
CUSTOMER SUPPORT 
VOLUNTEER TRAINING
Part 1



INTRODUCE YOURSELF

• Your name 

• Pronouns if you would like

• How did you get connected to Prepare + 
Prosper?



PART 1 TRAINING OVERVIEW

Basics of 
P+P

Tax Clinic 
Flow

CSV 
Resources

Check-in 
and 

Screening

Financial 
services 
process

Standards 
of Conduct



WHAT WE DO—AND WHY!



Customer-centric

Customers are at the 
Center of Our Network

Competition

Government Regulations
Laws

Customers

Staff

Volunteers

Foundation & 
Donors 

Community 
Partners

Programs

Community



P+P Customers

Over 50% are 
BIPOC

40% are living 
with or caring 
for someone 

with a disability

20% are aging 
community 
members

Many are 
otherwise 

underserved

Average income 
for tax prep 
customers is 

$18,903



Suyapa Miranda
Executive Director

Suyapa is the first Woman of Color to lead our 
organization. Her leadership style reflects her 
personal values: growth, innovation, and a deep 
commitment to social justice and equity. From 
creating our systems change program, to integrating 
culturally-specific programming into our 
organization, Suyapa has been focused on breaking 
down barriers and reaching the people who need our 
services the most.



OUR PROGRAMS

Prepare + Prosper

Tax 
Preparation 
& Financial 
Services

Money 
Mentors 
Financial 
Coaching

FAIR 
Banking Advocacy
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FREE TAX PREPARATION

• Every year tax credits lift more than 8.9 
million people above federal poverty guideline

• P+P customers saved over $1.8 million in tax 
preparation fees in 2023

• IRS Volunteer Income Tax Assistance program 
operates nation-wide

TK0



TAX TIME FINANCIAL 
SERVICES 

Tax time is a 
money moment 
when people can 

improve their 
finances.

Savings Banking

Credit
Resources 

and 
Support



TAX SEASON 2025 SERVICES
• In-person tax preparation 

– 9 locations in the Twin Cities including 1 dedicated 
Spanish speaking site

– All services are by appointment

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

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



TAX CLINIC FLOW



TAX CLINIC FLOW

CSV 
StationCustomer waiting 

area

Entrance

Preparer

Preparer

Preparer

Reviewer Station

Preparer Preparer

Preparer

Intake Station

CSV 
Station

CSV 
Station



CSV ROLE IN PROCESS

Money Conversations and Financial Services

Check-in + 
Screening Preparation Quality 

Review Checkout



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



RESOURCES FOR CSVS



CSV MANUAL

• Training guide

• Check-in and 
screening process

• Checkout process

• Details about 
financial referrals 
and services

CSV Manual pages!



VOLUNTEER TRAINING SITE

• Volunteer training website: 
www.prepareandprosper.moodlecloud.com

• Copies of the training slides

• Access to self-paced trainings
– Volunteer Standards of Conduct
– Demystifying Credit Reports & Scores
– And more!

CSV Manual pg. 6



KNOW YOUR TEAM

CSV

Greeting

Financial 
services & 
referrals

Checkouts

1-2 per 
shift

Preparer

Interview 
customers

Prepare 
tax return

5-7 per 
shift

Reviewer

Double 
check tax 

return 

Correct 
mistakes

2-3 per 
shift

Site 
Manager

Pre-clinic 
Huddle

Coordinate 
flow

Answer 
questions

2 per shift
The Volunteer Resources Department is 

also an important part of your team!



VOLUNTEER CHECKLISTS

• Guide for each 
stage of tax 
preparation

• Helps keep a 
consistent process

• Screening Checklist 
and Checkout 
Checklist usually 
done by CSVs

CSV Manual pg. 74-75



Need a W2 or 
transcript of a W2?

Tax refund taken 
for past due debt?

Need legal 
assistance for tax 

issue?

Outside P+P 
guidelines?

Need help resolving 
tax issue?

