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Wayne’s 
Wood
 Wayne cuts and sells 
firewood, on the side.

 Wood can be bought by the 
truck load, the rank, the rick, or 
as the locals order it…. by the 
jag.   

 Reckons he needs to pay his 
taxes and is quite frustrated 
with the process.

 His most recent experience 
with the “revenuers” has left a 
bad taste in his mouth and he is 
causing quite a stir down at the 
local coffee shop. 



Introduction

Types of returns filed:
>  Sales Tax
> Use Tax
> Employer Withholding
> Corporate Income Tax

How businesses file:
>  MyTax portal is main filing 
system. 
>  Users can register for a portal 
account or file as a guest.





Problem Statement
HOW CAN WE IMPROVE THE EXPERIENCE OF 

A SMALL BUSINESS OWNER WHO IS FILING 
AND PAYING TAXES ONLINE?



Pain Points &
Recommendations

1 Passwords/Login

Taxpayer Education 

3 User Guidance  

2



1. Password/Login in MyTax

“I have been using the MyTax 
Portal to pay my bus. taxes for 14 

yrs now. The portal needs a 
serious update. You cannot look 

at the password to see if you 
have all the characters in the 
correct place before hitting 

enter and locking yourself out.”

“I had to call multiple times, and 
wait on hold HOURS just to reach 
someone to reset my password.” 



Add see icon to allow user to
 see the password entered 

IMPORTANT REMINDER!  Your 
password expires every 90 days.  

Password Recommendation



• Business Owner Confusion

• 2% Timely Payment Allowance

• Promote MyTax Use

2. Taxpayer Education



Small business owners are 
confused

“I Wish you could make it less complicated and more Old Person friendly.”

“Call could have been avoided if your web instructions were clear. I found the whole 
thing pretty cumbersome to navigate.”









1. Make the page easier 
to find

2. Promote the benefits



2% Timely 
Payment 
Allowance 



1. Promote the 
Allowance

2. Explain the benefits

*https://www.taxjar.com/blog/file/state-sales-tax-discounts



Small business owners are 
confused

“The portal website is confusing at times.”

“If the portal explained what I needed I 
could have filled out the proper forms 
and avoided having to call and speak to a 
representatives.”

“Portal website is not user friendly and 
very confusing.”

FY 2024

50,228 - Emails to portal email  
12,325 - Calls answered about portal

FY 2025 

93,440 - Emails to portal email  
15,091 - Calls answered about portal 
 



1. Promote MyTax registration 

2. Explain the benefits 

3. Help users use MyTax



3. User Guidance

 Embed links from relevant tutorials

 Consider step by step instructions specific to the MyTax 
topic

 



Contact Us

  “Contact Us” button should be added to the MyTax 
system action ribbon



Wayne’s Thoughts
• Wayne feels more confident logging into the 

MyTax since he can see the password which avoids 
a call to the “revenuers” to reset his password.

• Wayne tolerates navigating the MyTax system. The 
streamlined instructions help him through the 
process.

• Wayne is motivated by the 2% timely filing 
incentive and hopes to see his face on a billboard 
promoting this in a town near you!



Thank you!
Michael Reed
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John Clark
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