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Credit 
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Checkout 
process

Pre-Season 
Reminders



CREDIT REPORTS
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CREDIT REPORT BASICS

• Credit reports list credit activity and history:
– Loan balances and payments
– Credit card balances and payments
– Reports do not show a credit score

• Three major credit bureaus make free reports 
available on AnnualCreditReport.com
– Equifax, Experian, and TransUnion
– Reports are available each week
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ORDERING CREDIT A REPORT 
BY MAIL

• Request form orders a credit 
report by mail

• Customer fills out the form 
onsite and P+P mails it later
– Review the form for legibility and 

completion
– Put the report request in a pre-

address envelope
– Keep report requests with the 

Financial Services Log

• Discuss reports and what to 
look for with the customer
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PULLING A CREDIT REPORT ONLINE

• Use AnnualCreditReport.com to pull and 
review a report at the tax clinic

• Work with the customer to enter information 
and verify their identity

• Print a copy of one credit report

• Assist with reviewing high-level information 
– You don’t have to be a credit expert!
– Priority is ensuring report information is accurate
– Refer to LSS if there are lots of report questions
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LEARNING ABOUT CREDIT

• Watch the online 
training Demystifying 
Credit Reports and 
Scores

• Read through CFPB 
credit resources

• Pull your own report on 
annualcreditreport.com

• Use the credit handout 
with customers to cover 
the basics



FINANCIAL REFERRAL PRACTICE



REFERRAL SCENARIOS

• Three scenarios

• Spend 2-3 minutes on each scenario

• What services or referrals that might be a 
good fit for the customer?

• What additional questions might you ask?



SCENARIO 1: JEFFREY

Jeffrey just got a new job that pays a lot more 
money than he was making previously. He had 

been living paycheck to paycheck and asking family 
and friends for money when he fell short. He’s 

excited about the new income but doesn’t know 
what he needs to do to make sure he can cover 
expenses, pay back his family, and start saving.

What services do you think may be worth 
mentioning?



SCENARIO 2: AMINA
During a conversation about savings, Amina 

tells you that she has 529 accounts for her two 
children and has been contributing to them 
since they were born. Now one of them is 

almost ready for college and has received a full 
scholarship. She’s not sure what to do about 
the savings she has in the 529 account if she 

won’t be using it for education.

What services do you think may be worth 
mentioning?



SCENARIO 3: JASMIN

Jasmin is not currently working. She has a 
significant amount of debt and is in danger 

of losing her apartment. She has asked 
family and friends for help, but their 

generosity is wearing thin. She is looking for 
resources to help her situation.

What services do you think may be 
worth mentioning?



IMPORTANT TAX RETURN 
INFORMATION



TYPES OF TAX RETURNS

Form 1040: Federal 
Individual Income 

Tax Return

Form M1: Minnesota 
Individual Income 

Tax Return

Form M1PR: 
Minnesota Property 

Tax Refund



RETURN DEADLINES

• Income tax returns: April 15, 2024

• Property tax refunds: August 15, 2024

• Late filing
– Late income tax returns with a balance due will 

incur penalties and interest 
– Last date to claim an income tax refund is 

three years after the original deadline
– Last date to claim a property tax refund is 

one year after the original deadline



REFUND OR BALANCE DUE

Refund
Customer receives 
money back when 

filing

Direct 
Deposit

Refund goes 
to a bank 
account

Paper 
Check
Refund 

comes as a 
check in the 

mail

Balance Due
Customer must 

make a tax 
payment when 

filing

Direct 
Debit

Balance due 
is withdrawn 

from an 
account

Mail a 
Payment

Balance due 
is paid later 
via mail or 
electronic 

means



RETURN PROCESSING

Paper Return: Sending the return 
by mail. Longer processing times.

E-file: Sending the return 
electronically to the IRS. Quicker 
processing times.



CUSTOMER CHECK-OUT PROCESS
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CUSTOMER CHECKOUT PROCESS

Quality review 
is complete

Confirm 
information on 

tax return

Finalize refund 
or payment 

details

Sign tax 
return 

documents
Receive copy 
of tax return All done!



CHECK-OUT TIPS
• Don’t rush the process

– Guide the customer to review all the information
– Give enough time to verify all the information

• You won’t know all the answers to follow up 
questions
– It’s okay to say: “I don’t know, but I can find out!”
– Get accurate information—don’t make up answers



RETURNS READY FOR CHECKOUT
• Refund or balance due 

amounts written in

• Full tax return copy 
stapled 

• Customer’s original 
documents

• Intake paperwork with 
Form 8879 for e-filing

• Extra documents for 
special situations
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CHECKOUT CHECKLIST
 Documents returned: Returned SSN cards, 

ITIN letters, and photo IDs.