REFERRALS FOR SPECIAL 
SITUATIONS



CHECK-IN AND 
SCREENING PROCESS

CSV Manual pg. 12-21



CHECK IN PROCESS AT A GLANCE

CSV Manual pg. 14



CHECK-IN (STEP 1)

CSV Manual pg. 15-16
(Step 1)



ACUITY SCHEDULING

• P+P system for scheduling appointments
– Allows for online scheduling 
– Sends appointment confirmations and reminders

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

• Customer service team staff will schedule 
most appointments
– Appointments open every other Monday
– Booking out two weeks in advance

CSV Manual pg. 15
(Step 1)



SAMPLE APPOINTMENT LIST

CSV Manual pg. 15
(Step 1)
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Customer 
Name(s)

Appt
Time

yesYes5:301XKat Smith5:45

advanced returnYesyes5:322Yani Gorman5:45

XX5:504Anabel Presidio5:45

XX5:555Zack Foster5:45

yesyes5:413Samuel Roonie5:45

Needs to print a W2.6:022XRikki Marulanza6:00

5:451XAmara Hassan6:00

Eman Lubega6:00

Dominique Gore6:30
Steve coming at 7pm, 
Rose has the paperwork.6pm1Rose & Steve Nye6:30

XKa Vang6:45

CUSTOMER NUMBERING SYSTEM

Kat: 5:45 - 1

Rikki: 6:00 - 2

Rose: 6:30 - 1

CSV Manual pg. 15-16
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SCHEDULER NOTES
• Notes about an appointment may print on 

the customer sign-in sheet

• Special situations for notes may include:
– Multiple years of returns
– Interpreter needed
– ITIN application
– Power of Attorney
– Self-employment details
– Amended return



COMMON CHECK-IN ISSUES
• No appointment?

– Ask a manager about capacity for a walk-in customer
– Provide a brochure to assist with scheduling 
– Help with scheduling if appointments are open online

• Appointment not on the list?
– May be scheduled for another date 
– Work with a manager to search in Acuity

• More than 15 minutes late for an appointment?
– Ask a manager if the customer can be seen

• See manual for additional common issues

CSV Manual pg. 16
(Step 1)



RENTER’S CREDIT UPDATES



RENTER’S CREDIT CHANGES
Changes for 

Tax Year 2024
Renter’s Credit 
in Prior Years

Part of the MN State 
Return 

Part of the M1PR 
(property taxes)

Deadline to file: 
April 15

Deadline to file:  
August 15

Part of MN State refundStandalone refund 

Refund comes soon after 
filing 

Refund arrives summer 
or fall

Customers need to have all their 
CRPs before they can file!



MISSING CRPS
• As much as possible, we will 

advise customers to have all CRPs 
before filing

• If they forgot their form at home:
o they should leave and come back later or have 

someone text a photo to them

• If they haven’t received the CRP
o they should wait to file until they have it

CSV Manual pg. 18



10 MINUTE BREAK



SCREENING PROCESS (STEP 2)

CSV Manual pg. 17-18
(Step 2)



SCREENING CHECKLIST

CSV Manual pg. 17 and 74
(Step 2)



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



EXPLAIN THE CLINIC 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.

Inside cover – Screening Tool



FILING JOINTLY

• Both spouses must be present to file a 
joint tax return

• Cannot print out a tax return for one 
spouse to take home for signatures

• Exceptions:
– Power of Attorney allowing one spouse to file 

taxes and sign tax returns for the other spouse
– One spouse will arrive later during the 

appointment

Inside cover – Screening Tool



PICTURE ID TO 
VERIFY IDENTITY

• Driver’s license

• Passport/visa

• Employer/school ID

• Military ID

• State/national ID 

TAXPAYER ID NUMBER 
VERIFICATION

• Prior year return

• Original, digital image or 
paper copy of Social Security 
card or ITIN letter or card

