11/17/2014

AARP Tax-Aide

Policy and Procedures Review
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Volunteer/Site Policies and Procedures —
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Overall Objectives:
.

e Ensure awareness of

= AARP Foundation Tax-Aide Program Policies
and Procedures

= AARP Foundation Tax-Aide Standards of
Professionalism

= IRS Quality Site Requirements (QSR)

e Provide IRS-mandated training for all
volunteers on:

= IRS Quality Site Requirements (QSR)
= IRS Volunteer Standards of Conduct (VSC)
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Goal

Improve volunteer satisfaction and create
a more satisfying experience for taxpayers
by ensuring that all sites comply with Tax-
Aide policy
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Key Resource:

Client Service Provider Digest

e Additional important information provided in
the Client Service Provider Digest:

m Counselor Guidelines and Policies

Conflict of Interest Guidelines

Confidentiality and Security of Taxpayer Data

Liability Protection

AARP Foundation Volunteer Standards of
Professionalism

m Activity Reporting
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TAX-AIDE

1 Volunteer certification

2 Intake and Interview

3 Quality Review

4 Reference Material

5 Signed Volunteer Agreement
6 All Returns filed on timely basis LC/ERO

Volunteer/Site Policies and Procedures —
2014

Summary of IRS Quality

Site Reguirements IQSRl

What is required and who is responsible?

Who is responsible?

LC/Instructor
Counselors
Counselors
LC
Counselors

Rights

(EFIN)

TAX-AIDE

7 Taxpayers informed of Civil

8 Must use correct Electronic
Filing Identification Number

9 Must use correct Site ID
number (SIDN)

10 Taxpayer ldentification
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Quality Site Requirements

Who is responsible?

LC

LC/ERO

LC/ERO

Counselors
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What Counselors Need to Know

QSR #2

Intake/Interview
Process

Goal:

100% use of form with
sufficient interview of
taxpayer to ensure
accuracy and
completeness of return

v Must use current year
Form 13614-C -
Interview Intake &
Quality Review Sheet
for every taxpayer

v Ask probing questions
to ensure accurate
and complete answers

v Document new or
changed information
on form for QR
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What Counselors Need to Know

QSR #3

Quality Review Process

Goal:

100% Quality Review by
2"d Counselor

v QR must be in front of
taxpayer

v Fully review and
account for all pages
of Intake Sheet

v QR should ask probing
questions to ensure
correct application of
tax law, not just verify
name and numbers
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What Counselors Need to Know
I

QSR #5 v Must pass Volunteer

Standards of Conduct test
Volunteer Agreement

v" Must agree to IRS
Standards of Conduct

seeeeeesssssssmssms | Y Must also agree to abide
by program’s Standards of
Goal: Professionalism

100% volunteers sign | * Volunteer Agreement
must be signed by

Volunteer Agreement volunteer and instructor
Form and understand or local coordinator

Standards of Conduct
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Volunteer Standards of Conduct

All volunteers must sign Volunteer Agreement
Form 13615 — critical text below

Uepanmem of the l(easury - Internal Revenue Service
Fom 13615 Volunteer

(October 2014) Standards of Conduct Agreement —
VITA/TCE Programs

The mission of the VITATCE return preparation programs is to assist eligible taxpayers in satisfying their tax

required to maintain the highest standards of ethical conduct and provide quality service.

the volunteer's identity and signs and dates the form.

Standards of Conduct: As a volunteer in the VITATCE Programs, you must:

Instructions: All VITA/TCE veluntesrs (whather paid or unpaid workars) must complete the Voluntesr Standsrds of
Conduct Training, and sign Form 13615, Voluntesr Standards of Conduct Agresment, prior to working at a VITATCE
site. In addition, retumn preparers, quality reviewers, and VITA/TCE tax law instructors must certify in tax law prior to
signing this form. This form is not valid until the site coordinater, sponscring partner, instructor, or IRS contact confirms

respansibilities by providing free tax return preparation. To establish the greatest degree of public trust, volunteers are

1) Follow the Quality Site Requirements (QSR). 4) Not knowingly prepare false returns.

2) Mot accept payment or solicit donations for 5) Not engage in criminal, infamous, dishonest,

TAX-AIDE Volunteer/Site Policies and Procedures —
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Form 13615, Page 2

Volunteer:
By signing this form, | declare that | have completed Volunteer Standards of Conduct Training and have read, understand, and will comply

with the volunteer standards of conduct.

