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INTRODUCTION 

 

This manual has been developed to provide in-depth information and resources to AARP 

Foundation Tax-Aide volunteers who serve as Client Facilitators (CF).  It will be helpful during 

training sessions and useful as a reference tool for CF volunteers at sites.   

This manual has been developed by an Ad Hoc Committee of Volunteers under the direction of 

AARP Foundation Tax-Aide National Office staff. The committee was formed due to the IRS 

Certification changes implemented for TY2013. Under these changes, AARP Foundation Tax-

Aide Volunteers will need to pass two tests instead of four in order to be certified by IRS to 

prepare returns as Counselors. The first test is the Volunteer Standards of Conduct (VSOC) test 

and the second is the Advanced Tax Law test.  The VSOC test has been expanded to cover some 

of the subject matter previously covered in the Basic Tax Law test (such as basic information on 

screening/interviewing taxpayers). Consequently, a CF volunteer who passes only the VSOC test 

can do more than “greet” taxpayers. 

In this manual the Client Facilitator role has been expanded into two levels: 

1. Client Facilitator 1 (CF1) – Greeter - This role is the traditional “greeter” employed at 

many sites 

2. Client Facilitator 2 (CF2) – Interviewer – This role adds on to the Greeter role and trains 

the volunteer to interview and assist taxpayers in completing the Intake & Interview 

Sheet thoroughly, and to perform some basic screening of the taxpayer to assure the 

return is in scope. 

 

Note:  This manual is not designed to cover tax law issues or the skills of preparing and 

reviewing returns. Those subjects are covered extensively in counselor training materials.  

Training in this manual covers Phase 1, the period of time from when the taxpayer first enters the 

Tax-Aide site and meets a Tax-Aide volunteer, to the point when the taxpayer’s return is ready to 

be prepared in TaxWise by a certified Counselor. Training for Phase 2, the period of time from 

when the Counselor begins to prepare the return to the time when the return is ready to be filed, 

is covered in other program training materials provided to Counselors. This manual, along with 

other program training materials should be used in conjunction with each other, and in 

conjunction with Pub 4012, Volunteer Resource Guide, provided by the IRS. 

Counselors must be trained and be familiar with all the material in this manual and will perform 

these tasks at sites where there is no CF. They receive training on this material at the regularly 

scheduled training classes for counselors.  An effective interview of taxpayers and focus on the 

Intake & Interview sheet before using the tax software is essential to preparing quality, accurate 



returns.  Assuring that we have all the information from the taxpayer necessary to prepare the 

return and to determine whether a return is going to be started in TaxWise will save time for both 

taxpayers and Counselors. Inconvenience to taxpayers who have waited around to see a 

Counselor only to find they are missing something and the return can’t be started will be 

minimized.  

This manual has 3 sections: 

 Basic training for CF1 and CF2 

 Training for CF1 role 

 Training for CF2 role 



Glossary 
AARP Foundation 

A non-profit 501 (c) organization and SPEC partner that operates the nationwide  

Tax-Aide network of VITA/TCE sites, which primarily serve seniors. 

ACK Acknowledgement file showing accepted, duplicated or rejected returns. 

AGI Adjusted Gross Income 

AMT Alternative Minimum Tax 

AOTC American Opportunity Tax Credit, formerly HOPE Education Credit 

CCH Consumers Clearing House - publisher of TaxWise 

CF Client Facilitator 

COD Cancellation of Debt 

COU Tax-Aide volunteer; certified Counselor preparing returns 

DC District Coordinator (The individual responsible for all volunteers and sites in a 

district) 

DCN Declaration Control Number (Number assigned to an electronic tax return when it 

is batched for transmission the Service Bureau or the IRS. DCN is printed at the 

top of the 8879 and includes the EFIN in conjunction with identification). 

DCR Declaration Control Report (Report compiled before each transmission of 

returns.) 

EFIN Electronic Filing Identification Number (A unique number assigned by the IRS to 

identify each electronic filing site, which is used as the electronic "address" for 

the site) 

EIC/EITC Earned Income Tax Credit. Eligibility and amount of EITC is based on earnings, 

income, filing status, residency, and the number of qualifying children in the 

home. 

EIN Employer (Tax) Identification Number (The federal ID number for processing 

employer payroll information.) 

ERO Electronic Return Originator (Counselor who performs the tasks related to 

electronic filing of returns.) 

FAST Free Assisted Self-Service Tax Preparation, a Facilitated Self-Assistance 

VITA/TCE site  

HSA Health Savings Account 

I&I Form 13614-C Intake/ Interview and Quality Review Sheet 

IRS Internal Revenue Service (Federal agency responsible for administering the 

Internal Revenue Code enacted by Congress) 

ITIN A nine-digit identification number issued by the Internal Revenue Service - for 

tax purposes used only by individuals who do not qualify for a Social Security 

Number. 

LC Local Coordinator (Individual responsible for one or more tax preparation sites 

and all volunteers at those sites.) 



MeF Modernized e-File - replacement of current IRS tax return filing technology with 

a modernized internet-based electronic filing platform. 

OOS “Out of Scope” (refers to the type of tax issues and forms that are required to 

complete a return.)  Volunteers can only complete returns that are fully in-scope. 

OPM Office of Personnel Management (federal agency which pays government 

pensions) 

PAB Private Activity Bond 

POA Power of Attorney 

QSR Quality Site Requirements - 10 requirements identified as necessary to ensure 

taxpayers visiting VITA/TCE sites receive quality service and accurate return 

preparation. 

QSRA Quality Site Requirement Alerts - A SPEC communication to VITA/TCE sites 

during the filing season that updates, corrects, and/or clarifies operational 

procedures and processes related to the Quality Site requirements. 

RTN Routing Transit Number (Nine-digit number assigned by the Federal Reserve to 

uniquely identify a bank) 

SC State Coordinator (Individual responsible for all Tax-Aide activity and volunteers 

in the state/split-state) 

SIDN Site Identification Number (A unique seven digit number starting with "S" 

assigned to each physical site operated by Tax-Aide) 

Site A physical Tax-Aide service provider location 

SP Spouse of taxpayer 

SPEC The IRS Stakeholder Partnerships Education and Communication division 

SSN Social Security Number 

TC District Technology Coordinator 

TCE Tax Counseling for the Elderly- One of the volunteer preparation programs 

administered by the IRS.  TCE sites provide free tax preparation services 

primarily to older adults.  AARP Foundation Tax-Aide has both TCE and VITA 

(see below for definition) designated sites. 

TCS State Technology Specialist 

TIGTA Treasury Inspector General for Tax Administration - Agency of the US 

Department of Treasury that provides oversight of IRS activities. 

TP Taxpayer 

TW TaxWise software for preparing returns 

TWD The desktop version of the TaxWise software 

TWO The online version of the TaxWise software  

VITA Volunteer Income Tax Assistance - One of the volunteer return preparation 

programs administered by IRS. VITA provides free tax preparation services 

primarily to low and moderate income taxpayers (incomes below the EITC upper 

limitation). VITA sites may focus on serving special needs populations, such as 



limited English proficient, persons with disabilities, or those in rural areas.  

AARP Foundation Tax-Aide has both VITA and TCE sites. 

VSOC Volunteer Standards of Conduct inform volunteers of their responsibility to 

provide taxpayers with ethical, confidential and quality tax return preparation. 

VTA Volunteer Tax Alerts - A SPEC communication to VITA/TCE sites during the 

filing season that will address any trends during QSS, TIGTA, or SPEC reviews. 

VTA are put into communication documents called CyberTax, which are emailed 

to all Tax-Aide volunteers and then posted on the Volunteer ShareNet to be 

accessed electronically. 

  



BASIC TRAINING FOR CF1 AND CF2 

It is IRS and AARP Foundation Tax-Aide policy that the taxpayer is responsible for the accuracy 

and completeness of their return. However, taxpayers do not always understand what information 

they must provide in order to ensure accuracy. Client Facilitators can be the “bridge” between 

the taxpayer and the Counselors to ensure clarity of communication.    