 Refund or balance due: Shared final amounts.

 Summary sheet: Taxpayer(s) reviewed and 
verified ALL names, SSN/ITINs, and birthdates 
as well as address and phone number.

 Direct deposit: Taxpayer verified account and 
routing numbers.

 Balance due: Taxpayer confirmed payment 
method, and I explained payment options using 
the Paying a Balance Due handout, if needed.

 Boost Your Money Form: Ensured all financial 
referrals and services requests were received.

 Savers: Confirmed Save + Win entry and 
provided a saver pig, if needed.

 Return approval: Before signing Form 8879 or 
paper returns, I informed the taxpayer: By 
signing, you agree that your return is true, 
correct, and complete, and that you are 
responsible for the information reported.

 E-file return (2023, 2022, and 2021): Keep 
Form 8879 and intake paperwork for P+P 
records.
o Taxpayer(s) signed Form 8879 to authorize e-

filing. 
o Shared that P+P will e-file returns and follow 

up only if there are issues.

 Paper return: Keep intake paperwork for P+P 
records. No Form 8879 required. 
o Taxpayer(s) signed returns, and I provided 

envelopes for mailing returns to IRS and 
MDOR. 

o Confirmed that taxpayer must mail paper-filed 
returns.

 Refund tracking: Used customer envelope to 
share IRS and MDOR websites and phone lines 
for tracking refund or return status.

 Homeowner/Renter Info handout: Pointed 
out submission options if form is included in 
customer envelope.

 Questions: Asked if the customer had any 
questions and answered them. 
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RETURN TAX DOCUMENTS

CSV Manual pg. 18

• Return important 
documents first
– Social Security cards
– ITIN letters
– Photo IDs

• Tax documents may: 
– Stay stapled to the 

tax return
– Be kept in the 

customer envelope



SHARE THE REFUND OR BALANCE
• Written on the front of the customer envelope

• Income tax refund or balance due amounts are 
on the summary page

• Property tax refund amounts are listed on page 2 
of Form M1PR
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SUMMARY SHEET: 
ITEMS TO REVIEW

• Name spelling for taxpayer, spouse, and 
dependents 

• Social Security numbers/ITINs for each 
person on the return 

• Birthdates for each person on the return 

• Address, phone number, and email (if 
provided)
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SAMPLE SUMMARY SHEET
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VERIFYING FEDERAL REFUND 
DIRECT DEPOSIT

Form 1040, page 2
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VERIFYING MINNESOTA REFUND 
DIRECT DEPOSIT

MN refunds go to 
the first account 
listed if federal 
refund is split.

MN Property Tax 
Refund is not 

specifically listed.

Form M1, page 2

Form M1PR, page 2
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DIRECT DEPOSIT ENTRY IN 
TAXSLAYER

• Preparers enter direct deposit information 
one time TaxSlayer

• TaxSlayer transfers the entry to the 
correct places on the printed tax return

• If the account information is verified and 
correct in one place, it will be correct on  
the other forms



BREAK 



PAYING A BALANCE DUE HANDOUT

• Send handout home 
with the taxpayer

• Lays out payment 
options 
– Online payment
– Mailing in a payment
– Setting up a payment 

plan

• Offers legal resources 
if payment will cause 
a financial hardship
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PAYING A BALANCE DUE FAQ
• Deadline for filing a return and paying a balance 

due is April 15, 2024 

• The reason for a balance due varies based on the 
customer’s tax situation

• Should file the return by the tax deadline even if 
unable to pay full balance
– Avoid a failure-to-file penalty
– Making a partial payment reduces interest and the 

failure-to-pay penalty
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DIRECT DEBIT BASICS
• Direct debit can be a good option!

– Easy to set up when filing
– Funds come out of an account directly
– Payment date can be set any time before tax day

• Direct debit can be a challenging option!
– Funds may come out when an account balance is low
– Payment can happen at an unexpected time
– May cause overdraft fees or inability to pay other 

important expenses on time



VERIFYING DIRECT DEBIT

• Summary Sheet
– TaxSlayer balance due 

settings
– Routing and account 

numbers
– Date of withdrawal

• Minnesota Form BANK
– Minnesota information
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DIRECT DEBIT FOR MINNESOTA

Customers 
must sign Form 

BANK to 
authorize a MN 

direct debit.



