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The purpose of this study was to determine the effects 

of interactions with IRS employees on tax practitioners' 

attitudes toward the IRS. The mission of the IRS is to 

inspire the highest degree of public confidence as it 

collects the proper amount of tax revenues at the least cost 

to the public. The IRS believes it must project a favorable 

image to tax practitioners in order to foster a high level 

of support for its mission. Prior surveys of tax 

practitioners found that practitioners have generally 

unfavorable attitudes toward the IRS and its employees. 

This study examined whether the unfavorable attitudes result 

from interactions with IRS employees, and provides empirical 

evidence of the effects of interactions with IRS employees 

on tax practitioners' attitudes toward the IRS. 

An attitude scale was developed to measure tax 

practitioners' attitudes toward the IRS and its revenue 

agents, revenue officers, and appeals officers. There were 

302 usable responses (33.6 percent) received from 900 

instruments mailed to a randomly selected national sample of 

tax practitioners. The same instrument was administered to 



154 students who were used as surrogates for aspiring tax 

practitioners. The experienced practitioners had 

significantly more negative attitudes toward the IRS than 

did the aspiring practitioners. 

A correlational analysis found no relationship between 

tax practitioners* attitudes toward the IRS and the total 

number of interactions with IRS employees. A negative 

relationship was found between the number of interactions 

with revenue officers and attitude toward the IRS. No 

significant relationships between the number of interactions 

with revenue agents and appeals officers were indicated nor 

were any statistical interactions between the three groups 

of employees significant. Revenue officers were the only 

group of employees who had an effect on tax practitioners' 

attitudes toward the IRS. The greater the number of 

interactions with revenue officers, the more negative the 

attitude toward the IRS. 
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CHAPTER 1 

INTRODUCTION 

The Internal Revenue Service (IRS) believes that it is 

to their advantage to project a favorable image to tax 

practitioners in order to foster as high a level of support 

as possible for the IRS mission of collecting the proper 

amount of tax revenues at the least cost and in a way that 

warrants the highest degree of public confidence in the 

agency's integrity, efficiency, and fairness [U. S. 

Department of the Treasury 1987]. Evidence exists to 

indicate that practitioners do not have a generally 

favorable image of the IRS. In a recent survey of tax 

practitioners [IRS 1987], less than half the respondents 

gave the IRS a highly favorable rating (5 or 6 on a 6-point 

scale). The American Institute of Certified Public 

Accountants (AICPA) found even more distressing results in a 

1989 survey of tax practitioners. Over 50 percent of 

respondents answered negatively to ten of 12 statements 

about the IRS. 

Five out of nine certified public accountants (CPAs) 

who responded to a request for their thoughts about working 

as an IRS revenue agent wrote negative comments about the 



IRS and its revenue agents.1 One respondent wrote that 

"IRS agents approach each taxpayer as dishonest and a liar." 

Another CPA said "IRS agents get a real charge and ego boost 

by intimidation of taxpayers during examination." Yet 

another CPA stated that "The IRS view that taxpayers are 

cheats and liars incenses me." Only one of the nine 

respondents made any positive statements about the IRS and 

its employees. This suggests that negative rather than 

positive IRS attributes were more readily recalled by those 

CPAs who responded. 

Another indication of tax practitioners' negative views 

of the IRS is evidenced in a recent editorial by a CPA 

attorney who described revenue officers as suspicious and 

cynical collectors who believe that everyone who owes money 

is suspect [Cohen 1990]. It is apparent that tax 

practitioners do not have a generally favorable opinion of 

the IRS or its employees. Because of this, it is possible 

that the IRS is not fostering as high a level of support 

from tax practitioners as is possible for its mission. 

What role do IRS employees play in tax practitioners' 

attitudes toward the IRS? This research looked at the 

effects that IRS employees have on tax practitioners' 

attitudes toward the IRS. The purpose of this study was to 

1 In December, 1990, I surveyed CPAs in a small Southwestern 
city to collect opinion items for the attitude instrument to be 
developed for this study. I received nine responses to the 32 
questionnaires mailed out. 



determine whether interactions with IRS employees have 

adverse effects on tax practitioners' attitudes toward the 

IRS. The focus was on attitudinal changes caused by 

increasing levels of experience in dealing with revenue 

agents, appeals officers, and revenue officers. 

Motivation 

Prior studies have asked tax practitioners for their 

attitudes about the IRS and its employees [AICPA 1989; U. S. 

Department of the Treasury 1987]. The results indicate that 

practitioners generally do not have highly favorable 

attitudes toward the IRS or its employees. This study asked 

whether the less-than-favorable attitudes result from 

interactions with IRS employees. Focus was on the change in 

practitioners* attitudes as they had increasing numbers of 

interactions with IRS employees over the span of their 

careers. The study also looked at the differential effects 

of revenue agents, appeals officers, and revenue officers on 

tax practitioners* attitudes toward the IRS. Other studies 

have merely asked tax practitioners for their attitudes 

toward the IRS without empirically testing for the effects 

of IRS employee interactions on practitioners' attitudes. 

Tax practitioners are an important group to study in 

the context of their attitudes toward the IRS. Not only are 

they taxpayers themselves, but they also influence a large 

number of other taxpayers who serve as their clients. In 



addition, practitioners are influential lobbyists for tax 

law and administrative procedures changes through the 

organized efforts of such groups as the AICPA, the National 

Association of Tax Practitioners, the National Society of 

Public Accountants, and the American Bar Association. If 

practitioners develop negative attitudes toward the IRS 

after interactions with IRS employees, the practitioners are 

in a position to pass their negative attitudes on to a large 

number of people in an influential way. The tax system in 

the United States is premised on voluntary compliance. 

Confidence in the fairness and efficiency of IRS employees 

should contribute to more voluntary compliance which 

ultimately leads to more tax dollars collected at a lower 

cost to the public. 

For purposes of this study, a tax practitioner is 

defined as an income tax return preparer in accordance with 

the Internal Revenue Code. The Code defines an income tax 

return preparer as: 

••any person who prepares for compensation, or who 
employs one or more persons to prepare for 
compensation, any return of tax imposed by subtitle A 
or any claim for refund of tax imposed by subtitle A" 
[para. 7701(a)(36)]. 

Subtitle A pertains to income tax returns. Therefore, a tax 

practitioner is any person who prepares, or employs other 

people to prepare federal income tax returns for 

compensation. This study focused on the differential 

effects on tax practitioners' attitudes of interactions with 



Examination, Collection, and Appellate Division employees 

with whom the public has the most personal contact.2 

Background Information 

The IRS is concerned about public opinion of the 

agency. The IRS strives for efficiency, fairness, and 

public confidence. Their mission statement reads: 

The purpose of the IRS is to collect the proper amount 
of tax revenues at the least cost to the public, and in 
a manner that warrants the highest degree of public 
confidence in our integrity, efficiency and fairness. 
To achieve that purpose, we will: 

Encourage and achieve the highest possible degree 
of voluntary compliance in accordance with the tax 
law and regulations; 

Advise the public of their rights and 
responsibilities; 

Determine the extent of compliance and the causes 
of noncompliance; 

Do all things needed for the proper administration 
of the tax laws; 

Continually search for and implement new, more 
efficient and effective ways of accomplishing our 
Mission [U.S. Department of the Treasury 1990]. 

The IRS is committed to carrying out its mission 

effectively [Department of the Treasury 1984] as evidenced 

by its commissioning of four major taxpayer opinion attitude 

studies in 1966, 1979, 1984, and 1987, and one major tax 

2 The primary function of the Examination Division is to 
audit income tax returns. The Collection Division solicits 
delinquent tax returns and unpaid taxes. The Appeals Division is 
the only level of appeal within the IRS at which taxpayers may try 
to settle proposed audit adjustments with which they do not agree. 



practitioner survey in 1987. In spite of IRS concerns about 

public opinion, the public does not perceive the IRS as an 

impartial government agency. A recent newspaper article 

[Beale 1990] cited the IRS as having an attitude problem. 

As discussed previously, the tax practitioner segment of the 

public does not have a highly favorable attitude toward the 

IRS or its employees. It appears that the IRS is not 

accomplishing its mission. 

This study looked at the effects that IRS employees 

have on tax practitioners' attitudes toward the IRS. IRS 

employees are trained to be fair and impartial with 

taxpayers. For example, in their first phase of classroom 

training, revenue agents are taught an eight hour session on 

taxpayer relations. Their training manual reads: 

Be flexible in your dealings with taxpayers. Treat all 
taxpayers equally and fairly. Try not to have any 
preconceived thoughts or notions about the examination. 
Do not decide issues, categorize taxpayers, or assume 
anything in advance of the examination [U. S. 
Department of the Treasury 1990, RS-5-1-2]. 

It is clear that the IRS makes an effort to teach its 

employees to be fair and impartial. Tax practitioners, 

however, do not perceive such fairness and impartiality in 

IRS employees1 attitudes and actions as evidenced by their 

responses to the AICPA [1989] and IRS [1987] attitude 

surveys. 



Description of the Problem 

The IRS specifies in its Mission statement that it 

strives to inspire public confidence in its integrity, 

efficiency and fairness. One area in which the public 

appears to lack such confidence is in the audits of tax 

returns by the Examination Division of the IRS. Some people 

believe that revenue agents approach audits with a 

preconceived idea that all taxpayers are dishonest. The 

public also lacks confidence in Collection Division 

employees. Some people view revenue officers as cynics who 

approach taxpayers with suspicion. 

This lack of confidence in revenue agents and revenue 

officers may extend to other groups of IRS employees. 

Whether or not this lack of public confidence has adverse 

consequences is beyond the scope of this study. However, it 

is the stated view of the IRS that public confidence in the 

IRS is imperative to the purpose of the agency. The problem 

addressed by this research is whether or not the IRS is 

accomplishing its mission of inspiring the highest degree of 

public confidence in its integrity, efficiency, and 

fairness. If interactions with IRS employees have negative 

effects on tax practitioners' attitudes, public confidence 

in the IRS is endangered. 

Importance of the Study 

This research is important because it provides 



empirical evidence of practitioners' attitudes toward the 

IRS and whether interactions with IRS employees have adverse 

effects on those attitudes. If employees adversely affect 

practitioners' attitudes toward the IRS, the agency cannot 

accomplish its mission of inspiring the highest degree of 

public confidence. Lack of public confidence threatens the 

agency's desired results of voluntary compliance with the 

tax law and regulations. 

The results of this research may have important 

implications for the IRS if they wish to remedy any adverse 

findings. A possible remedy would involve a reteaching of 

attitudes by the IRS and a relearning of attitudes by tax 

practitioners. This study examined the differential effects 

of revenue agents, revenue officers, and appeals officers on 

tax practitioners' attitudes toward the IRS, thus, allowing 

adverse effects of interactions to be pinpointed to specific 

groups of employees. 

Attitudes are learned through interactions with social 

objects and in social situations [Shaw and Wright 1967]. As 

a result, attitudes can be changed or relearned. If tax 

practitioners develop negative attitudes toward the IRS 

after interacting with IRS employees, and if the IRS is 

aware of the effects of its employees, the IRS can gear 

employee training toward correcting the problem. The IRS 

can make its employees aware of specific actions that may 

cause practitioners' attitudes toward the IRS to decline as 



practitioners have increasing numbers of interactions with 

IRS employees. If IRS employees change this undesirable 

behavior, the probability increases that practitioners 

should, in turn, develop more positive attitudes about the 

IRS. The IRS can also help teach positive practitioner 

attitudes by better focusing public relations on creating a 

positive image of the IRS. To summarize, the IRS can 

attempt to change any negative attitudes practitioners have 

toward the IRS by correcting any negative employee conduct 

and projecting a more positive image. 

Scope of the Study 

This study measured tax practitioners' attitudes toward 

the IRS and its employees as a function of the number of 

interactions they have had with three different groups of 

IRS employees. From these measurements, the effects of IRS 

employee behavior on practitioners' attitudes toward the 

IRS, and the differential effects on practitioners' 

attitudes toward the IRS of the three different groups of 

IRS employees were determined. An attitude instrument 

developed for this study was administered to tax 

practitioners with varying levels of exposure to the IRS, 

including CPAs, attorneys, and tax return preparers from all 

types and sizes of firms. A control group consisting of 

senior-and graduate-level accounting majors, second and 

third year law students, and beginning tax return preparers 
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from H&R Block Level I classes was used to mark the 

beginning of the continuum of experience levels of tax 

practitioners who do tax work for the public. The amount of 

exposure to IRS employees was correlated with practitioners' 

attitudes toward the IRS to determine the effects of 

interactions with IRS employees on practitioners' attitudes 

toward the IRS, and the differential effects on 

practitioners' attitudes toward the IRS of interactions with 

revenue agents, appeals officers, and revenue officers. 

Organization of the Dissertation 

Chapter 2 contains a development of the theories used 

in this study, the hypotheses tested, a review of the 

literature with regard to measurement and change of 

attitudes, the use of students as surrogate subjects, and 

the results of two recent surveys that measured tax 

practitioners' attitudes toward the IRS. The third chapter 

consists of an explanation of the methodology used including 

the research design, subjects, task, procedures, attitude 

instrument, variables, expected results, and data analyses. 

Chapter 4 includes a description of the sample, results of 

the study, and the effects of extraneous variables. The 

final chapter reports a summary of the study, a discussion 

of the results, contributions, limitations, suggestions for 

future research, and a conclusion. 



CHAPTER 2 

THEORETICAL DEVELOPMENT 

Tax practitioners' attitudes are the attributes of 

interest in this study. This chapter contains a review of 

the literature on attitudes. The following section defines 

"attitude" and its dimensions. The second and third 

sections discuss the formation of attitudes, attitude 

change, and the research hypotheses. The fourth section 

reviews the literature on attitude change after a single or 

series of environmental interventions while the fifth 

section discusses attitude measurement. The results of two 

prior tax practitioner attitude surveys are summarized in 

the sixth section. The final two sections consist of a 

review of the use of students as surrogate subjects and a 

summary of the chapter. 

Definition of Attitude 

Attitudes are the end products of the socialization 

process and influence social behavior [Shaw and Wright 

1967]. Attitudes influence peoples' responses to cultural 

institutions such as the IRS and to persons or groups of 

persons such as IRS employees. Attitudes produce a 

consistency or a pattern of responses in people. Positive 

11 
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attitudes normally result in positive feelings, thoughts, 

and behaviors toward an object, whereas negative attitudes 

cause negative responses [Pratkanis et al. 1989]. Because 

people exhibit a consistency of responses to their 

environments, the study of attitudes can help explain and 

predict practitioners' reactions to such institutions as the 

IRS and to its employees. 

Attitude has been defined in a number of different 

ways. The definition used in this study is taken from 

Michener, DeLamater and Schwartz [1986, 168] who define 

attitude as "a predisposition to respond to a particular 

object in a generally favorable or unfavorable way." 

Because attitudes influence behavior by predisposing 

responses to environmental objects, tax practitioners' 

attitudes toward the IRS could interfere with their 

abilities to effectively represent clients before the IRS. 

An attitude does not have a single dimension but is 

composed of a mixed collection of thoughts about an object 

to which an attitude is directed. Researchers must 

designate the specific features of attitude that their 

research is directed toward [Ostrom 1989]. Some authors 

suggest that an attitude consists of three components which 

represent three different types of responses [Cacioppo et 

al. 1981]. See Figure 1 for a summary of the three 

components of attitude. The affective or evaluative 

property concerns a person's general feelings about a 
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stimulus and falls along a liking-disliking continuum. For 

example, tax practitioners1 may either like or dislike the 

IRS to some degree. 

Figure 1 

Three Components of Attitude 

Component Characteristic Example 

Affective General feelings about a 
stimulus 

Tax practitioners 
like or dislike 
the IRS to some 
degree. 

Conation Behavioral responses 
evoked by a stimulus 

Tax practitioners 
may behave posi-
tively or nega-
tively toward IRS. 

Cognition Stereotyped views about 
a stimulus 

Tax practitioners 
may stereotype the 
IRS as fair or 
unfair. 

The conation property is the second component of 

attitude. Conation concerns the behavioral responses that 

are evoked by the stimulus. Tax practitioners might behave 

positively or negatively toward the IRS. For example, if 

they have a positive attitude toward the IRS they might be 

cooperative and advise their clients to be cooperative with 

the agency. On the other hand, a negative attitude could 

contribute to uncooperative behavior. 

The third component of attitude is the cognition 

property. This property pertains to the positive or 

negative feelings a person has toward a stimulus. It is 
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often referred to as the stereotypic component because it 

concerns the stereotyped views people have of others 

[McGuire 1969]. For example, tax practitioners might 

stereotype the IRS as an efficient or inefficient agency. 

This study focuses on the cognition property of tax 

practitioners' attitudes toward the IRS. 

Attitude Formation 

Attitudes are formed through the process of 

socialization. Socialization is the means by which 

individuals learn to interact with other members of society. 

Through socialization, individuals acquire the knowledge, 

skills, attitudes, values, needs, and motivations, as well 

as the cognitive, affective, and conative patterns that 

relate them to their socio-cultural setting [Neugarten and 

Datan 1973]. Socialization is an ongoing process that 

begins at birth and continues until death and shapes the 

individual's personality and behavior. 

People who have direct control over another 

individual's behavior are an integral part of the 

socialization process. In early life and adolescence this 

group includes parents, close friends, relatives, and 

teachers. Social organizations, spouses, and employers 

become increasingly influential as an individual enters 

adulthood. Interpersonal relationships with these important 

others help shape an individual's personality and behavior. 
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The individual learns appropriate behavior by interacting 

with people who hold normative beliefs about what the 

individual's role should be, and thus reward or punish him 

for correct or incorrect behavior [Brim 1966], Through the 

socialization process, an individual learns how to be a 

working member of society. 

No single comprehensive theory of socialization has 

emerged to explain the properties of socializing influences 

throughout an individual's life-cycle. Heredity and 

environment represent the two major schools of thought on 

socialization. Cognitive-developmental theories dominate 

the heredity perspective of socialization. These theories 

hold that individuals' general cognitive levels shape their 

social responses and their definitions of social situations 

[Emmerich 1973]. Personality characteristics are deemed to 

be biologically formed. Thus, socialization is dependent on 

the processes of physical and psychological development 

[Michener et al. 1986]. 

Contrary to cognitive-developmental theories, social-

learning theories stress the acquisition of cognitive and 

behavioral skills from interactions with the environment. 

Individuals learn social skills, attitudes, and behaviors 

through such social contingencies as reinforcement, verbal 

instruction, the behavior of role models, and the observable 

consequences of role models' behavior [Emmerich 1973]. 

While social-learning theorists do not deny the existence of 
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innate personality, they attribute individual differences 

primarily to environmental factors. 

Theorists do not agree about the level of consistency 

in personality and social behavior as an individual moves 

through the life-cycle. Some believe that personality is 

completely shaped during childhood and consistent through 

time while others argue that individuals' personalities 

change throughout their lives [Mortimer and Simmons, 1978]. 

The majority view falls between these two extremes taking 

the position that the basic personality is developed early 

in life with change occurring as a result of changes in 

social roles and situations. A number of longitudinal 

studies suggest that the amount of personality and behavior 

change in adult years is a function of the amount of change 

encountered in social situations, role demands, and other 

lifetime challenges [Mortimer and Simmons 1978]. The 

results of these studies suggest that attitudes will change 

when an individual takes on the role of a tax practitioner 

and interacts with IRS employees as one of the demands of 

the role of tax practitioner. 

