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To be the nation’s most citizen-oriented,  
efficiently administered state tax agency.



The Department of Revenue administers approximately 40 Montana taxes and fees to achieve equity and integrity in taxation. 
Additionally, the department:
•	 Values all property as accurately as possible and supervises Montana’s property tax system
•	 Administers alcohol and cannabis laws to protect public health and safety
•	 Receives abandoned property and seeks to return it to its rightful Montana owners
•	 Administers unlocatable mineral trusts
•	 Informs and advises the governor, the legislature, and the public on tax trends and issues; and
•	 Cooperates with local, state, tribal, and federal governments to advance the public interest under the law

DIRECTOR’S OFFICE

The Director’s Office supports the agency’s director and the other department divisions and is comprised of the Executive, 
Financial Services, Citizen Outreach, Taxpayer Advocate, Human Resources, Legal Services, Dispute Resolution, Procurement, 
Contracts, and Facilities, and Tax Policy and Research offices. 

TECHNOLOGY SERVICES DIVISION

The Technology Services Division serves as the technological foundation for the department’s business units, leveraging IT 
systems and services to increase internal business operations efficiencies and optimize citizen services.

CANNABIS & ALCOHOL REGULATION DIVISION

The Cannabis and Alcohol Regulation Division ensures the health, safety, and welfare of all Montanans through fair 
administration, education, regulation, and enforcement of alcoholic beverages and cannabis laws.

INFORMATION MANAGEMENT & COLLECTIONS DIVISION

The Information Management and Collections Division provides consistent service to Montana citizens, businesses, and 
nonresident taxpayers through electronic data and records management, account registration, collection of delinquent accounts, 
and data and remittance processing operations.



BUSINESS & INCOME TAXES DIVISION

The Business and Income Taxes Division is responsible for the administration and collection of approximately 40 Montana 
taxes and fees. The division also determines the valuation of all centrally assessed property in the state.

PROPERTY ASSESSMENT DIVISION

The Property Assessment Division administers Montana’s property tax laws, which includes the valuation and classification 
of all taxable property. The division ensures all classes of property are valued uniformly and equally throughout the state. 
These classifications include, but are not limited to agricultural and forest land, residential and commercial property, 
industrial facilities, exempt properties, and business equipment personal property.

Department Goal
The department’s primary objective in the coming year 
is improving its citizen service in order to administer the 
department’s statutory requirements more effectively.



Director’s Office Division
GOAL: Improve Citizen Service to More Effectively Administer  
the Department’s Statutory Requirements

Strategic Outcome #1: Improve citizen interactions

Initiatives Key Measures
Track the number of cases resolved by the Taxpayer Assistance Office Total resolved cases per year

Develop comprehensive citizen and stakeholder education plan to 
implement new property tax legislation

September 2027

Strategic Outcome #2: Utilize AI to optimize operations

Initiatives Key Measures
Identify appropriate AI use cases across all divisions Track and report on new AI initiatives

Strategic Outcome #3: Provide a simple and seamless process for 
business registration and licensing through 
the eStop Program

Initiatives Key Measures
Seek legislation to implement a new, more efficient licensing structure January 2027



Strategic Outcome #4: Hire and retain qualified and  
competent employees

Initiatives Key Measures
Town hall meeting with all staff Quarterly

Ongoing refinement of formal professional development processes Annual update of professional development strategic 
plan

All managers meeting-annually October 

Review all job descriptions and update as necessary 25% of job descriptions reviewed each year

Mastering Management Series-annually June-August

Implement a formal onboarding guide May 2027

Executive leadership personally welcome all new staff 100%



Technology Services Division
GOAL:  Improve Citizen Service to More Effectively Administer the 
Department’s Statutory Requirements

Strategic Outcome #1: Secure confidential information

Initiatives Key Measures
Annual disclosure awareness and security awareness trainings 100% employee completion

