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The IRS Mission

“Provide America’s taxpayers top quality service
by helping them understand and meet their tax
responsibilities and by applying the tax law with

integrity and fairness to all.”

Pending Legislation

At the time this publication went to print the Working Families Tax Relief Act of 2004 passed both the
House and Senate and was awaiting signature by the President. The training material includes draft tax
forms that did not take the proposed legislation into account. Therefore, the legislation may cause Form
1040, Form 1040A, Form 8812, child tax credit worksheets and EIC worksheets to change. Additional
guidance will be issued if the legislation passes.

The following is a synopsis of those portions of the bill with impact on tax year 2004 returns.

* Child Tax Credit. The child tax credit will be refundable to the extent of 15-percent of the taxpayer’s
earned income in excess of $10,750. This will cause Form 8812, Additional Child Tax Credit, to be
revised for tax year 2004.

* Inclusion of combat pay as earned income. Military members will be permitted to include combat
pay as earned income for purposes of calculating the child tax credit. They may also elect to
include combat pay for purposes of EIC. This may cause EIC and child tax credit worksheets to be
revised for tax year 2004.

* Educator expenses. The above the line deduction for educator expenses is extended until
December 31, 2005. This may cause Form 1040 and Form 1040A to be revised for tax year 2004.

TaxWise® is a copyrighted software program owned by Universal Tax Systems, Inc.® (UTS).
All screen shots that appear throughout the official Volunteer Income Tax Assistance (VITA)
and Tax Counseling for the Elderly (TCE) training materials are used with the permission of
UTS. The screen shots used in this publication—or any other screen shots from TaxWise or
its affiliated programs—may not be extracted, copied, or distributed without written approval
from the IRS SPEC Office of Education and Product Development.

Confidentiality Statement:

All tax information you receive from taxpayers in your VOLUNTEER capacity is strictly con-
fidential and should not, under any circumstances, be disclosed to unauthorized individuals.
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DEPARTMENT OF THE TREASURY
INTERNAL REVENUE SERVICE
ATLANTA, GA 30303

WAGE AND INVESTMENT DIVISION NOY 0 5 2004

Welcome, Volunteers!

Thank you for being a critical part of the volunteer return tax preparation programs of the Internal
Revenue Service and its partners. Programs such as Volunteer Income Tax Assistance (VITA) and Tax
Counseling for the Elderly (TCE) provide important services for nearly 2 million low-income and elderly
people who need tax preparation assistance. | appreciate the time you have chosen to commit to help
others with this complex task.

In this training and reference package, you will find tools that enhance your interaction with taxpayers. Of
note are standardized interview tips and questions that will help you prepare accurate and quality tax
returns, a certification process that has embedded formal volunteer standards of conduct, and an
improved Volunteer Resource Guide (Publication 4012) that we encourage you to use at your site.

In addition to improving quality service, we continue to improve the way training is delivered to you. One
method is the Integrated Training approach--a full scope tax law program taught in scenario format
blending tax law theory and application with computer software instruction. Another new delivery
technique is the online Link & Learn Taxes. This web based approach covers the same tax law theory
and application in the traditional training materials, but covers them in a fun, interactive course that lets
volunteers learn at their own pace. Link & Learn Taxes is great for volunteers that are new to the
program and even better for returning volunteers. To try the course, enter the keyword “volunteer training”
On WWW.Irs.gov.

| encourage you to electronically file (e-file) the returns you prepare. E-filing uses automation to quickly
check for errors or missing information. Consequently, e-filed returns have a higher accuracy rate than
paper prepared returns.

| appreciate your efforts to protect the privacy of the taxpayers you assist by safeguarding the confidential
information they share with you. Your site manager can discuss with you the steps you should take to
guard the information provided to you. The protection of taxpayer information is key to the integrity of the
program.

If you have any comments or recommendations about our training materials, please see your instructor or
site coordinator. They can take your suggestions, or you can write to us at the following address:

Internal Revenue Service

Stakeholder Partnerships, Education and Communication
SE:W:CAR:SPEC:PPD:E, Stop 45-WI

401 W. Peachtree Street, NW

Atlanta, GA 30308

Thank you for being a part of this valuable public service for your neighbors and community.