• Form SSA-1099

• IRS or MN Department of 
Revenue letter

• SSA benefit  statement

• Letter from SSA with 
truncated SSN

Inside cover – Screening Tool



P+P INCOME GUIDELINES

$40,000 or less for single taxpayer

$70,000 or less for families 

Inside cover – Screening Tool



SCOPE OF SERVICE
• P+P does limited types of tax returns

– Scope is set by the IRS for all VITA programs

• CSVs screen for some common out-of-scope issues
– Use the Screening Tool
– Ask a manager for help when needed

• Preparers have detailed scope charts

Inside cover – Screening Tool



CUSTOMER ENVELOPE AND
TAX DOCUMENTS 

Rikki Marulanza

6:00-2 2024

Inside cover – Screening Tool



MISSING DOCUMENTS

• Customers may not bring all required tax 
forms and identity verification 

• Option to get onsite:
– Use a P+P computer to access and print 
– Use the QR code to securely upload documents 

or photos from a phone – manager will print

Inside cover – Screening Tool



DIRECT DEPOSIT

• Encourage customers to use 
direct deposit
– Use existing accounts
– Share new account options

• Make sure there is 
documentation of routing and 
account numbers
– A printout or account card
– Written on the P+P Tax Intake form
– Help someone access online banking

Paper Checks:
Some people want 
or need to get a 
refund check. 

That’s OK!

Inside cover – Screening Tool



INTAKE PAPERWORK (STEP 3)

CSV Manual pg. 19-20
(Step 3)



CUSTOMER PAPERWORK OPTIONS

• Online
– Intake paperwork is emailed to 

the customer with their 
appointment confirmation

– Manager must print out intake 
packets filled out online

• On-site
– CSV provides the customer with 

paper forms at the tax site

CSV Manual pg. 19-20
(Step 3)



CUSTOMER ENVELOPE

CSV Manual pg. 19-20
(Step 3)

Paul Jones 2024

5:45-2



INTAKE PAPERWORK

CSV Manual pg. 19 
(Step 3)and 63-73



REQUIRED INTAKE PAPERWORK

P+P supplemental form to collect 
Minnesota tax information

P+P Tax 
Intake 

IRS Intake/Interview & Quality Sheet, 
which is mandatory for all taxpayers 

at VITA sites

Form 
13614-C

P+P supplemental form to match 
customers with desired financial 

services and referrals

Boost Your 
Money Form

CSV Manual pg. 19 
(Step 3)



PAPERWORK AFTER CHECK-IN
• The customer keeps:

– Envelope

– IRS intake

– P+P intake

– Boost Your Money form

• Keep the checklist sheet at 
the intake station
– Make sure to write in the 

name and number

• Easy to see who is next to 
be paired with a preparer

• Pass the checklists to the 
preparer 



SET UP CUSTOMER WITH 
PREPARER (STEP 4)

CSV Manual pg. 19-20
(Step 4)



INTAKE PAPERWORK SCREENING
• Ensure all questions are 

answered

• Help the customer 
finish if time permits

• Preparers can help with 
unsure answers

CSV Manual  pg. 21
(Step 4)



ADVANCED CERTIFICATION RETURNS

Situations with an 
(A) next to the 
question require 
the preparer to 
have advanced tax 
law certification.

Pay attention to 
which preparers 
on your shift are 
advanced 
certified!

CSV Manual pg. 21
(Step 4)



FINANCIAL SERVICES FOLLOW UP

I’ll follow up with you a little 
later about the free resources on 

the Boost Your Money form.



ACTIVITY: PRACTICE SCREENING

There are four sample 
customers to screen!

Work with a partner or small 
group to go through the 

screening process for one or 
two customers using the 

screening checklist on page 
74 in the CSV manual.

CSV Manual pg. 74



FINANCIAL SERVICE + 
REFERRAL PROCESS

CSV Manual pg. 22-24



BOOST YOUR MONEY FORM
• Overview of financial 

services and referrals

• Way for customer to 
show interest

• Use to start a 
conversation with the 
customer

• CSV picks up the 
completed form from 
customers

• Checklist on the back

CSV Manual pgs. 62-63



BOOST YOUR MONEY FORM 
CHECKLIST

 Initial details: I shared details of the referral or service and ensured 
the customer is eligible.