Page 2

Full name (please prir} Velunteer position(s)
Home street address: city, state and ZIP code
Email address Daytime telephone ‘ Sponsoring partner name/site name
Number of years volunteered (inciuding this vear) Yolunteer signature i ( Date
e Electronic OK ,
Volunteer Certification Levels
Standards of Puerto Rico Eorelan
Conduct Basic | Advanced | Military | International | COD HSA Sludeﬁts
(Required for ALL) 1 2
Add the letter “P" for all
passing test scores
= VWas the Intake/interview & Quality Review PowerPoint Training complated? (Required for sifte coortinaions, quabty IS, SR D
Site Coordinator, Sponsoring Partner, Instructor or IRS: By signing this form, | declare thal | have verhed the required cerliicabion level(s) and proper
identification for this volunieer prior to allowing the volunteer to work at the VITATCE site.
Appmvlng Cfficlal's (printed) name and title Approving Official’s signature and date
(ste coorcnalor, sponsoring partmer, mstrachor, atc. ) p— %
- Must be Handwritten
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IRS Volunteer Standards of Conduct
! !SC!

#1: Follow the Quality Site Requirements

#2: Not accept payment or solicit donations for federal
or state tax return preparation

#3: Never solicit business for self or others
#4: Not knowingly prepare a false return

#5: Not engage in any criminal or any conduct deemed
to have a negative effect on the program

#6: Treat all taxpayers in a professional, courteous and
respectful manner
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AARP Foundation Tax-Aide
Standards of Professionalism
I

e Discussions of politics, race, nationality,
gender identity, religion are
inappropriate.

e Treat all taxpayers/volunteers equally
and with courtesy — no discrimination

e Only prepare “in-scope” returns

e All tax returns will receive a Quality
Review by 2" certified counselor
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Standards of Professionalism
I

e Do not discuss taxpayer information with
anyone who does not have a “need to know”

e When issue arises regarding taxpayer return
that requires consultation with 2" volunteer:

m Discuss away from taxpayer

= Discuss quietly to ensure other taxpayers do
not hear private information

= Resolve differences of opinion privately to
sustain taxpayer confidence in the knowledge
and skills of the counselors

TAX-AIDE Volunteer/Site Policies and Procedures —
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Standards of Professionalism

e Angry taxpayer?

= Attempt to diffuse situation

= Move to quiet area, if possible

= Immediately notify local coordinator

e Provide assistance to disabled

= Assure welcome

= Requested assistance not available, notify local

coordinator

e Do not provide personal information for any volunteer

= Refer inquiries to local coordinator

TAX-AIDE Volunteer/Site Policies and Procedures —
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What Counselors Need to Know

QSR #6

Timely Filing of Tax
Returns
]

Goal: 100% taxpayers
are reminded that the

accuracy of the return
is their responsibility

v Both Taxpayer and spouse
must sign Form 8879 to give
authorization to e-file
return—counselors may
never sign for a taxpayer

v" All counselors should Inform
Taxpayer he/she responsible
for accuracy of the return
before signing the 8879

v Any rejects should be
resolved in timely manner
(usually within 3 days)
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What Counselors Need to Know
I

QSR #8 All Returns must have the correct Site
Identification Number

Preparer Information ~ Check fo bil as a self-prepared retum: L]

Preparer's ID: Date:
Preparer's name: AARP Foundation Tax-Aide Printas signature: [
PTIN: 'S, 13050408 EIN:

QSR #9 All Sites must have the correct Electronic
Filing Identification Number

usssre IRS e-file Signature Authorization 2012
Your EFIN: 141878

Taxpayer  TONY. MARTIN, 4 SSN: 259-111978
Spouse: MARY MARTIN SSN: 260:11:1979 ...