Sincerely,

Marie Medeck W

Acting Director, Stakeholder Partnerships,
Education and Communication

111




ImporTANT Tax LAw CHANGES For 2004

Standard deduction amount increased. The standard deduction (for taxpayers
that do not itemize deductions on Schedule A (Form 1040)) has increased.

Married filing jointly or Qualifying Widow(er)  $9,700
Head of household 7,150
Single or Married Filing separately 4,850

Exemption amount increased. The amount each taxpayer can deduct for each
exemption has increased from $3,050 to $3,100.

Standard mileage rate. The standard mileage rate for the cost of operating a car,
van, pickup, or panel truck in 2004 increases from 36 cents a mile to 37.5 cents a mile
for all business miles driven.

Business meal expenses. Business-related meal expenses while traveling away
from your tax home for business purposes increased in 2004 from 50% to 70% for
employees subject to Department of Transportation limitations.

Schedule C-EZ allowable business expenses. The maximum amount of allow-
able business expenses on Form 1040, Schedule C-EZ, Net Profit From Business was
increased from $2,500 to $5,000.

EIC IncomE AND INVESTMENT LIMITATIONS
For tax year 2004 the maximum credits are:

e Two or more qualifying children $4,300

¢ One qualifying child 2,604

e No children 390
Earned Income.

To be eligible for a full or partial EIC credit, the taxpayer must have earned income of
at least $1 but less than:

e $34,458 ($35,458 married filing jointly) and two or more qualifying children;
e $30,338 ($31,338 married filing jointly) and one qualifying child;
e $11,490 (12,490 married filing jointly) with no qualifying children.

Adjusted Gross Income.

The taxpayer’s adjusted gross income (AGI) must also be less than the above dollar
amounts.

Investment Income.
Taxpayers whose investment income is more than $2,650 cannot claim the EIC.

Education Credits. The maximum Modified Adjusted Gross Income (MAGI)
increased to $52,000 for single and head of household taxpayers and $105,000 for
married filing jointly taxpayers.
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Social Security and Medicare Taxes. For 2004, the employer and employee will
continue to pay:

1. 6.2% each for social security tax (old-age, survivors, and disability insurance), and
2. 1.45% each for Medicare tax (hospital insurance).

Wage limits. For social security tax, the maximum amount of 2004 wages subject to
the tax increases to $87,900. For Medicare tax, all covered 2004 wages are subject to
the tax.

Self-Employment Tax. The self-employment tax rate on net earnings remains the
same for 2004. This rate, 15.3%), is a total of 12.4% for social security (old-age, sur-
vivors, and disability insurance) and 2.9% for Medicare (hospital insurance). The
maximum amount subject to the social security part for tax years beginning in 2004
increases to $87,900. All net earnings of at least $400 are subject to the Medicare part.

Depreciation and Section 179 Expense. The maximum section 179 deductions
you can elect for property you place in service in 2004 is increased from $100,000

to $102,000 for qualified section 179 property ($137,000 for qualified zone property,
qualified renewal property, or qualified New York Liberty Zone property). This limit
is reduced by the amount by which the cost of section 179 property placed in service
during the tax year exceeds $410,000 (increased from $400,000).

Depreciation. Extension of time to claim the 30% special depreciation allowance. You
still may be eligible to claim the 30% special depreciation allowance for a tax year that
included September 11, 2001, if you meet the following requirements.

¢ You timely filed your tax return for that tax year.

¢ You did not claim the 30% special depreciation allowance for qualified property
placed in service during that tax year.

¢ You did not make an election not to claim the special allowance.

Modified AGI Limit for Traditional IRAs Increases. For 2004, if you are covered
by a retirement plan at work, your deduction for contributions to a traditional IRA will
be reduced (phased out) if your modified adjusted gross income (AGI) is:

e More than $65,000 but less than $75,000 for a married couple filing a joint
return or a qualifying widow(er),

® More than $45,000 but less than $55,000 for a single individual or head of
household, or

e Less than $10,000 for a married individual filing a separate return.

