
CUSTOMER SUPPORT 
VOLUNTEER TRAINING
Training for returning volunteers



INTRODUCE YOURSELF

• Your name (and pronouns if you would 
like)

• How long have you volunteered P+P?

• What are you looking forward to this year?



RETURNING CSV 
TRAINING OVERVIEW

2024 
season 

overview

Check-in 
and 

screening

Financial 
services + 
referrals

Checkout Wrap-up



TAX SEASON 2024: 
A LOT IS THE SAME!



TAX SEASON 2024 SERVICES
• In-person tax preparation 

– Operating at 8 locations in the Twin Cities
– All services are by appointment

• Special focus programs
– Self-employment program: taxpayers with self-

employment income over $10,000 or complex 
situations

– Remote Tax Preparation program: taxpayers living 
in group homes and nursing homes

• Do-It-Yourself Tax Preparation with 
support from P+P



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



CSV TRAINING AND REFERENCE 
RESOURCES

• CSV Manual
– Training guide
– Screening Tool
– Reference document

• Volunteer training 
website: 
– www.prepareandprosper.

moodlecloud.com
– Copies of the training 

slides
– Access to self-paced 

trainings

• People Resources
– Managers
– Preparers and 

Reviewers
– Fellow CSVs
– Volunteer Resource 

Department
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SAME CUSTOMER PROCESS

Customer 
arrives for 

appointment

CSV completes 
a brief 

screening

Preparer does 
tax interview 

and prep

CSV checks in 
about financial 

services

Customer 
returns to 

waiting area 
during review

CSV provides 
the final return 

and gets 
signatures

Full preparation and review process takes 2-3 hours.



SAME FINANCIAL SERVICES 
AND REFERRALS

Offered onsite
• CFR Focus prepaid debit card

• Save + Win savings contest

• U.S. Savings Bonds

• Credit reports
– Paper report requests or 

pulling a report online

Offered as a referral
• FAIR banking: checking, 

savings, and credit builder 
accounts

• Money Mentors financial 
coaching

• LSS financial counseling

• P+P Volunteer Financial 
Planners

• Exodus Lending payday loan 
help

• CollegeBound Saint Paul college 
savings accounts



INTAKE AND SCREENING 
UPDATES AND REMINDERS



SCREENING TOOL

• Tips and reminders 
on screening 
process

• Quick reference for 
common screening 
questions

• Matches the order 
of the screening 
checklist

CSV Manual inside cover



USEFUL HANDOUTS



ACUITY SCHEDULING
• Still using Acuity to schedule appointments

– Allows for online scheduling or phone scheduling
– Sends appointment confirmations and reminders

• Work with a manager to: 
– Get the appointment list from Acuity
– Look up customer appointments

• Appointment availability
– Can book up to two weeks in advance
– New appointments open every other Monday or 

when there are cancellation
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CUSTOMER PAPERWORK OPTIONS

• Online
– Intake paperwork is emailed to 

the customer with their 
appointment confirmation

– Manager must print out intake 
packets filled out online

• Onsite
– CSV provides the customer with 

paper forms at the tax site
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CUSTOMER SIGN-IN SHEET
• Added a column for “Online 

Intake”
– Check column if paperwork is 

printed for the customer

• Numbering system same as last 
year

– Number with appointment time 
and arrival order

– Write on sign-in sheet and on 
customer envelope

• Add walk-ins to the end of the 
sheet if capacity allows

– Use “walk-in – [arrival time]” for 
the customer number on the 
envelope
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NEW PRINTING OPTION FOR
MISSING DOCUMENTS

• Many customers need to print 
a required form

• New Option: Use a QR code 
specific to the site to securely 
upload documents/photos 
– Scan code on laminated card 

with a smartphone
– Upload to P+P shared files
– Name the file
– Manager prints file

• Existing option: Use a P+P 
computer to access and print 



INTAKE PAPERWORK UPDATES 
AND REMINDERS
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VOLUNTEER CHECKLISTS

• Minor updates to 
wording and order

• Updated from Yes/No 
answer to a checklist

• If a situation is not 
applicable, write N/A 
next to the checklist 
item
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CUSTOMER ENVELOPE

Back of the 
envelope has 

2025 updates for 
renters!



P+P TAX INTAKE SHEET – PG 1

• Preferred name

• Demographic survey

• Invitation to join 
P+P text and email 
lists

• Direct deposit and 
payment 
preferences
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P+P TAX INTAKE SHEET – PG 2

• Consents to use 
information

• Minnesota tax 
situations
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P+P TAX INTAKE SHEET – PG 3

• Minnesota 
“household 
income” 
information

• Property tax refund 
details
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P+P TAX INTAKE SHEET – PG 4

• Volunteer use only
– It says “tax preparer” 

but it’s for CSVs too!

