














Enhance operations by using data to make informed business
decisions and by promoting a sustainable lean culture.

The department commits to advancing data capabilities to make informed decisions and to empower
employees in promoting lean principles to support continuous improvement.

Enhance our data analysis capabilities to make informed decisions and improve our operations.

Advance OurRevenue Results and establish actionable key performance indicators to support
business operations.

Establish a data governance committee to enhance understanding and communication around data.

Develop a formal Reporting and Analysis division to ensure that reporting needs are met and that the
results of PATH reporting and analysis tools are complete, accurate, and consistent.

Advance Lean adoption through focused education and improved communication that highlights its
practical value in our day-to-day tasks.

Improve the customer experience.

The department commits to identifying and implementing strategies to simplify tax filing and payment and to
improve the quality and effectiveness of our customers’ overall experience with the department.

Refine collection and analysis of customers’ feedback data.
Communicate service enhancements and improvements to our customers.

Ensure content is clear, concise, and tailored to the audience’s needs by applying plain language
principles to notices, instructions, publications, and online content.

Ensure timely, accurate, and respectful delivery of services and communications to our customers.
Consolidate customer service and taxpayer assistance functions.
Implement PA-40 Fast File to simplify tax filing.

Instill public confidence.

The department commits to prioritizing the privacy and security of sensitive customer information and to
applying the law fairly, equitably, and consistently.

Strengthen our capacity to assess, measure, and manage risk.
Coordinate fraud management and prevention across tax types.
Protect confidential data while providing expanded customer access to their information.
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Cultivate a human-centered workplace.

The department commits to fostering an environment where our employees and customers feel valued and
heard, and all employees are empowered to succeed.

w Design programs and services based on a human-centered approach.
w Promote communication and collaboration across the department.

w Develop an organizational culture statement that defines the core values and behaviors that shape our
organization to reflect our identity and set the tone for our interactions, internally and externally.

w Promote employee wellbeing and physical safety, virtually, on-site, and in the field.

w Launch “Access for All: Elevating Digital Compliance,” a department-wide effort to ensure that
all digital tools, platforms, and communications meet or exceed the Web Content Accessibility
Guidelines (WCAG) 2.1 standards.

Develop our workforce for current and future growth.

The department commits to attracting, hiring, and retaining qualified staff, providing development
opportunities for both current and future professional growth, and providing the tools and resources
necessary to maximize performance and attain operational excellence.

w Enhance the centralized employee on-boarding program to best educate, engage, and acclimate
new-hires to department culture.

Identify and deliver technical and job-specific training for all employees.

Promote formal mentoring programs to engage employees and provide growth opportunities.

Expand employee engagement and recognition initiatives.

Strengthen leadership and employee development through formal and informal training opportunities.

Develop a succession plan and knowledge transfer strategy.

Promote voluntary tax compliance and program participation
through education and service.

The department commits to helping taxpayers meet their responsibilities by ensuring everyone has fair and
easy access to the information, support, and resources they need.

In addition, the department’s goal is to achieve full participation in programs and initiatives available to those
the department serves.

w Provide clear and timely tax and program guidance through improved communication tools
and resources.

w Strengthen our education and outreach efforts to better support taxpayers and improve voluntary
compliance and program participation.

w Build stronger partnerships with community organizations, professional groups, and other agencies to
share knowledge, promote best practices, and identify individuals not participating in programs and
initiatives for which they may qualify.

w Remove barriers that make it difficult for individuals or businesses to understand or fulfill their
tax obligations.
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Lottery team oversees nightly drawing.




Improve tax and lottery systems while enhancing services
for customers.

The department commits to making our systems more efficient and cost-effective, while providing better
services to the public and our business partners.

Enhance the department’s phone system as technology advances to make it easier for customers to
reach us, get help quickly, and access the information they need.

Expand customer-friendly services, such as self-service options, tools for quick answers, and more
convenient Lottery vending options.

Launch a modern iLottery platform to offer a better, more secure online Lottery experience.

Make it easier to become a licensed Lottery retailer by implementing a full-service online
licensing solution.

Strengthen lottery sales and maximize profits to benefit
older Pennsylvanians.

The department commits to growing Pennsylvania Lottery sales and increasing net profits through
responsible practices, innovation, and a strong focus on customer experience. To achieve this, we will
continue to be:

Communicative — Foster open and effective communication with players, retailers, and partners to
build trust and strong relationships.

Responsible — Operate with transparency, fiscal integrity, and social responsibility — offering fun and
exciting games in a way that supports safe play and benefits the community.

User-Friendly — Design Lottery products, tools, and platforms that are accessible, intuitive, and
enjoyable for everyone.

Modern — Leverage the latest technologies to stay ahead of industry trends, improve efficiency, and
deliver a best-in-class Lottery experience.
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