Tax-Aide volunteers need to elicit from taxpayers all necessary and pertinent tax information so 

that the Counselor can accurately prepare the return in TaxWise.  Often the taxpayer will bring in 

a stack of envelopes that they may not have even opened, and which contain tax related forms 

and documents. If it is acceptable to the LC, you can provide help to put their forms in order.  

Even in the case that the taxpayer has their forms in order, using this opportunity to review each 

document with the taxpayer, and to determine any additional information that is required to be 

input, will ensure an accurate and quality return. Having the ability to communicate with all 

types of people, knowing where and how to get the “right answer” and understanding some 

return basics are the skills that will help you to be a successful CF.  

The following areas are covered in this section: 

1. Quality Site Requirements 

2. Resources available at the site  

3. Interviewing skills 

4. Tax-Aide In and Out of Scope 

5. Return Preparation Basics 

  

Add docs like 4012 and Forms 



Training Area 1 – Quality Site Requirements (QSR) 
 
The purpose of the IRS Quality Site Requirements (QSR) is to ensure quality and accuracy of 

return preparation and consistent operation of sites. The QSR are required to be communicated to 

all volunteers.  

The ten areas listed below have been identified by the IRS as critical to ensuring that taxpayers 

visiting Tax-Aide sites receive quality service and accurate return preparation: 

1. Volunteer Certification 

2. Intake and Interview Process 

3. Quality Review Process 

4. Reference Materials 

5. Volunteer Agreement 

6. Timely Filing of Tax Returns 

7. Title VI Information is Provided to All Taxpayers 

8. Correct Site Identification Number (SIDN) 

9. Correct Electronic Filing Identification Number (EFIN) 

10. Security, Privacy & Confidentiality 

 

As a CF your role at your site in meeting these requirements follows: 

QSR 1 - Volunteer Certification 
 

Annually, all volunteers are required to complete the Volunteer Standards of Conduct (VSOC) 

training and pass the VSOC test with a score of 80% or higher, prior to working at a Tax-Aide 

site.  Volunteers who will assist in the preparation of returns must also pass the Advanced level 

of tax law certification before they can work at a site. 

All volunteers are required to annually complete awareness training on the Intake/Interview & 

Quality Review Process which has been embedded into the Tax-Aide training program, 

including this manual. 

Client Facilitators, who do not provide assistance with tax law-related issues, do not have to 

certify in tax law.  Conversely, volunteers who are not certified in tax law must not provide 

assistance with tax law-related issues. 

  



QSR 2 - Intake and Interview Process 
 

Refer to 4012 Tab Form 13614-C. All sites are required to use Form 13614-C, Intake/Interview 

& Quality Review Sheet (referred to herein as “I&I”) for every return prepared by a Tax-Aide 

volunteer. All IRS certified volunteer preparers are required to use a complete Intake and 

Interview process when preparing returns. To promote accuracy, this process must include an 

interview with the taxpayer while reviewing Form 13614-C and all supporting documents, prior 

to preparing the return. 

CF2 will be trained to conduct an initial interview and review of Form 13614-C in preparation 

for the full interview and review done by the Counselor/preparer.  The CF2 can highlight areas 

that will need more questioning or review by the certified Counselor. 

Form 13614-C is a useful tool for promoting the interview/conversation with the taxpayer and 

securing all necessary information. Part I contains the TP personal information: 

 

Part II contains the Taxpayer Marital Status and possible dependents: 

 



Part III contains the TP Income information: 

 

Part IV contains the Taxpayer Expenses information: 

 

Part V contains the TP Life Events information that could impact their return: 

 

 

 



Part VI contains additional information: 

 

In addition, all source documents are required to be reviewed and verified with the taxpayer.  

Volunteers are required to request proof of identity (photo ID) for all taxpayers and spouses, 

Social Security cards for all persons reported on the return, and all Forms W-2, Forms 1099, 

Forms 1098, and any other documents needed to prepare an accurate tax return. The certified 

volunteer should effectively take advantage of the taxpayer interview by asking questions and 

confirming information provided. Having a conversation with the taxpayer can also help identify 

other possible issues that may have been missed that could potentially affect the return. 

Note: All Tax-Aide volunteers are required to exercise due diligence. This means, as a volunteer, 

you are required to do your part to ensure the information on the return is correct and complete. 

Doing your part includes confirming a taxpayers (and spouse if applicable) identity and 

providing top-quality service by helping them understand and meet their tax responsibilities. 

Generally, you can rely in good faith on information from a taxpayer without requiring 

documentation as verification. However, part of due diligence requires asking a taxpayer to 

clarify information that may appear to be inconsistent or incomplete. When reviewing 

information for its accuracy, you need to ask yourself if the information is unusual or 

questionable.  

In addition, if a volunteer is not comfortable with the completeness or accuracy of the 

information provided by a taxpayer, they are not obligated to prepare the tax return. If you as CF 

are uncomfortable with anything the taxpayer has told you, make notes for the Counselor to 

review when the interview is completed, or notify your LC immediately.  The CF should not 

make the decision individually that a return cannot be prepared at the site. 

Note that all Tax-Aide sites are required to treat all taxpayers and other volunteers equally and 

with courtesy regardless of their race, nationality, gender, disability, sexual orientation, gender 

identity or religion.  See the AARP Policy Manual and other sections of this manual for further 

information. 



QSR 3 - Quality Review Process 

Refer to 4012 Tab K-10. All sites are required to have a complete Quality Review Process in 

place to verify all items listed on Form 13614-C in Part VII “IRS Certified Volunteer Quality 

Reviewer Section” are correct: 

 

A Quality Review Process includes a 100% review of all returns. All QR is completed by a 

second certified Counselor in the presence of the taxpayer.  CF1 and CF2 should not 

quality review any return unless they are also certified in tax law. 

 



QSR 4 - Reference Materials 

All sites are required to have one copy (paper or electronic) of the following reference materials 

available for use by volunteers:  

 Publication 4012, Volunteer Resource Guide  

 Publication 17, Your Federal Income Tax for Individuals 

  

Local Coordinators are required to have a process in place to ensure all Volunteer Tax Alerts 

(generally contained within AARP Cyber Tax Messages, have been reviewed by all volunteers. 

This function is not performed by the CF, although the CF can assist as requested by the LC to 

communicate information to other volunteers or provide copies of the documents.  The LC may 

assign to the CF the task of assuring all required notices are displayed. 

QSR 5 - Volunteer Agreement 

 

Refer to 4012 Tab Volunteer Standards of Conduct.  Before a volunteer (including local 

coordinators, certified volunteer preparers, quality reviewers, greeters, screeners, and client 

facilitators) can work at a Tax-Aide site, they are required each year to complete the Volunteer 

Standards of Conduct training, including passing the test. They must certify to their adherence by 

signing and dating Form 13615, The Volunteer Standards of Conduct Agreement –VITA/TCE 

Programs. Forms 13615 are then required to be certified (signed and dated) by the instructor 

verifying the volunteers' identity, and that they’ve completed the required Volunteer Standards of 

Conduct training, including passing the test, and have signed and dated Form 13615. 

By signing and dating Form 13615, volunteers are agreeing to the following standards and must:  

 Follow the Quality Site Requirements (QSR).  

 Not accept payment or solicit donations for federal or state tax return preparation.  

 Not solicit business from taxpayers I assist or use the knowledge I gained (their 

information) about them for any direct or indirect personal benefit for me or any other 

specific individual.  

 Not prepare false returns.  

 Not engage in criminal, infamous, dishonest, notoriously disgraceful conduct, or any 

other conduct deemed to have a negative effect on the VITA/TCE Program.  

 Treat all taxpayers in a professional, courteous, and respectful manner.  

