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Background for the Report 
 
This report, on a hypothetical tax program, attempts to offers some alternative ideas and 
examples on how a Tax Assistance program might be organized, structured and implemented.  
Although the report is based upon the current RSVP Program, it is incomplete, only a draft and 
possibly even inaccurate because of the limited knowledge the author had about the total 
program. The report was prepared because, after one and a half years of contributions to the San 
Jose PRNS RSVP Tax program, the author decided to withdraw from that program and was 
asked what could be done to make it more satisfying to him.  The implementation of one or more 
of the ideas in this report, or modifications of them, might create an organization in which 
volunteers could find greater enjoyment and satisfaction. 
 
The presentation of these ideas is in no way intended to imply fault or anything wrong with the 
current program and how it is operated.  And it certainly is not intended to criticize any of the 
great people in the program. 
 
The next page reproduces a copy of the agenda for the first advisory meeting that the author 
attended as a newly appointed Local Coordinator.  It was an excellent agenda but the author 
came away feeling as if he did not have satisfactory answers to most of the items.  He has tried to 
supply, as part of this report, some ideas, which could help supply answers to some of those 
items. 
 
If the development of a formalized and revised operating plan for the RSVP Tax Program is 
undertaken, the effort should involve and seek input from all of the major program contributors 
and leaders.  Careful consideration must be given before any changes are made to functions and 
procedures that are currently working.  If a group decided to undertake such a project and so 
desired, the author of this report would be willing to volunteer to participate or even help guide 
the effort. 
 
 
 



 
RSVP TAX STEERING COMMITTEE  

PROGRAM PLANNING MEETING 
 

Monday, July 15,2002 
 LARGE CONFERENCE ROOM, 9:30AM - 3:OOPM 

 
PURPOSE OF THE MEETING 
To discuss issues related to the Income Tax Program and develop ongoing partnerships that will help 
sustain and enhance the RSVP Tax Program. 
 
OUTCOMES 
•     Clarify current issues of the RSVP Income Tax Program 
•     Identify specific goals and objectives of the Tax Program 
•     Develop an action plan to meet the needs and objectives of the Program 
 

PROCESS 
 
I.      Welcome & Introductions 
II.    RSVP Income Tax Program Organization and Structure 

A.    Develop a Purpose Statement for the RSVP Income Tax Program 
1.     What are we trying to accomplish? 
2.     How-will we accomplish it 
3.    Why? What is the reason for this effort?  

B.    How can we enhance and expand our partnerships with IRS, AARP and the 
individual Tax Sites?  

C.    Delivery of Service 
1.     Number of Sites and Size of Counselor Staff (i.e., fewer sites and more staff)? 
2.     Location of Tax Sites 
3.     City and tax site support of the Income tax program  

a.     Work space/privacy/electrical outlets  
b.     General availability days and times  
c.     Appointment assistance and follow-up  

D.    Administrative Support 
1.     Computer equipment, acquisition and storage 
2.    Hardware and software support 
3.    RSVP Administration and Coordination 
4.     Tax forms - ordering and replenishing  

E.    Program Support 
1.     Recruitment of qualified counselors 
2.     Marketing and publicity 
3.    Training/Service Learning/SJCC/MAEP  

F.    Develop sub-committees to address and come up with action plans to meet the 
objectives of the program  

G.    Questions & Conclusions 
 

Next Meeting: 
 



Mission Statement 
 
 

Provide quality income tax 
assistance to qualified senior and 

low-income individuals in the city 
of San Jose. 



Strategy 
 
A special RSVP Tax Aid organization, consisting of three major divisions, would be formed 
under PRNS.  One or more paid employees of PRNS would head Operations, Support, and Site 
Facilities.  The functions within these three divisions would be performed by volunteers under 
the direction of the head(s) of the Divisions.   
Twelve or more Teams of volunteer Tax Counselors would be formed to visit various sites, such 
as the senior and community centers, throughout the city on a regular schedule from February 1 
to April 15.   
Under the direction of the Division Heads, volunteers would plan and prepare for the new Tax 
Season from June to December. 
 
Support for the program would come from the city of San Jose, AARP and the United States 
Internal Revenue Service. 

 
Managing and Maximizing Resource Utilization  
 
Resources: 

 PRNS – RSVP Management, Staff and support systems 
 Trained and experienced volunteer Local Coordinators and Support Coordinators 
 Trained and experienced volunteer Tax Counselors 
 New Tax Program volunteers 
 Potential Tax Sites at Senior and Community Centers 
 Information Technology expertise 
 
PRNS – RSVP Management, Staff and support systems:   

RSVP should have the authority and the responsibility as well as the accountability for 
the financial, administration and management needs of the program.  An appropriately 
staffed and independent advisory board should provide guidance to the management of 
the TAX Program.  RSVP should use Volunteers, who have been given special training 
and or have special talents and abilities, to staff the various functional needs of the Tax 
Program.   

 
Trained and experienced volunteer Local Coordinators and Support Coordinators: 

These are the program’s most valuable volunteer resources by virtue of the experience 
and training they have received.  They define the program and set its standards of 
excellence and they sever as the role models for the new people entering the program. It 
is important to provide them with adequate resources, continue their training, be sensitive 
to their needs, avoid over loading them with responsibilities and to actively train others as 
their potential replacements.   