For all filing statuses other than married filing separately, the upper and lower limits
of the phaseout range increase by $5,000.

MiLitary SALE oF HomE

The 5-year period used in determining whether the taxpayer can exclude gain from the
sale of a main home may be suspended during the period that the taxpayer or taxpay-
er’s spouse served on qualified official extended duty as a member of the Armed Forces.
This change applies to any sale of a main home after May 6, 1997, so the taxpayer may
be able to claim a refund if he or she paid tax on a gain from a sale after that date.
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New this year all volunteers should complete Form 13615, Standards of Conduct
Volunteer Return Preparation Program (VRPP). This form confirms the long tradition
of quality service delivered by our most valued volunteers. In an effort to continue to
strengthen our volunteer programs, volunteers will be asked to endorse the quality
initiatives.

Department of the Treasury — Internal Revenue Service

Form 13615 Standards of Conduct
(September-2004) .
Volunteer Return Preparation Program

The mission of the Volunteer Return Preparation Program is to provide free basic tax
return preparation for eligible taxpayers. Volunteers are the program's most valuable
resource. To establish the greatest degree of public trust Volunteers have a responsibility
to provide high quality service and uphold the highest of ethical standards.

Participants in the Volunteer Return Preparation Program commit to the following
standards of conduct

e | will treat all taxpayers professionally, with courtesy and respect

e | will safeguard the confidentiality of taxpayer information

e | will apply the tax laws equitably and accurately to the best of my ability
e | will only prepare returns within the scope of my training and experience

e | will exercise reasonable care in the use and protection of equipment and
supplies

e | will not solicit business from taxpayers | assist

e | will not accept payment for the services | provide

Volunteer Name (print) Volunteer Signature and Date
Home Street Address Daytime Telephone Number
City, State and Zip Code E-mail Address

Sponsoring Organization Name

This form is to be retained at the Site or Partner level.

Privacy Act Notice

The Privacy Act of 1974 requires that when we ask for information we tell you our legal right to ask for the information, why we are asking for it,
and how it will be used. We must also tell you what could happen if we do not receive it, and whether your response is voluntary, required to obtain
a benefit, or mandatory.

Our legal right to ask for information is 5 U.S.C. 301.

We are asking for this information to assist us in contacting you relative to your interest and/or participation in the IRS volunteer income tax
preparation and outreach programs. The information you provide may be furnished to others who coordinate activities and staffing at volunteer
return preparation sites or outreach activities . The information may also be used to establish effective controls, send correspondence and
recognize volunteers.

Your response is voluntary. However, if you do not provide the requested information, the IRS may not be able to use your assistance in these
programs.

Cat. No. 38847H Form 13615 (Rev. 9-2004)




INTRODUCTION AND
ADMINISTRATIVE GUIDELINES

Welcome to the Internal Revenue Service’s (IRS)
Military Volunteer Income Tax Assistance (M-VITA)
and Volunteer Embassy and Consulate Tax Assistance
(VECTA) Programs. As an IRS volunteer, you provide a
tremendous service to the American public and to your
community. You are about to embark on a very
challenging and rewarding task as an important
player in the tax administration process.

Every year thousands of volunteers nationally and
internationally assist millions of taxpayers with their
federal income tax return. We’ve taken great care to
improve our products and incorporate changes recom-
mended by our volunteer community. In this section, we
explain general training requirements and highlight
important administrative requirements and enhance-
ments.

Tax Year 2004 ApminiSTRATIVE ENHANCEMENTS

Standardized intake process

To complete accurate returns, you must ask certain
questions about the taxpayers and their families. An
intake form (Volunteer Tax Preparation Information
Sheet-Form 13614) is available to assist you in this
process. Form 13614 is used to screen taxpayers

to make sure they have the necessary documents
and that their returns are within the scope of the
volunteer program.

