
CyberTax 

February 10, 2012 

 

To: CyberTax volunteers 

Subject: CyberTax 2012-02: AARP Foundation Tax-Aide 2012 season news and notes 

 

On February 1, 2012, we kicked off the 44
th

 year of the AARP Foundation Tax-Aide program. Now 

we’re over a week in. It hasn’t been easy, but your role in this tremendous organization is one that 

deserves accolade. As your season picks up speed and we work with others to smooth out the bumps, 

know that taxpayers and I, on behalf of the National Staff and AARP Foundation, are grateful for the 

challenges you face to help those appreciative taxpayers file another year’s return.  

 

Beyond gratitude, there are a few other items I will share with you all, as well as some information 

below that may be of interest to Local Coordinators. 

 

1. My staff and I have been in direct contact multiple times with CCH Small Firms Services 

(the makers of TaxWise) and their President Jeff Gramlich regarding the first day issues with 

TWO. CCH/SFS knows, I know, and the IRS knows, TWO users were let down to start the 

season. Your volunteer leaders asked Jeff for “reliability” above all else. He agreed in his 

apology and said he wanted TaxWise to work like water from a faucet- turn it on and it goes. 

Jeff also noted how important financially the IRS contract is to his company. I am not 

attempting to placate you by sharing these details. I want you to know that we share your 

frustration that taxpayers had to be turned away or wait too long for service for reasons out of 

your control. It’s not fair to you or to them. I understand and I am sorry. We will continue to 

work on these issues with the IRS and CCH/SFS. 

2. On a brighter note, last year, your combined efforts and focus got us to nearly 90% accuracy 

based on the IRS return reviews. Thank you! Those are numbers we take great pride in and 

hope you do too. Please continue to keep accuracy in mind this year as you work together to 

quality review returns and improve on that number yet again. 

3. The National Tax Training Committee (NTTC) and the IRS have released a few corrections 

for Publication 4012 “Volunteer Resource Guide” which may be helpful to you. Those 

corrections are attached. 

4. AARP Foundation Tax-Aide is mentioned in Keep More of Your Cash- 77 Ways to Spend 

Less For What You Need Most, a Consumer Reports publication. It’s another credit to your 

effort and our overall quality to be mentioned by such a well-respected and well-known 

organization. 

5. Have a great and successful season and thank you again for all that you do. 

 

Local Coordinators, the following information may also be particularly interesting or helpful for you. 

 

Customer Satisfaction Surveys 

We are receiving many, many surveys from 2011.  We cannot use them, and it costs us approximately 

50 cents in postage for each to be mailed to us.   We encourage volunteers to order the new tax record 

envelopes without the survey attached (D12225 [911]) to provide to taxpayers we serve in 2012.  They 

could point taxpayers to the online survey highlighted on the envelope and found at 

www.aarp.org/tasurvey. Although we know many of our clients do not use the Internet, this online 

http://www.aarp.org/tasurvey


survey is essentially free. We, therefore, would like to continue it and increase its usage year after year.   

If volunteers have a supply of 2011 envelopes with the survey attached, please ask them to remove the 

survey from envelopes produced in other years (2011 and earlier, D12225 [910 and earlier]) before 

giving them to a taxpayer so that we do not incur postage costs.  

Over-the-Phone Interpreter Services 

The IRS has a service they’re making available to their volunteer  programs at no cost to us to have an 

interpreter available in 132 languages over the phone.  The IRS is  very eager for more programs to use 

the service this season.  They would provide training about how to connect to the service and how to ask 

questions of the taxpayer through the interpreter.  It would require someone using a telephone (a site-

owned phone or the taxpayer or volunteer’s phone) and passing it back and forth between the taxpayer 

and the volunteer to connect with the interpreter service.  If any of your sites  have even an occasional 

need for such a service and would like to participate, please let Dorothy Howe, Assistant National 

Director, know.  Her contact information is dhowe@aarp.org, direct line 202-434-3204 or toll-free 1-

800-424-2277.  She will work with the IRS to set up training for someone at the site level.    

Deaf Taxpayers 

A new resource “How to Help Deaf Taxpayers” will be available on the Volunteer Portal next week to 

help local volunteers know what to do if a deaf taxpayer contacts a site requesting interpretation 

services.  The staff at the National Office will assist volunteers to find the best local resource to help the 

taxpayer.  In addition to utilizing local resources for volunteer interpreters, in some cities there is a 

possibility of utilizing Deaf Tax,  which  is a nationwide initiative that provides no-cost volunteer 

income tax preparation assistance only to low income, deaf and hard of hearing taxpayers. This is a new 

public/private sector effort led by the National Disability Institute and DeafTax.com with support from 

the IRS, numerous non-profits, and organizations across the U.S.    

Incident Review Forms 

Also available next week will be a “Quick Reference Guide to Completing Incident Review Forms” 

to assist local leaders know when and how to file an Incident Review form.   Please continue to send 

your ideas on how to streamline and improve the Incident Review process to Marcy Gouge at 

mgouge@aarp.org.  

Thank you. 

 

Sincerely, 

Bonnie Speedy 

Vice President and National Director 

AARP Foundation Tax-Aide 
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