Annual signing of confidentiality and disclosure of information form 100% employee completion

Dual approval on all security access and audit access regularly 100% reporting

Monitor all systems and perform vulnerability scans Weekly

Resolve vulnerabilities within guidelines set by SITSD 100% within required standards

Strategic Outcome #2: Managing costs

Initiatives Key Measures
Identify and schedule technical debt review for all supported systems 
every 3 years

100% of supported systems are reviewed every three 
years

Determine the tech debt ratio for each system and retire, replace, or 
update systems with a ratio>10%

100% of supported systems with a tech ratio >10% 
are retired, replaced, or updated



Strategic Outcome #3: Improved customer experience

Initiatives Key Measures
Reduce the time to resolve service tickets through process measurement 
and improvement 

Reduce average ticket resolution time by 15%

Build user surveys into all supported products
Monitor feedback to improve the customer experience

Increase overall customer experience scores by 10%

Strategic Outcome #4: Improve internal processes

Initiatives Key Measures
Automate E-file testing scenarios and remove the manual testing burden 
from the business units

100% of testing scenarios are automated in GenTax

Collaborate with business subject matter experts to review all service 
request tool pages and flows, remove outdated pages and flows, and 
update remaining pages and flows to modernize the service request tool

100% of service request tool pages are reviewed, and 
process flows updated



Cannabis & Alcohol Regulation Division
GOAL: Improve Citizen Service to More Effectively Administer the 
Department’s Statutory Requirements

Strategic Outcome #1: Improve citizen interaction

Initiatives Key Measures
Respond to licensee inquiries timely Respond to all licensee contacts within two business 

days
Update the division's webpage with necessary resources, including 
Enterprise Fund and sales reports, fact sheets, sales statistics, beneficial 
owners, and county maps

Monthly

Update the division's webpage with necessary resources including 
tutorials for worker training 

Completed by December 31 annually

Review and approved package and label submissions for cannabis and 
alcohol products

Respond to submissions within two business days

Strategic Outcome #2: Alcoholic beverage and cannabis control 
regulation/efficiency

Initiatives Key Measures
Streamline licensee approval processes through collaboration with 
Department of Justice

Reduce time it takes to process licenses

Ensure staff are appropriately trained in regulatory roles Monthly or as needed for new hires



Strategic Outcome #3: Develop electronic filing and  
payment services

Initiatives Key Measures
Update and enhance user experience for license applications and renewals Annual review of service requests



Information Management &  
Collections Division
GOAL: Improve Citizen Service to More Effectively Administer the 
Department’s Statutory Requirements

Strategic Outcome #1: Improve citizen interaction

Initiatives Key Measures
Continuous education for offset program customers  Send quarterly newsletters to program customers

Increase the electronic correspondence options under HB91 to enhance 
citizen communication and reduce mailing costs

Complete by December 31, 2026

Redesign the Business Registration web request in TAP to improve 
navigation, usability, and citizen experience

Complete by June 30, 2027

Strategic Outcome #2:  Efficient processing of data and revenue

Initiatives Key Measures
Timely processing of paper returns Open paper returns within 5 business days of receipt

Timely processing of money All money is processed within 2 business days of 
receipt

Seek legislation to require employers with 50 or more employees to 
submit W-2s electronically

January 2027

Increase the data accuracy by 25% for W-2s and 1099s using AI Complete for Tax Year 2025 (CY26)

Add QR codes to key outgoing letters to reduce processing time, improve 
accuracy, and streamline workflow for returned correspondence

Complete for Tax Year 2026 (CY27)



Strategic Outcome #3: Develop electronic filing and  
payment services

Initiatives Key Measures
Increase the use of the federal/state Employment Taxes Application 
Programs

Track the number of enhanced or added services and 
number of users each tax year

Enhance the TransAction Portal (TAP) user experience by streamlining web 
requests, adding clear landing and instruction pages, and implementing 
citizen surveys to gather user feedback