 

The LC should provide all volunteers a copy of the AARP Foundation Tax-Aide Volunteer 

Standards of Professionalism (also available on the ShareNet).  These standards provide 

information as to how volunteers should treat taxpayers and other volunteers.  Volunteers who 

violate these standards may be terminated from the program.  Tax-Aide has developed an 

Incident Review Protocol for reporting concerns about taxpayers or other volunteers, which is 

described in detail in the Operational Guidelines.  Refer all issues of concerns from taxpayers or 

other volunteers to the LC and/or DC for resolution according to this protocol. 



QSR 6 - Timely Filing of Tax Returns 
 

All sites are required to have a process in place to ensure every return is electronically filed or 

delivered to the taxpayer in a timely manner. 

This is not a function of the CF. 

QSR 7 - Title VI Information is provided to All Taxpayers 
Refer to 4012 Tab Taxpayer Civil Rights. The AARP Foundation Tax-Aide Poster D143, 

containing Title VI of the Civil Rights Act of 1964 information, is required to be displayed or 

provided to taxpayers at all Tax-Aide sites.  

The poster is required to be provided to the taxpayer at the first point of contact between the 

volunteer and the taxpayer even if a return is not completed. Suggested areas to put the poster are 

the entry door to the area where taxes are being prepared, at the sign-in area, or in the area where 

taxpayers wait for service. 

The poster provides site volunteers and taxpayers with contact information to report 

discriminatory treatment. If a taxpayer or volunteer has a Title VI complaint, they must be 

referred to the contact information on the poster.  If they request the information in writing, 

provide them with Publication 4454, Your Civil Rights are Protected, which can be obtained on 

www.irs.gov . 

The CF is usually the volunteer who receives such complaints because the CF may be the only 

AARP Foundation volunteer to talk to Taxpayer if it is determined that the site cannot prepare 

the return. The CF should advise the LC or Shift Coordinator immediately if there is a complaint. 

QSR 8 - Correct Site Identification Number (SIDN) 
It is critical that the correct Site Identification Number (SIDN) is reported on ALL returns 

prepared by VITA/TCE sites. 

This is not a function of the CF. 

QSR 9 - Correct Electronic Filing Identification Number (EFIN)  
The correct Electronic Filing Identification Number (EFIN) is required to be used on every 

return prepared. 

This is not a function of the CF. 

  

http://www.irs.gov/


QSR 10 - Security, Privacy & Confidentiality 
All Security, Privacy and Confidentiality guidelines outlined in the AARP Foundation Tax-Aide 

Policy Manual (available on the Volunteer ShareNet) are required to be followed.  

Security, Privacy and Confidentiality Guidelines: The Tax-Aide Policy Manual serves as the 

central document for providing guidance on securing individual information shared by taxpayers, 

and volunteers as well as guidance on protecting the privacy of critical personal information for 

taxpayers and volunteers.  

The key principles of the policy are:  

 Volunteers are required to protect physical and electronic data gathered for tax return 

preparation both during and after the filing season.  

 Volunteers are required to delete taxpayer information on all computers (both Tax-Aide 

owned and IRS loaned) after filing season tax return preparation activities are completed.  

 Volunteers are required to keep confidential the information provided by taxpayers for 

tax return preparation.  

 Local Coordinators are required to keep confidential any personal volunteer information 

provided.  

 Absolutely no documents from the taxpayer are retained by a site. The completed return, 

the completed Intake/Interview sheet, and all tax documents are returned to the taxpayer 

to take home. 

 

These new procedures have been implemented for all sites: 

 All volunteers must wear name identifications, at a minimum that includes the volunteers’ 

first name and the first letter of their last name. The ID badge does not need to be updated 

annually unless the information on the ID badge has changed. Tax-Aide encourages sites 

NOT to include a volunteer’s full last name on the badge for additional personal security. 

 All sites must request a photo ID from taxpayers/spouses and proof of social security number 

(SSN) or individual tax identification number (ITIN) for everyone listed on the tax return. 

Exceptions for requiring photo ID should only be made by the Local Coordinator or Shift 

Coordinator under extreme circumstances and should not be the normal process at the site. 

For example, there may be limited situations where an exception may apply to a person with 

a disability, the elderly, or other unique circumstances. This exception to the rule does not 

include taxpayers known to the site or returning taxpayers.  

 All sites must validate social security numbers by using various documents issued from the 

Social Security Administration. This includes social security cards, Medicare cards that 

include the letter “A” after the social security number, social security letters, social security 

income statements, and other documents issued from SSA. Check with your LC or Shift 

Coordinator for more information on to validating Social Security numbers. 



Training Area 2 – Resources Available on Site 
In addition to Form 13614-C Intake/Interview & Quality Review Sheet (I&I), Pub 4012, Pub 17, 

Tax Alerts, and poster D143 posted clearly, all referenced in the QSR previously, the CF should 

assist the LC to assure that the following resources are also available at the site: 

Required at site:  

(These items can be ordered from the Volunteer Portal or downloaded from the ShareNet) 

 Sign in sheet and/or Appointment log 

 Taxpayer Information and Responsibilities (Post one at a point where all taxpayers will 

see, or put one on each clipboard, if used.  Point it out to all taxpayers and refer to it as 

necessary to answer questions. There is no need to copy and hand out to taxpayers 

individually) 

 Taxpayer Envelopes (note that envelopes change annually, and the prior year’s envelopes 

should not be used) 

 AARP Foundation Tax-Aide In and Out of Scope Information 

o Short Version Poster (Post one clearly and show to taxpayer if issue arises) 

o Long Version Document (See Appendix I) for referral by the LC and Counselors 

 

Other Useful Information to have at site: 

 

 Pub 4012 Tab P-2 to 5. 

 Pub 4012 Tab Contact Information for Volunteers 

 Essential Information: IRS Telephone Numbers 

 IRS Guide to Identity Theft (Refer also to 4012 Tab P-1) 

 Current tax year calendar 

 List of nearby Tax-Aide Sites (can also be accessed electronically at www.aarp.org) 

 Nearby VITA or other volunteer program tax sites 

 City map for locating other sites, SS offices, etc. 

 Information on free online tax preparation sites (can be accessed at www.irs.gov) 

 IRS Form W-7 Individual Taxpayer Identification Number 

 IRS Form 9452 Filing Assistance Program 

 IRS Form 4506-T Request for Transcript of Tax Return 

 IRS Form 4868 Application for Automatic Extension of Time 

 State Tax information, as applicable 

 

http://www.aarp.org/
http://www.irs.gov/


Training Area 3 – Interviewing Skills 
 

Form 13614-C, Intake/Interview and Quality Review Sheet (I&I) is the foundation for accurate, 

quality returns. After the taxpayer completes the I&I, or if there are questions while filling it out, 

the role of the CF is to: 

 Verify the contact information with the taxpayer and ensure that it is easy to read on the 

I&I. Ask the taxpayer to print carefully any unclear information. 

 Review the I&I with the taxpayer ensuring that all questions are answered.  If an answer 

to a question is changed after the review, make brief notes on the I&I for the Counselor to 

review. 

 Point out any unanswered questions or ambiguous answers, and ask the taxpayer to 

complete the form, being careful to not answer any questions involving issues of tax law 

(refer those questions to the LC, Shift Coordinator or a certified Counselor) 

 Confirm all necessary supporting documents are present and match taxpayer inputs on 

I&I 

 Determine that taxpayer does not have any Out of Scope issues, referring all questions 

promptly to the LC so that the taxpayer does not wait for service if their return is out of 

scope. 

 Mark on the Intake Sheet or talk with the counselor about anything unusual or special for 

the Counselor/preparer to notice  

 

To do these things, the CF must be skilled in interview techniques, including: 

 Building rapport with the taxpayer(s) 

 Asking probing, effective questions 

 Using open ended questions 

 Giving time for answers and repeating the answers to make sure of thorough 

understanding 

 Using active listening skills 

 Overcoming communication barriers such as limited English proficiency, possible 

dementia, etc. 