During the early stages of the life-cycle, 

socialization is concerned with teaching motivation and 

basic values. After childhood, the emphasis shifts to 

behavior in role situations [Brim 1966]. Individuals' roles 

may change frequently throughout their lives. As people 

mature, they move through a sequence of statuses that 
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correspond to different stages of the life cycle. They may 

also experience geographic or social mobility. Each change, 

whether self-induced or the result of natural aging, places 

individuals in new roles with new behavioral expectations. 

Individuals come into their new roles with basic values from 

childhood but may not possess the knowledge to adequately 

perform the new roles. Thus, socialization in adulthood 

focuses on role behavior rather than on social values. This 

study examined tax practitioners' role behavior (attitudes) 

rather than their social values. 

Tax practitioners may learn their attitudes toward the 

IRS before they ever begin their roles as tax practitioners. 

The socialization process that results from the role demands 

of doing tax work for the public, including interacting with 

IRS employees, may or may not affect practitioners' 

attitudes toward the IRS. If aspiring tax practitioners* 

attitudes toward the IRS are not significantly different 

from experienced practitioners* attitudes, the explanation 

could be attributable to the results of the socialization 

process that both groups experience before they begin doing 

federal tax work. The first research hypothesis examined 

this possibility. 

H01: There is no difference in attitudes toward the 
IRS between aspiring and experienced tax 
practitioners. 

Hal: Aspiring and experienced tax practitioners have 
different attitudes toward the IRS. 
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Attitudes are one of the attributes emerging from the 

socialization process. Although attitudes are generally 

thought to be enduring, they can be modified by such 

environmental factors as experience and persuasion [Keil 

1988]. No single theory of attitude change can, by itself, 

explain the modification of attitudes. The following 

section highlights the two prevalent schools of attitude 

change theories and discusses in detail social learning 

theory. 

Attitude Change 

In order to understand why people change their 

attitudes, it is necessary to know what functions attitudes 

serve. Jones and Gerard [1967] describe two major 

functions. First, attitudes promote economy by providing 

individuals with a ready basis for making decisions. 

Second, attitudes give individuals' behavior a greater 

degree of stability and social predictability. Behavioral 

stability and social predictability make social interaction 

possible. Attitudes provide individuals with a ready basis 

for deciding between alternative choices of behavior and 

provide a basis for predicting the actions of others during 

human intercourse. Attitudes are susceptible to change 

given new social situations and new information. 
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Theories of Attitude Change 

The environmental and heredity perspectives of the 

socialization process dominate attitude change theories. 

Endorsing the hereditary perspective are consistency 

theories which are cognitive response theories that view the 

individual as an active information processor. Common to 

all consistency theories is the belief that thought is 

important to attitude change and people are active 

processors of information [Ostrom 1989]. People do not 

merely react to their environments; rather, they actively 

structure their worlds [Michener et al. 1986]. The basic 

premise of consistency theory holds that individuals desire 

to maintain consistency between their cognitive elements. 

When inconsistencies develop, people are motivated to 

restore harmony between the elements. They will change 

their attitudes in order to restore harmony. Balance theory 

[Heider 1958] and the theory of cognitive dissonance 

[Festinger 1957] are the two major cognitive consistency 

theories. 

Reinforcement theory takes an environmental perspective 

to attitude change. Social behavior is deemed to be 

governed primarily by the external events of reward and 

punishment rather than by internal psychological states 

[Michener et al. 1986]. Attitudes are changed by shaping 

verbal behavior under control of schedules of reinforcement. 

Behavior does not appear fully developed in individuals. 
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Rather, it is the result of a continuous shaping process 

[Skinner 1953]. Reinforcement theorists view responses to 

stimuli as learned directly while cognitive consistency 

theorists believe that cognitive processes intervene between 

the stimulus and response. See Figure 2 for a comparison of 

the heredity and environment perspectives of attitude 

change. 

Figure 2 

Comparison of Attitude Change Theories 

Heredity Perspective: 

Individual personality characteristics are 
biologically formed. 

A person's general cognitive level shapes his social 
responses. 

Individuals are active information processors and 
actively structure their worlds. 

People are motivated to maintain consistency between 
their cognitive elements and will change attitudes to 
restore harmony. 

Environmental Perspective: 

Individual personality characteristics are learned 
from the environment. 

Social responses are a function of such social 
contingencies as reinforcement, verbal instruction, 
and role model imitation. 

Individuals merely react to their environments. 

Attitude change is governed by physiological or 
conditioned emotional responses to external events of 
reward and punishment. 
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Some theories are a combination of the cognitive and 

behaviorist approaches to attitude change. They recognize 

the importance of both the environment and man's cognitive 

processes in attitude change. Social learning theory is one 

such theory. Bower and Hilgard [1981, 472] define it as "a 

form of cognitive behaviorism that analyzes the learning, 

motivation, and reinforcement of social behavior in terms of 

cognitive events mediating the impact of external events." 

Socialization in adulthood focuses on social behavior rather 

than on values. This research was concerned with the 

socialization of adults in the work environment and how 

their attitudes change as changes occur in their work 

environments. Social learning theory seemed especially 

applicable to this study because it is sensitive to 

detecting behavioral changes as a function of changing 

environments [Ahammer 1973]. Social learning theory is 

discussed in detail in this section. 

Social Learning Theory 

Social learning theory was formulated by Bandura [1971] 

as an elaboration of Skinner's [1953] rewards and punishment 

approach to learning. Skinner's reinforcement theory is 

strictly non-cognitive; i. e., people merely react to their 

environments without any intervening thought processes. 

Reinforcement theory attributes learning to consequences 

produced by learned behavior. Social learning theory is a 



22 

synthesis of reinforcement theory and cognitive psychology 

which stresses that people actively structure their worlds. 

Social learning theory describes and predicts how 

personality attributes evolve from environmental social 

conditions in conjunction with individual cognitive 

processes. Attitudes are personality attributes and, as 

such, are learned behavior according to social learning 

theory. 

Social learning theory subscribes to the behaviorist 

notion that behavior is learned through the conditioning 

process in which responses are reinforced. When a 

particular response is reinforced, that response is 

strengthened and more likely to recur. However, social 

learning theory also views man as a thinking organism 

capable of self-direction [Bandura 1971]. In Bandura's 

view, behaviorist theories of reinforcement are incomplete. 

Behavioral theory views behavior as a learned response to a 

stimulus without any intervening cognitive efforts by the 

individual. On the other hand, social learning theory says 

that not only do rewards reinforce behavior, they also 

convey information to the individual about the optimal 

response to make in a situation and provide incentive 

motivation about a particular act in light of the 

anticipated reward [Bower and Hilgard 1981]. The individual 

uses this information to guide subsequent behavior. 
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Social learning theory holds that people acquire new 

responses in two different ways. The first is through 

conditioning in which a stimulus event produces a change in 

behavior which is strengthened by a reinforcer. The second 

is through the process called imitation, identification, or 

observational learning. In this process, behavior is 

modified through exposure to modeling stimuli. An 

individual patterns his thoughts, feelings, or actions after 

another person who serves as a model. The observer does not 

actually perform the behavior nor is the behavior reinforced 

directly to the observer at the time he observes the model 

engaging in the behavior [Bandura 1969]. Instead, the 

observer pays attention to the modeling stimuli, retains in 

memory the model's response to the stimuli, covertly engages 

in cognitive rehearsal of the observed behavior, and is 

motivated by the anticipated reinforcement to reproduce the 

observed behavior [Bandura 1977]. People's use of such 

observational learning is a function of both the reinforcing 

consequences of and the social sanctions associated with the 

imitative behavior [Bandura 1969]. 

People are more likely to model their own behavior 

after another person's behavior when the modelled behavior 

has resultesd in a desirable consequence. In a work 

situation, coworkers who demonstrate expertise or influence 

over others' behavior are those most likely to be imitated. 

Novices will imitate experts and change their behavior to 
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coincide with the experts' behavior. Thus, inexperienced 

employees are greatly influenced by their more experienced 

coworkers. 

Observers often change their own behavior as a result 

of watching the reinforcement given a model for the model's 

particular behavior. Bandura [1969] provides four 

interpretations for such behavior change. First, the 

consequences of the model's response provide information to 

the observer about the potential rewards for emulating the 

model's behavior in similar circumstances. This enables the 

observer to react accordingly in a similar environmental 

situation. Secondly, the observer may see that the amount 

and type of reward can vary depending on the person toward 

whom the behavior is directed or the social setting in which 

it is performed. After repeated exposures to behavioral 

outcomes produced by others' behavior, the observer learns 

to discriminate correct responses to specific environmental 

stimuli (cues). This enables the observer to choose the 

correct response to a stimulus in a more expeditious manner. 

A third interpretation for behavioral change based on 

vicarious reinforcement is that the same emotional responses 

aroused in models undergoing rewarding or punishing 

consequences will also occur in observers. These emotions 

can become conditioned in observers either through 

contiguous association with the modeled responses themselves 

or to the environmental stimuli that are regularly 
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correlated with the model's emotional responses. For 

example, if a co-worker displays pleasure in working with a 

particular client, the observer may also feel pleasure 

either from observing the co-worker's pleasure or from 

direct contact with the client. 

A final interpretation for behavior change from 

vicarious reinforcement concerns the esteem in which the 

observer holds the model. If the observer notices the 

model's behavior being punished, the observer may lower his 

opinion of the model and be less likely to emulate that 

model's behavior. 

Bandura [1969] listed several variables that affect 

observational learning. Among them are the mass media, the 

status of the model in the observer's eyes, the observer's 

family, and the observer's organizational affiliations such 

as school, church, employment, and social organizations. 

The characteristics of each organization would provide 

additional variables peculiar to that organization. These 

variables were used as control variables in this study. 

Social learning is a continuous process. Old behavior 

is modified or extinguished and new behavior learned in 

response to environmental stimuli. Behavior may be changed 

through direct contact with a stimulus or through imitating 

the behavior of a model who had direct contact with a 

stimulus. Social learning theory assumes that attitudes are 

a form of behavior that can be changed. For example, tax 
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practitioners' attitudes toward the IRS may change. The 

social learning process is continuous and repeated 

interactions between IRS employees and tax practitioners may 

lead to attitude change in both parties. 

When previously unacquainted individuals interact, new 

learning has to occur since it is unlikely that the 

individuals have identically discriminated stimulus 

patterns. Each person will try to shape or control the 

outcome of the other person's behavior based on their own 

previous experiences and effectiveness as reinforcing agents 

[Baltes and Schaie 1973]. Either one or both persons will 

likely experience attitude change as a result of learning 

the new behavior. For example, when tax practitioners 

interact with IRS employees on clients' behalves, they will 

try to control the outcomes of the IRS employees' behavior 

in order to secure the most favorable positions for their 

clients. IRS employees will also try to control the 

outcomes of the practitioners' behavior in order to secure 

the most favorable positions for the government. Since the 

most favorable positions for taxpayers and the government 

are often mutually exclusive, both practitioners and IRS 

employees will likely experience attitude change from these 

interactions. The amount of attitude change is a function 

of the reasonableness of both parties. 

Ahammer [1973] proposed the use of social learning 

theory for studying the development of adult personality 
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changes for several reasons. First, the theory does not 

imply an a priori concept of development. Therefore, all 

changes are matters for investigation because age is 

considered only to the extent that it describes the 

individual's physical and mental capacities. Secondly, the 

theory postulates the same mechanisms of behavior change for 

all ages. This ensures continuity of explanatory principles 

over the life span. Third, social learning theory is 

suitable for studying adult personality changes because of 

its emphasis on experimental methodology and on parametric 

studies of the variables relating to behavior. Finally, 

social learning theory emphasizes stimulus-response 

functional relationships. This emphasis is sensitive to 

detecting behavior change. 

Ahammer [1973] discussed interaction between people who 

are previously unacquainted or are entering into new social 

relationships. These individuals bring with them behavior 

systems maintained by particular stimuli in previous 

relationships. It is unlikely that their behavior systems 

are identical. Therefore, each will exercise some control 

over the other and both will likely change their behavior. 

The effectiveness and amount of behavior change in both 

individuals will be a function of the similarity of their 

reinforcement histories, the similarity of their behavioral 

histories with discriminative stimuli (i.e. environmental 

cues), their prior experience with each other, the social 



28 

power of each person in relation to the other, and the kind 

of behavior control (e.g., reinforcement or punishment) 

employed by each person. These mechanisms for mutual 

behavior change should apply equally to any two-way 

relationship whether it be husband-wife, employer-employee, 

attorney-client, friend-friend, or tax practitioner-IRS 

employee. 

Personal control is weak when compared to the control 

of organized agencies [Skinner 1953]. In the tax 

practitioner-IRS employee relationship, IRS employees have 

the greatest amount of control. How they choose to exercise 

their control will dictate the amount of attitude change 

toward the IRS that tax practitioners experience after 

interacting with IRS employees. 

Ahammer [1973] believed that relearning is costly to 

the person undergoing relearning for two reasons. First, 

the person is not assured the maximum amount of rewards 

until the relearning is complete. Secondly, people tend to 

use aversive rather than positive control when attempting to 

change each other's behavior. This increase in aversive 

control may diminish the attractiveness of the teacher and 

the learner's attraction to him. If IRS employees use 

aversive rather than positive control, tax practitioners' 

attitudes toward IRS employees and the IRS itself will 

likely decrease. 



29 

In discussing behavior change in marriage, Ahammer 

[1973] argued that the effectiveness of the spouses in 

shaping each other's behavior is related to their social 

power in the eyes of the other spouse. This argument could 

generalize to all social interaction. The person with the 

higher social power would presumably be more influential 

than the person with the lower social power. IRS employees 

generally have more social power than tax practitioners 

because they have the backing of the bureaucracy. 

Ahammer [1973] noted a difference in the speed of 

behavior change among younger and older people. Adults 

should show relatively less behavior change than children 

and the elderly. Ahammer explained that people tend to 

choose interaction partners similar to themselves and to 

seek environments that support their previously learned 

behaviors. The age groups that have the most freedom in 

choosing their environments should show relatively less 

behavior change than the age groups whose environments are 

largely chosen for them. Children and the elderly generally 

have less choice in choosing their interaction partners and 

their environments. Therefore, they should show relatively 

more behavior change than adults. By the same token, the 

behavior change in adults may vary by age groups with middle 

age adults showing less behavior change than younger adults 

who are less well established and thus not as fully in 

control of their environments. Inexperienced tax 
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practitioners may undergo more attitude change toward the 

IRS than experienced practitioners. Those with experience 

in dealing with IRS employees are more fully in control of 

that aspect of their environments. 

Ahammer [1973] has explained how social learning theory 

can be used as a framework for studying the development of 

adult personality and attitude change. In social learning 

theory, the source of behavior change comes from the 

external environment rather than from internal cognitive 

processes. Behavior is learned and may be changed when 

people come into new environmental settings or interact with 

individuals with whom they have had no previous interaction. 

Since peoples' lives are not static and acquaintances and 

environments frequently change, people may be expected to 

show behavior change throughout their lifetimes. 

According to social learning theory, one way in which 

people acquire new responses is through the conditioning 

process in which a stimulus event evokes a response that is 

reinforced. Reinforcement then increases the probability of 

that response being emitted again when the same stimulus 

event is present. An interaction with an IRS employee is a 

stimulus event for a tax practitioner. The practitioner's 

response to the interaction is rewarded by the IRS 

employee's behavior. If the employee is courteous and 

competent, the practitioner's response will likely be 

positive. If the IRS employee is rude or incompetent, the 
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practitioner's response will likely be negative. This study 

was concerned with tax practitioners' attitude responses to 

interactions with IRS employees. A mutually reinforcing 

interaction could result in a positive attitude while a 

punishing or aversive interaction could strengthen a 

negative attitude. 

It could be argued that IRS employees are government 

advocates and naturally play an adversarial role. An 

adversarial role is not necessarily contrary to the mission 

of the IRS to collect the proper revenues at the least cost 

to the public in a manner that instills public confidence in 

the agency's integrity, efficiency, and fairness. 

Individuals can be adversaries without being unfair, 

incompetent, or rude. The expression "worthy opponent" 

describes an opponent who is respected. The IRS can 

simultaneously achieve its goals of collecting revenues at 

the least cost to the public and inspire public confidence 

in the IRS if its adversarial employees are "worthy 

opponents" - competent, fair, and polite. 

Two prior tax practitioner surveys [AICPA 1989; IRS 

1987] found that the majority of tax practitioners do not 

hold favorable attitudes toward IRS employees. Respondents 

to the AICPA [1989] survey were asked to rate revenue 

agents, revenue officers, and appeals officers on overall 

competence. Of those who had an opinion, good or excellent 

ratings were given by 45 percent of the respondents to 
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revenue agents, 40 percent to revenue officers, and 84 

percent to appeals officers. Although practitioners 

reported favorable attitudes toward appeals officers, most 

of their interactions were with revenue agents and revenue 

officers. The majority of interactions, then, could be 

expected to result in negative attitudes toward the IRS if 

interactions with revenue agents and revenue officers have a 

punishing or aversive effect on tax practitioners' attitudes 

toward the IRS. 

The second research hypothesis examined the concept of 

interactions with IRS employees acting primarily to 

strengthen negative attitudes toward the IRS. The greater 

the number of interactions with IRS employees, the less 

favorable the attitude toward the IRS is likely to be, thus 

leading to the second hypothesis: 

H02: Interactions with IRS employees have no effect on 
tax practitioners' attitudes toward the IRS. 

Ha2: Interactions with IRS employees have negative 
effects on tax practitioners' attitudes toward 
the IRS. 

The results of the AICPA [1989] and IRS [1987] tax 

practitioner surveys indicate that more tax practitioners 

have positive attitudes toward appeals officers than toward 

revenue agents and revenue officers. Generally, only the 

more experienced tax practitioners interact with appeals 

officers. During the early years of their careers, 

practitioners are interacting primarily with revenue agents 
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and revenue officers for whom they do not hold positive 

attitudes. Therefore, in the early years of their careers, 

interactions with revenue agents and revenue officers should 

be aversive (punishing) enough to strengthen tax 

practitioners' negative attitudes toward the IRS. As 

practitioners begin working with appeals officers whom they 

hold in higher regard, the positive interactions with 

appeals officers should produce more positive attitudes 

toward the IRS. Interactions with appeals officers should 

reduce negative attitudes toward the IRS caused by 

interactions with the other two groups of IRS employees, 

thus, leading to more positive attitudes toward the IRS. 

Hypotheses 3 and 4 investigated the differential 

effects on tax practitioners' attitudes toward the IRS of 

interactions with revenue agents, revenue officers, and 

appeals officers. The greater the number of interactions 

with appeals officers, the more favorable should be the 

attitude toward the IRS. 

H03: The number of interactions with appeals officers 
will have no effect on tax practitioners' 
attitudes toward the IRS. 

Ha3: The greater the number of interactions with 
appeals officers, the more favorable the 
attitudes toward the IRS. 

The greater the number of interactions with revenue 

agents and revenue officers, the less favorable should be 

the attitude toward the IRS. 
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H04: The number of interactions with revenue agents 
and revenue officers will have no effect on tax 
practitioners' attitudes toward the IRS. 

