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AARP Foundation Tax-Aide 

DROP-OFF MODEL WORKFLOW 

 

 

All references to “Taxpayer” in this document include the taxpayer’s spouse, if married 

filing joint. 

 

The Drop-Off model is very similar to the Traditional Scan or Low Contact virtual models. It can 

operate when an area is in a COVID-19 stage of “epidemic”, as long as the site is approved to be 

open for Tax-Aide activity. It also can be used when the taxpayer does not have access to any 

technology tools. Document collection and Intake Interview take place during the taxpayer’s first 

appointment (if needed, Intake Interview can be done virtually).  Return preparation and quality 

review are performed separately, without taxpayer present.  The final review of the return with 

taxpayer, signature of the 8879, and delivery of completed return to taxpayer are handled during 

the second in-person appointment with the taxpayer (again, some aspects can be done virtually if 

needed, but taxpayers must come into the site at least briefly at the end). 

 

This model requires two in-person appointments with the taxpayer.  When scheduling 

appointments, allow sufficient time to complete the COVID-19 sanitizing protocols after each 

taxpayer. Volunteers must follow all program mandated COVID-19 safety and sanitizing 

practices.   

 

A Drop-Off Site Plan must be completed and approved before a site can operate the Drop-Off 

Model.  Please note that all volunteers working with the Drop-Off Model must have completed 

the following required certifications and trainings: 

• IRS:  Standards of Conduct 

• IRS: Intake, Interview, and Quality Review 

• Tax-Aide: Policy and Procedures (2 Modules) 

• Tax-Aide: Intro to Tax-Aide Technology and Security 

• Tax-Aide: Security Essentials 

Taxpayer Initial Contact  

 

Taxpayer makes direct contact with site.  Whether the host receives calls and schedules 

appointments, a Tax-Aide volunteer handles scheduling calls, or the taxpayer uses Session 

Management, the same action must be taken:  the taxpayer must receive, in advance of their 

appointment, an explanation how the return will be prepared to ensure taxpayer is willing to 

proceed.  

 

If multiple service delivery models are available at the site, each model should be briefly 

explained to the taxpayer to allow the taxpayer to select the one with which they are most 

comfortable.  

 

Taxpayer makes request via aarp.org.   Taxpayer requests for tax preparation assistance 

submitted using the web form on aarp.org are routed first to the District Virtual Return 

Coordinator (DVRC) via email. While this system has been set up for the virtual models, the 
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taxpayer may also be interested in Drop-Off service, so the requests will be routed the same way. 

The DVRC forwards each request to the appropriate Local Coordinator or Site Virtual Return 

Coordinator (SVRC) – see VRC Guides in the Service Delivery Models Library for more detail.  

 

Use of Google Voice.  Volunteers may use Google Voice for appointment scheduling and for 

initial scheduling-related telephone interactions with taxpayers. 

 

Sites must decide whether the taxpayer will pick up the Intake Booklet in advance of the intake 

appointment or will receive and fill it out when they arrive for their appointment. The taxpayer 

should receive the required IRS Form 14446 at the time of their appointment so a volunteer can 

ensure the taxpayer understands the return preparation process before signing the 14446.  

Volunteers may provide the rest of the information packet to taxpayers via email, U.S. Postal 

Service mail, or have the taxpayer pick it up at the site (i.e., from an unmanned box at the site’s 

entrance).  Postage and photocopy costs are reimbursable.  Please remember that (a) the cost of 

mailing/printing/copying this information will add up quickly, so be conscious of the overall cost 

to the Program and use this option only when absolutely necessary and (b) the only reason this 

material can be mailed is that it does not contain any taxpayer personally identifiable information 

(PII). 

 

If the taxpayer elects to use the Drop-Off model, they will require two in-person appointments. 

For the standard Drop-Off model, the first appointment is for the Intake Interview and document 

collection. Optionally, the Intake Interview can be conducted remotely using Google Meet or 

phone. A second appointment must be scheduled for the taxpayer to return later (depending upon 

the site’s next scheduled operating date but must be well within the 14-day data retention 

period). At the second appointment, a Counselor will review the return with the taxpayer, obtain 

taxpayer and spouse signatures on the 8879, and deliver the completed return to the taxpayer 

(like above, some of that appointment can be done first remotely to reduce the time in-person).  

When scheduling taxpayer appointments, consider the need to keep some future appointment 

times open to allow for the required two visits per taxpayer. Allow sufficient time to complete 

required COVID-19 sanitizing protocols between each taxpayer appointment. 

Drop-Off Model Workflow 

 

Intake.  During the taxpayer’s first in-person appointment, volunteer will confirm taxpayer 

identity, confirm that the taxpayer has (a) completed at least page 1 of the Intake Booklet and (b) 

understands how their return will be prepared.  If the taxpayer agrees to the process, the taxpayer 

(and spouse) must sign the IRS Form 14446. Use the Drop-Off 14446 template found in the 

Form 14446 Templates folder within the SDM Library.  Volunteer prepares the Document 

Inventory Checklist, signed by taxpayer and volunteer. 

 

Without signature on the 14446, we cannot begin preparing returns. 

 

The taxpayer must fill out the Intake Booklet.  A Counselor must conduct an in-depth intake 

interview ensuring all “unsure” answers are changed to “yes” or “no”, as appropriate, and 

ensuring all questions are answered and gray shaded areas are filled in. Any additional 

information obtained during the interview must be carefully and thoroughly noted on the Intake 

Booklet or a separate sheet of paper clearly identified as additional taxpayer information.   
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Upon completion of the intake interview, the Counselor should place the taxpayer’s documents 

in a Tax Record envelope and attach the Document Inventory Checklist. Volunteer initiates a 

new line in the Drop-Off Site Activity Log for this taxpayer. 

