
Date: January 17, 2012 

To: All Volunteers for AARP Foundation Tax-Aide 

From: Bonnie Speedy, National Director 

Subject: CyberTax 2012: 01 - Volunteer Standards of Professionalism 

 

Welcome to another tax season!  We are happy to have you join over 35,000 nationwide volunteers who 

provide great service to taxpayers through the AARP Foundation Tax-Aide program.   

This past tax season was a banner year for AARP Foundation Tax-Aide, with over 2.5 million taxpayers 

served in over 6,100 sites nationally. Taxpayers cite the impact that the program has had on their lives.  They 

respond to the standard questions that we’ve asked consistently since 2001 by stating that they are very 

satisfied with the service they receive and return year after year for that reason.  Using new questions on the 

2011 Customer Satisfaction Survey, we learned that the program not only gives nine out of ten taxpayers 

peace of mind knowing that their taxes are being prepared by a knowledgeable volunteer, it has reduced the 

anxiety seven out of ten taxpayers have when doing their taxes.  In addition, four in ten say that they now have 

money to cover other expenses.  Almost half of those who have used AARP Foundation Tax-Aide in the past 

report that they used their refund or money they would have paid to a preparer to pay bills. These new 

questions confirm with a different lens the tremendous respect taxpayers have for you and appreciation for 

your critical assistance with their tax return.   

Despite this extremely high taxpayer satisfaction, many volunteers reported an increasing concern that 

taxpayers were acting inappropriately at tax sites, perhaps in part due to increased financial pressures caused 

by a poor economy.  As you are aware, we remain concerned about the escalation of inappropriate taxpayer 

behavior and developed emergency response guidelines sent to volunteers via email last season.   

Concurrently, the National Office received a few specific reports of inappropriate action by both volunteers 

and taxpayers across the country.  In today’s age of instant and wide-ranging communications available to 

anyone with Internet, in addition to our concern about the well being of everyone, such reports have the 

potential to damage the good work that this program (you) accomplish each year helping low- and moderate-

income taxpayers.   

As a result, the National Office, working with a key team of program volunteers, has created two documents to 

formalize the best practices and ideals that govern our daily interaction at sites.   In the next section, you’ll 

find the Standards of Professionalism for AARP Foundation Tax-Aide Volunteers.  I ask you to review 

each of these documents carefully, and to ask questions of your supervisor to ensure that you fully understand 

the expectations for volunteers.  AARP Foundation Tax-Aide volunteer leadership will be responsible for 

upholding these standards at tax sites and completing an Incident Review Form if serious problems occur for 

review by their supervisor and the National Office as appropriate.  

Knowing that the interaction is a two-way street, we’ve also created the Taxpayer Information and 

Responsibilities for sharing with taxpayers at your sites to convey our expectations for them.  

This form is available on the Extranet (www.aarp.org/tavolunteers) if you have not seen it yet. 

Volunteers have a right and expectation of respect and safety while volunteering at a tax site.  If an interaction 

with a taxpayer or other volunteer becomes difficult for you, immediately seek assistance from your local site 

coordinator/leader. 

We’re looking forward to another successful year and hope these tools will help pave the road to success.  

Enjoy the season and the good work you do in your community.  

Sincerely, 

 
Bonnie Speedy 

http://assets.aarp.org/www.aarp.org_/articles/taxaide/extranet/tpinfoandresponengl.pdf


Standards of Professionalism  

AARP Foundation’s Tax-Aide program relies on its credibility for its success. Volunteer relationships 

with taxpayers at our sites are one of the largest measures of determining our credibility. We must provide 

a congenial atmosphere as stress-free for our taxpayers, who may already be anxious, as possible. To that 

end it is important for our volunteers to conduct themselves in a professional manner.  

This document is intended to remind you of our professional standards and will cite some specific 

situations which we need to avoid, as well as others which we need to encourage. When our relations with 

our taxpayers become stressful, those encounters may reflect badly on our volunteers and also on our 

program. Inappropriate behavior by our volunteers needs to be identified and promptly addressed.   

At the same time, we recognize that our volunteers deserve to be treated with respect and work in a safe 

environment. To that end you are encouraged to involve your site coordinator when you have a 

concern about what’s happening at your site or any time and immediately if you feel your 

environment is unsafe.   

Standards of Professionalism 

1. A hallmark of professionalism is to limit conversations to topics necessary to accurately complete an 

income tax return. Discussion of politics, race, nationality, gender, sexual orientation, gender identity, 

religion and the impact of income tax policies are inappropriate, since each of them can become an 

unnecessary source of conflict between volunteers and taxpayers. 

2. Treat all taxpayers equally and with courtesy regardless of their race, nationality, gender, sexual 

orientation, gender identity or religion.  

3. Follow AARP Foundation Tax-Aide policies at all times. Only prepare tax returns that are identified 

as being “In Scope,” regardless of any additional knowledge of income tax law that you may have. There 

are no exceptions to this policy!  If you do not follow this policy, you will be working outside the 

protection of the Volunteer Protection Act and will be personally liable for your actions. 

4. All income tax returns will receive a quality review by a second IRS-certified volunteer in the 

presence of the taxpayer. This is a required part of AARP Foundation Tax-Aide tax preparation process, 

and there are no exceptions. 

5. Do not discuss or share a taxpayer’s information with anyone who does not “need to know” in order 

for you to complete the return. 

6. When an issue arises regarding the completion of a taxpayer tax return that requires consulting 

another volunteer, please discuss the issue (without mentioning the taxpayer’s name) away from the 

taxpayer and in a low voice. This ensures not only the protection of the taxpayer’s privacy, but also that 

any difference of volunteer opinion is resolved in a way that sustains the taxpayer’s confidence. 

7. If a taxpayer should become angry, do your best to defuse the situation. If that is not successful, move 

the discussion to a quiet area, if possible, and immediately involve the site coordinator. 

8. Provide appropriate needed assistance to those with a disability to ensure they feel welcome at your 

site and that their specific needs are accommodated. If requested assistance is not readily available, report 

the concern to your site coordinator who will involve the district coordinator and others as appropriate. 

9. Do not provide the full name, address, phone or email information for any AARP Foundation Tax-

Aide volunteer to a taxpayer or agency. Refer such inquiries to your site coordinator who will respond. 