Ha4: The greater the number of interactions with 
revenue agents and revenue officers, the less 
favorable the attitudes toward the IRS. 

Hypotheses 2, 3, and 4 are based on conditioning 

theory, i. e., a stimulus event (interaction with an IRS 

employee) produces a change in attitude toward the IRS. If 

these hypotheses cannot be rejected, that is, if 

interactions with revenue agents, revenue officers, or 

appeals officers do not affect tax practitioners1 attitudes 

toward the IRS, the attitudes could have been learned 

through observational learning both before and after 

becoming tax practitioners, rather than by the conditioning 

process of direct interactions with IRS employees. 

As previously discussed, Bandura [1969] listed several 

variables that affect observational learning including the 

mass media, status of the model, the observer's family, and 

the observer's organizational affiliations. Skinner [1953] 

contended that in order to predict behavior (attitude), all 

relevant variables must be considered including the age of 

the respondents, their relative positions, their current 

positions in their life cycles, and their reinforcement 

histories. The effects of these variables may explain 

attitude change and were explored in this study. 
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Attitude Change Studies 

This section discusses seven studies that measured 

attitude change after the intervention of some type of 

environmental stimulus. Although none of the studies 

specifically used social learning theory to motivate their 

hypotheses, they all dealt with environmental interventions 

designed to stimulate attitude change. The results may 

provide insight into attitude change. The first two studies 

did not find significant and lasting attitude change after 

an environmental intervention while the final five reported 

attitude change. 

Fortner 

Fortner [1985] measured attitude changes resulting from 

home-viewing of a Cousteau Society documentary on marine 

animals compared to changes resulting from a science 

teacher's presentation of the documentary's script. He used 

a pretest-posttest-delayed posttest comparison group design 

with five ninth-grade science classes taught by two teachers 

as subjects. He developed a test instrument based on the 

documentary's script and administered it to both treatment 

and control groups one week before the treatment. Fortner 

[1985] gave the immediate posttest to all groups the day 

after treatment and the delayed posttest two weeks later. 

The attitude questions were not grouped to form a 

single attitude score. Instead, mean item scores were 

computed for each class and posttest scores were compared 
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with pretest scores. Results indicate that only the 

attitudes of the home-viewing group changed significantly 

from the pretest to the immediate posttest but then 

regressed back to their original pretest levels on the 

delayed posttest. Neither the lecture nor control group 

showed significant change over the series of tests. 

Eddv 

Eddy [1986] conducted a study to measure nursing 

students1 attitude change about the elderly after a 

semester-long clinical program of five on-site visits with 

the elderly. This study differed from Fortner [1985] in two 

important ways. First, the treatment lasted several months 

instead of several hours. Secondly, students interacted 

with the elderly instead of just reading about them. 

Eddy used a one-group pretest-posttest design in which 

an attitude questionnaire was administered to a class of 56 

nursing students at the beginning and end of the semester. 

T-tests indicated no difference between attitude score means 

before and after the visitation program. Eddy concluded 

that five visits with the elderly may be too few to 

accomplish the desired attitude change. 

French and Van Hoorn 

French and Van Hoorn [1986] used a one-group pretest-

posttest design to determine attitude change about nuclear 

war after subjects viewed a national television presentation 

of the horrors of nuclear war. An attitude survey was given 
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to 1,239 high school and college students and older adults 

within the two-week period prior to the program and again 

within 72 hours after its airing. Results indicated little 

attitude change by the 600 respondents who watched the 

entire film. Of 15 opinion questions, the responses to only 

six changed modestly, albeit significantly, from the pre- to 

posttest. 

French and Van Hoorn attributed the lack of substantial 

change primarily to two factors. First, the breadth of the 

program was limited to depicting only the destructiveness of 

nuclear war. Subjects should not have been expected to 

exhibit attitude change about other aspects of nuclear war. 

Secondly, the show did not make any specific efforts to 

persuade. The movie caused arousal but not attitude change. 

Russell and Brvant 

Russell and Bryant [1987] conducted a study to compare 

the effects of a lecture training program and an independent 

study on the attitudes of law students toward mentally 

retarded offenders. They randomly assigned two law classes 

of 51 students each to the lecture and independent study 

groups. One week after pretesting, subjects received either 

a 60-minute lecture or independent study time and were 

immediately posttested. T-tests indicated no significant 

differences in attitude change between the two groups but a 

significant change in attitude from the pre- to posttest of 

each group. The authors concluded that while one method of 
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training was not significantly better than the other, both 

methods led to significant increase in positive attitudes 

toward mentally retarded offenders. 

This study differed from the first two studies 

discussed in this section. Even though treatment was of 

shorter duration, significant attitude change was noted. 

Unlike the subjects in the first two studies, these subjects 

were law students enrolled in an intensive program with 

perhaps greater incentive to learn. They may have taken the 

training more seriously. Russell and Bryant did not 

administer a delayed posttest to determine whether or not 

the attitude change was lasting. 

Stevenson 

Stevenson [1988] reviewed eight studies that measured 

attitude change toward homosexuals after subjects were 

treated with educational intrusions. The length, intensity, 

and breadth of coverage of each educational program varied 

from a two-hour seminar to a full-length semester course. 

Significant to this research is the fact that the two-hour 

course was comparable in impact on attitude change to the 

full-length course. Attitude change was significant in both 

studies and a posttest given four months after the two-hour 

course found that attitude change had maintained and was 

still significant. 

Inqstad and Gotestam 

Ingstad and Gotestam*s [1987] field experiment differed 
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in the type of intervention used to effect attitude change. 

The research goal was to improve a hospital staff's 

attitudes toward chronically ill elderly patients. The 

researchers implemented three environmental changes in an 

effort to improve patients' behavior in those three areas. 

They hypothesized that improved patient behavior would have 

positive effects on the staff's attitudes. 

The staff's attitudes were tested two weeks prior to 

the six-week implementation of the environmental changes and 

two weeks after full implementation. Results indicated 

significant positive change in staff attitudes toward 

patients in the three patient behaviors targeted for change. 

The authors concluded that it may be more efficient to 

indirectly change an observer's attitude by changing the 

behavior of the attitude object than by trying to directly 

change the observer's attitude through a lecture or similar 

form of intervention. 

Pennington. Zvonkovic. and Wilson 

Pennington, Zvonkovic, and Wilson [1989] measured 

changes in students' satisfaction with college after 

students had attended college for an academic term. Their 

study differed from the others discussed in this section in 

that the intervention was natural (i.e., not manipulated by 

the researchers). Their focus was on how college 

satisfaction is influenced by such student characteristics 
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as sex, fraternity/sorority affiliation, grade point 

average, and employment hours. 

Students were questioned at three different points in 

time during the term to determine their level of 

satisfaction with college. Results indicate that overall 

college satisfaction did change over time with the lowest 

score at midterm and the highest at the end of the term. 

The significant student characteristics were gender, 

fraternity/sorority affiliation, grade point average, 

employment hours, social life, and involvement in exclusive 

dating relationships. With the exception of the student's 

gender, these characteristics are environmental variables 

that affect students1 attitudes toward college. 

No definitive conclusions can be drawn about whether or 

not environmental intervention leads to attitude change, how 

long the intervention needs to be, what type of intervention 

is most effective, and whether any resulting attitude change 

is permanent. A one-hour intervention has produced attitude 

change [Russell and Bryant 1987] while a semester long 

series of interventions has not [Eddy 1986]. Furthermore, 

the type of successful educational intervention has varied 

from lecture to self-study [Russell and Bryant 1987]. 

The lack of consistent results is not surprising since 

so many factors affect learning including the mass media, 

status of the model, the observer's family, the observer's 

organizational affiliations [Bandura 1969], respondent's 
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age, relative position, current position in life cycle, and 

reinforcement history [Skinner 1953]. The seven studies 

involved different age groups, in different organizations, 

with different reinforcement histories, and in different 

learning roles - some direct participation and others merely 

observational. The studies support social learning theory 

by demonstrating that attitudes may change either through a 

conditioning process or by observation. And they 

demonstrated that all relevant variables must be considered 

[Skinner 1953]. 

Attitude Measurement 

Attitudes are the attributes of interest in this study. 

Attitudes cannot be measured directly but must be inferred 

from their consequences [Mueller 1986]. This section 

contains a review of attitude measurement instruments. 

Most studies of attitude formation and change 

operationalize attitudes by using questionnaires to measure 

attitudes [Himmelfarb and Eagly 1974]. These questionnaires 

measure attitudes through self-reports of either opinions 

and beliefs (cognitive), feelings or evaluations 

(affective), or behavior or intended actions (conative). 

The statements on attitude questionnaires are scaled such 

that responses indicate favorable or unfavorable attitudes 

toward the object of interest. 
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Cacioppo, Harkins, and Petty [1981] reported three 

classic techniques to measure attitudes: Guttman scale, 

Thurstone scale, and Likert scale. The Guttman scale is 

based on the idea that a person willing to agree to a very 

favorable attitude statement would also agree to a less 

favorable one. For example, if a person is willing to 

donate $100 to a charitable organization, he would also be 

willing to donate $90 or $80 or any lesser amount. The 

Guttman scale works best with statements that vary in some 

quantitative way. 

The Thurstone scale is generally used to solicit a 

person's affective response to an attitude object. The 

advantage of the scale is that it assigns an absolute 

attitude score which is meaningful relative to an underlying 

evaluative continuum. Because Thurstone scale construction 

is somewhat time-consuming, the Likert scale should be 

considered when absolute information is not needed. 

The Likert scale is adequate to determine relatively 

favorable or unfavorable attitudes toward an object. While 

less time-consuming to construct and implement than a 

Thurstone scale, a Likert scale is as reliable in its 

ability to estimate relative scores [Cacioppo et al. 1981]. 

Therefore, the Likert scale is the most efficient scale to 

use when only relative information is needed. Likert scales 

contain positive and negative belief statements about an 

object. Subjects rate how much they personally agree or 
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disagree with each statement on a continuum ranging from 

"very positive" to "very negative". Subjects' attitudes are 

quantified by summing their responses to the belief 

statements. 

Mueller [1986] discussed the semantic differential 

scale as a fourth technique to measure attitudes. The 

semantic differential scale uses opposite adjective pairs to 

measure the cognitive dimension of evaluation. Respondents 

indicate the extent to which each adjective or its paired 

opposite describes the attitude object. The semantic 

differential scale is relatively easy to construct, quick to 

administer, and usually highly reliable. But validity is 

often a problem because respondents easily determine what is 

being measured and, thus, may slant their attitude scores. 

Two recent surveys used Likert-type scales to elicit tax 

practitioners' attitudes toward the IRS and its employees. 

The following section describes the surveys and their 

reported results. 

Tax Practitioner Surveys 

The IRS [1987] and the AICPA [1989] both recently 

conducted extensive surveys of tax practitioners to 

determine practitioner attitudes toward the IRS and its 

employees. Neither survey tested the effects of IRS 

employees on tax practitioners' attitudes toward the IRS. 

They were purely descriptive studies. The results of both 
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studies are discussed in this section to provide background 

information on tax practitioners' attitudes toward the IRS 

and its employees. 

IRS Tax Practitioner Survey 

In 1986, the IRS contracted with Westat, Inc. to 

conduct a survey of tax practitioners for the purpose of 

gaining a better understanding of how practitioner 

perceptions, attitudes, and behavior impact taxpayer 

compliance behavior. From an IRS prepared probability 

sample of 3517 tax practitioners, Westat conducted 1772 in-

home interviews with a 70.5 percent completion rate. Tax 

practitioners contacted included public/independent 

accountants, CPAs, enrolled agents, unenrolled preparers, 

and lawyers. 

After collecting the survey data, Westat segmented the 

tax practitioner industry according to its compatibility 

with the IRS mission. Segmentation was accomplished by 

grouping practitioners as to their admitted behavior on 11 

issues of tax law and regulations open to interpretation. 

Westat identified four distinct groups ranging from being 

the most to the least compatible with the IRS mission. 

Returns from the least compatible group were most likely to 

be prepared by practicing CPAs or lawyers in accounting or 

law firms where at last two individuals worked on Federal 

tax matters, and had worked with clients on Federal tax 
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matters for less than 20 years. This group accounted for a 

disproportionately greater number of all the tax returns 

filed that were not consistent with the IRS mission on all 

but two of the 11 issues. 

The three characteristics that did not clearly 

differentiate returns from compatible and incompatible 

practitioners were geographic location, types of forms 

prepared, and the mean percentage of clients new to the 

practice. It appears that the problem of filing returns 

inconsistent with the IRS mission is a national problem, is 

prevalent regardless of the forms prepared, and attracting 

new clients is not a motivating factor. 

The IRS believes that one factor which contributes to 

the effectiveness of satisfying its mission is the image it 

projects to tax practitioners. The IRS further believes 

that a basic underlying problem exists with practitioners 

not having as much respect as they should for the IRS staff 

with whom they have contact. The survey results support the 

IRS's beliefs. In terms of overall opinion of the IRS, 50 

percent of the practitioners gave only a moderately 

favorable rating (3 or 4 on a 6 point scale) while 40.3 

percent rated it highly and 9.7 percent rated it low. These 

percentages varied across the four segments with fewer of 

the least compatible group giving a high rating (33.7 

percent) and more giving a low rating (12.9 percent). What 

disturbed the IRS even more was the fact that the current 
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level of opinion was less favorable than it had been five 

years ago. About 26 percent of practitioners reported an 

unfavorable change in attitude while only 19 percent had a 

favorable change for a net unfavorable change of seven 

percent. 

Practitioners were asked to rate revenue agents, 

appeals officers, and Collection Division staff on an 

overall basis. They also rated revenue agents and appeals 

officers on 14 different characteristics related to the 

perceived competence of IRS employees in doing their jobs 

and their attitudes. The 14 characteristics include overall 

competence, understanding issues, understanding the law, 

accounting skills, experience, ability to avoid irrelevant 

issues, ability to identify relevant issues, reasonable 

requests for documentation, overall effectiveness, 

thoroughness, effort to expedite audit, courtesy, 

impartiality, and ease of contacting. See Table 1 for the 

overall basis ratings and Table 2 for ratings on the 14 

specific job-related characteristics. 

With regard to revenue agents, only 16.8 percent of all 

returns were prepared by practitioners who had contact with 

revenue agents and rated them excellent. This percentage 

varied among the compatibility groups at 27.8 percent for 

the most compatible group and 11.9 percent for the least 

compatible. The segment most compatible with the IRS 
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mission had a higher opinion of revenue agents than did the 

least compatible segment. 

Table 1 
IRS Tax Practitioner Survey 

Overall Opinion of IRS Personnel by the Extent 
of Practitioner Compatibility with the IRS Mission 

Percentage Distributions of Excellent Ratings Based on 
Returns from Preparers Ever Dealing with the Employee Type 

Compatibility 
Group 

Total Most Least 

Appeals officers 29.0 * 31.5 

Revenue agents 16.8 27.8 11.9 

Collection staff 23.8 27.1 23.6 

* Base too small 

Of the 14 job-related characteristics, the most 

compatible segment gave revenue agents the highest rating on 

courtesy (50.2 percent) and the lowest on the ability to 

avoid irrelevant issues (22 percent). The least compatible 

segment gave lower ratings on all 14 characteristics with 

the highest on courtesy (24.1 percent). All other ratings 

were below 15 percent with the lowest being accounting 

skills (10.1 percent). 

Practitioners held a more favorable opinion of appeals 

officers than of revenue agents. Twenty-nine percent of all 

returns were prepared by practitioners who had dealt with 

appeals officers and rated them excellent. While the base 

of returns for the most compatible practitioners was too 
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Table 2 

IRS Tax Practitioner Survey 

Practitioner Satisfaction With Appeal Officers and Revenue 
Agents by Extent of Compatibility With the IRS 

Percentage Distributions of Excellent Ratings Based on 
Returns From Preparers Ever Dealing 

With the IRS Employee Type 

Appeals 
Officer 

Revenue 

Compatibility 
•Most Least 

Compatibility 
Most Least 

Overall competence 29.8 31.4 15.3 

Understanding issues 37.1 27.2 13.1 

Understanding the law 39.8 31.3 14.4 

Accounting skills 12.5 25.2 10.1 

Experience 36.7 29.4 12.7 

Ability to avoid irrelevant 
issues 

32.6 22.0 11.0 

Ability to identify relevant 
issues 

31.0 28.5 11.7 

Reasonable requests for 
documentat ion 

27.2 32.4 15.3 

Overall effectiveness 25.3 27.1 12.2 

Thoroughness 26.8 32.4 13.4 

Effort to expedite audit 19.9 24.9 16.1 

Courtesy 27.0 50.2 24.1 

Impartiality 12.0 34.9 11.1 

Ease of contacting 26.9 27.8 18.2 

* Base too small 
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small for analysis, the second most compatible group's 

comparable percentage was 22.6 and the least compatible's 

was 31.5. Appeals officers are the only class of audit 

employee that the least compatible group rated more highly 

than the most compatible group. 

Appeals officers also received higher ratings on the 14 

characteristics than did revenue agents. The base of 

returns from the most compatible practitioners segment was 

too small for analysis of ratings on the 14 characteristics. 

The least compatible segment rated appeals officers highest 

on understanding the tax law (39.8 percent) and lowest on 

impartiality (12 percent). 

Survey results indicate that tax practitioners have 

extensive dealings with the Collection Division of the IRS. 

Practitioners became involved in 96.9 percent of returns in 

which clients were contacted by the Collection Division. 

Tax practitioners rated Collection Division employees higher 

than revenue agents but not as high as appeals officers. 

Nearly 24 percent of all returns from practitioners dealing 

with the Collection staff were prepared by practitioners who 

rated them highly. There was little difference between the 

four segments with the comparable percentages for the most 

and least compatible being 27.1 and 23.6 respectively. 

Practitioners did not rate the Collection staff on the 14 

specific characteristics. 
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The variables that correlated with the classification 

of practitioner least compatible with the IRS mission were 

education, size of firm, having a co-worker who also deals 

with Federal tax matters, and having less than 20 years 

experience in working with clients on Federal tax matters. 

Overall, tax practitioners rated appeals officers most 

highly followed by revenue officers and finally revenue 

agents. The segment of practitioners least compatible with 

the IRS mission consistently rated the IRS employees lower 

than did the most compatible group with the exception of 

appeals officers whom they rated more highly. 

AICPA Tax Practitioner Survey 

In 1989, the AICPA conducted a nationwide survey of 

practitioner attitudes toward the IRS. They surveyed AICPA 

members who were sole practitioners and/or members of the 

Institute's Tax Division. Their purpose was to gather 

information on the practical experiences of their members to 

help develop administrative and legislative recommendations 

to improve the federal tax process. The AICPA had a 32 

percent response rate to their mail-out questionnaire with 

966 usable responses. The responses were a representative 

cross-section of the overall population. 

Respondents were asked to give their current general 

attitudes toward the IRS as well as their general attitudes 

three years ago. Only four percent had highly favorable 
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attitudes, 44 percent moderately favorable attitudes, 37 

percent moderately unfavorable attitudes, and 15 percent 

very unfavorable attitudes. Their reported attitudes of 

three years ago were virtually the same as their current 

attitudes. 