 Resources: I provided a handout or brochure for each 
referral/service requested.

 Consents: The customer signed the consent to share data for each 
referral/service requested.

 Financial Services Log: I logged the customer information on paper 
financial services log.

 Tracking form: I recorded the customer’s name and the 
referrals/services requested in the online financial services tracking 
form www.tinyurl.com/fstracker2025

 Next steps: I explained next steps for each referral/service 
requested.

CSV Manual pg. 23



BOOST YOUR MONEY FORM 
CHECKLIST

Initial 
details Resources Consents

Financial 
Services 

Log

Tracking 
form

Next 
steps

CSV Manual pg. 23



INITIAL DETAILS AND RESOURCES

CSV Manual pg. 23



CONSENT TO SHARE INFORMATION

• Approve sharing of 
contact information

• Make customer 
aware data will be 
shared beyond use 
for tax preparation

CSV Manual pg. 23



SHARE NEXT STEPS

• Will someone call or email the customer 
later to follow up?

• Is something coming in the mail?

• Does the customer need to call someone 
or fill out a form?

• Who can the customer connect with if 
things don’t go as planned?

CSV Manual pg. 23



FINANCIAL SERVICES LOG

• Basic tracking tool to 
use throughout the 
shift

• Helps with online data 
entry at the end of a 
shift

• Keep the Boost Your 
Money forms with the 
log in a secure 
location

CSV Manual pg. 38



ONLINE FINANCIAL SERVICES 
TRACKING FORM

• Use the online form to 
report all referrals and 
services

• Do at the end of the 
shift

• P+P admin team needs 
online form entries to 
finalize referrals 

• Helps assess P+P’s 
financial service 
offerings

CSV Manual pg. 23



CHECK OUT THE TRACKING FORM

• Let’s test out the tracking form!

• Enter a test customer
– Enter TRAINING as the CSV or manager name
– Make up a name and contact information
– Choose what services or referrals they want

• Use your smart phone to open this link or  follow 
along with a neighbor: 

www.tinyurl.com/fstracker2025 



IRS STANDARDS FOR VITA SITES

CSV Manual pg. 7-9



VOLUNTEER STANDARDS 
OF CONDUCT (VSC)

• Six VITA volunteer standards of conduct

• Provide a shared ethical code for VITA sites 
across the nation

• Standards require volunteers to:
– Not solicit payments or business from taxpayers
– Conduct accurate, respectful, and professional work
– Follow specific tax clinic procedures related to intake 

process and data security

CSV Manual pg. 7-8



MAINTAIN CONFIDENTIALITY

• Share data only with those who need it

• Make sure your conversation won’t be 
overheard

• Don’t leave physical or virtual personal 
data unattended

• Return all the customer’s original 
documents to them

CSV Manual pg. 7



INTAKE/INTERVIEW & QUALITY 
REVIEW STANDARDS

• Intake: ID and Social Security number or ITIN 
documentation must be viewed

• Interview: Preparer uses IRS Form 13614-C to do 
a detailed tax interview
– All questions must be answered 
– Unsure questions must be corrected to yes or no
– Return is categorized as Basic, Advanced, or out-of-scope

• Quality review: All returns are reviewed by a 
volunteer who did not prepare the return
– Taxpayer is involved in final review
– Volunteers inform taxpayers of their responsibility for the 

accuracy of the return
– Taxpayers sign the return

CSV Manual pg. 9



IRS CERTIFICATION TESTS
Two required tests: 

1. Volunteer Standards of Conduct and
2. Intake/Interview & Quality Review

– Tests are “open book” and there is no time limit
– Retest option is available if needed

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

CSV Manual pg. 10-11



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!

CSV Manual pg. 10-11



WRAP UP



NEXT STEPS

• Get started on your IRS tests
– Resources on the Volunteer Training Site
– Instructions in the CSV manual

• Attend CSV training part 2 and part 3
– Part 2: financial services and referrals
– Part 3: checkout process



THANK YOU!