The use of Form 13614 (exhibit 1) is optional.
However, the “critical intake data” must be captured
at any time prior to the completion of each taxpayer’s
return.

A statement on page 2 contains information about
what is expected from the taxpayer, such as treating
the volunteers with courtesy and respect, and
providing complete and correct information from
which to prepare their return.

The intake form should not be signed by taxpayers.
It should be provided to the taxpayer and attached
to their copy of their tax return as part of their tax
records.

Introduction and 1
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Structured fact-gathering process

The following tools are available to assist volunteers in gathering
the data necessary to prepare accurate returns.

B Form 13614, Volunteer Tax Preparation Information Sheet
discussed earlier.

B Effective interviewing techniques discussed later in this lesson.

B Interview tips in Lesson 2, Filing Status and Filing
Requirements, Lesson 10, Earned Income Credit,
Lesson 11, Child Tax Credit and Lesson 1, Getting Started.

Standards of conduct for volunteers

Volunteers have a responsibility to provide quality service and
to uphold ethical standards. Form 13615 (the last page of the
highlights of changes) depicts the standards of conduct for
volunteers. The standards of conduct will be part of the testing
and certification process.

Site IpentiFication NumBer (SIDN) CHANGES

Each paper or electronically filed return should be identified
with the appropriate “SIDN”. This will ensure that all volun-
teer prepared returns are correctly counted once received by the
Internal Revenue Service.

Your SIDN is an 8-digit number preceded by the “letter S” that
must be entered on all returns (Forms 1040, 1040A, and 1040EZ)
you prepare—both paper and electronic. Your site coordinator
provides this number along with other necesary guidelines for
completing the return.

The SIDN should appear in the “Paid Preparer’s Use Only”
section of the return and will be discussed in detail in Lesson 7,
Finishing the Return.

2 Introduction and
Administrative Guidelines
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Exhibit 1—Form 13614—Page 1

VOLUNTEER RETURN PREPARATION PROGRAM
CRITICAL INTAKE DATA

Instructions: These questions must be asked of each taxpayer and documented on Page 2 of this form or on a
partner developed form.

TAXPAYER IDENTIFICATION

Valid picture identification for taxpayer and spouse

Taxpayer/spouse’s name

Taxpayer/spouse’s address

Taxpayer/spouse’s phone number

Taxpayer/spouse’s Social Security Number (SSN) or Taxpayer Identification
Number (TIN) (need to see official documentation)

6. Taxpayer/spouse's birth dates

TAXPAYER MARITAL STATUS

o=

1. Was taxpayer single as of December 31st of the tax year?

2. Was taxpayer legally married and living with their spouse as of December 317?

3. Has taxpayer’s spouse died within the past two calendar years?

4. Can someone else claim the taxpayer/spouse as a dependent on his or her tax
return?

DEPENDENTS

1. List all persons who lived in your home during the tax year and anyone living
outside your home that you supported during the tax year.

2. For each listed person, please note:

Person’s name as shown on taxpayer identification number documents

Person’s birth date

Person’s social security number or taxpayer identification number

Person'’s relationship to taxpayer

Number of months person lived in taxpayer’s home

Support provided by taxpayer for each person

TAXPAYER'S INCOME

1. How many jobs did the taxpayer/spouse have during the tax year?

2. Did taxpayer/spouse bring W-2s or other proof of income for the jobs noted above?

3. Did the taxpayer/spouse receive income not reported on a W-2? (i.e. Social Security
payments, interest, dividends, Form 1099s, etc.)

TAXPAYER'S EXPENSES

Did the taxpayer/spouse pay for childcare during the tax year that allowed them to work?

If yes, did the taxpayer bring the address and the identification number of the provider?

1. Did the taxpayer/spouse or any member of their household attend college or
vocational school in 20047?

2. Did the taxpayer/spouse or any member of their family pay student loan interest?

OTHER TAXPAYER INFORMATION

1. Have you ever had the Earned Income Tax Credit disallowed by the IRS?

2. Do you want to use Direct Deposit to your checking or savings account? If yes,
did the taxpayer bring the account number and the routing number of the
financial institution?