Respondents were asked for their levels of agreement 

with 12 statements about the IRS. See Table 3 for a summary 

of responses. In all but two statements, over 50 percent of 

Table 3 

AICPA Tax Practitioner Survey 
Strong or Moderate Agreement With Statements About the IRS 

(Percentage Distributions) 

There are often delays in responses from the IRS. 90 

It is difficult to communicate with the IRS. 80 

The IRS assumes taxpayers are guilty. 73 

The IRS is unreasonably bent on collection. 65 

IRS staff have no authority to resolve problems. 63 

IRS employees are often rude. 27 

IRS employees are reasonable/fair. 50 

The IRS is responsive to my needs. 33 

The overall ability of IRS employees is adequate. 32 

The ability of the IRS to resolve problems is adequate. 20 

IRS employees are adequately trained. 20 

IRS communication efforts are adequate. 17 
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respondents answered negatively about the IRS. For example, 

90 percent either strongly or moderately agreed that there 

are often delays in responses from the IRS. Seventy-three 

percent strongly or moderately agreed that the IRS assumes 

taxpayers are guilty while 65 percent agreed that IRS is 

unreasonably bent on collection. Exactly half the 

respondents either strongly or moderately agreed that IRS 

employees are reasonable/fair while only 27 percent agreed 

that IRS employees are rude. 

Respondents were asked to rate revenue agents, appeals 

officers, and revenue officers on 13 points. See Table 4 

for a summary of responses. Appeals officers received far 

better ratings on all points than the other two classes of 

employees. On the question of overall competence, of the 

respondents who had opinions, 84 percent rated appeals 

officers as excellent or good. The corresponding ratings 

for revenue agents and revenue officers were 45 percent and 

40 percent respectively. On all other points, appeals 

officers received a rating of excellent or good by at least 

59 percent of those who had opinions. Revenue agents 

received a higher percentage of excellent or good ratings 

than revenue officers on seven of the remaining 12 questions 

and revenue officers a higher percentage on three remaining 

questions. Revenue agents and revenue officers tied on two 

of the remaining questions. The percentages of excellent or 

good ratings for revenue agents and revenue officers on the 
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12 remaining questions correspond with the percentages of 

excellent or good ratings based on overall competence. 

Appeals officers were rated most highly followed by revenue 

agents and then revenue officers. 

Table 4 

AICPA Tax Practitioner Survey 

Ratings of IRS Appeals Officers, 
Revenue Agents, and Collection Officers 

Percentage Distributions of Excellent or Good Ratings 
by Those Who Had Opinions 

Appeals 
Officers 

Revenue 
Agents 

Revenue 
Officers 

Overall competence 84 45 40 

Courtesy 93 77 55 

Ease of contacting 75 53 35 

Experience 92 48 53 

Accounting skills 78 37 31 

Reasonableness of request for 
documentat ion 74 44 39 

Efforts to expedite closing of 
the case 73 41 47 

Understanding of the issues 86 48 46 

Understanding of the law 85 47 47 

Consistency in approach 74 41 39 

Impartiality 59 33 33 

Thoroughne s s 76 44 41 

Understanding the mission of the 
IRS division 82 44 49 
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The IRS and AICPA survey results are consistent in most 

of their findings. In both surveys, tax practitioners gave 

appeals officers the highest ratings in overall competence 

and in nearly all the specific job-related characteristics. 

The IRS survey gave revenue officers the second highest 

rating and revenue agents the third highest in overall 

competence while the AICPA survey reversed the order. 

Because the IRS survey did not ask respondents to rate 

revenue officers on specific job-related characteristics, no 

comparison can be made in that regard. 

Student Surrogates 

Using students as surrogate subjects is normally 

fraught with threats to both the internal and external 

validity of an experiment. In limited circumstances, 

students might serve as appropriate surrogates for another 

population. Snowball [1986] reported that from 1964 through 

1984, 120 laboratory studies on human judgement were 

published in The Accounting Review, the Journal of 

Accounting Research, and Accounting. Organizations and 

Society. Seventy percent of those studies used student 

surrogates alone or with other subject groups. Yet, as 

discussed in the remainder of this section, studies on 

student surrogation have consistently found that students 

are not generally appropriate surrogates for other 
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populations. These findings were reached in both task 

performance and attitude measurement studies. 

Results of experiments in which students performed 

complex tasks requiring judgments indicate that students 

make significantly different judgments than more experienced 

managers and accountants and are not adequate surrogates for 

such groups [Krogstad et al. 1984; Abdolmohammadi and Wright 

1987; Abdel-Khalik 1984; Burnett and Dunne 1986]. Results 

of studies involving attitude measurement also suggest that 

students are not suitable surrogates for other populations. 

Copeland, Francia, and Strawser [1973] believed that 

students might be acceptable surrogates if they share 

similar attitudes with the population of interest. Yet 

their research resulted in statistically significant 

differences between students' attitudes and those of 

management, present and prospective investors, CPAs, and 

educators. They concluded that the effectiveness of using 

students as surrogates for businessmen in research is 

doubtful. 

Enis, Cox, and Stafford [1972] tested the use of 

students as surrogates for housewives in consumer behavior 

experiments. Results were inconclusive as to whether or not 

students were appropriate surrogates for housewives. The 

authors concluded that if external validity is important, 

using students may be undesirable. 
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Remus [1986] referred to a general consensus among 

researchers that managers and students have different 

attitudes because students are younger and do not have 

business experience. Perhaps students would be suitable 

surrogates in attitude studies when the population of 

interest is also young, inexperienced, and recently 

graduated from college. 

Summary 

Prior surveys of tax practitioners [IRS 1987; AICPA 

1989] indicate that practitioners do not have highly 

favorable attitudes toward the IRS or its employees. 

Attitudes are formed through the socialization process and 

are greatly influenced by people who have direct control 

over an individual. Tax practitioners' attitudes are 

influenced by employers, coworkers, IRS employees, families, 

and friends. Most theorists agree that attitude changes 

occur throughout life as the result of natural or self-

induced changes in social roles and situations. This study 

was concerned with the socialization of adults in their work 

environments as their attitudes change in response to their 

changing environments. Social learning theory provided the 

theoretical framework for this study because it is sensitive 

to detecting behavioral changes as a function of changing 

environments [Ahammer 1973]. 
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According to social learning theory, behavior is 

learned either when an individual's response is immediately 

strengthened by a reward, or when a person's response is 

modified through exposure to modeling stimuli and the 

observed model's behavior is reproduced at a later date in 

anticipation of the observed reinforcement. Rewards convey 

information about the optimal response in a situation and 

provide incentive motivation about a particular act in light 

of the anticipated reward [Bower and Hilgard 1981]. In the 

context of this research, tax practitioners' attitudes are 

learned through direct interactions with IRS employees or 

through observing other peoples' interactions with the IRS. 

Variables that affect behavior change in two-way 

relationships are the similarity of the reinforcement 

histories of the individuals, the similarity of their 

histories with discriminative stimuli, their prior 

experience with each other, the social power of each person 

in relation to the other, the kind of behavior control 

employed, and age [Ahammer 1973]. Additional variables that 

effect observational learning include the mass media, the 

status of the model in the observer's eyes, the observer's 

family, the observer's organizational affiliations [Bandura 

1969], their relative positions, their current positions in 

their life cycles, and their reinforcement histories 

[Skinner 1953]. Many of these variables were 
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operationalized through questions on the attitude instrument 

administered to tax practitioners. 

The results of studies that measured attitude change 

after an environmental change are inconclusive as to when 

and what type of environmental interventions lead to 

attitude change. Type and length of intervention and the 

population affected by the intervention appear to be 

relevant variables in changing attitudes. These findings 

support Ahammer [1973], Bandura [1969], and Skinner's [1953] 

beliefs that many variables affect behavior change in two-

way relationships. The effects of different types and 

lengths of IRS interventions on tax practitioners' attitudes 

were the focus of this study. The type and lengths of 

interventions were solicited in the attitude instrument 

administered to tax practitioners. 

This study was concerned with tax practitioners' 

cognitive beliefs about the IRS. Since the Likert scale is 

the most efficient measure to use when absolute attitude 

scores are not needed, this study used a Likert-type scale 

to determine practitioners' relative attitudes toward the 

IRS and its employees. 

Four hypotheses were generated during the theory 

development process. Hypothesis 1 asked whether experienced 

and aspiring tax practitioners have different attitudes 

toward the IRS. Hypothesis 2 asked whether interactions 

with IRS employees have a negative effect on tax 
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practitioners' attitudes toward the IRS. Hypothesis 3 and 4 

asked whether interactions with revenue agents, revenue 

officers, and appeals officers have differential effects on 

tax practitioners' attitudes toward the IRS. Chapter 3 

contains a detailed discussion of the methodology used. 



CHAPTER 3 

METHODOLOGY 

This research elicited tax practitioners' attitudes 

toward the IRS and IRS employees. A survey instrument was 

developed for this purpose (see Appendix A). Multiple 

linear regression was the primary statistical procedure used 

to compute correlations and partial correlations to 

determine the relationships between interactions with IRS 

employees and tax practitioners' attitudes toward the IRS. 

This chapter describes the methodology used and the 

hypothesis tests. 

The first section discusses the research design. The 

following three sections describe the subjects, the task, 

and the operational procedures. The fifth section contains 

a discussion of the attitude instrument. The independent 

and dependent variables are presented in the sixth section. 

The last two sections describe the statistical methods used 

to analyze the data and a summary of the chapter. 

Research Design 

A Static-Group Comparison design [Campbell and Stanley 

1963] was used to compare the attitudes of tax practitioners 

who have had varying levels of experience in dealing with 

60 
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IRS employees. This design, as illustrated in Figure 3, is 

a correlational design. 

Figure 3 

Static-Group Comparison Design 

Group 1 X 0 , 

Group 2 O 2 

The X is the number of interactions with IRS employees and 

is a characteristic participants brought into the study. 

Subjects were not randomly assigned to the groups 0n. 

Correlational analysis indicates where there is a positive 

or negative relationship between X and 0, and whether the 

relationship is strong or weak [Kidder and Judd 1986]. 

Correlation does not prove causation. Therefore, other 

rival explanations have been considered. 

Subj ects 

Subjects were drawn from the population of tax 

practitioners including CPAs, attorneys, and tax return 

preparers from all types and sizes of firms. The subjects 

were randomly selected from the membership rosters of three 

national professional organizations: the American Institute 

of Certified Public Accountants (AICPA), the Tax Division of 

the American Bar Association, and the National Society of 
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Public Accountants. A total of 900 subjects were selected 

for participation, 300 from each of the three organizations. 

Senior and graduate level accounting students, second-

and third-year law students, and participants in H&R Block's 

Level 1 course were used for baseline attitude measurements 

as surrogates for aspiring tax practitioners with no 

experience in doing tax work for the public. Selection of 

participants used for baseline attitude measurements was not 

random. Rather, convenience samples of intact classes were 

used. Fifty-six students in two undergraduate and one 

graduate tax classes from two midsized Colorado universities 

were used as surrogates for aspiring CPAs. Surrogates for 

aspiring tax attorneys were 67 students taken from two tax 

law classes - one at a Colorado law school and one at a 

Wyoming law school. Thirty-one students in an H&R Block 

Level 1 class in the Dallas-Fort Worth area were used as 

surrogates for aspiring tax return preparers. 

Task 

All subjects were asked to complete a written attitude 

instrument. The instrument was developed for this study to 

measure participants' attitudes toward the IRS and toward 

three groups of IRS employees. The instrument also 

requested demographic and additional information to control 

for factors other than interactions with IRS employees that 

might explain practitioners' attitudes toward the IRS and 
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its employees. All subjects were given the same instrument. 

The only differences in the instrument were the order in 

which the sections regarding the IRS and its three groups of 

employees was presented, and the order of the statements in 

each section. The four sections were arranged in four 

different possible ways and the order of the statements in 

each section was arranged in three different ways. The 

twelve differently arranged instruments were administered 

randomly to control for order and context effects. 

Procedures 

The accounting, law, and H&R Block students completed 

the attitude instruments during regularly scheduled class 

periods in the presence of either the researcher or the 

class instructor and handed them in on completion. The 

instrument was mailed to the remaining subjects along with a 

cover letter of explanation (see Appendix) and a return 

envelope. The task required no more than 30 minutes. The 

instruments were either mailed or administered to all 

subjects within a three week period to minimize the threat 

of an historical event affecting the responses of the later 

participants. 

Subjects were told that the purpose of the research was 

to study the question of how interactions with IRS employees 

affect tax practitioners' attitudes toward the IRS. 
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Subjects were advised that their participation was voluntary 

and assured of complete anonymity of their responses. 

Attitude Instrument 

An attitude instrument was designed for this study to 

measure tax practitioners' attitudes toward the IRS and its 

revenue agents, appeals officers, and revenue officers. The 

instrument also contained a section designed to obtain 

demographic and other information that might explain 

practitioners* attitudes toward the IRS. Age, sex, 

education level, experience with federal tax work, type of 

firm, position in firm, prior employment with the IRS, prior 

personal audits by the IRS, co-worker influence, and media 

influence were the data requested. 

The attitude instrument was a Likert-type scale with 

statements about the IRS and the three groups of IRS 

employees. Subjects were given five response categories 

from which to choose; Strongly Agree, Agree, No 

Opinion/Don't Know, Disagree, and Strongly Disagree. The 

statements were semantically written in a clearly positive 

or negative way about the IRS and its employees. Half the 

items were positive and half negative, presented in 

alternating order to preclude the effect of acquiescence 

responding [Mueller 1986]. Item scale scores were summed to 

obtain total scores for all respondents regarding their 
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attitudes toward the IRS, revenue agents, appeals officers, 

and revenue officers. 

Several steps were followed in developing the 

instrument. An exhaustive review of the literature did not 

reveal any single instrument suitable for this study. In 

order to collect a pool of opinion items about the IRS and 

the three groups of IRS employees, I asked 32 CPAs in the 

Clovis, New Mexico, area to write down several of their 

beliefs and feelings about working as an IRS revenue agent. 

From nine responses, I created one opinion item. I added to 

my pool of opinion items by using or adapting items found in 

other attitude instruments. Two items were taken from an 

IRS taxpayer attitude study [Internal Revenue Service 1984], 

one item from an occupational attitudes survey instrument 

[Aalto 1969], and all remaining items from a survey of tax 

practitioner attitudes toward the IRS [AICPA 1989]. 

The second step in creating the instrument was to 

solicit a critique of the attitude scale from accounting 

faculty and doctoral student participants in a workshop at 

the University of North Texas. Comments were solicited 

about the wording and content of the statements. The 

instrument was refined to incorporate the comments received. 

The third step was to pilot the refined instrument on two 

classes of accounting students at the University of North 

Texas. Feedback about the instrument was requested from the 

students who participated in the pilot and the feedback was 
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considered in a second refinement of the instrument. After 

piloting the instrument, I performed an item analysis to 

further refine the instrument into a finished scale [Mueller 

1986]. I computed an item discrimination index for each 

item by correlating the item scores with the total scale 

scores. Item discrimination indexes range from 1.00 to 

-1.00 and only those highly correlated items were retained 

as an indication that the items were discriminating among 

respondents in the same manner as the total scale score 

[Mueller 1986]. 

The fourth step in creating the instrument was to 

assess its quality by measuring reliability and validity. 

Reliability indicates the extent to which an instrument is 

consistent and accurate rather than random, while validity 

refers to the extent to which an instrument is measuring 

what it is supposed to be measuring [Mueller 1986]. 

The split-half procedure as described by Mueller [1986] 

was used to measure reliability because it requires only a 

single administration of the instrument. Reliability was 

estimated using a second pilot groups' responses to the 

refined attitude scale. For purposes of scoring, the 

instrument was divided into halves giving each respondent 

two scores. The two sets of scores were correlated. Since 

the resulting correlation coefficient indicated only the 

reliability of the half-length instruments, the Spearman-
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Brown formula for doubled length was used to estimate the 

reliability of the full length scale as follows: 

2 x reliability of half test 
Reliability of whole test = 1 + reliability of half test 

Reliability coefficients can range from 1.00, perfect 

reliability, to .00, no reliability at all. Mueller [1986] 

reports that perfect reliability is never seen. Instead, a 

well-constructed scale may have a reliability coefficient of 

.80 or .90 while a less well-constructed scale's reliability 

coefficient might be .50 or .60. 

The construct validity of the attitude scale was 

estimated by measuring the index of internal consistency. 

If a scale has a high index of internal consistency, the 

items are substantially intercorrelated and working together 

to measure the same underlying variable [Mueller 1986]. A 

high degree of internal consistency does not guarantee that 

the desired construct is being measured, merely that some 

construct is being measured. But the very process of 

constructing a Likert scale assures some amount of content 

validity and this, coupled with a high index of internal 

consistency, provides minimum acceptable evidence of 

construct validity for attitude scales [Mueller 1986]. 

The Cronbach alpha formula as described by Mueller 

[1986] was used to measure the internal validity of the 

instrument. The alpha coefficient tells about similarity in 

measurement across items rather than stability over time. 
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The alpha formula was used as follows: 

k ( 
alpha = 1 -

2 

k-1 / \ st
2 

where: k = number of test items 

st
2 = variance of total test scores 

s^ = variance of responses to a test item 

The alpha coefficient will range from .00 to 1.00. The 

larger the coefficient, the greater the internal 

consistency. 

To measure the validity and reliability of the finished 

instrument, I piloted it on a group of 37 H&R Block Level 2 

students in the Dallas-Ft. Worth area. Minor changes were 

made to the wording of a few items. The reliability of the 

scale measured .9083 and the validity measured .9523. 

To summarize, four steps were followed in developing 

the Likert-type attitude scale. First, a pool of opinion 

items about the XRS and its employees was collected from 

CPAs and from previously constructed taxpayer and tax 

practitioner attitude survey instruments. Second, the pool 

of items was refined into a finished attitude scale after 

input from accounting faculty and doctoral students and from 

the results of a pilot administration of the instrument to a 

group of masters level accounting students. Finally, the 

finished scale was administered to a group of H&R Block 

intermediate level students and its reliability and validity 
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measured by using the split-half procedure and the Cronbach 

alpha formula respectively. 

Variables 

This study had one dependent variable, four independent 

variables of interest, and 13 independent control variables. 

Dependent Variable 

The dependent variable in this study was tax 

practitioners' attitudes toward the IRS. Attitudes are 

hypothetical psychological constructs that cannot be 

measured directly but must be inferred from their 

consequences [Mueller 1986]. The dependent variable in this 

study was inferred from responses to the attitude scale. 

Subjects responded to a series of ten positive and 

negative statements each about the IRS, revenue agents, 

appeals officers, and revenue officers. Their responses to 

each set of statements were summed to yield their total 

attitude scores toward the IRS and the three types of IRS 

employees. The highest possible score for each variable of 

50 (5 x the number of items for each variable) indicated a 

strongly positive attitude about that variable. The lowest 

possible score of 10 (1 x the number of items for each 

variable) indicated a strongly negative attitude about the 

variable. A score of 30 (3 x the number of items for each 
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variable) indicated the midpoint on the continuum between 

highly positive and highly negative. 

