

Revenue Tax Rates Web Services. = . . . n. ‘a

Am space Done

Develop a prototype.
The prototype was not intuitive or user friendly.

How would the user move between screens?

Adhere to the design and branding guidelines of the agency. It needed to look like a DOR product.



Design and development

il AT&T 3G 11:19 AM

JUN Location Co 717 TAX RATE

1'9 Golf Shop 094 >

2012 4502 S Steele St Pierce Coun..."™

JUN Location Code: 3406 TAX RATE

4831 Black Lake Blvd SW Olympia WA 98512 16 Julie's Flowers 087 >
— 2012 6136 Newport Ct SW Olympi... ®

Sales Tax Rate

JUN Location Code: 3400 TAX RATE
079 13 Land LLC

* . 2012 4845 Black Lake Blvd SW Oly...'079 )
Location Code: 3400 JUN Location Code: 3406 TAX RATE
Confirmation Code: FBA5B845CC S— 01 Freddy's 087 >
Effective Dates: 04/01/12 - 06/30/12 | 2012 555 Trosper Rd SW Thurston... *

! MAY Location Code: 3400 TAX RATE
17 One Hour Mining 079 )
2012 9300 Kimmie St SW Olympia... ®
MAY Location Code: 3406 TAX RATE

16 DoR .087 >

2012 6500 Linderson Way SW Tu...

We gave the prototype to usability experts. They did a great job applying usability guidelines to each screen and making the
information easy to read and understand. This process went through several reviews and each time it was refined and made
easier to understand and use.

One of the hardest parts was the navigation and how the user would move between screens. Making the app intuitive for the
user is extremely important. This is a lot easier said than done and is really much different than a website. This led us to create
a navigation flow diagram.



Design and development

Mobile Apps Edit
Screen Navigation Back
Draft: 11/23/2011

Back ¢
v
Done—— Map »| Map views
P{ Results view [«
Yes Send—
A | A Calculator
Cancel Save
| v

Non Yes

Popup with Cancel
Tell user why Found?\No. Email fr options Done
location not * P ith |

- it message Opup wi
L ¢ A option to

<Ok > Return to it
‘l‘ Results view name;fesults Keyboard is
% [Tell user why After sending activated
location not
Keyboard ‘|‘ found. Selgctgd Cancel
overlay | Currgnt <Ok > application
location
vy v | Enter |
A < No numbers
Yes .| Calculator
Enter Address—— Prgwdg < Back View.
Location view )
List |
Info—
4 Keyboard is
activated
DoneJ
v Keyboardis |
activated Beck
Done Done
Information
. —Done———— Item
view
vy Name \
change |
* Determining the tax rate for a Washington location is dependent

9 . ¢ »|{ Listview [« Delete | Edit screen

on determining the location code. If a location code cannot be

determined from the address entered or the GPS’ returned

coordinates, present a message to the user explaining why and

remain on the Provide Location view. \—Ed't T
i

This helps “guide” the user to use the app as we intended. You don’t want to force your user to do things but gently guide them
into a direction or a way of doing things. This allows us to “prompt” the user in the direction we want them to go. Doing things
like adding a title, or making sure to use the mobile devices’ GPS function, helps the user get a more accurate rate.



Demo




Next steps

Android app
HTML 5

Incorporate feedback

Marketing

Evaluate mobile data




Questions?

http://dor.wa.gov/taxratemaobile

https://itunes.apple.com/us/app/wa-sales-tax/id5345904457?mt=8



