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Screening and Interviewing 

As an AARP Foundation Tax-Aide Volunteer, we strive to assist eligible taxpayers in satisfying 
their tax responsibilities by providing free tax return preparation. To establish the greatest 
degree of public trust, the IRS and the AAARP Foundation require the taxpayer and the 
volunteers to use the Form 13615-C, Intake & Interview Form.  
 
Learning Objectives 

 Understand Form 13614-C –Intake Sheet 

 Understand taxpayer role in completing eight page Intake Booklet including the three 
taxpayer consent forms 

 Be prepared to answer potential taxpayer questions concerning the three required 
consent forms 

 Understand volunteer’s role in reviewing and discussing the Intake Sheet with the 
taxpayer 

 Understand volunteer’s role in ensuring taxpayer’s return is in scope 

 Understand volunteer’s role in asking probing questions to understand facts and resolve 
tax issues 

 Understand volunteer’s role in exercising due diligence 
 
All taxpayers should be confident they are receiving accurate return preparation and quality 
service using Tax-Aide services.  
 
All volunteers must maintain the highest standards of ethical conduct and provide quality 
service and pass the Volunteer Standards of Conduct certification test. Each volunteer must 
sign and date the Form 13615, Volunteer Standards of Conduct Agreement each year, stating 
they will comply with the Quality Site Requirements (QSR) and uphold the highest ethical 
standards. 

 
Important note on the IRS Certification Tests: 
Towards the end of your Self-Study, you should consult with your coach, Instructor or 
Local Coordinator.  They will advise and answer any of your concerns or questions. The 
tests are open book and you are encouraged to use the IRS Line and Learn Central website 
to facilitate the test taking. 
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Screening and Interviewing 

Getting Started: 
Open NTTC Modified Pub 4012 Volunteer Resource Guide, (use unmodified IRS 
version before the mid December release) Tab B 

Page B-2 and B-3 Form 13614-C Job Aid for Volunteers 
Pages K-7 through K-11 Quality Review 

 
 

Volunteer Agreement and Expectations 
1. Required Training and Certification 

a. Volunteer Standards of Conduct – Ethics Training IRS Pub 4961 
b. Intake/Interview and Quality Review 
c. Pass the IRS Advanced Course Test – IRS Form 6744  
d. Volunteer Standards of Conduct Agreement – VITA/TCE Programs IRS Form 13615 
e. AARP Foundation Tax-Aide Policy (3.3.3):  

Satisfactorily complete practice returns (“Proficiency Problems”) as specified by the 
State Coordinator in coordination with the Training Specialist.  

 

Confidentiality Statement:  
All tax information you receive from taxpayers in your volunteer capacity is strictly 
confidential and should not, under any circumstances, be disclosed to unauthorized 
individuals. 

 
 
 
 
 
 
 

Feedback: 
Please email:   selfstudy@aarpfdntaxaide.org.  Appreciate suggestions and comments. 

 

https://www.irs.gov/pub/irs-pdf/p4012.pdf
https://www.irs.gov/pub/irs-pdf/p4012.pdf
https://www.irs.gov/pub/irs-pdf/p4961.pdf
https://www.irs.gov/pub/irs-pdf/f6744.pdf
https://www.irs.gov/pub/irs-pdf/f13615.pdf
mailto:selfstudy@aarpfdntaxaide.org?subject=Feedback%20-%20Self-Study%20Program
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Screening and Interviewing 

Screening and Interviewing – from NTTC Training Slides TY18 

 Form 13614-C 

 Pub 4012 – B-3 to B-4 

 Pub 5101 – Intake/Interview And Quality Review Training 

Screening and Interviewing 

 Preparation of tax return does not begin until a thorough screening and 
interview has taken place 
Reviewing and discussing with the taxpayer  

All 8 pages of the new Tax-Aide Intake Booklet  
Ensuring return is in scope 
Using probing questions to understand facts and resolve tax issues 
Exercising due diligence 

Engage the Taxpayer 

 Put taxpayers at ease 

 Be positive and friendly – build rapport 

 Introduce yourself with a smile   

 Engage in small talk 

 This is not an adversarial relationship 
Effective Interviewing 

 Speak clearly, simply, and loud enough 

 Reassure taxpayers (“I understand”) 