 

There are lessons in Pub 4491/Link and Learn covering interviewing techniques. 



Training Area 4 – Tax-Aide Out of Scope 
 

There are two documents that define what returns Tax-Aide volunteers can and cannot do: 

 Out of Scope Poster (OOS Poster) 

 AARP Foundation Tax-Aide Scope Chart – Refer to Appendix I. 

Both of these documents are located on the ShareNet under Training.  The OOS poster 

should be prominently displayed at the site so that taxpayers can review the information. 

It is often helpful to refer to this poster when talking to taxpayers who might have OOS 

issues. 

Later in this manual you will learn about organizing the taxpayer’s documents to make return 

preparation more efficient. It is important to identify as early as possible if any of the Taxpayer 

documents are on the OOS documents above. The sooner the Taxpayer can be told Tax-Aide 

cannot do their return, the less the inconvenience to the Taxpayer. This is an important role for 

both the CF and Counselor.  

Each site may also have policies regarding complicated returns which should not be prepared, 

even though it may be in scope. There may also be policies as to what type of amended returns 

can be prepared, and when during the season the site will prepare them.  Talk with your LC or 

Shift Coordinator to understand what policies your site or state leaders have established.  Refer 

to the AARP Foundation Tax-Aide Policy Manual for more information.  Remember that all 

determinations regarding scope must be made by a certified tax Counselor, with the guidance of 

the LC or Shift Coordinator. 

As stated in the Volunteer Standards of Professionalism, it is important that volunteers not 

discriminate based on race, nationality, gender, disability, sexual orientation, gender identity or 

religion.  Tax-Aide volunteers who determine that they are unable to assist all taxpayers equally 

without discrimination are by definition unable to comply with the AARP Foundation Standards 

of Professionalism and IRS Code of Conduct.  It is never acceptable to “work-around” this issue 

by not assigning taxpayers or tax issues to volunteers who are not willing to prepare certain types 

of returns.  For further guidance on this issue, talk with your LC or Shift Coordinator and refer to 

Tax-Aide Policy and Procedure manuals and training materials. 



Training Area 5 – Return Preparation Basics 

Refer to 4012 Tab Basic Steps in Preparing a Tax Return Using TaxWise. After determining 

that the I&I is complete (see other sections), the CF will pass the Taxpayer to a Counselor, who 

is a volunteer certified in tax law, to prepare the return. The Counselor is responsible for 

transferring all the information the Taxpayer entered on the I&I, as modified through your 

interview, and all of the IRS documents they brought which are in Tax-Aide scope, into a tax 

preparation software program. This is why it is important that the CF has been thorough and 

information is clear and organized.  

The following information will help the CF understand more about what the Counselor is doing 

and why the I&I is organized the way it is.  The CF should have a basic understanding of the 

sections of a return so that they can communicate effectively with taxpayers and certified 

Counselors. 

The program used by the IRS is TaxWise (TW). The IRS funds a third party, CCH Small Firms 

Services, to provide the sophisticated program to IRS for use by IRS sponsored volunteer tax 

preparation services such as Tax-Aide.  

TW is structured around Form 1040, as are the questions on the I&I, and allows the Counselor to 

enter data and info provided by the Taxpayer into each of the lines of the 1040. The following 

sections show how the 1040 is structured and the Taxpayer documents that apply to each line.  

Descriptions of the Taxpayer documents are provided later, as well as instruction on how to 

organize them around the lines of the 1040 and I&I. Proper organization improves the efficiency 

and accuracy of the Counselor preparing the return.  



Taxpayer Information 

 
 

The Counselor will take the Taxpayer info directly from the I&I to complete this section, 

applying various tax rules and applicable law. 

Income 

 

The Taxpayer documents that may be entered in the Income section of the 1040 are: 

Line 7 – W-2 

Line 8 – 1099 Int, Broker statements that include 1099 Int, K-1 that includes interest 

Line 9 – 1099 Div, Broker statements that include 1099 Div, K-1 that includes dividends 

Line 10 – 1099 G, State Tax refund 



Line 11 – none 

Line 12 – 1099 Misc with entry in box 7, cash income receipts, cost receipts 

Line 13 – 1099 B, Broker statements that include 1099 B, 1099 A, 1099 C 

Line 14 – none 

Line 15 – 1099 R 

Line 16 – 1099 R, RRB 1099 R, CSA 1099 R, CSF 1099 R 

Line 17 – K-1 with Royalties, 1099 Misc with entry in box 2 

Line 18 – none 

Line 19 – 1099 G, Unemployment 

Line 20 – SSA 1099 R, RRB 1099  

Line 21 – W-2G (Gambling winnings), 1099 Misc with entry in box 3, 1099 C for credit card 

debt 

Adjustments 

 
The Taxpayer documents that may be entered in the Adjustments section of the 1040 are: 

Line 23 – none 

Line 24 – none 

Line 25 – W-2 with an entry in box 12 with code W, 1099 SA, 5498 SA 

Line 26 – none 

Line 27 – none 

Line 28 – 1099 R 

Line 29 – none 

Line 30 – 1099 Int box 2 

Line 31 – none 

Line 32 – none 

Line 33 – 1098 E 

Line 34 – 1098 T 

Line 35 - none 



Taxes and Credits 

 

Taxpayer documents that are entered in the Tax and Credit section of the 1040 are: 

Line 40 – Medical expense receipts, charitable contribution receipts, 1098 with mortgage 

interest, PMI, real estate tax 

Line 47 – 1099 Div 

Line 48 – W-2 with entry in box 10, receipt from provider 

Line 49 – 1098 T 

Line 50 – W-2 with “x” in retirement Plan box, receipts for IRA or Roth IRA contributions 

Line 51 – none 

Line 52 - receipts  

Other Taxes 

 

Payments 

 

Taxpayer docs already listed include data for the Other Taxes and Payments sections of the 1040. 



Completing the Return 

 

Line 74 – If TP shows on the I&I that they want a refund direct deposited, they should have a 

pre-printed check with them to get the Routing and Account numbers. A letter with account 

verification from the bank is also acceptable. Make a note on the I&I for the Counselor if they 

don’t have a check or a bank verification letter.  

Note:  The Counselor has a process if the Taxpayer still wants direct deposit and does not have 

those documents.  The CF should advise the taxpayer that they must talk with the Counselor to 

determine if this process can be used.  In the alternative, the taxpayer can leave the site to obtain 

the necessary documents, or can decide to receive their refund via check from the IRS. That 

process will add 1-3 weeks on to the time for getting their return, depending on the month during 

the filing season and other factors. 

Training Area 5 – Site Safety for Taxpayers and Volunteers 

The CF initial contact with the public, therefore at times you will encounter an unhappy to angry 

taxpayer. Usually you can reduce the tension by listening carefully to the taxpayer and showing 

respect for their time and concerns.  If you can’t do whatever the taxpayer is requesting, try to 

take the taxpayer to an area away from other taxpayers and explain quietly what can be done. 

If at any time you feel that your safety, or that of the other volunteers at the site, is a concern 

then you should involve your LC or Shift coordinator immediately.  It is helpful for a CF to have 

a cell phone at the sign-in desk in the event of an emergency. Consider having a “secret word” 

that everyone knows to use if there is an emergency and police need to be called. Never give a 

taxpayer the last name or contact information for yourself or another volunteer.  If the taxpayer 

wants to make a formal complaint about their treatment at the site, refer to the Poster (D-143) 

which has information as to how taxpayers can contact the IRS.   

With the involvement and guidance of the LC or Shift Coordinator, you might need to tell a 

taxpayer to leave the site, or even call the police if they refuse. Most host sites will have a plan 

for dealing with emergency situations, and you should be aware of and follow the policy.  An 

Incident Review form will need to be completed by the LC or Shift Coordinator so be sure to 

note as many details about the situation as you can. 

Use the “Taxpayer Information and Responsibilities” form (found on the ShareNet) to make sure 

that taxpayers understand what behavior is expected from them at sites. For more information, 

see other resources on the ShareNet. 