 

The taxpayer must be given an appointment for their follow up visit. The follow up appointment 

must take place within no more than 10 days of the intake appointment to ensure the return can 

be finalized and accepted within the mandated 14-day document retention period.  Additionally, 

inform the taxpayer that they will receive telephone calls from Counselors working on their 

return if any questions arise. Give taxpayers the code word Counselors will use to identify 

themselves as Tax-Aide volunteers AND provide the Google Meet phone number that will 

appear on caller ID if the Prep Team needs to call the taxpayer to obtain additional information 

(617-675-4444) (see SVRC Guide in SDM Library). 

 

Taxpayer documents must be held in secure storage while located at the site or in a volunteer’s 

home, or in transit between them. Secure onsite storage must be accessible only to Tax-Aide 

volunteers (ideally just site leadership has access); must be largely unmovable (it would be 

very difficult for someone to take the storage and its papers offsite, for example: it’s large 

cabinet or heavy desk, it’s bolted down, it’s in a back room few people can access and is locked 

off-hours, etc.); and should have some type of organizing system for filing paperwork, to keep 

track of taxpayers’ documents and ensure they’re not held beyond required time. Documents 

may be taken off-site for tax preparation and QR at another appropriate location (e.g., a different 

site, a volunteer’s home). Off-site storage should adhere to the same principles as on-site storage 

(accessible only to Tax-Aide volunteers and largely unmovable, for example: a locking desk 

drawer or locking cabinet). Exact details of this secure storage and filing may vary but must be 

outlined and approved in the Drop-Off Site Plan, and if a taxpayer’s documents go offsite that 

should be tracked on the Drop-Off Site Activity Log.   
 

Preparation and Quality Review of Returns.  Members of the assigned Prep Team will prepare 

and quality review returns. They should also, in partnership with their LC, track their progress 

and any document transfers on the Drop-Off Site Activity Log. The counselor and quality 

reviewer will use the Document Inventory Checklist to notate each time the documents are 

removed from secure storage and the tax record envelope, and then when replaced in the tax 

record envelope. If documents are taken off-site for preparation or quality review, it will be 

noted on the Drop-Off Site Activity Log. All work must be performed on a program provided 

Chromebook across an Internet connection that is in compliance with program network security 

requirements as set out in the Policy & Procedures Manual.  

 

IRS Depot computers / laptops are NO LONGER allowed for use in the Tax-Aide program 

for accessing TaxSlayer software for any reason, accessing or viewing taxpayer scan files, 

or accessing the SVRC account (Google Drive, Gmail, etc.). 

 

Counselors and Quality Reviewers may highlight and make comments on the taxpayer 

documents. 
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If questions arise during preparation or quality review of a return, volunteers may contact 

taxpayers using Google Meet phone. Volunteers may not use Foundation Google Voice accounts 

for these telephone interactions with taxpayers. 

 

The Custom Question regarding the status of Form 8879 is a required field.  There are two 

choices – Awaiting signature and Signed. The preparer is to select Awaiting signature. The 

volunteer who does the final wrap-up with the taxpayer should change the selection to Signed 

after confirming that the taxpayer has signed Form 8879 to approve the return and agree that it 

can be e-filed. 

 

When return preparation is finished, the return must be marked as READY FOR REVIEW on 

the e-file page of TaxSlayer. 

 

If not done during a second visit, the Quality Reviewer must contact the taxpayer by Google 

Meet video conference OR Google Meet phone to conduct the quality review.  When quality 

review is completed, the return must be marked APPROVED on the e-file page of TaxSlayer.   

 

Returns are not to be marked COMPLETE until taxpayer has signed the 8879. 

 

Returns must be completed through the Quality Review stage within 7 calendar days of receipt 

of the taxpayer documents. 

 

Finalizing Returns with Taxpayers.  When taxpayer returns to the site for their follow up 

appointment, the Counselor will review the return with the taxpayer and make any required 

edits/revisions. The hard copy return (including the 8879) must be printed out at the site with 

taxpayer present. Per usual practice, the Counselor will explain the 8879 to taxpayer and obtain 

taxpayer signature on the 8879. Taxpayer and spouse, if married, must sign the 8879 before the 

return is marked COMPLETE. 

 

If the taxpayer is married, filing joint, and spouse is not present for the follow-up appointment, 

the Counselor must explain that the return cannot be e-filed until taxpayer and spouse have 

signed the 8879.   

 

The 8879 Consent custom credit is a required field.  The return cannot be e-filed until this 

field is completed. 

 

Because the 8879 Custom Question is a required field, the Preparer will have entered Awaiting 

Signature in this field.   This must be changed to Signed after the Counselor has witnessed the 

fully signed 8879. 

 

Closing the Loop.  Returns are to be e-filed within 24 hours of taxpayer signing the 8879.  

 

If a return is rejected, the reject must be resolved within 48 hours. If a reject cannot be corrected 

within 48 hours, the taxpayer must be provided instructions on paper filing their return.  
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REFERENCES  

 

The additional documents and templates listed below can be found in the Drop-Off Materials 

folder in the Service Model Library in the Volunteer Portal. They are important to using Drop-

Off effectively, so volunteers should review them before they begin using the model. 

 

 

• Form 14446 for Drop-Off Model 

• Drop-Off Site Plan 

• Drop-Off Inventory Checklist 

• Drop-Off Site Activity Log 

• Using Google Meet to Make a Phone Call 

 

Volunteers should also refer to site opening instructions, and guidance to operate during COVID-

19, in the “Tax-Aide: 2021 COVID Site Opening Resources” Library on the Volunteer Portal. 

 

 