 Ask effective questions, i.e., probing and open-ended 

 Use active listening skills 

 Allow the taxpayers time to respond 

 Let taxpayers explain in their own words 

 Paraphrase to show understanding 

 Don’t be afraid to say, “I don’t know – let me check” 

 Involve the taxpayers 

 Be mindful of the taxpayer’s privacy 
 

https://www.irs.gov/pub/irs-pdf/f13614c.pdf
https://www.irs.gov/pub/irs-pdf/p4012.pdf
https://www.irs.gov/pub/irs-pdf/p5101.pdf
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Screening and Interviewing 

Explain the Steps 

 Remind taxpayer that it is their return and they responsible for its completeness 

 Review taxpayers’ situation – answer any questions – update the Intake Booklet 

 Review and have taxpayers sign the 3 consent forms (click to review) 

 Organize supporting documents 

 Prepare the return 

 Initial review of the return 

 Quality Review 

 Wrap-up: print copies, signatures, etc. 

IRS Intake Booklet – Form 13614-C 

 Required starting point for taxpayers – complete Form 13614-C – Pages 1-3 of 
booklet 
Basic information counselor needs to assist in the preparation of the tax return 
Taxpayers fill out, but volunteers may need to assist 

 Counselor’s starting point with taxpayers 

 Before starting return, volunteer should: 
Make sure all questions on 13614-C have been answered by the taxpayer 
Change “Unsure” answers to “Yes” or “No” based on answers to interview 
questions 
Verify that the return is in scope 
Verify return is within volunteer’s certification and training level 
Complete those areas that are the responsibility of the volunteer (gray shade) 
Review the Global Consent Form on page 4 of the Form 13614-C, the Relational 
EIFN form on page 5 of the Intake Booklet and the Sharing Form on page 8 of the 
Intake Booklet. 

Note…Many sites have the Client Facilitator ensure that Intake Booklet is 
completed before release to Counselor 

 Counselor must still  
Review entire booklet with taxpayer 
Ask appropriate questions to verify accuracy of all information 

 

First Step – Screen for Eligibility 

 Confirm identity of taxpayers with photo ID 
LC approval required for exceptions, should be very rare 
Personal verification of ID by counselor 

 Confirm Social Security or other taxpayer identification number for every 
person listed on the return 



 

2018 NTTC Self-Study                                                                   5  

Screening and Interviewing 

Taxpayer Identification Number 

 Best – Social Security card or Individual Taxpayer Identification Number (ITIN) 
letter 

 Alternatives  
Other documents issued by Social Security Administration such as SSA-1099 or 
Social Security Administration letter -OR- 
A review of the taxpayer’s copy of last year’s return 

 

Screen for Eligibility 

 Review Intake Booklet for any out of scope items 

 Sort taxpayers’ documents for sources of income and expenses 
Note: verify tax year 
Review for any out of scope items by using the AARP Tax-Aide Scope Manual 
Begin interview process 

 

The Interview Process 

 Stress to taxpayers that 
It’s their return and they are responsible for accuracy of all data provided  
They must have accurate and complete records if audited by IRS 

 Review Intake Booklet and confirm/clarify all Yes, No or Unsure answers  

 Update Intake Booklet with all missing or corrected information 

 Use the Intake Booklet to guide your discussion with the taxpayer 

 Add notes on Intake Booklet during interview to help Quality Reviewer 
determine if return is accurate 

 
Complete the three consents before proceeding 
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Screening and Interviewing 

Probing Interview Techniques 

 Engage taxpayers in a conversation to clarify their answers and identify other tax 
issues that may affect tax return 

 Verify any issue that is not clear, ask more questions until you are satisfied you have 
all the facts 

 Verify and clarify information which appears to have changed from last year’s tax 
return 

 Verify that taxpayer has all needed documents – do they reflect the answers on the 
Intake Booklet? 