~0ooo0OTp

Form 13614 Page 1 (Rev. 9-2004) Catalog Number 38836A Department of the Treasury — Internal Revenue Service
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Exhibit 1—Form 13614—Page 2

TAX PREPARATION INFORMATION SHEET

You will need: a) Valid Picture I.D.
b) Copies of ALL W-2, 1099 Forms and proof of other income received by you and your spouse
c) Social Security Cards or Individual Tax Identification Number (ITIN) Cards or ITIN Letters for you,
your spouse and any others shown on the tax return
Did you bring a copy of your prior year's tax return? [JYES [] NO

YOUR INFORMATION:

First Name M.l.___ Last Name Social Security No. / ITIN 3 -
SPOUSE INFORMATION:
First Name M.I.___ Last Name Social Security No. / ITIN - -
ADDRESS:
Street Apt. City State ZIP

Telephone Numbers: YOU SPOUSE OCCUPATION & # Jobs

H

ome Your
Business
Spouse

Cell
Date of Birth: / / / /
MARITAL STATUS:
Were you legally married as of December 31st? Oyes CIno
If so, were you living with your spouse as of December 31st? Oyes CIno
Did your spouse die within the last 2 years? If yes, date of death [JYEs [INo
Can someone else claim you or your spouse as a dependent on their tax return? Jyes No

FAMILY / DEPENDENT INFORMATION — Do not include yourself or your spouse.
Please list all persons who lived in your home and anyone living outside your home that you supported during the tax year.

Did you provide more

] Social Security ] .| Months person lived 7
Name Birth Date Number or ITIN Relationship with you in 2004 trgﬁlirsw ggr/soosnu%p%tofgr

Did you or your spouse have income during the tax year that was not reported on a W2? CJyes [INO
Did you receive Social Security payments during the tax year? Ovyes [JNo
Did you receive unemployment payments during the tax year? O yes [INO
Did you pay for childcare during the tax year that allowed you to work? Oves LINO
If yes, did you bring the address and tax identification number for the provider? dyes [INoO
Did you or anyone in your family attend college or vocational school during the tax year? CJyes [INO
Did you or anyone in your family pay student loan interest? Oves [INo
Did you own your own home during the tax year? Oves LINo
Have you ever had the Earned Income Credit disallowed by the IRS? Cyes LInNo
Do you want to use Direct Deposit to a savings or checking account? yes [INO
If so, did you bring the account number and the routing number of the financial institution? (1vyes [INO

AFTER YOUR TAX RETURN HAS BEEN COMPLETED, ATTACH THIS COMPLETED FORM TO
YOUR COPY OF YOUR TAX RETURN.

| understand that this is a free service by volunteers. | will be patient and treat volunteers with courtesy
and respect. | agree to provide all information necessary to complete an accurate tax return. | have
reviewed the information contained in this document and agree that all the information is complete and

correct.
Form 13614 Page 2 (Rev. 9-2004) Catalog Number 38836A Department of the Treasury — Internal Revenue Service
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Taxrayer IDENTIFICATION

Prior to assisting a taxpayer, the volunteer must request proof of
identity from the taxpayer. Two forms of identification are required.
One must be photo identification such as:

e Passport

e National Identity Card

¢ Drivers License (U.S.)

e State Identification Card (U.S.)
e Military Identification Card

¢ School Photo ID

e Visa

The second form of identification must be the original or a copy of
the Social Security Card, the ITIN Card or Letter as applicable.

One or both of the forms of identification should reflect the
taxpayer’s current mailing address. If the taxpayer cannot
substantiate their identity, or if the volunteer is uncomfortable
accepting the items presented as proof of identity, the taxpayer
should seek professional tax assistance.

Privacy Anp CoNFIDENTIALITY GUIDELINES

All volunteers involved in the Volunteer Tax Preparation
Program must adhere to Privacy and Confidentiality Guidelines.
Volunteers ask several personal questions in order to complete an
accurate tax return. Taxpayers provide confidential information
and trust it will be protected. To maintain this trust, DO NOT
disclose any personal tax information gained as a result of the
service provided.