Measure number of enhancements or satisfaction 
surveys

Simplify the estimated payment process in TAP to make it more accessible 
and easier for citizens

Track user feedback  

Strategic Outcome #4: Equitable collection practices

Initiatives Key Measures
Contract with a third-party vendor to facilitate legal collections in every 
state where permissible by law

Increase third-party vendor collection recoveries

Work with Montana banks to electronically issue funds levies following 
industry standards

Reduce mailing cost and increase turn around time

Implement Financial Institution Data Matching (FIDM) files to increase 
delinquent debt recoveries

Increase number of successful funds levies issued

Strategic Outcome #5: Develop the Records and Information 
Management Program

Initiatives Key Measures
Establish a department‑wide Records and Information Management (RIM) 
program to improve records organization and accessibility and reduce 
compliance risks

Number of divisions meeting RIM standards after 
implementation



Business & Income Taxes Division
GOAL: Improve Citizen Service to More Effectively Administer the 
Department’s Statutory Requirements

Strategic Outcome #1: Improve citizen interaction

Initiatives Key Measures
Improve written communications with citizens Review letters on a two-year basis

Remove unused letters
Improve standards for forms and instructions
Complete in-house writing training by fall 2026

Update the division's webpage with current information related to taxes Review and update division's webpages annually
Ensure all webpage links are working appropriately

Provide citizen outreach Annual participation in virtual and in-person 
presentations with interested parties
Publish Tax News You Can Use articles and other 
educational materials on department website

Continue compliance efforts campaign on residency matters Update campaign penetration and effectiveness 
dashboard monthly

Reduce tax gap for trust taxes (withholding, cannabis, etc.) Collaborate with the Information Management and 
Collections Division to establish best practices

Expand compliance efforts for residency non-filer and corporate income 
tax non-filers

Update dashboard monthly to chart progress

Strategic Outcome #2: Improve internal processes

Initiatives Key Measures
Streamline refund return and payment processing Scope audit manager project in GenTax for 2027 

launch 



Property Assessment Division
GOAL: Improve Citizen Service to More Effectively Administer the 
Department’s Statutory Requirements

Strategic Outcome #1: Improve citizen interaction

Initiatives Key Measures
Mail assessment notices to all property owners for both years of the 
biennium as required by statute

100% of notices mailed no later than July 31 annually

Maintain DOR/county cooperative work agreements Maintain each agreement in accordance with its 
specific requirement

Identify opportunities for staff to better support county needs while 
strengthening collaborative relationships

Meet with county treasurers annually
Respond to inquiries within with two business days
Provide points of contacts to counties annually
Solicit and document county feedback annually

Appraise all residential, commercial , industrial, and agricultural/forest 
land properties

Complete by June 30 every reappraisal year

Provide accurate and timely certified taxable values to all taxing 
jurisdictions

Provided to counties no later than the first Monday in 
August

Strategic Outcome #2: Develop electronic filing and  
payment services

Initiatives Key Measures
Develop refund application for property owners who missed the filing 
deadline through Smart File

Complete by December 1, 2026



Strategic Outcome #3: Hire, train, and retain qualified and  
competent employees

Initiatives Key Measures
Develop and provide in-depth training on completing daily work in 
addition to IAAO, Ag certification, and USPAP courses

Complete by December 2026 

Track appraiser certifications and ensure all statutorily required courses 
are completed

Ongoing

Development of new employee training plans by regional trainers for 
appraiser and property record staff

Complete by July 2027

Develop and implement a career ladder for the property record staff Complete by June 2027 (dependent on DOA)

Develop and implement a division onboarding program that helps new 
employees integrate into the division in alignment with the department 
onboarding program 

Complete by July 2027

Provide continuous training for managers to ensure effective leadership 
practices that foster productive, safe, and positive work environments for 
staff

Ongoing

Complete statewide training (all staff) every two years Complete by November of even numbered years
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