 Verify accuracy of documents and receipts 

 Use due diligence 
 

Due Diligence Is…  

 Asking sufficient and thorough questions to ensure accuracy and completeness of 
tax return -AND- 

 Verifying accuracy of documents presented OR determining when to rely on, in good 
faith and without verification of, taxpayer’s oral/handwritten testimony -AND- 

 Ensuring a second person quality review 

 Counselors must ask questions if information furnished appears to be incorrect, 
inconsistent, or incomplete  

 Counselors may not ignore information furnished to, or actually known, by him/her 

 Counselors must not KNOWINGLY prepare a false return! 

 If during interview, Counselor becomes concerned with accuracy of taxpayer’s 
documents or answers – should consult with Local Coordinator 

 Counselors should not prepare return if not comfortable with results of interview 
with taxpayer 

 

Relying on Good Faith 

 You can rely in good faith on information from a taxpayer without requiring 
documentation as verification  

 Returning taxpayer has usually established credibility 
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Screening and Interviewing 

After the Interview: Four Options 
1. Begin to prepare taxpayer’s return 
2. Advise taxpayer to bring missing documents another day; help set up an 

appointment 
3. Hand off to another Counselor if not in your “comfort zone” or within your training 
4. Advise taxpayer that return is out of scope and why  

First, discuss situation with Local Coordinator/other Counselors  
Return Intake Booklet and all other documents to taxpayers 
 

 

Intake/Interview & Quality Review Test 

 All Local and Shift Coordinators and Counselors must pass the test 

 All Client Facilitators must pass test 

 Ten open book questions 

 The Intake/Interview and Quality Review Test is included in the IRS Link and Learn 
Online Certification test and the Form 6744 test book. 

 Pub 5101 is the IRS’ Intake/Interview and Quality Review Training and provides 
additional training materials for self-study 

 
 
  

https://www.linklearncertification.com/d/
https://www.linklearncertification.com/d/
https://www.irs.gov/pub/irs-pdf/f6744.pdf
https://www.irs.gov/pub/irs-pdf/p5101.pdf
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Screening and Interviewing 

 
Screening and Interview Quiz 
 

 

1.  The taxpayer marked question on interest as 
“unsure”. Upon questioning taxpayer responds 
that did receive $6 as shown on their bank 
statement. 
What do you do? 
 

 

2.  A taxpayer says he/she is self-employed, but 
only documentation is some poorly handwritten 
notes and his/her answers during interview are 
inconsistent and evasive 
What do you do? 
 

 

3.  A taxpayer does not have photo ID with 
them, but you know them personally 
What should you do? 
 

 

4.  A taxpayer does not have Social Security 
cards for two dependents but did bring a copy 
of last year’s return that was completed by a 
paid preparer 
What do you do? 

 

4.  If the taxpayer declines Consent #2, what do 
you tell the them? 
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Screening and Interviewing 

2018 Intake Booklet   (click to return to Explain the Steps) 
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Screening and Interviewing 

(click to return to Explain the Steps) 
  



 

2018 NTTC Self-Study                                                                   11  

Screening and Interviewing 

(click to return to Explain the Steps) 
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Screening and Interviewing 

Consent #1 

(click to return to Explain the Steps)  
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Consent #2 

 
(click to return to Explain the Steps) 
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Screening and Interviewing 

 

(click to return to Explain the Steps) 
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Screening and Interviewing 

 
(click to return to Explain the Steps) 
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Screening and Interviewing 

Consent #3 

 
 
(click to return to Explain the Steps) 
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Screening and Interviewing 

 

Answers to Learning Review  

1.  Change answer to “Yes” and record the $6 on Intake Sheet to alert Quality Reviewer 
about interest 
 

2.  Talk to your Local Coordinator and explain the situation. Do not prepare the return if 
you are not satisfied with the accuracy of the information. 
 
3.  Talk to your Local Coordinator who can approve an exception to the rule, especially 
since the taxpayer is personally known to you 
 

4.  Discuss situation with Local Coordinator to determine if can use a copy of last year’s 
return to confirm social security numbers  
 

5.   If you do not consent, it will not affect the preparation of your return. However, we 
will not be able to e-File your return. We will provide you a paper return that you must 
mail to the IRS and you will have a longer wait to receive any refund. 
 

 