CLIENT FACILITATOR 1 – GREETER 

In addition to the information provided in the previous section, the volunteer that first comes in 

contact with the Taxpayer (whether CF1, CF2 or COU) must be trained on the following: 

 

 Appointment schedule and Sign-In sheet knowledge 

 Knowledge of acceptable ID and SS information  

 The verbiage on the AARP Foundation Tax-Aide envelope and I&I 

Sign-in Sheets and Appointments  
Please note that some Tax-Aide sites take appointments only, some are only “walk-in” and some 

are a combination. The type of site will determine whether a Sign-In Sheets or an Appointment 

Log is used.  This is a decision made by the LC prior to the start of the tax season. 

When a taxpayer first comes to a site, ask them to sign-in (print name).  If the client has an 

appointment, check the appointment log to verify time. If a walk-in, provide an approximate time 

that the walk-in may have to wait.  

Explain to the Taxpayer that the tax preparation is done in five steps: 

 

 1. Sign-in 

 2. CF or Counselor assists Taxpayer to complete Intake Sheet and organize   

  paperwork 

 3. Properly certified Counselor prepares the return on the computer 

 4. Another properly certified Counselor performs an independent Quality Review of  

  the completed tax return 

 5.  A Counselor readies the verified return for e-filing, prints it, reviews it with the  

  taxpayer and obtains a signature, and gives the signed return together with all  

  paperwork back to the client in the Tax-Aide envelope.  No documents (including  

  the return) are retained at the site or by a volunteer. 

 

The Client Facilitator sets the tone for the site as he/she is the first contact. It is essential to 

remain calm and not get stressed if things back up. It is important to keep taxpayers as informed 

as possible as to the wait time to avoid frustration for both you and the taxpayer. One way to do 

this is to keep the sign-in list in full view so that waiting taxpayers can check status of how many 

taxpayers are ahead of them on the list. 

Refer to the form Taxpayer’s Information and Responsibilities for information that will assist the 

taxpayer to understand what is going to happen at the site. 



Identity Verification 
 

“Who are you?" has become a larger problem each year. In order to minimize Identity Theft, the 

IRS has tightened the guidelines for ID verification. If not immediately known to you by both 

first and last name (i.e. your next door neighbor), each taxpayer must show you a photo ID to 

prove who they are. The preferred document is a driver’s license. 

Exceptions for requiring photo ID should only be made by the Local Coordinator under 

extreme circumstances and should not be the normal process at the site. For example, there may 

be limited situations where an exception may apply to a person with a disability, the elderly, or 

other unique circumstances. This exception to the rule does not include taxpayers known to the 

site or returning taxpayers. If you have a possible exception, advise your LC or Shift Coordinator 

to make the determination.  This should be done promptly so as to avoid having the taxpayer 

wait unnecessarily. 

If there is any question regarding the legality of identification, talk to your Local Coordinator 

immediately. Do not be confrontational towards the taxpayer.  These steps should be followed: 

 

 Look at the person that handed you the ID and check their features against the ones on 

the ID as to photo, height, and weight. Make sure that they match or are close. 

 Check the expiration date. If it is expired or marked as a “duplicate” ask for a second 

form of ID. 

 Check for glue lines or bumpy surfaces by the picture or birth date. Uneven surfaces 

indicate tampering. The surface of the ID should be of a consistent thickness. 

 Check the consistency of the typeset. All of the typeset should be the same. 

 Look at the state logo. A state seal or logo that is partially missing or appears altered is 

another clue that the ID is fake or altered. 

 Check to make sure that the hologram is real and not a sticker. 

 Check the ID's reverse-side lettering. While the front may appear flawless, often 

counterfeiters merely photocopy the reverse side. Look for blurred lettering. 

 Check the size, coloring, lettering, thickness and corners. Compare the questionable ID 

against a standard one, your own for example. 

If You Think It Is Inconsistent or is a “duplicate” 

 Ask for a second form of ID. People that fake ID's rarely carry a second back-up form of 

fake identification. This second ID does not have to be a photo ID; it could be a library 

card, insurance card, electric bill, checks with name/address printed on them, etc. 

  



Also REQUIRED is a federal government-issued document that shows the 9-digit Social 

Security number for each person to be included on the return. The preferred documents are one 

of these: 

 Social Security card or a transcript issued by an SSA office 

 Social Security Benefit Statement (Form SSA-1099)  

 Railroad Retirement Board benefit statement (Form RRB-1099-R)  

 Office of Personnel Management Form CSA 1099R or Form CSF 1099R  

 Medicare card that includes the letter A after the number (new this year)(Without A, the 

Medicare number may be that of a person responsible for medical bills) 

 Social security letters, social security income statements, and other documents issued 

from SSA. 

If the Taxpayer does not have one of these, but has a valid photo ID, and all their docs have the 

same SSN, and that SSN is the same for the taxpayer, taxpayer spouse and all of the dependents, 

as is on their prior year return or carry forward data, you may accept that as the SSN.  

 

If an acceptable document showing the 9-digit Social Security number of the person to be listed 

as Taxpayer is not shown to you, do not start the return. Refer these situations to the LC or 

Shift Coordinator for resolution. 

ITIN 

Some individuals who need to file tax returns do not have SSNs. The IRS issues ITINs to 

nonresidents and others living in the U.S. who are required to have a U.S. TIN but who are not 

eligible to obtain SSNs. The ITIN contains nine digits and is formatted like a SSN (XXX-XX-

XXXX), but begins with the number 9 and has a range of 70 to 88 in the fourth and fifth digits. 

You should enter the ITIN on the return wherever the SSN is requested. 

ATIN 

Taxpayers who are in the process of adopting a child and who are able to claim the child as their 

dependent or are able to claim the child and dependent care credit need an ATIN for their 

adoptive child. The IRS issues an ATIN for the child while final domestic adoption is pending, 

and the adopting Taxpayers do not have the child’s SSN. Like an ITIN, the nine-digit ATIN 

begins with the number 9. You should enter the ATIN on the return wherever the child’s social 

security number is requested.  

Canadian TIN 

Canadians have a number that is like a social security number, but it is for their old age pension. 

Do not use this number on a U.S. tax return. Canadians often have both a U.S. and a Canadian 

social security number. 



AARP Foundation Tax-Aide Envelope and Intake Sheet 
 

Some LC prefer that the CF hand an envelope to waiting taxpayers so that they can read the 

information prior to meeting with the Counselor.  At other site the envelope is distributed by the 

Counselor after the return is completed.  All taxpayers who have a return prepared receive an 

AARP Foundation Tax-Aide envelope to hold their completed return and tax documents.  Note 

that Tax-Aide sites must not use the IRS provided envelope. 

The AARP Foundation Tax-Aide Tax Record Envelope consists of five parts: 

 

 Front left - Where to find Tax-Aide help and basic information about the AARP 

Foundation 

 

 Front right - Privacy Information 

 

 Back left - Taxpayer Responsibilities & Instructions for mailing returns – Along with the 

Taxpayer Information and Responsibilities Sheet posted at the sign in area, and the upper 

right part of the I&I, this section of the envelope gives the CF/COU another opportunity 

to reinforce with the Taxpayer that the accuracy of the return is their responsibility, not 

Tax-Aide’s. Point this area out to the Taxpayer when you hand them the envelope. 

 

 Back right - Next year's checklist of Information Needed 

 

 Flap - AARP Discrimination Policy 

 

 Survey 

 

Note that the envelope can also be ordered in Spanish.  If you are using both versions at the site, 

offer each to the taxpayer to see which they would prefer rather than assuming that they need one 

or the other. 

 

It is important to have the Taxpayer review this material and answer any questions they may 

have. 

 

Please point out that the survey can be torn off and mailed without the need of a stamp. 