Independent Variables 

Tax practitioners' attitudes toward the IRS and IRS 

employees may be a function of many factors. The factor of 

interest in this study was practitioner interactions with 

IRS employees. Other variables were considered as competing 

explanations for practitioners' attitudes toward the IRS and 

were controlled for through questions in the final section 

of the attitude instrument. 

Interactions With IRS Employees. Interactions with IRS 

employees included the number of interactions practitioners 

reported having with revenue agents, appeals officers, and 

revenue officers during their careers. This variable was 

operationalized in question ten of the final section of the 

attitude instrument. Since it was unrealistic to expect tax 

practitioners to remember the exact numbers of interactions 

they had engaged in with IRS employees, respondents to the 

instrument were given ranges to choose from including none, 

1, 2, 3, 4, 5, 6-10, 11-15, 16-20, and over 20. 

Control Variables. Control variables included age, 

sex, education level, years of experience in federal tax 

work, position in firm, percentage of time spent on federal 

tax work, whether a CPA, attorney or enrolled agent, type of 

firm, success in dealings with IRS employees, prior 
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employment with the IRS, coworkers' influence, prior 

personal IRS audits, and media influence. Age was chosen as 

a control variable because of Ahammer's [1973] finding that 

age is one of the variables that affects behavior change in 

a two-way relationship. Sex was used as a control variable 

because people learn what attitudes they are expected to 

have according to whether they are male or female [Walum 

1977]. Every society prescribes traits, behaviors, and 

patterns of social interaction for its members on the basis 

of their sex [Renzetti and Curran 1989]. This gender 

identity is not innate. It is learned through the 

socialization process. Therefore, males and females may 

possess differing attitudes. 

Education level, years of experience in federal tax 

work, and type of firm were significant variables in the IRS 

[1987] tax practitioner survey and thus used as control 

variables in this study. The mass media was included as a 

control variable based on Bandura's [1969] discovery that 

the media affects observational learning. The remaining 

control variables were chosen based on the notion that 

social learning is a continuous process with new behavior 

adopted in response to environmental stimuli. Each of the 

variables result from environmental stimuli and may affect 

attitudes. Measurement data for these control variables 

came from answers to questions in the final section of the 

attitude instrument. 
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Data Analysis 

Multiple linear regression (MLR) was the primary tool 

used to analyze the data in this study. MLR correlations 

and partial correlations were computed to examine 

relationships between variables. Analysis of variance 

(ANOVA) was also used secondarily in order to make post hoc 

comparisons on attitude. In a correlational analysis, both 

the dependent and independent variables are measured and the 

relationship between the two is analyzed [Kidder and Judd 

1986]. Analysis of variance tests whether or not there are 

significant differences between the means of several 

different groups and tests the significance of multiple 

correlation coefficients [Miller and Wilson 1982]. 

Demographic information was used as control variables. 

Descriptive statistics were also employed to report the 

relevant features of the sample such as mean age, years of 

experience, and other attributes. 

Hypothesis 1 

Hypothesis 1 asked whether experienced and aspiring tax 

practitioners have different attitudes toward the IRS. A 

Student's t-test was used to analyze the differences in 

attitudes between experienced and aspiring tax 

practitioners. The Student's t-test was appropriate in this 

case because the population standard deviation was unknown 

(Ferguson 1981). 
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Hypothesis 2 

Hypothesis 2 asked whether or not interactions with IRS 

employees have a negative effect oh tax practitioners1 

attitudes toward the IRS. Because the external validity of 

the sample was unknown, and no experimental design in this 

study was possible, the effects of interactions with IRS 

employees may be confounded by extraneous factors. 

Therefore multiple exogenous variables were included in the 

analysis. The unique contributions of the effects of the 

number of interactions on attitudes toward the IRS for each 

of the three groups of IRS employees were examined after 

controlling for the effects of the exogenous variables. 

Correlational analysis while controlling for third 

variables, as described by Kidder and Judd [1986], was used 

to test this hypothesis. 

The Pearson product moment coefficient of correlation 

(r) was computed to measure the relationship between tax 

practitioners' attitudes toward the IRS (Y), and the number 

of interactions with IRS employees (X). Partial 

relationships between X and Y while controlling for the 

exogenous variables were also measured by computing partial 

correlation coefficients, i. e., partial r statistics. The 

partial r statistics explain the relationship between X and 

Y over and above the effects of the control variables. If 

any of the partial r statistics are significantly smaller 

than the r statistic, the relationship between X and Y may 
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be spurious, i. e., the X and Y variables may share a common 

cause in the control variables that produces the smaller 

partial r statistics rather than sharing a causal link 

themselves. T-tests were used to determine the significance 

of the r and partial r statistics. 

The MLR technique to analyze the unique contributions 

of the independent variables was chosen over ANOVA 

procedures for several reasons as discussed by Pedhazer 

[1982]. First, MLR can handle both continuous and 

categorical independent variables. ANOVA procedures are 

restricted to the use of categorical independent variables. 

Secondly, there are a total of 32 independent variables in 

this study. Categorizing each of these variables would 

present a degrees of freedom increase for the independent 

variables, and a potential loss in analysis sensitivity 

caused by the forced categorization of continuous variables. 

Finally, the numbers of interactions with IRS employees for 

each of the three groups are also treated as continuous 

independent variables, not as treatment groups, since an 

experimental design was not used. 

The ANOVA procedure was employed only to compare the mean 

attitudes of the practitioner groups as distinguished by the 

number of interactions they had with IRS employees. 

Hypotheses 3 and 4 

Hypotheses 3 and 4 asked whether the number of 
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interactions with appeals officers, revenue agents, and 

revenue officers have differential effects on practitioners' 

attitudes toward the IRS. As with Hypothesis 2, a 

correlational analysis while controlling for third variables 

was done to test these two hypotheses. For each group of 

employees, the correlation between the number of 

interactions with that group of employees (X) and 

practitioners' attitudes toward the IRS (Y) was computed. 

The partial correlation between X and Y while controlling 

for the effects of the other two groups of employees was 

also computed. T tests were used to determine the 

significance of the r and partial r statistics. 

Summary 

A Static-Group Comparison design was used to compare 

the attitudes of tax practitioners who had varying levels of 

experience in dealing with IRS employees. Subjects were 

randomly selected from the national membership rosters of 

three tax practitioner organizations. A non-random sample 

of accounting, law, and H&R Block students was used as a 

surrogate group for aspiring tax practitioners. All 

subjects completed a Likert-type attitude instrument 

designed for this study to measure their attitudes toward 

the IRS and three groups of IRS employees. 

A Student's t-test was used to test the differences in 

attitudes between experienced and aspiring practitioners. 
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Correlational analyses were performed to measure the 

relationships between tax practitioners' attitudes toward 

the IRS and the reported numbers of interactions with IRS 

employees. The analysis of variance technique was used 

secondarily to make post hoc comparisons on attitudes. 



CHAPTER 4 

RESULTS 

The purpose of this research was to determine the 

effects of interactions with IRS employees on tax 

practitioners' attitudes toward the IRS. Practitioners' 

attitudes were measured by summing their responses to 

statements on a Likert-type instrument designed for this 

study. Multiple linear regression (MO?) procedures were 

employed to use correlations to look at the relationships 

between the number of interactions with three different 

groups of IRS employees and tax practitioners' attitudes 

toward the IRS. The effects of interactions with IRS 

employees and the effects of other variables on tax 

practitioners' attitudes were further investigated using 

analysis of variance (ANOVA) procedures in order to perform 

post hoc comparisons for any independent variables that 

demonstrated statistically significant relationships with 

attitudes. The other variables of interest included age, 

sex, education, experience, position in and type of firm, 

professional certification, time spent on federal tax work, 

success in dealing with IRS employees, prior employment with 

the IRS, coworkers' influence, prior personal IRS audits, 

and media influence. 

77 
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All statistics were computed using the Number Cruncher 

Statistical System (NCSS) [Hintze 1991] on a personal 

computer. The accepted level of significance throughout the 

study was p < 0.05 unless otherwise indicated. 

This chapter includes a description of the sample 

followed by the results of the study. The third section 

contains a discussion of the effects of other variables on 

tax practitioners' attitudes toward the IRS, and the final 

section is a summary of the chapter. 

Description of the Sample 

Nine hundred attitude instruments were mailed to a 

national sample of tax practitioners drawn randomly (300 

each) from the memberships of the AICPA, the Tax Division of 

the American Bar Association, and the National Society of 

Public Accountants. Three hundred twenty responses were 

received for a total response rate of 35.6 percent. 

Eighteen responses were incomplete, leaving 302 usable 

responses (33.6 percent). See Table 5 for a summary of 

subjects' characteristics. 

Of the 302 respondents, 247 were male, 54 female, and 

one failed to indicate sex. Twenty-nine were both CPAs and 

attorneys, 156 CPAs only, 39 attorneys only, 46 enrolled 

agents, and 32 were neither CPAs, attorneys, nor enrolled 

agents. About one-third of the respondents were between the 

ages of 26 and 40, one-third between 41 and 50, and the 
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Table 5 

Summary of Respondents' Characteristics 

Number Per- Mean Number Per- Mean 
of cent Attitude of cent Attitude 
Sub- of Tcward Sub- of Toward 

Variables iects Total the IRS Variables iects Total the IRS 
Age Position 
26-30 12 4 26.9 Rtn. preparer 6 2 27.0 
31-35 36 12 24.8 Senior 5 2 24.6 
36-40 53 18 25.6 Supervisor 5 2 25.8 
41-45 58 19 27.6 Manager 23 8 24.1 
46-50 45 15 25.9 Partner 86 28 27.4 
51-55 34 11 28.3 Sole prop. 134 44 26.2 
56-60 30 10 26.2 Tax attorney 30 10 27.9 
61-65 21 7 26.0 Not in a firm 3 1 29.5 
66-70 . 7 2 33.3 Other 9 3 25.7 
Over 70 3 1 28.0 
No response 3 1 24.5 Time Spent on 

Federal Tax Work 
Sex None 2 - 20.0 
Male 247 82 27.0 < 10% 14 5 30.1 
Female 54 18 24.5 10-30% 39 13 26.9 
No response! 1 - 20.0 31-50% 84 28 26.4 

51-75% 99 33 26.4 
Education 76-100% 63 21 26.2 
High school 5 2 25.2 No response 1 - 28.0 
2-yr col. 17 6 28.6 
4-yr col. 140 46 25.7 Type of Firm 
Postgrad. 139 46 27.2 Tax prep. 42 14 27.2 
No res. 1 - 20.0 Public acct. 22 8 26.1 

Local CPA 138 45 25.7 
Certification Regional CPA 4 1 27.3 
CPA/atty 29 10 25.8 National CPA 8 3 25.8 
CPA 156 61 26.1 law 56 19 28.4 
Attorney 39 13 27.6 Not tax firm 11 4 26.9 
En. agent 46 15 25.9 Other 20 7 26.9 
No cert. 32 11 26.4 

Number of Field Audits 
Experience None 22 7 28.1 

None 1 - 28.0 1 9 3 28.9 
1-2 years 2 1 35.0 2 10 3 26.9 
3-5 years 14 5 26.0 3 14 5 24.3 
6-10 years 50 17 26.2 4 13 4 26.1 
11-20 years 120 40 26.1 5 15 5 27.3 
Over 20 yrs 113 37 27.1 6-10 58 19 26.3 
No response 2 — 28.0 11-20 39 13 26.1 

Over 20 122 40 26.6 
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Table 5 - Continued 

Variables 

Number Per-
of cent 
Sub- of 
iects Total 

Mean 
Attitude 
Toward 
the IRS Variables 

Number Per-
of cent 
Sub- of 
•iects Total 

Mean 
Attitude 
Toward 
the IRS 

Number of Appel- Percent of Out-
late Conferences ocmes Better 
None 102 34 26.5 Uian Expected 

1 24 8 26.5 Appeals conf • 
2 40 13 27.1 < 10% 53 27 25.8 
3 16 5 27.0 10-25% 28 14 25.3 
4 7 2 27.1 26-50% 41 20 26.8 
5 14 5 25.4 51-75% 42 21 27.5 

6-10 34 11 25.7 76-100% 27 14 26.9 
11-20 21 7 27.3 No response 9 4 30.0 

Over 20 44 15 26.7 
Field collect. 

Number of Field < 10% 97 39 25.3 
Collections 10-25% 52 21 25.6 
None 51 17 27.0 26-50% 49 19 26.4 

1 12 4 25.8 51-75% 32 13 30.1 
2 21 7 29.0 76-100% 14 5 27.7 
3 23 8 26.5 No response 7 3 29.8 
4 10 3 28.4 
5 19 6 27.5 Respondent 

6-10 51 17 28.5 Worked for IRS 
11-20 26 9 25.4 Yes 27 9 28.7 

Over 20 88 29 24.7 No 275 91 26.4 

Total # of IRS Dealings Friend/Relative 
None 12 4 25.1 Work for IRS 

1 2 1 34.5 Yes 58 19 27.6 
2 5 2 28.2 No 244 81 26.3 
3 3 1 27.3 
4 8 3 25.5 Coworkers Talk 
5 11 4 27.0 About Positive 

6-10 30 10 27.1 IRS Experiences 
11-20 55 17 27.0 Yes 166 55 27.3 

Over 20 176 58 26.3 No 130 43 25.8 
No response 6 2 23.7 

Percent of Outcomes 
Better Than Expected Coworkers Talk 
Field Audits About Negative 
< 10% 58 21 25,6 IRS Experiences 
10-25% 54 19 25.9 Yes 236 78 26.1 
26-50% 63 23 25.7 No 59 20 28.9 
51-75% 59 21 28.4 No response 7 2 24.4 
76-100% 38 13 26.5 
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Table 5 - Continued 

Number Per- Mean Number Per- Mean 
of cent Attitude of cent Attitude 

Sub- of Toward Sub- of Toward 
Variables iects Total the IRS Variables iects Total the IRS 
Respondent Audited Heard Positive 

Yes-treated Media Reports 
fairly 107 35 27.7 About IPS 

Yes-treated Yes 100 33 27.6 
not fairly 16 5 21.4 No 200 66 26.1 

No 177 59 26.4 No resp. 2 1 25.0 
No response 2 1 31.0 

About taxpayer 
Friend/Relative Yes 146 48 27.5 
Audited No 143 47 25.6 

Yes-treated No resp. 14 5 26.6 
fairly 113 37 29.3 

Yes-treated Heard Negative 
not fairly 36 12 23.0 Media Reports 

Yes-treatment About IRS 
not known 50 17 25.2 Yes 258 85 26.5 

No 99 33 25.6 No 42 14 27.3 
No response 4 1 22.3 No resp. 2 1 26.0 

Employer Audited About taxpayer 
Yes-treated Yes 193 64 26.8 

fairly 56 18 27.9 No 96 32 26.2 
Yes-treated No resp. 13 4 26.2 

not fairly 24 8 23.1 
Yes-treatment 

not known 6 2 26.2 
No 215 72 26.7 
No response l - 24.0 

remaining one- th ird were over 50. Most subjec t s (92 

percent) had a four-year c o l l e g e education with 46 percent 

having completed postgraduate work. 

Al l but one respondent had at l e a s t one-year ' s 

experience in return preparation or federa l tax work with 

the majority (74 percent) having more than ten y e a r ' s 

experience . Nearly three - four ths (72 percent) of the 
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practitioners who responded had an ownership interest in 

their firms as either partners or sole proprietors. Over 

half (54 percent) spend more than 50 percent of their time 

on federal tax work. 

Respondents came from all types and sizes of firms with 

45 percent from local CPA firms, 21 percent from tax 

preparation and public accounting firms, 19 percent from law 

firms, four percent from regional and national CPA firms, 

and 11 percent were not working in firms that do tax work 

for the public. 

Most respondents had some type of experience in dealing 

with IRS employees, particularly with revenue agents. Only 

four percent had never interacted with any IRS employees. 

Ninety-three percent had at least one interaction with 

revenue agents and 40 percent reported more than 20 

interactions. Respondents reported having somewhat fewer 

interactions with revenue officers than with revenue agents. 

Eighty-three percent of respondents had at least one 

interaction and 29 percent had more than 20 interactions. 

Finally, 66 percent reported at least one interaction with 

appeals officers, with only 15 percent having more than 20 

interactions. 

Respondents were asked to indicate the percent of 

outcomes of their interactions with IRS employees that had 

turned out better than they expected them to. Those who had 

experience with IRS employees reported less favorable 
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outcomes with revenue officers than with revenue agents or 

appeals officers. Forty percent indicated that less than 10 

percent of outcomes with revenue officers were better than 

they expected. The corresponding percentages for revenue 

agents and appeals officers were 21 and 28 respectively. On 

the other hand, 26 percent of respondents who had dealt with 

IRS employees reported that more than 50 percent of outcomes 

with both revenue agents and appeals officers were better 

than expected but only 19 percent reported such successes 

with revenue officers. 

Twenty-seven respondents (9 percent) had worked for the 

IRS for an average of 6.7 years. Sixteen of the 27 had 

worked as revenue agents. Fifty-eight respondents indicated 

that a close friend or relative had worked for the IRS. 

Over half the respondents (55 percent) reported that 

their coworkers had talked to them about positive 

experiences with IRS employees while more than three-fourths 

(78 percent) had coworkers talk to them about negative 

experiences with IRS employees. 

Many of the respondents had either been audited by the 

IRS themselves or had a close friend, relative, or employer 

who had been audited. Of those who reported personal 

audits, 86 percent said they were treated fairly. Fifty-

seven percent indicated their close friend or relative was 

treated fairly while only 28 percent said their employer was 

treated fairly. 
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Finally, participants were asked if they remembered 

hearing any positive or negative media reports about 

taxpayers or the IRS. Forty-eight percent remembered 

hearing positive reports about taxpayers and 33 percent 

about the IRS. Sixty-four percent heard negative reports 

about taxpayers and 85 percent about the IRS. 

Nonresponse Bias 

Nonresponse bias results from people choosing to 

respond or not respond to a survey on a nonrandom basis and 

can almost never be completely controlled for [Alreck and 

Settle 1985]. To test for the possibility of a systematic 

difference between respondents and nonrespondents, a second 

request for participation (see Appendix) was mailed to a 

random sample of 100 of the 900 practitioners to whom the 

instrument was originally mailed. The second request was 

mailed one month after the original request. Thirty-two 

responses to the second request were received - 15 usable, 

three unusable, and 14 advising that they had already 

returned a completed instrument. 

The Student's t-statistic was computed to test for a 

difference in the mean attitudes of the two groups toward 

the IRS. The difference in attitude was not significant 

(t=-.8386, p=0.40). The lack of a significant difference in 

attitudes of the first and second response groups indicates 
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that nonresponse bias is not a serious threat to this 

research. The responses of the two groups were thus pooled. 

Results of the Study 

Four hypotheses were tested. This section includes a 

discussion of the hypothesis tests and the results. 

Experienced Tax Practitioners vs. Aspiring Tax Practitioners 

Hypothesis 1 examined whether tax practitioners learn 

their attitudes toward the IRS before or after they begin 

working as tax practitioners. If they learn their attitudes 

before they begin to work, aspiring practitioners' attitudes 

toward the IRS will not be different from experienced 

practitioners* attitudes toward the IRS. Law students, 

undergraduate and graduate accounting majors, and H&R Block 

Level 1 students were used as surrogates for aspiring tax 

practitioners. They share the same attributes as 

experienced practitioners except for their lack of exposure 

to the IRS and to fellow practitioners. 