FINAL FINANCIAL SERVICES AND 
REFERRALS

• Follow-up on interests marked on the 
Boost Your Money form

• Checkout is an especially good time to 
revisit:
– Save + Win contest for savers
– Splitting a refund
– Getting a CFR Focus card if a refund check was 

requested
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SAVERS AND SAVER PIGS

• Invite savers to fill out 
a Saver Pig to share 
what they are saving 
for

• Make sure savers get a 
chance to enter the 
Save + Win contest

• Track savings on your 
Financial Services Log 
and tracker
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RETURN APPROVAL

• Before the 
customer signs a 
return or Form 
8879 explain 
their 
authorization

• Get concerns 
addressed and 
tax questions 
answered before 
signing

“Signing confirms that the 
return is true, correct, and 

complete to the best of your 
knowledge. It also confirms 

that you know you are 
responsible for the information 

on the return.”
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FORM 8879 SIGNATURE FOR E-FILE
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PAPER RETURNS

• No Form 8879 for paper returns—
customers sign the returns 
directly

• Taxpayer must add postage and 
mail the return

• Provide the customer with federal 
and state mailing envelopes

• Assist customers with signing 
forms and place forms in the 
correct envelope

CSV Manual pg. 21

Paper Return Tip!

Taxpayers sign on 
Page 2 of each tax 

return. 



WHEN WILL MY REFUND COME?

• Use the 
envelope 
information 
to answer 

• Income tax 
refunds start 
processing 
right away

• Property tax 
refunds start 
processing 
in summer 
or fall
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HOMEOWNER AND RENTER INFO 



CUSTOMER QUESTIONS

• Answer customer questions as well as you can

• Ask a manager or tax volunteer for help if needed

• Common questions:
– Why is my refund different from last year?
– What do I have to do next?
– When will I get my refund?
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ACTIVITY: PRACTICE A CHECKOUT

There are four sample 
customers to checkout!

Work with a partner or small 
group to go through the 

checkout process for one or 
two sample customers using 

the checkout checklist on 
page 59 in the CSV manual.
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SPECIAL CHECKOUT SITUATIONS



EARLY SEASON 
IRS REFUND DELAYS

• The IRS will begin processing refunds with 
certain tax credits in mid-February

• Federal tax refunds will be delayed for 
– Earned Income Tax Credit (EITC) and
– Additional Child Tax Credit (ACTC)

• This is an extra measure to prevent against 
identity theft and fraud

• Processing is the same at free or paid 
preparers



WHEN A RETURN HAS AN ERROR

• Carefully note the issue

• Work with a reviewer or a manager to 
make the correction and reprint the 
appropriate tax return pages

• Ask a manager or reviewer to explain the 
change to the customer if needed



DECLINE TO FILE
• Customer’s tax return will be deleted

• Shred the intake paperwork and tax return copy

• Ensure the customer has all their original 
documents before leaving

• If the customer decides to return, they restart 
the tax preparation process

• Update your manager about the situation and get 
their support if needed

• Write that the customer declined 
to file on the sign-in sheet



CSV SHIFT WRAP-UP



ONLINE FINANCIAL SERVICES 
TRACKING FORM

Enter Financial Services 
Log/Boost Your Money 
forms into the online 

tracker!

Entries are critical! 
P+P staff use the tracker 
to finalize referrals and 

assess our services.
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SETTING ACUITY LABELS

Label each appointment “Attended appointment” 
or “No show” based on the customer’s attendance.
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CLEAN UP AND SIGN OUT

• Discuss outstanding issues or updates 
with a manager 

• Help clean up the check-in area and CSV 
stations

• Sign out using your volunteer pin number



WRAP UP



CSV PRIORITIES
• Check-in and screen customers

– Provide paperwork and quick tax screening
– Match customers with preparers

• Offer financial services and referrals
– Open prepaid debit cards
– Discuss saving options
– Make referrals

• Go through checkout procedures
– Review final tax return with customer
– Get tax return signatures



REMEMBER YOUR RESOURCES!

• P+P volunteer 
training site

• CSV Manual

• Checklists

• Screening Tool

• Customer handouts

• Managers and other 
volunteers



NEXT STEPS
• Finish IRS Certification tests

– Volunteer Standards of Conduct Test
– Intake/Interview & Quality Review Test
– Resources in the CSV manual

• Email your Form 13615 to 
volunteer@prepareandprosper.org 

• Tax Season services begin January 23!
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THANK YOU!
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