 

  



CLIENT FACILITATOR 2 – INTERVIEWER 
In addition to the roles of the CF1 discussed in the previous section, the following roles can also 

be performed by client facilitators who are encouraged by their LC to take on more responsibility 

than a “Greeter”: 

 Organizing Taxpayer documents 

 Assisting with the initial interview and review of the I&I.  The information will be 

reviewed, with further questions as necessary, by the Counselor preparing the return. 

 Recordkeeping 

Note that if a site does not have any volunteers in the CF2 role, the Counselors need to perform 

these activities before starting the return in TW. 

Organizing Taxpayer Documents 
Now that the basics of return preparation are known, it is important to organize the Taxpayer 

documents to minimize the possibility of something being missed by the Counselor inputting the 

information. 

The recommended order of Taxpayer documents follows: 

1) ID verification 

2) Income 

3) Adjustments and Deductions 

More details on each of these sections follow, along with pictures of the type of documents 

that the taxpayer might bring to the site. 

1) ID Verification: 

 SS cards and photo IDs or acceptable alternate as discussed previously 

 Form SSA-1099 Social Security statements (TP first, then SP) 

 Form RRB-1099 Railroad Retirement statements (Blue, Social Security Equivalent) 

  



2) Income: 

 Form W-2 from employers 

 

 Brokerage statements  

 Paper-clip the pages of each statement together to prevent them from being mixed 

with other documents.  

 Do not attempt to separate the 1099 Int, Div, OID, or B portions of the statements. 

With 2 sided statements there is a high risk the Counselor will miss something. 

  



 Schedule K-1  

 
 

 



 Form 1099-INT interest statements 

 

 Form 1099 OID 

 



 Seller-financed mortgage info  

 Form 1099-DIV dividend statements 

 

 Form 1099-MISC  

 



 Form 1099 K 

 

 Business cash income and expenses 

 Form 1099-B 

 



 Form 1099 S 

 

 Basis (purchase price) information for all stock or any other property that was sold 

 Closing (HUD-1) statement if a home was sold or bought 

 Form 1099-A and/or 1099-C for home mortgage debt reduction 

 



 

 Form 1099-R from pension plans and IRA accounts 

 

 Form RRB-1099-R from Railroad Retirement Board (Green, Pension) 

 Form 1099-G for Unemployment 



 

 Form SSA-1099 Social Security statements (TP first, then SP) if not used for ID 

verification 

 Form RRB-1099 Railroad Retirement statements (Blue, Social Security Equivalent) 

 Anything else pertaining to the Taxpayer’s return 

 The TP’s 2012 return for reference (if available) 

3) Adjustments and Deductions: 

 Forms 5498-SA, 1099-SA for HAS 

 



 

 Form 1098-E for Student Interest paid 

 

 Cash charitable contribution receipts  

 Other than cash contributions (total amount no more than $5,000, receipts from 

charities are essential; more detailed receipts may be needed for items valued at 

greater than $250)   

 Taxes paid 

 Estimated taxes paid with dates 

 State income tax deductions 

 Sales tax  

 Was a vehicle purchased during the tax year?  

 Does Taxpayer have the Bill of Sale for the vehicle? If not, can they get it? 

 Form 1098 Home mortgage interest 



 
 Do they have a statement for each mortgage? 

Real estate tax statement 

 Do they have a city- or county-issued tax bill for each property? 

 Medical and dental expenses 

  



 Form 1098-T for Education expenses 

 

 Form 1099 Q 

 

 Child/Dependent care expenses 

 Retirement contributions 



 

 Residential energy expense receipts 

 Any other deductions they may have 

Tips:  

 As you sort and organize the income documents and materials ask the taxpayer if they 

have any other source of income. This could include income from self-employment, 

second jobs, or other income for which they did not receive a tax form.  Look to see if 

there are any clues on the I&I as to other income that is not reflected in the forms in front 

of you.  For example, the taxpayer might check “yes” to receiving interest but not have a 

tax form.  Highlight these items on the I&I form to help ensure that they are not 

overlooked by the counselor and Quality Reviewer. 

 Highlight unusual items on the I&I to help ensure they are not overlooked by the 

Counselor and the Quality Reviewer. 

 DO NOT RETURN any “unneeded” items to the Taxpayer. Paper-clip them together at 

the bottom of the Taxpayer docs so the Counselor and QR can confirm they are actually 

not pertinent to the return. 

 If the taxpayer has a list of numbers that is not totaled, use a calculator to compute the 

total if you have time, or ask the taxpayer to do so. 

  



Initial Interview and Review of the Intake/Interview Sheet 

Once the CF has directed the Taxpayer to fill out the I&I and has organized their documents, 

interviewing skills are used to: 

 Ensure that the I&I is completely filled out on pages one and two  

 Review all supporting documentation provided by the taxpayer and ensure the return is 

within the scope of the VITA/TCE Programs 

 Organize the I&I and tax documents so that they are ready for the Counselor to prepare 

the return 

1) Completing Form 13614-C 

Refer to 4012 Tab Form 13614-C. First, review the I&I Sheet and CONFIRM AND CLARIFY 

all answers to every question.  

Update the sheet with missing or modified info as a result of the interview (TP and SP have 

different last names, death of spouse, etc.): 

 Are name(s) consistent throughout? 

 Are all their documents for the current tax year? 

 Are the Social Security number(s) on the papers they brought for people on the return? 

 Have they received all of the W-2s, interest statements, IRA and pension forms, 

brokerage statements, etc., that they expect?  

 Was there any other cash income? 

 Was alimony received? How much? 

 Was alimony paid? How much? Is the name and SSN of the recipient given? 

 If they have ANY brokerage statements, is the cost basis for each sale available?  

 Are the buyer's name, address, Social Security Number, and the amount of interest 

received given if the TP received income from a seller-financed mortgage? 

 If the TP has brought a check or stub that shows a payment from an insurance company 

(medical or otherwise), is there an IRS form from that company showing the same 

amount?  Ask probing questions to determine the reason for the payment, and consult the 

LC to determine if it is taxable income. 

 Did the TP make estimated tax payments during the year? How much and when? 

Verify accuracy of documents/receipts provided by the Taxpayer. 

Check off each question on I&I, or make a note, to show you have found a corresponding 

Taxpayer document that gives amounts, or have obtained the amounts verbally. 

Highlight or circle items or amounts that the Taxpayer put on I&I but which do not have 

accompanying documents. This will remind the Counselor to enter those amounts on the 1040. 

Examples are alimony received, cash income, estimated taxes paid, interest received without a 

1099 Int, etc.  

Exercise “Due Diligence” by asking questions if information provided appears to be incorrect, 



inconsistent, or incomplete when comparing documentation against the information on the I&I.  

Do not ignore any information provided to, or learned by you. Once the Taxpayer mentions 

something, you must account for it on the return. For instance, if they indicate that they have 

made extra money doing odd jobs, then that income must be noted on the return. The taxpayer 

can’t just say to forget about what was said.  Make a note on the I&I for the Counselor as to what 

the Taxpayer has reported.   If the Taxpayer does not want to document this information or 

include it on the return, advise your LC for a determination on how to proceed. 

If the Taxpayer provides information verbally without supporting documents, a decision will 

have to be made as to whether to take the information on good faith and without verification. 

Examples of situations where a “good faith” determination has to be made might be:  

 Taxpayer that is familiar to the site forgot a receipt but the amount claimed is similar to 

that in a prior year,  

 Taxpayer has a deduction with no receipt, but the dollar amount is not significant,  

 Taxpayer says an IRA contribution in the current year was made without receipt 

 Taxpayer says an IRA contribution will be made by 4/15 

Explicitly explain to the Taxpayer that they are responsible for the accuracy and 

completeness of everything entered on the return.  Make notes on the I&I as to any areas 

where incomplete or questionable documentation was provided, and whether or not the 

item was included on the return. 

If you are uncomfortable about any discrepancies in the information provided, talk to the 

LC or Shift Coordinator immediately for a determination on how to proceed. 