A Student's t-test was computed to test this 

hypothesis. The mean attitude of the aspiring practitioner 

respondents (n=154) was compared to the mean attitude of the 

experienced practitioner respondents (n=302). The 28.6 mean 

attitude score of the aspiring practitioners was 

significantly higher than the 26.6 mean attitude score of 

the experienced practitioners (t=-3.5, p=0.002). Both 
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groups expressed negative attitudes, but the experienced 

practitioners' attitudes were significantly lower than the 

aspiring practitioners' attitudes. This result suggests 

that tax practitioners do not fully develop their attitudes 

toward the IRS prior to beginning work as practitioners. 

The result also lends credence to the validity of the 

instrument. The null hypothesis that there is no difference 

in attitudes toward the IRS between aspiring and experienced 

tax practitioners was rejected. Hypotheses 2, 3, and 4 

investigated the reasons for the differences in attitudes 

between experienced and inexperienced practitioners. 

Effects of Total Number of Interactions With IRS Employees 

Hypothesis 2 examined the effects of the number of 

interactions with three groups of IRS employees on tax 

practitioners' attitudes toward the IRS. The combined sum 

of each of the respondent's interactions with revenue 

agents, appeals officers, and revenue officers was 

correlated with respondents' attitudes toward the IRS. The 

Pearson product moment coefficient of correlation (r) was 

-.03 and not significant (p=0.63). 

A one-way ANOVA was performed to learn more about the 

mean attitudes of practitioners with varying numbers of 

interactions with IRS employees. Attitudes toward the IRS 

was the dependent variable and total number of interactions 

with IRS employees was the independent variable. The design 
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of the attitude instrument dictated practitioners be placed 

into ten different groups based on the number of their 

interactions with IRS employees. The total number of 

interactions with the three types of employees did not have 

a significant effect on tax practitioners' attitudes toward 

the IRS, and the mean attitudes of the ten groups of 

respondents do not appear to follow any noticeable pattern. 

See Table 6 for the ANOVA report and treatment means. 

Table 6 

Analysis of Variance Report and Treatment Means for 
Attitudes About the IRS With Varying Numbers of 

Interactions With IRS Employees 

ANOVA Table 

Source DF Sum-Squares Mean Square F-Ratio Prob>F 

Interactions 
Error 

9 
292 

277.63 
13404.12 

30. 
45. 

85 
91 

0.67 0.73 

TOTAL 

Number of 

301 13681.75 

Means and Standard Errors 

fractions n Mean Std.Error 
None 12 25.08 1.96 
1 2 34.50 4.79 
2 5 28.40 3.03 
3 3 27.33 3.91 
4 8 25.50 2.40 
5 11 27.00 2.04 
6-10 30 27.10 1.24 
11-15 26 28.15 1.33 
16-20 29 25.93 1.26 
Over 20 176 26.33 .51 

The results suggest no relationship exists between tax 

practitioners' attitudes toward the IRS and the number of 

interactions they have had with IRS employees. The null 
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hypothesis that interactions with IRS employees have no 

effect on tax practitioners* attitudes toward the IRS was 

not rejected. The total number of interactions with IRS 

employees was not significantly correlated with tax 

practitioners' attitudes toward the IRS. However, the 

number of interactions with a specific group of employees 

may be significantly related to attitudes toward the IRS. 

Hypotheses 3 and 4 explored this possibility as discussed in 

the next section. 

Effects of Interactions By Type of IRS Employee 

Hypotheses 3 and 4 asked whether the number of 

interactions with either revenue agents, appeals officers, 

or revenue officers affect tax practitioners' attitudes 

toward the IRS. Pearson product moment correlation 

coefficients (r) were computed to measure the relationships 

between the number of interactions with each of the three 

groups of IRS employees and respondents' attitudes toward 

the IRS. A significantly negative relationship was found 

between the number of interactions with revenue officers and 

tax practitioners' attitudes toward the IRS (r=-.16, 

p=0.005). That is, the greater the number of interactions 

with revenue officers, the more negative the attitude toward 

the IRS. 

The correlation coefficient for the number of 

interactions with revenue agents was also negative but not 
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significant (r=-.06, p=0.27). The correlation coefficient 

for the number of interactions with appeals officers was 

positive but not significant (r=.01, p=.83). Table 7 

presents the correlation matrix for numbers of interactions 

with each of the three groups of IRS employees and attitudes 

toward the IRS. 

Table 7 

Correlation Coefficients and P-values of Attitude Toward the 
IRS and Number of Interactions With IRS Employees 

Number of Number of Number of 
Variable Audits Appeals Collections 

Attitude toward IRS r= -.06 r= .01 r= -.16 
p= .27 p= .83 p= .005 

Tax practitioners1 attitudes toward the IRS may be 

affected by factors other than interactions with IRS 

employees. Partial correlations were computed to examine 

the significance and strength of the unique relationships 

between the number of interactions with each of the three 

groups of IRS employees and tax practitioners' attitudes 

toward the IRS while controlling for extraneous factors. 

The relationships between the number of interactions with 

revenue agents, appeals officers, and revenue officers were 

examined by computing partial-r coefficients for each of the 

three relationships while controlling for age, sex, 

education, experience, position in and type of firm, 
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professional certification, time spent on federal tax work, 

success in dealing with IRS employees, prior employment with 

the IRS, coworkers' influence, prior personal IRS audits, 

media influence, and the numbers of interactions with the 

other two groups of IRS employees. The partial relationship 

between the number of interactions with revenue officers and 

attitude toward the IRS continued to be significant even 

when the effects of other factors were controlled for 

(r= -.13, p=0.03). Table 8 displays the matrix of partial 

correlations for the effects of revenue agents, appeals 

officers, and revenue officers on tax practitioners' 

attitudes toward the IRS. 

Table 8 

Partial Correlation Coefficients and P-values of Attitude 
Toward IRS and Number of Interactions With IRS Employees 

While Controlling for Extraneous Variables 

Number of Number of Number of 
Variable Audits Appeals Collections 

Attitude toward IRS r= -.09 r= .05 r= -.13 
p= .13 p= .45 p= . 03 

Although statistical significance was determined by the 

partial regression analysis for the number of interactions 

with revenue officers and attitude toward the IRS, a one-way 

ANOVA was computed in order to perform post hoc comparisons 

on attitudes of tax practitioners with varying numbers of 

interactions with revenue officers. Post hoc comparisons 
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are useful in this case to understand and pinpoint where 

differences in attitude are most dramatic. Because of 

extremely disproportionate cell frequencies, the number of 

categories was reduced from ten to three before the post hoc 

comparison as follows: (1) 0-5 interactions, (2) 6-10 

interactions, (3) Over 10 interactions. The results of the 

one-way ANOVA are consistent with the associations indicated 

in the correlational analysis. Significant differences in 

attitude were found between subjects with varying numbers of 

interactions with revenue officers (p=0.001). See Table 9 

for the analysis of variance report and treatment means of 

the one-way ANOVA. 

Table 9 

Analysis of Variance Report for One-Way ANOVA for Attitudes 
Toward the IRS With Varying Numbers of Interactions 

With Revenue Officers 

Source DF Sum-Scruares Mean Square F-Ratio Prob>F 
Number of 
Collections 2 590.97 295.48 6.75 .001 
Error 299 13090.78 43.78 
Total 301 13681.75 

Means and Standard Errors 

Number of 
Interactions n Mean Std.Error 

0-5 136 27.31 .57 
6-10 51 28.47 .93 
Over 10 115 24.87 .62 

As the partial regression analysis and the analysis of 

variance results indicate, interactions with revenue 
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officers appear to affect tax practitioners' attitudes 

toward the IRS. A comparison of the three categorized 

groups' mean attitudes indicates that attitudes improve 

slightly from the no interactions to the ten interactions 

levels, after which they decline dramatically at the over 

ten interactions level. A plot of the means is presented in 

Table 10. 

Table 10 

Plot of the Mean Attitudes of the Three Categorized Groups 
of Subjects With Varying Numbers of Interactions 

With Revenue Officers 

29 

Attitude 28 
Toward 

the IRS 27 

26 

25 

24 ! I ! 
0-5 6-10 Over 10 

Number of Interactions 

To determine the point at which the number of 

interactions with revenue officers caused a significant 

change in attitude, Tukey's method for multiple comparison 

testing [Mendenhall and Sincich 1989] was performed. There 

was evidence of a difference between the mean attitudes of 

subjects who had six to ten interactions and those with over 
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ten interactions. Practitioners with up to five 

interactions and those with over ten interactions did not 

have significantly different attitudes toward the IRS. The 

results suggest that as practitioners begin to have more 

experiences with revenue officers (from 6-10 interactions) 

their attitudes toward the IRS become more positive. The 

attitudes seem to reach a threshold after which they begin 

to decline dramatically. See Table 11 for a summary of 

Tukey's multiple comparison test of the differences in the 

means of the three categorized groups of subjects. See 

pages 117 through 118 for a possible explanation for this 

result. 

Table 11 

Results of Tukey's Test of Differences of Means of Three 
Groups With Varying Numbers of Interactions 

With Revenue Officers 

Number of 
Interactions 0-5 6-10 11-20 

1-5 

11-20 

Over 10 

S = Significant difference 

Aspiring tax practitioners who have no experience in 

federal tax work have significantly lower attitudes toward 

revenue officers than experienced practitioners who have had 

no interactions with revenue officers (t=2.42, p=0.12). As 
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discussed in a subsequent section, this suggests that 

factors other than interactions with revenue officers must 

be responsible for the favorable change in attitude. As 

practitioners begin interacting with revenue officers, their 

attitudes toward both revenue officers and the IRS begin to 

decline significantly. Practitioners with one to ten 

interactions with revenue officers had significantly less 

negative attitudes toward the IRS than those with more than 

ten interactions. It appears that, as hypothesized, the 

more interactions practitioners have with revenue officers, 

the more negative their attitudes become. 

The results of Hypothesis 2 suggest that the total 

number of interactions with all three groups of IRS 

employees does not significantly affect tax practitioners* 

attitudes toward the IRS. Yet, interactions with revenue 

officers appear to have a significant effect. Perhaps the 

differential effects of the three groups interact and negate 

each others1 effects on overall attitude toward the IRS. 

The following section reports the results of tests for 

statistical interactions between the groups of employees. 

Interactive Effects of the Three Groups of IRS Employees 

Consistent with the IRS [1987] and the AICPA [1989] 

survey results, the findings in this study indicate that tax 

practitioners have significantly better attitudes toward 

appeals officers than toward revenue agents and revenue 
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officers. Their attitudes toward revenue agents are 

significantly better than their attitudes toward revenue 

officers. Finally, their attitudes toward each of the three 

groups of IRS employees are better than their attitudes 

toward the IRS itself. 

Attitude scores were determined by summing the values 

assigned to subjects' responses to ten statements each about 

the IRS, revenue agents, appeals officers, and revenue 

officers. Values were assigned on the basis of a five-point 

Likert-type scale (5=Strongly Agree, 4=Agree, 3=Don't 

Know/No Opinion, 2=Disagree, and l=Strongly Disagree). The 

highest possible score for the attitude toward each group 

was 50 points, which reflected the most positive attitude. 

The lowest possible score of ten indicated the most negative 

attitude while a score of 30 reflected neither a positive or 

negative attitude. The mean scores for attitudes toward the 

IRS, revenue agents, appeals officers, and revenue officers 

were all significantly different from a score of 30 with 

attitudes toward appeals officers and revenue agents both 

significantly higher than 30 and attitudes toward revenue 

officers and the IRS both significantly lower than 30. 

Table 12 displays respondents' mean attitude scores 

toward the IRS and its three groups of employees along with 

the t-statistics and p-values of the attitude comparisons. 

The mean attitude toward the IRS is significantly more 
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negative than the mean attitude toward any of the three 

groups of employees. 

Table 12 

Mean Attitude Scores and Tests of Significance Between Mean 
Attitudes Toward the IRS and Its Three 

Groups of Employees 

Mean Attitude Scores 

IRS Revenue Agents Appeals Officers Revenue Officers 
26.58 30.96 32.77 28.83 

T-Values and P-Values for Tests of Significance Between 
Mean Attitudes Toward the IRS and Its Employees 

Grouo IRS 
Revenue 
Aaents 

Appeals 
Officers 

Revenue 
Officers 

IRS 
t-value 
p-value 

-8.47 
0.00 

-13.03 
0.00 

-4.06 
0.00 

Revenue 
agent 

t-value 
p-value 

- 8.47 
0.00 

- 4.12 
0.00 

-4.07 
0.00 

Appeals 
officer 

t-value 
p-value 

-13.03 
0.00 

-4.12 
0.00 

-8.18 
0.00 

Revenue 
officers 

t-value 
p-value 

- 4.06 
0.00 

-4.07 
0.00 

-8.18 
0.00 

The number of interactions with revenue officers was 

significantly negatively correlated with tax practitioners' 

attitudes toward the IRS, yet the total number of 

interactions with all three groups of employees was not 

significantly related to attitude toward the IRS. Since 

attitudes toward the three groups of employees were 

significantly different from each other, it follows that, as 

hypothesized, interactions with the three groups of 
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employees would have different effects on attitude 

toward the IRS. MLR analysis was performed to look for the 

joint impact of interactions with the three groups of IRS 

employees and overall attitude toward the IRS. Three MLR 

procedures were run by computing partial correlations for 

attitude toward the IRS and the number of interactions with 

one of the three groups of IRS employees while controlling 

for both the number of interactions with another of the 

groups of employees and the statistical interaction between 

the two groups. See Table 13 for the results of the MLR 

analysis. 

In each MLR analysis, the main effects of the number 

of interactions with two of the groups of IRS employees on 

tax practitioners' attitudes toward the IRS were examined, 

as well as the statistical interaction between these main 

effects. Even though previous correlations and partial 

correlations were performed for each of the three groups of 

IRS employees, this analysis was run again on all groups in 

order to gain information about the statistical interactions 

between groups and their joint impact on attitudes. For 

example, what happens to attitudes when the number of 

interactions is high with both appeals officers and revenue 

officers? Or when the number of interactions with appeals 

officers is high and with revenue agents it is zero? In 

general, does the effect on attitude by type of interaction 

change when another type of interaction is varied? 
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Table 13 

Partial Correlations and P-Values for Attitude Toward 
the IRS, Number of Dealings With IRS Employees, and 

the Statistical Interactions of the Dealings 

Partial -r and While 
* Variable D-value Controllina For 

A Partial r = . 0 5 B and AB 
p-value as . 3 6 

A Partial r sr . 0 3 C and AC 
p-value as . 5 9 

B Partial r = . 0 8 A and AB 
p-value = . 1 8 

B Partial r = . 0 9 C and BC 
p-value = . 1 3 

C Partial r = - . 0 4 B and BC 
p-value = . 5 3 

C Partial r == - . 0 5 A and AC 
p-value s . 3 8 

AB Partial r = - . 0 7 A and B 
p-value . 2 0 

AC Partial r =r - . 0 0 4 A and C 
p-value ss . 9 4 

BC Partial r = - . 0 6 B and C 
p-value = . 3 1 

* A = Number of audits 
B = Number of appeals 
C = Number of collections 

The first MLR procedure regressed attitude toward the 

IRS against the number of interactions with revenue officers 

and revenue agents. The second MLR procedure regressed 

attitude toward the IRS against the number of interactions 

with revenue officers and appeals officers. The third MLR 
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procedure regressed attitude toward the IRS against the 

number of interactions with revenue agents and appeals 

officers. As expected, the main effect of the number of 

interactions for revenue agents and appeals officers 

remained nonsignificant. However, the main effect of the 

number of interactions with revenue officers lost its 

statistical significance. This was due to the high 

intercorrelation between predictor variables, particularly 

between revenue officers and its various interaction 

effects. None of the statistical interactions examined were 

significant. 

Neither the main effects nor the statistical 

interactions of the number of interactions with appeals 

officers on tax practitioners1 attitudes toward the IRS were 

significant. Hypothesis 3 that the number of interactions 

with Appeals officers will have no effect on tax 

practitioners' attitudes toward the IRS cannot be rejected. 

The results suggest that interactions with appeals officers 

do not affect tax practitioners' attitudes toward the IRS. 

Hypothesis 4 can be rejected in part. As anticipated, 

interactions with revenue officers had a significant effect 

on tax practitioners' attitudes toward the IRS. Attitudes 

became more negative as the number of interactions 

increased. The same effect was not found with revenue 

agents. Neither the number of dealings with revenue agents 

nor the joint effects of dealings with revenue agents and 
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the other two groups of employees were significantly related 

to tax practitioners' attitudes toward the IRS. 

Effects of Other Variables on Attitude Toward the IRS 

Tax practitioners* attitudes toward the IRS may be 

affected by additional environmental factors. Although the 

variables of interest in this study were numbers of 

interactions with three groups of IRS employees, the effects 

of the control variables are reported to give a better 

characterization of the sample. One-way ANOVAs were 

performed to determine the impact of the control variables 

on tax practitioners' attitudes toward the IRS. ANOVAs 

rather than correlations were used to provide group mean 

attitudes so that post hoc comparisons of the means could be 

made. 

Six control variables were significantly related to 

subjects' attitudes toward the IRS: sex; success in handling 

field collection matters; coworkers' discussions of negative 

experiences with the IRS; treatment of self, close friend, 

relative, or employer during a personal IRS audit; being an 

attorney; and remembering positive media reports about 

taxpayers. Table 14 presents the F-statistics and p-values 

for all control variables. Tukey's method for multiple 

comparisons was used to determine differences in the sample 

means. 
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Attitudes toward the IRS were significantly different 

for male and female respondents. While both males and 

females held slightly negative attitudes, mean male 

attitudes (27.0) were significantly higher than mean female 

attitudes (24.5). This difference may result from attitudes 

taught by society on the basis of sex. Societal 

expectations are different for males and females, and 

attitudes are taught based on the differing expectations. 

Respondents were asked to indicate the percentage of 

outcomes of field collection matters that had turned out 

better than they anticipated. As expected, those with 

perceived small success had the lowest mean attitudes toward 

the IRS (25.3). As perceived success increased, so did 

attitude. Respondents with perceived better than expected 

success 51 to 75 percent of the time had a mean attitude of 

30.1 which was significantly greater than the attitudes of 

those who reported success less than 25 percent of the time. 

Mean attitude dropped, although not significantly, to 27.7 

for those with perceived better-than-expected success 75 to 

100 percent of the time. The drop in attitude might be an 

indication of a loss of respect for the IRS and its 

collection officers by practitioners who consistently out 

maneuver them. 

Outcomes with revenue agents and appeals officers were 

not significantly related to attitudes toward the IRS. 

Since the number of interactions with the two groups of 
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employees did not significantly affect attitudes, success in 

dealings with the employees would not be expected to have a 

significant effect either. 