DO NOT openly discuss taxpayers by name in the presence of
other volunteers or taxpayers.

Fully complete the taxpayer’s return at the time of service. DO
NOT retain taxpayer(s) documents for a follow-up visit. DO NOT
take the taxpayers information for completion of the return outside
the presence of the taxpayer.

In addition to protecting taxpayer rights to privacy during the tax
return preparation process, IRS employees are required to adhere
to provisions of the Privacy Act of 1974 during collection of
personal information from volunteers.

Any gathering of volunteer name, address or other applicable
personal information including any system of records are subject
to and require the issuance of a Privacy Act Statement as follows:

Introduction and 5
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IRS Volunteer Income Tax Preparation and Outreach Programs
Privacy Act Notice

Privacy Act Notice- The Privacy Act of 1974 requires that when
we ask for information we tell you our legal right to ask for the
information, why we are asking for it, and how it will be used.
We must also tell you what could happen if we do not receive it,
and whether your response is voluntary, required to obtain a
benefit, or mandatory.

Our legal right to ask for information is 5 U.S.C. 301.

We are asking for this information to assist us in contacting you
relative to your interest and/or participation in the IRS volunteer
income tax preparation and outreach programs. The information
you provide may be furnished to others who coordinate

activities and staffing at volunteer return preparation sites or
outreach activities. The information may also be used to establish
effective controls, send correspondence and recognize volunteers.

Your response is voluntary. However, if you do not provide the
requested information, the IRS may not be able to use your
assistance in these programs.

The statement is a statutory requirement, whether the
person being asked to supply information is an employee
or a taxpayer or a potential volunteer.

EvaLuation PRocess

We welcome your comments and suggestions for improving our
products and encourage you to respond to the course evaluation
surveys included in your kit.

Your instructor will give you specific instructions on completing the
form. If you are taking this course self-study, please contact your
local IRS SPEC office or your site manager for details. Your
instructor will also give you information on how to complete this
form on the internet and transmit directly to the vendor who will
compile the evaluations.

ScoPe AnD SEauENCE oF THE COURSE

Most taxpayers are either wage earners or pension earners.
Therefore, we have organized this training material in three
modules: basic, wage earner, and pension earner. There are
instances where a site serves both wage earners and pension
earners. Your instructor has worked closely with the coordinator(s)
at the site where you will assist taxpayers to determine which
lessons you should learn.

6 Introduction and
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Basic Module

All volunteers must complete the following lessons and the appli-
cable lesson(s) from the Military and International specific module.

Introduction
Lesson 1 — Getting Started
Military Segments
Dependency Exemptions
Exemption For Foreign Spouse Or Dependent
International Segment
Exemption for a Foreign Spouse
Lesson 2 — Filing Status and Filing Requirements
Military Segment
Filing Status
International Segment
Filing Status Issue
Lesson 3 — Income
Military Segments
Income
Other Income
International Segments
Worldwide Income
Self-Employment Tax
Rental Income And Expenses
Lesson 4 — Adjustments
Military Segment
Moving Expenses
Lesson 5 — Standard and Itemized Deductions & Tax Computation
Military Segments
Travel Expenses
Miscellaneous Itemized Deductions
International Segment
Business Travel Expenses
Lesson 6 — Miscellaneous Credits
International Segment
Foreign Tax Credit
Lesson 7 — Finishing The Return
Military Segment
Finishing and Filing The Return

Introduction and 7
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Wage Earner Module

Volunteers who will be assisting wage earners need to complete the
following lessons:

Lesson 8 — Credit For Child and Dependent Care Expenses
Lesson 9 — Education Credits

Lesson 10 — Earned Income Credit

Lesson 11 — Child Tax Credit

Pension Earner Module

Volunteers who will be assisting pension earners are required to
complete the following lessons:

Lesson 12 — Sale of Stock
Lesson 13 — Sale of Home
Military Segment
Sale of Home

Lesson 14 — Pensions

Military and International Specific Lessons

Volunteers must complete the Military and International specific
module if applicable.