2) Taxpayer Documentation 

After organizing the Taxpayer documents, and completing a thorough review of the Taxpayer 

documents against I&I as shown above, determine if there are any documents that are included 

on the OOS lists given previously. 

If anything is OOS, then the return can’t be prepared at the site. Ask the LC or Shift Coordinator 

to discuss with the Taxpayer what their options are to get their return prepared.  There might be a 

free tax clinic in the area, or an IRS office that will assist.  Often the taxpayer must be told that a 

professional tax preparer is the only option. Remember that you cannot make any referrals to 

specific professional preparers or tax software. 

3) Ready for return preparation 

After accurately completing the I&I, and finding that there are no OOS issues, you are now ready 

to turn the Taxpayer package over to a Counselor to prepare the return on the software. 

If the Taxpayer has Health Savings Account or Cancellation of Debt, assure the return is 

assigned to a properly certified Counselor.  Note that there must also be a second Counselor who 

is properly certified in order to conduct the Quality Review. 



Recordkeeping 

Depending upon the needs of the site, the LC may request that the CF assist with other duties, 

including Recordkeeping. 

Examples of the type of Recordkeeping that the CF might perform: 

 The LC may ask the CF to maintain logs of the number of Taxpayer who visited the site 

but did not have their return done.  These are counted as Q & A and must be reported to 

AARP Foundation Tax-Aide National Office because it impacts the IRS funding. 

 The LC may also ask the CF to maintain the ERP Activity Log and will provide training. 

 The LC may ask the CF to assist with scheduling volunteer shifts or noting when 

volunteers are at the site. 

 At some sites the LC keeps track of the type of tax issues that cause a taxpayer to be told 

that the site can’t prepare their return, and the LC might ask the CF to assist. 

 

Note:  If the LC requests that the CF assist with any Recordkeeping then adequate training 

should be provided to ensure that the CF understands the task.  If a CF is not comfortable doing 

any task then the LC should be consulted to determine how to proceed. 

  



SUMMARY AND FINAL REMINDERS 
As the first contact for the public with an AARP Foundation Tax-Aide site, the Client Facilitator 

sets the tone for the site.  Regardless of how busy the site is or how demanding a particular 

taxpayer might be, it is essential to remain calm and not get stressed if things get chaotic.   As a 

smile is often disarming and comforting, try to keep smiling, even if others around you are 

frustrated or pressured.  Look for ways that you can ease the wait for the taxpayers and reduce 

the pressure on the other volunteers.  Your LC or Shift Coordinator is your first point of contact 

when you have questions or need assistance. 

Other Points to remember: 

 Taxpayer privacy is important. The room should be arranged to provide as much privacy 

as possible to the Counselors who are preparing returns with taxpayers.  Waiting 

taxpayers should not be able to listen to discussions between Counselors and taxpayers.  

If this is an issue at your site, talk to the LC or Shift Coordinator to see if it is possible to 

rearrange the room to improve privacy. 

 Watch for taxpayers who are having problems physically completing the I&I form, and 

assist as much as you can by reading questions to them, helping them complete the form, 

etc.   

 The table/desk where you are sitting should not be left unattended for more than a short 

minute because you are the public’s first contact with the tax site.  If you are the only CF 

and need to leave the area, let another volunteer know and ask someone to cover the desk 

until you return.  

 The site should not retain any taxpayer documents after the taxpayer leaves the site.  If a 

taxpayer accidently leaves a document at the site, give it to the LC or site supervisor to 

determine what needs to be done to return it to the taxpayer.  If the document has the 

taxpayer’s confidential financial information, then it should be secured until it can be 

returned to the taxpayer. Never give documents to one taxpayer to return to another 

taxpayer. 

 Know the qualifications of the Counselors on duty during your shift.  Although all 

Counselors are qualified through the advanced certification level, only some are qualified 

for Health Savings Accounts (HSA) and Cancellation of Debt (COD) or to do amended 

returns for prior years.  If the taxpayer’s return requires these forms, then there must be at 

least two qualified Counselors on duty in order to prepare the return and have a quality 

review.  Consult with the LC or Shift Coordinator as soon as possible to determine if the 

return can be done in order to minimize the wait for the taxpayer. 

 AARP Foundation Tax-Aide sites are not permitted to have a tip jar on-site or to take 

cash donations from taxpayers, but are permitted to tell taxpayers how to make a 

donation to the National Office to support the general needs of the program.  Talk to your 

LC or site supervisor for more information. 



 Be aware that some sites are participating in a national pilot program which will give 

taxpayers a focused message about contributing to the support of the program.   These 

sites will have specific envelopes to hand out to taxpayers and signage announcing the 

opportunity to taxpayers.  If your site is included in this pilot then you will receive 

specific training from your LC or Shift Coordinator. 

Most importantly, have fun!  Your service as a CF will help your site to run smoothly and 

serve more people.  As the first contact with the public, you are a critical member of our team, 

and your service to your community is appreciated.  If you have an idea on how to improve the 

volunteer experience, share it with your LC or Shift Coordinator as well as sending an email to 

the National Office at taxaide@aarp.org.   

mailto:taxaide@aarp.org


APPENDIX I – OUT OF SCOPE 

The chart on the following pages contains detailed information on what tax topics and forms are 

In-scope or Out of Scope for AARP Foundation Tax-Aide.  The distinctions as to whether or not 

a form can be completed are often very difficult to discern even for highly experienced tax 

preparers.  Do not assume that you understand the chart and can advise a taxpayer if their return 

can be completed at the site.  Always consult with the LC, site supervisor or Counselor preparing 

the return for the final determination as to whether a tax issue or form is In-scope. 

Note that this chart can change on an annual basis, so check the Volunteer ShareNet for updates. 

 



 



 



 



 



 



 



 



 



APPENDIX II – SELF TEST AND 
PRACTICE SCENARIOS 

1. As a Client Facilitator 1 (CF1) you can: 

a. Greet taxpayers, answer tax questions, and validate SSN documents 

b. Greet taxpayers, verify tax documents against I&I, and validate SSN documents 

c. Greet taxpayers, get them signed in and make sure they have an I&I, and validate 

SSN documents 

Answer:  C 

2. As a Client Facilitator 2 (CF2) you can: 

a. Answer tax questions 

b. Enter information into TaxWise software 

c. Verify and organize the taxpayer’s documents against the I&I document 

Answer:  C 

3. You are the CF at a large site. Ten taxpayers come in all at the same time and they all 

want you to help them.  What would you do?    

Possible Solutions:  Consider arriving 15-30 minutes early to be present when first taxpayers 

arrive so that you can get organized to assist as soon as they begin to show up.  Get everyone’s 

attention and ask them for patience while you get them signed in. 

Consider asking the taxpayers to self-identify the order of arrival to ensure that they feel that 

they have been treated fairly in terms of who is served first.  Ask the LC or other Counselors for 

help getting people signed-in when there is a large crowd (after all, they can’t start doing returns 

until everything is organized!)  The CF can also ask the host site to put out a blank piece of paper 

for early arrivals to put their name down until you arrive and begin to get people signed in. 

Make sure any very elderly or infirm are made physically comfortable if they have to wait, and, 

if appropriate, they might need priority service. Be sure to explain to other taxpayers who are 

waiting why priority service is given.  People will often not object to these taxpayers being 

served first, but they want to know what impact it will have on their ability to be served.  

Remember that taxpayers do not have to be AARP members to receive the free tax service, so 

that  is not a reason to bring them to the front of the line, or to give them a prime appointment, 

etc. 



4. Sally Smith comes in to your site and tells you she doesn’t have all her tax documents but 

has memorized the information she needs to complete her tax return.  Should you: 

a. Help her complete her I&I and make notes of the information that is missing. 

b. Tell her that until she has the tax documents the site is unable to help her. 

c. Tell her she is not a very organized person and you really don’t want to work with 

her. 