• Direct deposit 
allocations

• Documentation of 
routing and account 
number

• Savings bond details

• Direct debit 
information
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IRS INTAKE – FORM 13614-C
Page 1

• Required for 
all taxpayers

• Basic 
taxpayer 
and family 
information

• Preparers 
must answer 
dependent 
questions
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IRS INTAKE – FORM 13614-C
Page 2
• Required for 

all taxpayers
• Collects 

income and 
life situation 
information

• Preparers 
ensure all 
questions are 
YES or NO

• Indicates 
Basic or 
Advanced tax 
certification
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IRS INTAKE – FORM 13614-C
Page 3
• Page is not 

required
• Preparers look 

over optional 
section if 
completed

• P+P collects 
demographic 
data 
separately

• Use the 
comments 
section as 
needed

OPTIONAL
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IRS INTAKE – FORM 13614-C
Page 4
• Optional consent for 

taxpayers to share data
• Consent allows basic 

taxpayer data to roll 
forward at any free tax 
preparation site 
nationwide

• Taxpayers do not need 
to fill this out to decline

• No signature is 
considered declining

OPTIONAL
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GROUP DISCUSSION: 
Find a group of 3-4 people and do the 
following:

• Take a few minutes to review the updated 
screening checklist on page 58 in the CSV manual. 

• What are your check-in best tips for other CSVs? 
Be prepared to share one tip with the large group.



BREAK TIME!



FINANCIAL SERVICES UPDATES 
AND REMINDERS



BOOST YOUR MONEY – PG 1
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• Good way to start a 
conversation about financial 
services

• Collect the forms and keep 
them in a secure location

• First page collects interest 
in:
– New direct deposit options
– Savings options
– Money Mentors financial 

coaching
– Credit services
– Payday loan help



BOOST YOUR MONEY – PG 2
• Second page collects 

interest in:
– Financial planning
– Financial counseling
– Child savings accounts

• Data sharing consent 
– Approves P+P providing 

contact information to 
partners 

– Required because data is used 
beyond tax preparation

• Volunteer checklist
– Use as reminders of each step 

for services and referrals
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BOOST YOUR MONEY FORM PICKUP
BEST PRACTICE: 

Get the form from every customer 
• Collect forms at any point in the process 

– At check-in if paperwork was done online or while customer waits 
for a preparer

– During preparation if paperwork was not done before
– During review or checkout if not collected earlier

• Prioritize following up on forms that indicate interest in a 
referral or service
– Someone saying “not interested” can still lead to a good Money 

Conversation

• Keep forms in a secure location with the Financial Services 
Log



BOOST YOUR MONEY FORM 
CHECKLIST

Initial 
details Resources Consents

Financial 
Services 

Log
Tracking 

form
Next 
steps
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DOCUMENTING SERVICES AND 
REFERRALS

Using tracking tools to finalize services and referrals is critical!
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NEW CFR PREPAID CARD 
ENROLLMENT PORTAL

• All CSVs will have their own login
– Invite to verify account and set a password will 

come before tax season
– Will need to receive an authentication code by 

text message to log in

• Updated enrollment portal

• Enrollments are fast and straightforward

• Card enrollment requirements and card 
features are the same as previous years
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CFR FOCUS CARD ENROLLMENT

CSV Manual pg. 26-27

Enrollment Demonstration!

Want to follow along? 
Go to the CFR card training portal. Get the website, username, and 

password on page 27 in the CSV manual.

https://training.cfrcard.org/


PRINT THE CFR FOCUS CARD 
CONFIRMATION

• Preparer or 
reviewer need 
the new account 
information to 
enter it on the 
tax return

• Customer keeps 
this as a record 
of their new 
routing and 
account number

CSV Manual pg. 26



REMINDER: 
PREVIOUS YEAR CFR FOCUS CARD

• Can use same card year to year or open a new 
card

• Routing & account numbers for an old account 
may be on the previous year tax return

• Replacement cards can be ordered by calling the 
US Bank prepaid card customer service 

• CSVs can look up an account number in the 
enrollment portal
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REMINDER:
FAIR BANKING REFERRALS

Refund deposit
• Schedule a Priority 

FAIR Appointment

• Tax return will be held 
until the new account 
is open

• Communicate with 
your manager

No refund deposit
• Provide FAIR brochure

• Discuss FAIR products 
details

• Optional: Schedule a 
FAIR enrollment 
appointment
– FAIR staff will reach out 

to schedule if an 
appointment is not set
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REMINDER: FINANCIAL REFERRALS