Lesson 15 — Foreign Earned Income Exclusion
Lesson 16 — Tax Options For Combat Zone Participants
Lesson 17 — Aliens

Lesson 18 — Home Leave

Testing and Certification

All volunteers must take the applicable test to show that they can
complete returns accurately. You may use this text and all refer-
ence materials to complete the test. Volunteers who do not pass the
test may take the appropriate retest. Instructions on taking and
grading the test are in the Test and Retest Booklets.

Proof Copies of Forms

Forms imprinted in this publication were current as of the “draft”
date shown on each form. Final forms may be found at www.irs.gov
and may have supplemental changes. Be sure to compare the
final forms with those in this publication and make sure
you understand processing changes (if any) before helping
taxpayers with their returns.
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Exercises and Exhibits

It is important that you take the time to complete the exercises

to achieve the objectives in each lesson. Studies have shown that
long-term retention of information increases dramatically if you
put pencil to paper in responding to questions and problems. The
Volunteer Assistor’s Guide is your learning tool and you may mark
it up in any way you wish.

Note: Answers to all exercises are available at the end of the
lesson.

Each exercise is separated from the rest of the text by a border
design. Write out your answer to each exercise, and then check it
immediately against the answer provided. If your answer is differ-
ent, work the problem again. If you need additional reinforcement,
review any parts of the text that apply.

The exercises are designed to give you practice, to emphasize what
we think is important, and to help you complete your training suc-
cessfully.

The coursebook contains a large number of exhibits of the various
tax forms and schedules. These exhibits are numbered starting at
the beginning of each lesson. Many of the exercises contain exhibits
of blank forms, or part of the form, that you must complete.

Lesson Features

Introduction and Objectives

There is a brief Introduction to each lesson or segment which
provides an overview of the topics to be covered, as well as how
to apply the information when assisting taxpayers.

Summing Up This Section, Segment or Lesson

This boxed feature appears at the end of each lesson. It provides
you with a summary of the main points covered in the lesson. Used
together, the lesson summaries provide a comprehensive overview
of the course content.

Sidebar Features

Sidebar features appear in the outer margins (left and right) of the
text. These boxed features emphasize important points presented
in the lesson, or provide additional, related information. Potential
Pitfalls point out commonly made errors and indicate ways to
avoid these errors. Alert! identifies pending legislation, tax law
changes, or tax form changes that were expected, but not enacted or
in final form when this publication went to print. Interview Tips
encourages volunteers to ask probing questions to get complete
and accurate information from the taxpayer. As a volunteer please
confirm that you have the latest information on the tax law and
forms before assisting your clients.
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QuUALITY OF SERVICE

The goal of the Volunteer Return Preparation Program is to pro-
vide high quality service. The following list suggests some ways to
ensure that each return is prepared correctly:

B Where possible, prepare the return using electronic filing
software.

B Use the fact-gathering tools described earlier, the intake form,
Interview tips, etc.

Use a calculator to check your math (paper returns).

Refer to Publications 4012 and 17 and technical resources for
help with complicated topics.

Use the checklists and worksheets provided.
Consult with other, more experienced volunteers.
Call the Volunteer Hotline (described below).

B Use the information conveyed in Volunteer Quality Alerts

Volunteer Hotline

There is a toll-free hotline available for volunteer use only. This
hotline is a source of tax information for volunteers. When you use
the hotline, identify yourself as a volunteer.

The hotline number is 1-800-829-8482 (829-VITA). Do not give
this number to taxpayers. This service is generally available
between February 1 and April 15th.

Do not use this hotline to order forms or schedules. Instead, contact
your IRS Territory Manager.

EFrecTIVE INTERVIEWING

To complete accurate returns, you must ask certain questions about
the taxpayers and their families. The Volunteer Resource Guide
(Publication 4012) included in this training kit contains inter-
view questions and decisions trees to assist you in obtaining spe-
cific technical information from taxpayers. It is important to set the
appropriate climate to obtain this information.