Best solution:  The Local Coordinator or Shift Coordinator at the site should be consulted to 

determine if the taxpayer can be served in light of other considerations (such as number of 

taxpayers waiting and number of available Counselors). The LC might ask the taxpayer to return 

on another day when the number of taxpayers waiting for service is not as great, or might set a 

specific appointment for a taxpayer who needs more assistance.  If directed by the LC, the CF 

can work with Sally to organize her materials and make a list of what items she needs to gather.  

Some documents are so critical that the return can’t be prepared without them.  Other documents 

can be retrieved from home or other sources, and the taxpayer can return with them another day 

to get the return prepared.  The CF should ensure that the taxpayer understands that it is their 

responsibility to gather all required documents, and that in some circumstances the return can’t 

be prepared until they have all of them. The taxpayer should not guess at information, or ask a 

Counselor to rely on incomplete notes to prepare a return.  Remind Sally that we all forget 

numbers, and she wouldn’t want to miss her refund by giving incorrect numbers by memory! 

5. True or False:  All taxpayers must complete an  I&I sheet as thoroughly as possible 

before they can be seen by a Counselor. 

True.  If the taxpayer doesn’t know if they should check “yes” or “no” to a question, then they 

should mark “don’t know” and be prepared to talk in more detail to the Counselor about the 

question.  The CF can encourage the taxpayer to write down any questions that they have for the 

Counselor or to put questionable documents in a separate pile to review with the Counselor.  

Remember that CFs who are not certified in tax law are not permitted to answer any tax-law 

specific questions!  Refer those questions to the LC or the Counselor who will prepare the return.  

If the taxpayer becomes frustrated by the many questions being asked, remind them that they 

want their return to be accurate and complete, and that it is important to clarify questions that 

they or the Counselor might have.  Don’t accept a taxpayer’s statement that “everything is the 

same as it was last year” as they might not be aware of how their information might change their 

return.   

6. Mike Miles has completed his I&I sheet but has not checked most of the boxes.  When 

asked, you realize he is deaf (uses sign language) and you are unable to talk him through 

the questions.  What do you do?   

Possible solutions:  If there is someone who can sign at the site, ask them to work with Mike for 

you.  Communicate by writing questions and answers to find out if Mike feels comfortable using 



that form of communication to complete the tax preparation process.  Remember that not all deaf 

adults are functionally literate in written communication, so writing information does not always 

ensure that communication will be successful.  Find out if Mike has a friend or relative he can 

bring in to help him with the tax preparation process. 

Refer to the document on the Volunteer ShareNet entitled “Quick Reference Guide for Helping 

Taxpayers with Disabilities” for other tips on how to handle the situation.  Talk to the LC or 

Shift Coordinator at the site to determine how to assist the taxpayer.  You may need to tell the 

taxpayer that you will need some time to find out how best to assist him, and schedule a time for 

him to return after you had gotten some assistance.  The National Office staff is also available to 

assist sites to determine how to best serve deaf taxpayers. 

7. Two people come in to have their taxes done.  They show you social security cards and 

photo id but the names don’t match on any of the documents although the photos on the 

identification looks like them.  They do not have any other identification with them but 

they look honest.  What do you do? 

a. Get the LC involved right away to determine how to proceed.  This might be a 

case of potential fraud or identity theft. 

b. Tell them you’ll let them through this time but next time they need to update their 

identifications to match their social security cards. 

c. Let them wait anyway and have the Counselor handle the situation. 

Best solution:  The LC should be told about the situation outside the presence of the taxpayers.  

This should be done reasonably quickly in order to not have them wait if they can’t be served. 

The LC makes the decision as to whether the returns can be prepared based upon the 

identification provided.  The CF should not discuss the situation with other volunteers or 

taxpayers to avoid the possibility of other taxpayers over-hearing the conversation.  It is always 

important to give taxpayers the courtesy of privacy and to protect their financial information.   

8. Tammy Tyler has been waiting one hour for a Counselor to become available.  She sees 

two people called up to a Counselor and believes they came in after her.  (They are 

elderly and very frail, and have their son there to help them.)  She approaches you and in 

a very loud voice says “You #*&@, I was here first!  I demand to be seen by a Counselor 

RIGHT NOW!”  What should you do? 

Possible solutions:  Ask her to please remain calm and explain how the site determines the order 

in which taxpayers will be served.   Let her know when she will be assisted, and that you 

understand she is upset but that we do want to help her with her taxes.  Get the LC involved to 

help defuse the situation further if necessary.  



Always have a copy of the form “Taxpayer’s Rights and Responsibilities” at the sign-in desk for 

taxpayers to read.  This form will help reduce potential problems by giving taxpayers clear 

information about how they should behave at a site, and what they can do to make their visit go 

smoothly.  This form can be obtained from the Volunteer ShareNet. 

Refer to prior sections of this manual for more information on how to handle taxpayers who 

become loud and threatening.  Make sure that you understand how the host site handles similar 

situations, and advise the appropriate site representative if there are concerns for the safety or 

well-being of volunteers or the public.  The CF should not discuss the situation with other 

volunteers or taxpayers other than on a “need to know basis.”  

9. What would you do if Tammy from the previous example threatened to come back and 

“get you” as she storms out of the building?   

Best Solution:  Alert the LC right away to determine the best course of action.  In some 

circumstances the police will need to be called to the site, so be prepared to give concise 

information as to what was said or done by the taxpayer.  In rare circumstances the site will need 

to be shut down temporarily to ensure everyone’s safety.   

The LC will also need a full description of the situation so they can document the facts and 

prepare an Incident Report to advise the State Coordinator, Regional Coordinator and National 

Office of the incident.  Write down what happened including a description of the person and note 

the date/time.  If you still have the taxpayer’s I&I form, note their name and address for the 

authorities and then ensure that the document is shredded.   For more information and 

instructions regarding Incident Review Protocol, see the Volunteer ShareNet.   

10. How do you determine if the taxpayer’s return is out of scope?   

Answer:  Your LC will have a detailed list of tax forms and topics which are out of scope. You 

can also refer to the list in this manual or obtain a copy of the list on the Volunteer ShareNet.   

All questions as to what tax forms and topics are out of scope should be referred to your LC or 

Shift Coordinator on site.  If a return can’t be prepared because a tax form or topic is out of 

scope, be sure to explain to the taxpayer that the IRS determines what forms volunteers can use, 

and that no exceptions can be made as it would be contrary to the terms of the IRS grant to 

prepare a return that is out of scope.  All AARP Foundation Tax-Aide sites across the country 

abide by the same rules, so the taxpayer can’t just go to another tax preparation site to get a 

different answer.  

Taxpayers with returns that have out of scope forms or topics should be advised to seek 

assistance from a paid tax preparer, but no specific referral should be made. The IRS can also 

assist taxpayers directly via the website www.irs.gov or by phone. 

http://www.irs.gov/


11. The CF sets the tone for the site.  They are the first person the taxpayer sees and talks to 

when they come in.  What are three things you can do to make the taxpayer’s experience 

pleasant so that they want to come back and will recommend the site to others? 

Possible answers:  Be friendly. Try to be conscious of cultural differences that would cause a 

taxpayer to feel unwelcome at the site. If possible, welcome the taxpayer in their native language 

if other than English. 

Answer questions or try to get answers using your reference tools.  Keep them updated so they 

know how long they may have to wait, and provide simple explanations of any technical or 

equipment issues that are causing the site to be slow.  Recommend other AARP Foundation Tax-

Aide sites, or even VITA sites in the area, if your site or all area Tax-Aide sites are too busy to 

serve them.  Tell them you hope to see them again as they leave.  If they are upset, try to get to 

the bottom of their issue and seek help from the LC or Shift Coordinator as necessary. 

12. A taxpayer says that they haven’t received their refund, or they are having problem with 

the IRS about a prior year’s return.  How can you assist them? 

Possible Solution:  Refer to the document “Information for Taxpayers who Need Assistance 

Dealing with the IRS” which can be found on the Volunteer ShareNet. 