• Focused on addressing a specific financial need
• Credit card debt, student loan debt, or homebuyer support
• Brief contact, limited follow-up

FINANCIAL COUNSELING

• Focused on long-term financial goals
• Investments, trusts, insurance, or retirement
• Typically ongoing, but our referrals are one-time

FINANCIAL PLANNING

• Focused on making behavior change
• Saving, spending, debt, or credit
• Long-term commitment; regular sessions; check-ins

FINANCIAL COACHING

LSS 
Financial 

Counseling

P+P 
Volunteer 
Financial 
Planners

P+P 
Money 

Mentors 
Coaching
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MONEY MENTORS: 
FINANCIAL HEALTH CHALLENGE

• Promote financial spring cleaning with the Money 
Mentors Financial Health Challenge

• Eight weeks in March and April
– New financial health task each week
– Sign-up will be open in January through April
– Customers can join anytime before or during the 

challenge

• CSVs add Financial Health Challenge flyer to all 
Money Mentors brochures given out

– Customers are not required to do the challenge to 
sign up to work with a coach

– Customers do not need to commit to working with a 
coach long-term to do the challenge

• TO SIGN UP: fill out the Money Mentors interest 
form and mark the box to be entered in the 
Financial Health Challenge



IMPORTANT REFERRAL TIPS:
VOLUNTEER FINANCIAL PLANNERS
• Take notes about the specific topic the customer wants to 

discuss with a planner
– Use the Boost Your Money form to take notes
– Transfer your notes into the Financial Services Tracking Form

• Ensure that the customer wants a planner to reach out 
within the next few weeks
– Last year, customers often did not expect a call or email from a 

planner after the tax clinic
– Remember to share the “Next Steps” so customers know how the 

referral will be completed

• If a customer is interested but not ready for a planner to 
contact them now: 
– Share the Financial Planning handout
– Customers can request a meeting later
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NEW REFERRAL STEPS:
EXODUS LENDING

• New: Do a short referral 
form on the Exodus 
Lending website

• Provide a customer 
handout

• Collect customer contact 
information

• Exodus Lending reaches 
out
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NEW REFERRAL STEPS:
COLLEGEBOUND SAINT PAUL

• New: Do online 
enrollment or pre-
registration for 
unenrolled families

• Continuing: Provide 
Financial Bonus cards 
to enrolled families
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CREDIT REPORT REMINDERS
• Credit reports can be pulled onsite

– Do this when time permits
– Print a credit report from one credit bureau

• Paper credit report request form 
– Do this when an online report cannot be pulled
– NEW: Keep the request form with the Financial Services 

Log – P+P will mail the form for the customer

• Use the Credit Reports and Scores handout and tips in 
the CSV manual to review credit issues with the 
customer
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GROUP DISCUSSION: 
Find a group of 3-4 people and answer 
these questions:

• What financial service or referral is easiest for 
you to promote? How do you engage customers?

• What financial service or referral is most difficult 
to promote? What makes it hard?



CHECKOUT UPDATES AND 
REMINDERS



SAME 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!



CHECKOUT REMINDERS

• Don’t rush the process - a customer review 
can catch errors before the return is filed; a 
manager or reviewer can make corrections

• Early season refund delays – returns with 
Earned Income Credit and Additional Child 
Tax Credit are held by the IRS until mid-
February

• Follow the checklist – use the checkout 
checklist as reminders of important process 
points



GROUP DISCUSSION: 
Find a group of 3-4 people and do the 
following:

• Take a few minutes to review the updated 
checkout checklist on page 59 in the CSV manual. 

• What are a few things that are not listed on the 
checklist that you always do during checkouts ? 



IRS CERTIFICATION TESTS



NEW IRS CERTIFICATION 
TEST REQUIREMENTS

• New IRS test website: linklearntaxescertification.com

• Two required tests for CSVs: 
– Volunteer Standards of Conduct 

and
– Intake/Interview & Quality Review

• Test resources:
– Summaries in the CSV manual
– IRS intake sheet and Screening Tool in the CSV manual
– VSC training on the volunteer training site
– IRS Publications
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IRS TEST VERIFICATION

• Email Form 13615, Volunteer Agreement, to the 
Volunteer Resources Department
– IRS requires P+P to keep verification of volunteer 

certification
– Signing this form confirms your commitment to following 

the Volunteer Standards of Conduct

Test instructions are on pages 
10-11 in the CSV manual!
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WRAP UP



REMEMBER YOUR RESOURCES!

• P+P volunteer 
training site

• CSV Manual

• Checklists

• Screening Tool

• Customer handouts

• Managers and other 
volunteers



NEXT STEPS
• Do the 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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