It is also important to be sensitive to the needs of all taxpayers you
assist, especially those with disabilities. All references to taxpayers
with disabilities should reflect the individuality, equality and
dignity of the person.

B Refrain from using such terms as “handicapped, physically or
mentally challenged, differently challenged”. It would be better
to use:

Person(s) with a disability;

Persons who are blind; persons who are visually impaired;
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Persons who are deaf; persons who are hearing impaired or
hard of hearing;

Persons who use a wheelchair;

Persons who are physically disabled; or persons with mental
retardation.

Steps to Effective Interviewing:

1.
2.
3.

10.
11.

Make necessary introductions and engage in small talk.
Preface what will take place during the interview.

Share your intentions and any hopeful results/benefits for the
taxpayer.

Allow the taxpayer to share any expectations, needs, and/or
concerns.

Respond with active listening skills.
A. Create a “safe” climate.
B. Remember your nonverbal listening clues.
C. Listen, then respond by:
1. restating,
2. paraphrasing, (and/or)
3. encouraging

Ask the first key tax question, creating an awareness about
why the tax information is needed.

A. Make no assumptions.
B. Ask no leading questions.
C. Ask, “What have you brought with you today?”

Continue to ask questions. Define any terms that may be unfa-
miliar to the taxpayer.

Check your own comfort level.

Respond to any misunderstandings.

Continue with effective questioning and active listening.
Overcome any communication barriers.

A. Stay on track. (“I hear you.”/repeat question)

Allow adequate response time.

Avoid making assumptions.

°aw

Deal with taxpayers.
1. Silent (“tell me more about...”)
2. Upset (paraphrase)

E. Concentrate.
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12. Indicate the taxpayer’s next steps. Inform the taxpayer about
the M-VITA/VECTA Programs and stress the benefits of accu-
rate record keeping.

A. Express confidence in having completed an accurate tax
return.

B. Part cordially.

WhHaTIF...?

Use these questions and answers to provide quick and accurate
information to taxpayers who have administrative questions.

1. What if a taxpayer or dependent does not have a social
security number?

Taxpayer Identification numbers are required for all taxpayers and
dependents. Taxpayers who do not have a social security number
and are eligible, must apply for one by using Form SS-5, Application
for a Social Security Card. This form is available from the Social
Security Administration and U.S. Citizens must show proof of age,
identity, and citizenship when they apply for a social security num-
ber. Individuals who are age 18 or older must apply at the Social
Security Administration office in person rather than by mail.

2. Who needs an Individual Taxpayer Identification (ITIN)
Number?

An ITIN is available for certain resident and nonresident aliens,
their spouses, and their dependents who are not eligible for a
SSN. To obtain an ITIN, you must complete, sign, and submit IRS
Form W-7, Application for IRS Individual Taxpayer Identification
Number to the Internal Revenue Service with proper documenta-
tion to support your status.

3. What if the taxpayer needs an IRS form or publication?

Most IRS offices and many post offices and libraries have IRS forms
that taxpayers may take or photocopy. They also have the instruction
booklets for specific forms and publications. Remind the taxpayer
that forms can also be ordered by calling the IRS on 1-800-829-3676
(1-800-TAX FORM) or from a fax machine dial (703) 368-9694.

The IRS Internet site (www.irs.gov) provides instant access

to federal income tax forms, instructions, publications, and
information on free tax assistance programs, electronic tax filing,
and more 24 hours a day. Current and prior year federal tax
products and information are available for downloading.

4. What if the taxpayers move?

Taxpayers should use Form 8822, Change of Address, to notify the
IRS of any change of address. If the taxpayers plan to move after
sending the return and before a refund is received, they should
notify their old post office and the IRS of their new address. (See
item #3 for information on how to order Form 8822.)



5. Which address should taxpayers use, their street address
or their post office box?

If the post office delivers mail to the post office box rather than
to a street a