Part|: Tax Return Information - Tax Year Ending December 31,2012
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What Counselors Need to Know
I
v All taxpayers should show
QSR #10 photo ID and SS cards for all
. . people on return*
Security, Privacy,

. T v No taxpayer forms or
Confldentlallty information should be
] retained by volunteers
Goals: v All returns must be prepared

at site
100% Taxpayer
. o, ) p y v Promptly report any lost data
identification to National office
No loss of taxpayer data | *see notes
TAX-AIDE Volunteer/Site Policies and Procedures — 18
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What Counselors Need to Know

QSR #10

Security, Privacy,

Confidentiality
]

Goal:

All taxpayer financial
data are secure

v" Know and comply with new
Password requirements

v" Never post password on or
near computer

v Lock computer if you step
away; turn screen so can’t be
seen by others than taxpayer

v" Restrict cell phone usage by
taxpayers to prevent pictures
of financial data

v Don’t talk about a taxpayer’s
return where others can hear

TAX-AIDE Volunteer/Site Policies and Procedures —
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Secure Equipment and Tax Data

e AARP Foundation Tax-Aide approved
anti-virus software must be installed and
running on computers

e AARP Foundation Tax-Aide approved
firewall software program installed

e Passwords required to control access to

taxpayer data

e No Windows XP computers

TAX-AIDE Volunteer/Site Policies and Procedures —

2014
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Loss of Equipment/Financial Data
.

e Store equipment in secure environment when not in
use (ask: who has access to this storage room?)

e Immediately notify your volunteer leader if:
m Computer is stolen or lost

m Forms with taxpayer data are stolen, lost or a
taxpayer has unauthorized access to another
taxpayer’s documents

e Volunteer leader must immediately call police to
report loss and number on back of volunteer badge

e Incident Review must be completed and sent to
volunteer supervisor and National Office

TAX-AIDE Volunteer/Site Policies and Procedures —
2014
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Summary: All Volunteers Must
I

e Complete Volunteer Site Policies and
Procedures Training

e Receive Training to understand
= Intake and Interview Process
= Quality Review Process

e Pass the IRS Volunteer Standards of
Conduct test

e Wear name tag with first name and first
initial only of last name

TAX-AIDE Volunteer/Site Policies and Procedures —
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Summary: All Counselors Must
.

e Pass Advanced level of IRS Test

e Not prepare returns that are “out of scope”
for Tax-Aide

e Not prepare a return which they do not have
the sufficient knowledge to prepare, even if it
is “in-scope” (refer to another counselor)

e Not prepare a return if they believe that the
taxpayer is not truthful about the information
provided (advise return can’t be completed)

TAX-AIDE Volunteer/Site Policies and Procedures —
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Tax-Aide Policy re: Shut-Ins
I
Requirements:

e Only for disabled who are unable to
leave their home for any reason and are
age 60 or older

e Federal tax assistance must be provided
e Mileage limited to 30 miles round-trip

e Completed no later than April 20th

TAX-AIDE Volunteer/Site Policies and Procedures —
2014
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Shut-Ins

e Requires presence of two counselors to
reduce liability issues

e Need computer, printer and internet
access

e Is there an alternative?

= Power of Attorney provided by taxpayer
to friend/relative who can come to site

TAX-AIDE Volunteer/Site Policies and Procedures —
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Reduce Errors on Bank Deposit

Information
.

e Bank routing number and account
number should be entered directly from
check—must not be taken verbally or
from handwritten note

e If taxpayer does not have check use
optional method below only if approved
by Local Coordinator
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Reduce Errors on Bank Deposit

Information
.

e Optional Method:

= Counselor advises taxpayer that they are
responsible for accuracy of information, and
the money will most likely be gone for good if
incorrect numbers given

m Taxpayer initials next to routing and account
numbers on printed return to confirm they
accept responsibility for accuracy

= Source of information recorded in TaxWise

# Main Information Sheet
#* Taxpayer Diary
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Closing for the Season - TWD

e Backup retained data — external media
= Send to designated custodian
# One per state/split state
¢ IRS owned computer?
= Run WIPE DISK program

e Site-owned, personal, Tax-Aide
computers

= Run Clear Taxpayer Data — See ShareNet
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Final Reminders:

Volunteer Checklist
I

M Secure Equipment and Tax Data

M Certify. Pass advanced test if a Counselor; IRS Standards of Conduct
Test (all)

M Follow key policies, e.g., IRS Standards of Conduct, AARP Foundation
Standards of Professionalism

M Interview/Intake process for every Taxpayer
M 100% Quality Review by 2nd Counselor

M Close for the day; have and comply with a process for tracking all
e-files through acceptance - get returns to ERO

M Close for the season properly

M Accurately Report Service Activity — Include Q and A’s!
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Volunteer/Site Policies and

Procedures
A
Questions? @A@

Comments... QA
%
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