Respondents whose coworkers discussed with them 

negative experiences with the IRS had a significantly lower 

mean attitude toward the IRS (26.1) than those whose 

coworkers had not discussed such experiences (28.9). Social 

learning theory [Bandura 1971], supports this outcome. One 

way in which people acquire new responses is through 

imitating other people who serve as their role models. If 

practitioners' coworkers discuss with them any negative 

experiences with the IRS, practitioners may pattern their 

feelings after those coworkers who serve as models. More 

practitioners reported that coworkers had discussed negative 

experiences (237) than had discussed positive experiences 

(166). This may explain why the negative discussions had a 

significant effect while the positive ones did not. The 

negative reports were more numerous and, thus, had a more 

reinforcing effect on attitude change. 

Practitioners who reported that either themselves, a 

close friend, relative, or employer had been audited had 

significantly different mean attitude scores depending on 

whether treatment by the IRS during the audit was perceived 

to be fair or not. If the respondent had been audited and 

treated fairly, the mean attitude toward the IRS was 27.7 

compared to 21.4 if not treated fairly. If a close friend 
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or relative was treated fairly during an audit, the mean 

attitude score was 29.3 compared to 23.0 if treatment was 

unfair. If an employer was treated fairly during an audit, 

subjects' mean attitude toward the IRS was 27.9 while 

dropping to 23.1 if treatment was not fair. All three 

differences were significant. Social learning theory 

[Bandura 1971], explains the attitude differences. An audit 

is a stimulus event that produces a change in attitude which 

is strengthened by the treatment received. If treatment is 

perceived to be unfair, a more negative attitude is formed, 

while fair treatment causes a more positive attitude. The 

attitudes are learned either by practitioners experiencing 

their own audits or by observing close friends, relatives, 

or employers being audited. 

Attorney respondents had significantly higher mean 

attitudes toward the IRS (28.0) than those who were not 

attorneys (26.2). This difference in attitude might be 

attributable in part to the training received in law school, 

differences in personalities of people who choose to become 

attorneys, and unique types of interactions attorneys have 

with IRS employees. Attorneys generally have more exposure 

to higher level IRS employees than do other tax 

practitioners. Attorneys interact more often with appeals 

officers, estate and gift tax revenue agents, and general 

counsel. These employees are better trained, better with 

people, and more interested in reaching agreement. 
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Table 14 

F-Statistics and p-values from One-Way ANOVAs for Attitudes 
Toward the IRS and All Control Variables 

Variable F-Statistic p-value 
Age 1. 70 .09 
Sex 6. 26 .01 
Level of education 1. 41 .23 
CPA 2. 26 .13 
Attorney 3. 71 .05 
Enrolled agent 0. 28 .75 
Years of experience 0. 80 .57 
Position in firm 0. 93 .50 
Time spent on federal tax work 1. 24 .29 
Type of firm 1. 02 .42 
Success in handling audits 1. 69 .14 
Success in handling appeals 0. 51 .77 
Success in handling collections 2. 94 .01 
Worked for IRS 1. 61 .20 
Friend or relative worked for IRS 1. 62 .20 
Coworkers discuss positive IRS 2. 76 .06 

experiences 
Coworkers discuss negative IRS 5. 12 .007 

experiences 
Audited and treated fairly 6. 83 .001 
Friend/relative audited and treated 12. 02 .000 

fairly 
Employer audited and treated fairly 2. 89 .04 
Heard positive media reports about 1. 62 .20 

the IRS 
Heard positive media reports about 5. 16 .006 

taxpayers 
Heard negative media reports about 0. 53 .47 

the IRS 
Heard negative media reports about 0. 48 .49 

The final control variable that significantly affected 

respondents' mean attitudes toward the IRS was memories of 

hearing positive media reports about taxpayers. Subjects 

who remembered hearing positive media reports about 

taxpayers had a mean attitude score of 27.5 while those with 
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no such memories had a mean attitude score of 25.6. The 

effects of the media are consistent with Bandura's [1969] 

findings that the mass media affects observational learning. 

Although respondents reported memories of positive media 

reports about the IRS and negative media reports about both 

the IRS and taxpayers, these media reports did not have a 

significant effect on attitude about the IRS. The reason 

for the lack of effect goes unexplained. 

Summary 

Tax practitioners' attitudes toward the IRS were 

measured by summing their responses to a Likert-type 

attitude instrument. A 33.6 percent response rate to a 

national mail-out survey of experienced tax practitioners 

yielded 302 usable responses. The same attitude instrument 

was administered to 154 accounting, law, and H&R Block 

students surrogating as aspiring tax practitioners. A 

Student's t-test revealed that the aspiring tax 

practitioners had a significantly higher mean attitude 

toward the IRS than experienced practitioners. 

Correlational analyses were performed to determine the 

effects of interactions with three groups of IRS employees -

revenue agents, revenue officers, and appeals officers - on 

tax practitioners' attitudes toward the IRS. Extraneous 

factors were controlled for so that the partial 

relationships between interactions with IRS employees and 



106 

attitude toward the IRS could be isolated. Results indicate 

that no relationship exists between tax practitioners' 

attitudes toward the IRS and total number of interactions 

with all three groups of employees. However, a significant 

negative relationship was found between the number of 

interactions with revenue officers and tax practitioners' 

attitudes toward the IRS. The greater the number of 

interactions with revenue officers, the more negative the 

attitude toward the IRS. No significant relationships 

between the number of interactions with revenue agents and 

appeals officers and tax practitioners' attitudes toward the 

IRS were found. The number of interactions with these two 

groups of employees does not appear to affect tax 

practitioners' attitudes toward the IRS. No statistical 

interactions between the three groups of employees were 

found. 

The effects of other variables on tax practitioners' 

attitudes toward the IRS were examined by using the ANOVA 

procedure. Six other variables were significantly related 

to tax practitioners' attitudes toward the IRS: sex; success 

in handling field collection matters; coworkers' discussions 

of negative experiences with the IRS; treatment of self, 

close friend, relative, or employer during IRS audits; being 

an attorney; and remembering positive media reports about 

taxpayers. 



CHAPTER 5 

SUMMARY AND DISCUSSION 

This study examined the effects of interactions with 

IRS employees on tax practitioners' attitudes toward the 

IRS. Prior studies surveyed practitioners for their 

attitudes toward the IRS, but none looked at the 

relationships between interactions with IRS employees and 

tax practitioners' attitudes toward the IRS. 

There is evidence of growing discontent in the United 

States over the tax law and its administration. Such 

discontent threatens the notion of voluntary compliance on 

which this country's income tax system is based. Tax 

practitioners are one segment of society who influence a 

large number of taxpayers. Their attitudes toward the IRS 

are important. The purpose of this study was to measure tax 

practitioners' attitudes toward the IRS at varying levels of 

experience in dealing with IRS employees to assess the 

effects of interactions with IRS employees on tax 

practitioners' attitudes toward the IRS. This chapter 

includes a summary of the study followed by a discussion of 

the results, contributions, limitations, suggestions for 

further research, and conclusions. 

107 
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Summary 

Tax practitioners' attitudes toward the IRS were the 

attributes of interest in this study. Attitude instruments 

were mailed to a random sample of tax practitioners drawn 

(300 each) from the national memberships of the AICPA, the 

Tax Division of the American Bar Association, and the 

National Society of Public Accountants. Three hundred two 

usable responses were received. Attitudes toward the IRS 

were measured by summing subjects' responses to a series of 

ten statements about the IRS. Multiple linear regression's 

(MLR) correlational analyses were the primary statistical 

methods used to measure the relationships between the number 

of interactions with IRS employees and tax practitioners' 

attitudes toward the IRS. One-way ANOVAs were also computed 

to perform post hoc comparisons on tax practitioners' 

attitudes toward the IRS for all independent variables that 

demonstrated significant relationships with attitude. 

The first hypothesis examined whether tax practitioners 

learn their attitudes toward the IRS before or after they 

begin work as tax practitioners. Respondents' attitudes 

toward the IRS were compared with the attitudes of a group 

of aspiring tax practitioners consisting of accounting, law, 

and H&R Block students. A Student's t-test revealed that 

the mean attitude score of the aspiring practitioners was 

significantly higher than the mean attitude score of the 

experienced practitioners. The null hypothesis of no 
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difference in attitudes between aspiring and experienced tax 

practitioners was rejected. 

The results of Hypothesis 1 suggest that aspiring and 

experienced tax practitioners have different attitudes 

toward the IRS. Hypothesis 2 examined the effects of the 

number of interactions with IRS employees on tax 

practitioners' attitudes toward the IRS to determine whether 

interactions with IRS employees can explain the differences 

in attitudes between aspiring and experienced tax 

practitioners. The correlation coefficient (r) was not 

significant. The null hypothesis that interactions with IRS 

employees have no effect on tax practitioners' attitudes 

toward the IRS was not rejected. 

The results of Hypothesis 2 suggest that the total 

number of interactions with IRS employees is not related to 

tax practitioners' attitudes toward the IRS. Hypotheses 3 

and 4 explored the possibility that interactions with a 

specific group of IRS employees might affect tax 

practitioners' attitudes toward the IRS. Correlation 

coefficients (r) were computed between attitudes toward the 

IRS, and each of three groups of IRS employees - revenue 

agents, appeals officers, and revenue officers. A 

significant negative relationship between the number of 

interactions with revenue officers and tax practitioners' 

attitudes toward the IRS was found. The other two 

relationships were not significant. 
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Because tax practitioners1 attitudes toward the IRS may 

be affected by factors other than interactions with IRS 

employees, partial correlation coefficients (r) were 

computed to examine the unique relationships between the 

number of interactions with each of the three groups of IRS 

employees and tax practitioners' attitudes toward the IRS 

while controlling for other factors. The other factors were 

age, sex, education, experience, position in and type of 

firm, professional certification, time spent on federal tax 

work, success in dealing with IRS employees, coworkers' 

influence, prior personal IRS audits, media influence, and 

the numbers of interactions with the other two groups of 

employees. The partial relationship between the number of 

interactions with revenue officers and tax practitioners' 

attitudes toward the IRS continued to be significant even 

when the effects of other factors were controlled for. 

A one-way ANOVA and Tukey's post hoc comparison test 

were computed for number of interactions with revenue 

officers and tax practitioners' attitudes toward the IRS to 

gain more understanding and to pinpoint where differences in 

the mean attitudes of practitioners are most dramatic. The 

results indicate that there is no significant difference 

between the attitudes toward the IRS of tax practitioners 

with zero to ten interactions with revenue officers. 

Subjects with more than ten interactions reported a 
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significantly lower attitude toward the IRS than those with 

six to ten interactions. 

The only group of IRS employees with whom interactions 

appear to affect tax practitioners' attitudes toward the IRS 

is revenue officers. As expected, the greater the number of 

interactions with revenue officers, the less favorable the 

attitude toward the IRS. The same effect was not found with 

revenue agents. Therefore, the null hypothesis that the 

number of interactions with revenue agents and revenue 

officers will have no effect on tax practitioners' attitudes 

toward the IRS was rejected only in part. The findings 

suggest that the number of interactions with revenue agents 

has no effect on attitude but the number of interactions 

with revenue officers does. 

The null hypothesis that the number of interactions 

with appeals officers will have no effect on tax 

practitioners' attitudes toward the IRS was also not 

rejected. Findings do not support the belief that the 

greater the number of interactions with appeals officers, 

the more favorable the attitude toward the IRS. The number 

of interactions with appeals officers was not significantly 

correlated with tax practitioners' attitudes toward the IRS. 

Results indicate that aspiring and experienced tax 

practitioners have significantly different attitudes toward 

the IRS. Yet only the number of interactions with revenue 

officers was found to be significantly related to attitude 
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toward the IRS. One-way ANOVAs and Tukey's post hoc 

comparison tests were computed to look at the effects of 

other variables on tax practitioners' attitudes toward the 

IRS. Six other factors were significantly related to tax 

practitioners' attitudes toward the IRS: sex? success in 

handling field collection matters; coworkers' discussions of 

negative experiences with the IRS; treatment of self, 

friend, relative, or employer during an IRS audit; being an 

attorney; and remembering positive media reports about 

taxpayers. 

Discussion 

Aspiring and experienced tax practitioners were found 

to have different attitudes toward the IRS. While both 

groups had negative attitudes, aspiring practitioners' 

attitudes were significantly less negative than experienced 

practitioners' attitudes. This result suggests that tax 

practitioners learn more negative attitudes toward the IRS 

as they start to gain experience as tax practitioners. 

Attitudes are learned either through direct contact with a 

stimulus, or by imitating a model who has direct contact 

with a stimulus [Bandura 1971]. Change in attitudes toward 

the IRS after beginning work as tax practitioners may result 

from direct contacts with IRS employees, or by observing 

others (coworkers, friends, relatives, employers, the media) 

who have contacts with the IRS, or from a combination of 
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direct contact and observation. The research expectation 

was that tax practitioners learn attitudes toward the IRS 

primarily through direct contact with IRS employees. 

Correlational analysis did not reveal a significant 

relationship between the number of interactions with IRS 

employees and tax practitioners* attitudes toward the IRS. 

This finding was contrary to the expected result that 

interactions with IRS employees would have negative effects 

on tax practitioners' attitudes toward the IRS. This 

expectation was based on the idea that since tax 

practitioners have negative attitudes toward IRS employees, 

interactions with IRS employees would strengthen 

practitioners* already negative attitudes toward the IRS, 

thus causing attitudes toward the IRS to become more 

negative. One explanation for this lack of result might be 

the relative level of attitudes toward the IRS and the three 

groups of IRS employees. Both the aspiring and experienced 

tax practitioners' attitudes toward the IRS were 

significantly lower than their attitudes toward the three 

groups of IRS employees. Since attitudes toward the IRS 

started out lower than attitudes toward specific types of 

employees, interactions with the employees might not have 

aversive effects on an already more negative attitude. 

Another explanation for the lack of significant 

association between the number of interactions with IRS 

employees and tax practitioners' attitudes toward the IRS 
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might be due to differences between individual IRS 

employees. If some employees are more agreeable to work 

with than others, tax practitioners who work with agreeable 

IRS employees should, according to social learning theory 

[Bandura 1971], have more positive attitudes toward the IRS. 

An interaction with an IRS employee is a stimulus event that 

may change a tax practitioner's attitude toward the IRS. 

The direction of attitude change is a function of the 

pleasantness and competence of the IRS employee. The 

actions of the IRS employee serve as either a reinforcer or 

a punisher for a tax practitioner's attitude toward the IRS. 

Reinforcement strengthens positive attitudes, making them 

more likely to recur, while punishment extinguishes positive 

attitudes and strengthens negative attitudes. A pleasant 

and competent employee should cause and reinforce a positive 

attitude toward the IRS, while an unpleasant or incompetent 

employee should strengthen a negative attitude. 

Inconsistencies among IRS employees could explain the lack 

of correlation between the number of interactions with IRS 

employees and tax practitioners1 attitudes toward the IRS. 

The IRS should strive to make the association between 

interactions with its employees and tax practitioners* 

attitudes toward the IRS a positive association in order to 

meet its goal of projecting a favorable image to tax 

practitioners. To accomplish a positive association, the 

IRS must strive for consistency in the positive actions of 



115 

its employees. The IRS might accomplish this goal through a 

redirection of its employee training process both in the 

classroom and on the job to make sure that the employees act 

in a consistently positive way. This approach by the IRS 

would be consistent with Ingstad and Gotestam's [1987] 

conclusion that it might be more efficient to indirectly 

change an observer's attitude by changing the behavior of 

the attitude object. 

The IRS could also reevaluate its hiring process and 

hire only individuals with the backgrounds and personal 

characteristics that are indicative of positive actions on 

the job. Desirable backgrounds and personal characteristics 

could be determined by studying the backgrounds and personal 

characteristics of current employees who consistently engage 

in positive behavior. Prospective employees could be 

administered a test designed to measure the attributes of 

interest along with a background check to make sure they 

possess the desirable traits. 

Tax practitioners have more positive attitudes toward 

appeals officers than toward revenue agents and revenue 

officers. Consequently, it was expected that attitudes 

toward the IRS would become more positive as the number of 

interactions with appeals officers increased because 

interactions with appeals officers would act as positive 

reinforcers for a more positive attitude toward the IRS. 

Conversely, as the number of interactions with revenue 
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agents and revenue officers increased, attitudes toward the 

IRS were expected to become less positive because 

interactions with revenue agents and revenue officers would 

strengthen a negative attitude toward the IRS. The expected 

results were found only in part. As the number of 

interactions with revenue officers increased, attitude 

toward the IRS decreased. No relationships were found 

between the number of interactions with revenue agents and 

appeals officers and tax practitioners' attitudes toward the 

IRS. These results have a number of explanations and 

implications. 

First, interactions with revenue officers may affect 

attitudes toward the IRS to the exclusion of interactions 

with the other two groups of employees due strictly to the 

nature of the revenue officer's job. Revenue officers are 

tax collectors. Of the three types of IRS employees, 

revenue officers come into closest personal contact with 

taxpayers* pocketbooks. Their effects on tax practitioners' 

attitudes toward the IRS may, by nature, be more enduring. 

If this is the case, a remedy to the problem may be 

difficult to find. The role of revenue officer is a 

necessary part of tax administration that could be 

eliminated only if all taxpayers file and pay their taxes 

timely. Such a level of compliance is more idealistic than 

realistic. It is not reasonable to believe that the need 

for revenue officers can be eliminated. 
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The reason revenue officers have negative effects on 

tax practitioners' attitudes toward the IRS may be due to 

the type of people hired to fill the positions rather than 

to the position itself. The people drawn to the job of 

revenue officer may have authoritarian personalities. An 

authoritarian personality type will be less compromising 

and, thus, more offensive to tax practitioners. On the 

other hand, authoritarian personality types may be the best 

tax collectors in terms of their abilities to collect 

delinquent taxes. If these two suppositions are true, and 

revenue officers have to be unpleasant to effectively 

perform their duties, the IRS may not be able to 

simultaneously achieve agency goals of collecting revenue at 

least cost to the public while aspiring public confidence in 

the IRS. 

Tax practitioners' attitudes toward the IRS became 

slightly but not significantly less negative as tax 

practitioners experienced from zero to ten interactions with 

revenue officers. After ten interactions with revenue 

officers, practitioners' attitudes declined dramatically. 

Social learning theory [Bandura 1971], explains this result. 

When previously unacquainted individuals interact, new 

learning has to occur. Each person will try to shape or 

control the outcome of the other person's behavior. Either 

or both persons will likely experience attitude change as a 

result of learning the new behavior. Sixty-one percent of 
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respondents reported that not more than 50 percent of 

outcomes with revenue officers were better than they 

expected them to be. This indicates that tax practitioners 

are not very successful in controlling the outcomes of 

interactions with revenue officers. It may take as many as 

ten interactions with revenue officers for tax practitioners 

to learn that they will have little success in shaping 

revenue officers' behaviors during interactions with them. 

When tax practitioners fully learn that they cannot control 

outcomes with revenue officers, their attitudes toward 

revenue officers may begin to decline. This explanation is 

supported by the finding that success in outcomes of 

interactions with revenue officers was significantly related 

to tax practitioners* attitudes toward the IRS, while 

successes in outcomes of interactions with revenue agents 

and appeals officers were not. 

