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Disclaimer
While we hope you’ll find this discussion helpful, 
this session is for informational purposes only 
and is not legal or tax advice.



This information is Avalara's confidential information. Materials are
solely for use in this context and are not approved for further
distribution. This document describes Avalara’s intentions as of the
date of drafting and may include descriptions of product functionality
or technology that are not currently available. Avalara reserves the
right to change the functionality, release dates, technology, initiatives,
and plans described herein without notice or duty to update.

Avalara
Safe harbor statement



Respond to 3 of 4 poll questions
Questions display for a limited 
amount of time
Select you answer and click submit

Attend the full duration of the webinar
Attend at least 50-minutes to qualify
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Download the certificate once you 
qualify

Find the Earn Certification box
Click the icon to download

Those that qualify will also receive their 
certificate in a post-event email

Continuing Professional Education (CPE) 

Downloading 
Certificate

Qualifying
for credit



Meet your presenter
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Jeffrey leads a team of Product Solution Engineers in 
direct support of 30,000+ Avalara customers. His team 
acts as both technical and tax subject matter experts 
as their customers look to deploy new technologies, 
move into new markets, sell around the world, or 
restructure how they look at tax compliance.
Personally, he focuses on global compliance, retail and 
ecommerce intricacies, new technology deployments, 
document management, and business processes for 
large multi-national customers.

Jeffrey Lutters
Sr. Manager, 

Product Solution Engineering

Avalara
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Tax calculation is just 
the tip of the iceberg…

Nexus

Ecommerce (B2C & B2B)

State & local 
tax prep and filing

Exemption certificates

Audit readiness

Customer Satisfaction



What is exemption 
management? 



An exemption certificate is the 
form presented by an exempt 
organization or individual to 
the seller when making a tax-
exempt purchase.

Exemptions are based on the 
customer making the purchase 
and always require 
documentation. 
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Understanding 
exemption 
certificates



An exemption certificate is the 
form presented by an exempt 
organization or individual to 
the seller when making a tax-
exempt purchase.

Exemptions are based on the 
customer making the purchase 
and always require 
documentation. 
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Understanding 
exemption 
certificates

EXAMPLE:

The U.S. Federal 
Government, State and local 

governments, non-profits, 
schools, churches, non-profit 

hospitals, charitable 
organizations, and PTAs.



When should you use 
certain certificates?



When should you use 
certain certificates?
MTC, SST, state-specific
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Types of certificates
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OTHER TYPES

Direct Pay Permits
Manufacturing Exemptions

Agricultural Cards/Exemptions
State Issued Letters

RESALE CERTIFICATES

Merchandise intended for resale
Tangible personal property 
purchase to lease or rent

Taxable services performed on 
tangible personal property in 

resale inventory



Why is exemption 
management so difficult 
to manage?



Lack of awareness

“ Most of my sales are exempt, so I don’t 
have to worry about sales tax…”

R E A S O N  1 :

Exemption certificate management isn’t 
about collecting tax but proving why you 
didn’t. Sales tax may need to be collected as 
you move to sell directly to end users



Customer management
• Customers feel burdened by providing 

accurate documentation on time

• It’s presented as a billing issue because 
charges aren’t done correctly

• Front-line employees need a smooth 
collection process to earn customer trust

R E A S O N  2 :



Internal Management
R E A S O N  3 :



The Exemption 
Certificate Challenge
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Internal Management

Employees are not trained to 
validate them properly2

Employees find it difficult to 
collect them1

Certificate retrieval is time 
consuming and hard3
A single missing certificate could 
cost much more than the taxes 
you failed to collect4



Exemption 
Management & 
the SST Program



In up to 25 states, your business 
may qualify for:
• Free registrations
• Free tax calculations
• Free returns preparation and filing
• Audit assistance and response
• Uniform definitions and rules
• One registration and identification

23© Avalara. Confidential and proprietary.

Free sales tax services for 
qualifying businesses

Streamlined Sales 
Tax Program (SST)

*Avalara must verify a certificate or its data is 
on file to exempt the buyer from sales tax 
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What is Exemption 
Certificate 
Management?
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Intelligent exemption certificate management
Exemption Certificate Management

Improves buyer experience and 
seller employee satisfaction

Web-based automation and 
process centralization

Manual (paper) to 
automation (pixels)

Eases need for tax expertise 

Shifts onus from seller to buyer

Collect

Report

Analyze

Utilize Store

Track

Enables B2B online sales



What is ECM?
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Proof points

ECM Pro
ECM Pro is the next-generation, best in class solution for exemption certificate collection and compliance 
management. Setting a new standard with a re-imagined user experience, industry-first certificate 
collection automation and intelligence, powerful campaign management tools, and expansive 
integration options.

Re-imagined user 
experience based on 
simplicity – Ensuring 
improved compliance 
through proactive 
intelligent workflows

1

Industry-first, AI-
powered automation 
of certificate review 
and validation –
Saving valuable time 
and costs

2

Over 35 connectors, 
and robust open API 
architecture –
Supporting best of 
breed integration 
solutions and key tasks 
from within leading 
ERPs

3

Deep integration with 
AvaTax, both in user 
experience and data –
enabling a seamless 
experience with real-
time updates

4

Powerful new campaign 
management tools, 
including automated 
renewal request and 
checkout flow eComm
module integration –
Streamlining the 
certificate collection 
process

5



How we do it
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• Real-time certificate completion for ecommerce checkout
• Point-of-sale and mobile device for  sales associates in-store and field sales
• Online web portal for customers

Online 
shopping cart

Web portal / 
ecommerce

Tablet / sales 
force

Mail, email, 
phone

In-store POS/ 
kiosk



Stay in touch 
with customers

With a comprehensive 
customer mailing module, it’s 
easier than ever to contact 
customers about issues such 
as by sending renewal 
requests before exemption 
certificates expire.

Turn paper 
to pixels

Existing certificates can be 
digitized through a powerful 
one-step validation, 
mapping, and certificate 
intake process. 

Collection done 
your way

Collect and validate new 
sales tax exemption 
certificates in-store, online, 
or in the field. Submit 
information through a secure 
web portal, or send pre-filled 
certificate requests to scan, 
fax, or email.
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Automate your exemption certificate management process to collect, validate, store, and 
renew compliance documents in the cloud — securely and at scale

How we are different



How does it work 
with AvaTax? 



ECM Pro
exemption management

Your customers

AvaTax
tax calculation

Your systems

Avalara Sales Tax Suite
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Best Practice: End-to-end sales tax automation

Customer 
info

Returns 
managed filing

Research tax rates,
boundaries,

and rules

27

CertificatesRequest Transaction 
info

Taxes Returns, 
remittances

Research 
filing rules, 

forms

Paper 
to Pixels 

ERP, ecommerce, POS, billing
Government
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How it works 
with AvaTax



CertExpress contains over 1,000 unique, and state-specific 
exemption certificate forms in digital format and enables certificates 
to be completed electronically and auto-validated. 

With CertExpress, you can find confidence in:
1. Presenting the right form (for the right reason) to the buyer
2. Controlling all required fields, such as:
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Create and send 
free tax compliance 

documents

CertExpress

We made it easy to find, complete, and send the 
right tax compliance document for your situation.

Date format (issue, expiration, etc.) Phone number format

Pick Lists (“select one” or “select all that apply”) State abbreviations

Exemption reason / Type of business Any yes/no or checkboxes

Any other required fields



Benefits of ECM
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Allows customers to view and manage their exemption certificates from their customer portal
One centralized location for all exception certificates

Customers are able to view 
existing certificates and their 
status

Can be applied to subsequent 
purchases – no need to collect a 
new cert every time
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Allows e-commerce retailers to embed CertExpress to collect exemption certificates 
right at the point of purchase

Collect exemption certificates in the shopping cart

Launch CertExpress right at the 
point of purchase

Collect & store certificates in 
ECM

Apply the exemption to 
customer’s real-time transaction 
calculations in AvaTax
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Where is the sale sourced?
Access existing exemption certificates on file or easily 
collect new ones in-store

How it works
• In-store employees 

can access ECM via a 
smartphone or 
tablet, or POS with 
internet access

• Quickly check to see if 
the customer has an 
existing certificate is 
on-file

• If not, they can collect 
it in a few clicks



Why Managed Services?

Compliance Document Managed Services
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Best practice: Engage Avalara SMEs to help you convert from paper to digital 

Experts to convert your business from 
manual (paper) process to digital 

Subject Matter Experts in Compliance 
Documents / Exemption Certificates 

Allows focus on other aspects of
the tax compliance project and revenue 
generating tasks

Power Users 

Campaign Support 
(respond to buyer questions) 

Validation Rule Best Practices / Guidance

What’s included?

One Time (legacy) additions/conversion 

Certificate validation

Tax ID Verification 

Customer campaigns (email and postal) 

A team of Subject Matter Experts 

Customized Validation Rules

Ongoing additions and maintenance 

Reporting assistance 

Customized Validation Rules



Demo











Q&A



Respond to 3 of 4 poll questions
Questions display for a limited 
amount of time
Select you answer and click submit

Attend the full duration of the webinar
Attend at least 50-minutes to qualify
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Download the certificate once you 
qualify

Find the Earn Certification box
Click the icon to download

Those that qualify will also receive their 
certificate in a post-event email

Continuing Professional Education (CPE) 

Downloading 
Certificate

Qualifying
for credit
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avalara.com/webinars
Upcoming events 

Events Calendar
12/6 Understanding 
Harmonized System codes

12/8 Managing international 
compliance changes 

12/13 Sales & use tax master 
class

12/15 The evolution of tax in the 
digital age

avalara.com/webinars