Why did the relationship between the number of 

interactions with revenue officers and tax practitioners' 

attitudes toward the IRS behave as expected while the 

relationships between the number of interactions with 

revenue agents and appeals officers did not? A comparison 

of responses to the statements about each group of employees 

provides some insight. Respondents were asked for their 

agreement or disagreement to a series of statements about 

each of the three groups of employees. Responses were given 

on a five point Likert-type scale with five points 
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indicating the most positive attitude and one point the most 

negative attitude. Table 15 presents the mean responses to 

the statements about revenue agents, appeals officers, and 

revenue officers. On the statements that were common to all 

three types of employees, respondents consistently rated 

revenue officers as low as or lower than they rated the 

other two types of employees. They gave revenue officers a 

mean rating of 3.1 for courtesy while the mean ratings for 

revenue agents and appeals officers were 3.7 and 3.6 

respectively. Identical ratings for understanding the 

issues and understanding the law were given to revenue 

officers and revenue agents with considerably higher ratings 

given to appeals officers on the two issues. Revenue 

officers were rated lower (2.9) than revenue agents (3.2) on 

being reasonable and fair. Revenue officers were rated lower 

(3.3) than revenue agents and appeals officers on standards 

of honesty (3.4). Finally, respondents had a more negative 

attitude toward revenue officers than toward revenue agents 

and appeals officers on the issue of whether the employees 

assume taxpayers are guilty. The mean attitude for the 

issue with regard to revenue officers was 2.4 compared to 

2.6 for revenue agents and 3.0 for appeals officers. 

Since respondents rated revenue officers as low as or 

lower than revenue agents and appeals officers on all common 

statements, the negative association between number of 

interactions with revenue officers and tax practitioners' 
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attitudes toward the IRS is more understandable. Tax 

practitioners tend to believe revenue officers are less 

courteous, have lower standards of honesty, and are more 

inclined to assume taxpayers are guilty. These attitudes 

about revenue officers' attributes may help explain why 

interactions with revenue officers have a negative effect on 

tax practitioners' attitudes toward the IRS. 

Table 15 

Tax Practitioners' Mean Attitudes Toward Individual 
Characteristics of Revenue Agents, Appeals 

Officers, and Revenue Officers 

Revenue Appeals Revenue 
Characteristics Agents Officers Officers 

Courtesy 3.7 3.6 3.1 
Understanding the issues 2.8 3.4 2.8 
Reasonable/Fair 3.2 * 2.9 
Forceful/Threatening * * 2.8 
Willing to help * * 2.9 
Unreasonably bent on collection * * 2.5 
Understanding of the law 3.0 3.6 3.0 
High standards of honesty 3.4 3.4 3.3 
Assume taxpayers are guilty 2.6 3.0 2.4 
Professional 3.3 3.7 
Good accounting skills 2.6 * * 
Reasonable in requests for 

documentation 2.9 * * 
Flexibility * 3.3 * 
Consistent in approach * 2.8 * 
Adequately trained * 3.4 * 

* Attitude not solicited 

There was not nearly as much disparity between 

responses to common attitude items about revenue agents and 

appeals officers as between revenue officers and the other 
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two groups of IRS employees. This suggests that tax 

practitioners' reactions to revenue agents and appeals 

officers may be more similar to each other and less extreme 

than are their reactions to revenue officers. This may 

explain why the relationships between the number of 

interactions with revenue agents and appeals officers and 

tax practitioners' attitudes toward the IRS were not 

significant. Practitioners' attitudes toward revenue agents 

and appeals officers on common issues simply were not as 

extreme as their attitudes toward revenue officers on the 

same issues. 

Another explanation for the findings of significance 

between tax practitioners' attitudes toward the IRS and the 

number of interactions with revenue officers but no 

significance between attitudes and the number of 

interactions with revenue agents and appeals officers may be 

the design of the attitude instrument. Subjects were asked 

to indicate the number of situations with the three groups 

of employees that they had directly participated in or 

supervised. They were given ten categorical choices ranging 

from None to Over 20. Disproportionate numbers of 

respondents fell into the Over 20 category with regard to 

the numbers of revenue agents and revenue officers they had 

interacted with. Having such a large number of respondents 

fall into one category may have resulted in a loss of 
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statistical significance because information in the largest 

category was lost. 

Research Contributions and Limitations 

This research makes an important contribution to the 

literature on tax practitioners' attitudes toward the IRS 

and its employees. While this study replicated prior 

research by asking practitioners for their attitudes toward 

the IRS and its revenue agents, appeals officers, and 

revenue officers, it extended prior research by 

investigating the effects on practitioners' attitudes of 

increasing numbers of interactions with IRS employees over 

the span of practitioners' careers. The results provide 

empirical evidence of the relationship between 

practitioners' attitudes toward the IRS, revenue agents, 

appeals officers, and revenue officers, and the number of 

interactions they have had with IRS employees. 

A further contribution is evidence of the differential 

effects on practitioners' attitudes toward the IRS of 

interactions with revenue agents, appeals officers, and 

revenue officers. While prior studies have asked 

practitioners for their attitudes about these employees, 

they have not investigated the effects that each group of 

employees has on practitioners' attitudes toward the IRS. 

This study has several research limitations. The most 

significant limitation is the non-random assignment of 
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subjects to the groups of practitioners with varying levels 

of experience with IRS employees. Random assignment was not 

possible in this study because contact with IRS employees 

occurs naturally and could not be controlled by the 

researcher. The groups of practitioners with varying levels 

of experience may have had differing attitudes even without 

having interacted with IRS employees. Although the problem 

was controlled for through the use of 13 control variables 

and by randomly selecting respondents, non-random assignment 

does pose a threat to the internal validity of the study 

[Campbell and Stanley 1963], 

Mortality also poses a threat to the internal validity 

of this research. Individual members' attitudes may not 

change at all as a result of interactions with IRS 

employees. Instead, the change in group means may be due to 

the type of people who drop out of the tax practitioner 

profession. Those with extreme attitudes might drop out 

early, thus making the mean attitudes of less and more 

experienced groups significantly different. The mortality 

problem was also controlled for by using 13 control 

variables. 

The direct measurement of attitudes through the use of 

a Likert-type attitude scale can result in two types of 

response bias by the subjects [Cacioppo et al. 1981]. 

First, subjects may tend to agree with any item regardless 

of its content. This was controlled for by alternating 
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positively and negatively worded items on the attitude 

scale. Secondly, subjects may tend to give the most 

socially appropriate answers because of a desire to appear 

socially acceptable. This was controlled for by assuring 

respondents of complete anonymity of their answers. 

Response bias is not a serious threat due to the methods 

used to control for it. 

Another limitation of the use of an attitude instrument 

is the possibility of a context effect [Tourangeau and 

Rasinski 1988]. The context of the attitude scale can 

affect respondents' interpretations of attitude items. 

Prior items can influence subjects' responses to later items 

such that the order and wording of items may affect the 

attitude score. This effect was controlled for by careful 

attention to wording and arrangement of items in the 

attitude scale, and by using 12 random orderings of the 

scale items. 

A final limitation of this study was the use of 

students as surrogates for aspiring tax practitioners. 

Student should be suitable surrogates for aspiring 

practitioners who are usually young, inexperienced, and 

recent college graduates. The threats generally associated 

with the use of student surrogates did not seriously 

jeopardize this research. 
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Future Research 

This study found support for the argument that 

increasing numbers of interactions with revenue officers 

have a negative effect on tax practitioners' attitudes 

toward the IRS. An interesting issue that was beyond the 

scope of this project is whether revenue officers must 

necessarily be unpleasant in order to effectively perform 

their duties and help the IRS achieve its goal of collecting 

revenue at the least possible cost to the public. Future 

research could address this question. 

This study could be extended by including other groups 

of IRS employees in the analysis. The effects of 

interactions with tax auditors, taxpayer service personnel, 

and problem resolution office personnel would add another 

dimension to the results. Perhaps interactions with these 

additional groups of employees contribute more to tax 

practitioners' attitude changes than interactions with the 

three groups currently studied. 

The questions raised about the design of the instrument 

could be resolved by replicating the current study with an 

instrument that gives respondents more categories to choose 

from when reporting the number of their interactions with 

revenue agents, appeals officers, and revenue officers. The 

results might be different if attitudes about the IRS change 

after, for example, 30 interactions with revenue agents. 

This change would not be detected with the current 
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instrument which placed all respondents with more than 20 

interactions with revenue agents into the same category. 

The problem with adding more categories at the high end of 

the spectrum of interactions is that respondents might not 

be able to differentiate their actual number of interactions 

at such large numbers. 

This study looked at the cognition component of 

attitude [Cacioppo et al. 1981] which pertains to the 

positive or negative feelings a person has toward a 

stimulus. The focus was on the cognition property of tax 

practitioners' attitudes toward the IRS. A second component 

of attitude is the conation property which concerns the 

behavioral responses evoked by a stimulus. A future study 

could look at tax practitioners* behaviors toward IRS 

employees to determine whether the behavioral responses 

evoked by the different groups of IRS employees correlate 

with their attitudes toward the employees as measured in 

this study. 

Conclusion 

Tax practitioners reported negative attitudes toward 

the IRS. Such negative attitudes are contrary to the IRS 

mission of inspiring a high degree of public confidence in 

the agency. The negative attitudes were associated, in 

part, with the number of interactions tax practitioners have 

with revenue officers. The greater the number of 
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interactions, the more negative the attitudes toward the 

IRS. 

Interactions with revenue agents and appeals officers 

did not affect tax practitioners' attitudes toward the IRS. 

This may be due to differences in the natures of the jobs, 

with the revenue officer job being the least pleasant of the 

three. It may also be attributable to differences in the 

types of people hired to do the three jobs. The IRS could 

benefit by studying the characteristics on which revenue 

officers scored lower than the other two groups of employees 

in this research. The agency could change its hiring 

practices and training processes of revenue officers to more 

closely match the characteristics of its revenue officers to 

the desirable characteristics of its revenue agents and 

appeals officers. The IRS could then move closer to 

achieving its mission of inspiring as high a degree of 

public confidence as possible. 
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ATTITUDES TOWARD THE INTERNAL REVENUE SERVICE 

Part 1 - General Attitudes Toward the IRS 

How would you describe your attitudes toward the integrity, efficiency, 
and fairness of the IRS? Please check the answers that best express 
how you feel. 

Very Moderately Moderately Very Don't know/ 
Favorable Favorable Unfavorable Unfavorable No opinion 

Integrity 

Efficiency 

Fairness 

Part II - Specific Attitudes Toward the IRS 

Listed below are several statements about the IRS. Please mark the 
answer that best expresses how you feel about each statement. Answer 
each item by entering the appropriate letter(s) in the space provided 
according to the following scale: 

SA - Strongly agree 
A - Agree 
N - No opinion/Don't know 
D - Disagree 

SD - Strongly disagree 

Please be sure to answer all items. 

1. The ability of the IRS to resolve problems is inadequate. 

2. The IRS is unreasonably bent on collection. 

3. The IRS adequately resolves problems. 

4. IRS employees are not adequately trained. 

5. The overall ability of IRS employees is adequate. 

6. IRS communications efforts are adequate. 

7. The IRS assumes taxpayers are guilty. 

8. The IRS is responsive to my needs. 

9. IRS employees are polite. 

10. IRS employees are reasonable/fair. 
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Part III - Attitudes Toward Revenue Officers 

Listed below are several statements about IRS revenue officers. Based 
on your experience, mark the answer that best expresses how you feel 
about each statement. Answer each item by entering the appropriate 
letter(s) in the space provided according to the following scale: 

SA - Strongly agree 
A - Agree 
N - Ho opinion/Don't know 
D - Disagree 

SO - Strongly disagree 

PXeasg fee SUES tfi answer all items. 

1. Revenue officers are polite. 

2. Revenue officers do not adequately understand the problems/ 

issues. 

3. Revenue officers are sensible/fair. 

4. Revenue officers are forceful/threatening. 

5. Revenue officers are willing to help. 

6. Revenue officers are unreasonably bent on collection. 

7. Revenue officers possess an adequate understanding of the 

tax law. 

8. Revenue officers are unreasonable/unfair. 

9. Revenue officers have high standards of honesty. 

10. Revenue officers assume taxpayers are guilty. 

Part IV - Attitudes Toward Revenue Agents 

Listed below are several statements about IRS revenue agents. Based on 
your experience, mark the answer that best expresses how you feel about 
each statement. Answer each item by entering the appropriate letter(s) 
in the space provided according to the following scale: 

SA - Strongly agree 
A - Agree 
N - No opinion/Don't know 
D - Disagree 

SD - Strongly disagree 

Please be sure to answer all items. 

1. Revenue agents possess an adequate understanding of the tax 
law. 
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2. Revenue 
issues. 

agents do not adequately understand the problems/ 

3. Revenue agents are usually courteous. 

4. Revenue agents are unreasonable/unfair. 

5. Revenue agents have high standards of honesty. 

6. Revenue agents assume taxpayers are guilty. 

7. Revenue agents are professional. 

8. Revenue agents are often rude. 

9. Revenue agents have good accounting skills. 

10. Revenue agents 
documentation. 

are unreasonable in their requests for 

Part V - Attitudes Toward Appeals Officers 

Listed below are several statements about IRS appeals officers. Based 
on your experience, mark the answer that best expresses how you feel 
about each statement. Answer each item by entering the appropriate 
letter(s) in the space provided according to the following scale: 

SA - Strongly agree 
A - Agree 
N - No opinion/Don't know 
D - Disagree 

SD - Strongly disagree 

Please fee sure to answer all IfeSBS-

1. Appeals officers 

2. Appeals officers 

3. Appeals officers 
taxpayers. 

4. Appeals officers 
issues. 

5. Appeals officers 

6. Appeals officers 

7. Appeals officers 

8. Appeals officers 

9. Appeals officers 
tax law. 

10. Appeals officers 
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Part VI - CONCLUDING QUESTIONS AND DEMOGRAPHIC INFORMATION 

1. What is your age? 

2. What is your sex? Male Female 

3. Which was the last level of education you completed? 

High school graduate 2-year college graduate 

4 years of a 150-hour accounting program 

4-year college graduate Postgraduate work 

4. Are you a CPA? Yes No 

5. Are you an attorney? Yes No 

6. If you are not a CPA or an attorney, are you an enrolled agent? 

Yes No 

7. How many years experience do you have in return preparation or 
federal tax work? 

Under 1 year 1-2 years 3-5 years _ None 

6-10 years 11-20 years Over 20 years 

8. Which of the following best describe your position in your firm? 
You may choose more than one. 

Return preparer Staff accountant Senior 

Supervisor Manager Partner 

Sole proprietor Tax attorney Return reviewer _ 

Not in a firm Other 

9. What percentage of your work time do you spend on federal tax work? 

None Less than 10% 10-30% 

31-50% 51-70% 71-100% 

10. Which of the following most closely describes your firm? 

Tax Preparation firm Local CPA firm 

Regional CPA firm National CPA firm Law firm 

Not working in a tax firm Other — 



133 

11. Approximately how many of the following situations have you directly 
participated in or supervised? 

Over 

None 1 2 3 . 4 5 6-10 11-15 16-20 20 

Field audits 

Appellate level 

Field collection 
matters 

12. Of the situations you have directly participated in or supervised, 
indicate the percentages of outcomes that were better than you 
expected them to be. 

X J C & S S 

than 10% 10-25% 26-50% 51-75% 76-100% 

Field audits 

Appellate level 

Field collection 
matters 

13. Have you ever worked for the IRS? Yes No 

If yes, for how long? What position? 

14. Has a close relative or friend ever worked for the IRS? 

Yes No 

15. Have your co-workers discussed with you any of their positive 
experiences with the IRS? 

Yes No 

16. Have your co-workers discussed with you any of their negative 
experiences with the IRS? 

Yes No 

17. Have you ever been audited by the IRS? Yes No 

If yes, were you treated fairly? Yes No 

18. Has a close relative or friend ever been audited by the IRS? 

Yes No 

If yes, were they treated fairly? Yes No 

Don't know 
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19. Have you worked for a private company that was audited by the IRS? 

Yes No 

If yes, was the company treated fairly? Yes No 

Don't know 

20. In your recent memory, have you heard or seen any positive media 
reports about: 

the IRS? Yes No 

taxpayers? Yes No 

21. In your recent memory, have you heard or seen any negative media 
reports about: 

the IRS? Yes No 

taxpayers? Yes No 

Thank you for your contribution to this study. 
Please return this questionnaire in the envelope provided. 
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UNIVERSITY OF NORTHERN COLORADO 

COLLEGE OF BUSINESS ADMINISTRATION 
DEPARTMENT OF ACCOUNTING 
GREELEY, COLORADO 80639 
(303) 351-2855 
FAX (303) 351-2500 

November 11, 1991 

Dear Tax Practitioner: 

Tax practitioners' attitudes about the Internal Revenue Service may have an impact on their advice 
to clients regarding compliance with the federal income tax laws. One factor that may effect 
practitioners' attitudes about the IRS is interactions with IRS employees. However, no one really 
knows how interactions with IRS employees effect tax practitioners' attitudes about the IRS. 
Because tax practitioners influence a large number of taxpayers, the question merits investigation. 

You are one of a small number of tax practitioners being asked to respond to a series of statements 
designed to study this matter. Your name was drawn at random in a nationwide sample of CPAs, 
tax return preparers, and tax attorneys. In order that the results will truly represent the attitudes 
of tax practitioners nationwide, it is important that each questionnaire be completed and returned. 
Your participation is voluntary, but your response will help ensure the representativeness of the 
results. 

You may be assured of complete anonymity. I do not need to know who you are, so do not write 
your name on the questionnaire. The individual results will be made available to interested persons. 
If you would like to receive a summary of the results, please request it under separate cover of the 
completed questionnaire. 

I would be most happy to answer any questions you might have. Please feel free to write or call. 
My telephone number is (303} 351-1210. 

Thank you for your participation in this study. 

Sincerely, 

<Jf/uli 
Terri Gutierrez, CPA 
Project Director 

IN 
COMMITTED TO AFf IRMATIVI ACTIO* AND tQOAt OPPORK.sir i 



136 

UNIVERSITY OF NORTHERN COLORADO 
COLLEGE OF BUSINESS ADMINISTRATION 
DEPARTMENT OF ACCOUNTING 
GREELEY, COLORADO 80639 
(303)351-2855 
FAX (303)351-2500 

December 11, 1991 

Dear Tax Practitioner: 

About four weeks ago I wrote to you seeking your opinions about the IRS and its employees. The 
purpose of my request was to enable me to further my study of the effects of interactions with IRS 
employees on tax practitioners' attitudes about the IRS. I am writing to you today because I have 
not yet received all the completed questionnaires. If you have already responded, please return 
this cover letter only in the envelope provided and accept my sincere thanks. 

If by some chance you did not receive the questionnaire, or it got misplaced, I have enclosed a 
replacement. Please complete it and return it in the enclosed envelope. Your responses are 
important to my study. Your name was drawn through a random sample of only 900 CPAs, tax 
attorneys, and tax return preparers nation wide. In order for the results of this study to be truly 
representative of the opinions of all tax practitioners, it is essential that each person in the sample 
return their questionnaire. May I urge you to complete and return yours as quickly as possible. 

I will be happy to send you a copy of the results. Simply request it under separate cover of your 
completed questionnaire. I expect to have the results ready to send in late February 1992. 

Your contribution to this study is greatly appreciated. 

Sincerely, 

Tern Gutierrez, CPA 
Project Director 

IN 
QUALITY • DIVERSITY • PERSONAL TOUCH 

!\ I AC U< IS 
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