 
Trained and experienced volunteer Tax Counselors: 

These are the people actually providing the service to your clients; they determine the 
quality of the service that the program provides.  You have a major investment in their 



training.  Each year they return to the program the less per year is your cost for that 
training.  To establish and maintain quality and to prevent their frustration, carefully 
identify what training they need and be sure to provide it 
 

New Tax Program volunteers 

These people will define and determine if there is a future for the Tax Program.  You 
must spend the time and effort to build a good foundation for these people and create a 
rewarding experience for them in the program.  There are many functions to be 
performed in the total program; some require special tax training and certification and 
some do not.  There is probably a comfortable place for everyone to contribute to the 
program.  It is your job to identify that place.  Assess the new volunteer’s interests and 
abilities, preferably in an interview but at least in a questionnaire, and then present the 
volunteer with well written descriptions of the various functions that might fit their 
interests.  The function descriptions should list the duties, the qualifications etc.  It is also 
a good idea to identify opportunities where the program might satisfy future goals that the 
volunteers might have.  Where possible, a specific plan for realizing those goals should 
be proposed.  
 

Potential Tax Sites at Senior and Community Centers and Tax Teams 

Since these facilities are under the same PRNS umbrella as RSVP and they could 
potentially provide ideal Tax Sites, consideration should be given to their becoming a full 
partner with RSVP in the Tax program.  The ideal site would have telephone, photocopy, 
and Internet and or Intranet capabilities in a room large enough to accommodate a Tax 
Team consisting of six Tax Counselors, a Local Coordinator and a Tax Site 
Administrator and the tax clients.   

Such a Tax Team could process approximately 6 clients per hour.  The Tax Team should 
be allowed 15 minutes to setup the room and 15 minutes to vacate the room and 4 hours 
to prepare client’s tax returns.  The number of clients that a site expected for the tax 
season (Feb 1 – April 15) divided by 24 would determine the number of days the site 
would be used for the tax season.  The number of days for the season divided by 10 (the 
average number of weeks in the tax season) would determine the number of days per 
week that the Tax Team would visit the site.   

The responsibility for scheduling the availability of the site, the scheduling of clients by 
the site, the physical and administrative policies at the site and other details should all be 
arranged by RSVP employees (based upon input from the Local Coordinators) and not by 
the Local Coordinators themselves.  No more than 25% of the Tax Teams should be 
scheduled on the same day of the week.  This would help assure that a good number of 
Tax Counselors would be free to sever as substitutes should they be needed by one of the 
working Teams.  Each Tax Team would only work one site per week.   

Although Local Coordinators would also be a Certified Tax Counselors and could 
function as such on another Tax Team, they would not do taxes on the days they were 
functioning as a Local Coordinator.  It would be hoped that each Local Coordinator 
would sever as such on two Tax Teams as well as serve as a Tax Counselor on at least 
one other Tax Team.  Tax Counselors and Tax Site Administrators could also serve on 
more than one Tax Team.  The Local Coordinator would do quality review of all the 



returns, trouble shoot problem returns and evaluate the performance and mentor the Tax 
Counselors to help them develop their skills. 

Tax Site Administrators would not need to be certified to do taxes.  They would meet the 
clients, who would be requested to arrive 10-15 early, and clearly print their names and 
phone numbers on a master roster and then review the documents that were brought to 
assess their completeness and the potential complexity of their return.  Based upon this 
review, the Administrator would assign the client to the next suitable Tax Counselor to 
become available.  The Administrator would fill out the CAR forms for each Counselor 
and ensure that Forms and other supplies were in order.  The Administrator would call 
clients if there were opportunities to come early or if clients were later. 
 

Information Technology expertise 

As soon as possible a partnership should be formed with the IT team of the PRNS group.  
Computers, the Internet and the intranet will have to play major roles in the future of the 
RSVP Tax Program.  Although I have many ideas on ways that these resources could 
possibly be employed in a tax program, I feel that it would be bests to brain storm this 
area with the leaders of the Tax Program and then with the IT group.  
 

Organization 
 
Developing an organization can involve the following steps:  

1. Identify all of the functions needed in order for the program to succeed. 
2. Write a detailed list of the duties, responsibilities and qualification required for each 

identified function. 
3. Create an organizational chart to show the relationships of the various functions 
4. Identify one or more people to perform each function. 
5. Train each person to perform all of the duties of each of their assigned function(s). 
6. Evaluate each person’s competency to perform his or her function and retrain or reassign 

if necessary.  This should be done before the initial assignment and annually there after. 
 
On the following pages are some sample organizational charts for the Top Level and the 
Operations Group.  A discussion of some of the Support Functions follows a brief work-sheet 
analysis of the present and proposed Operation’s organization. 

 
 



Chart of Functions 
Top Level 

 
 
 

(OOA Person)
Director, Operations

(OOA Person)
Director, Support

(OOA Person)
Director, Site facilities

Hills, Marilyn
OOA Assist Director

Advisory Board



Chart of Functions 
Top Level Detail 

 
 

Chart T itle

Adviso ry Board

Hills, Marilyn
O O A Assist D irector

(O O A Person)
D irector, O pera tions

Hazen , Ken
Loca l Coord ina to r #1

(O pen)
Loca l Coord ina to r #2

(O pen)
Loca l Coord ina to r #3

(O pen)
Loca l Coord ina to r #4

(O pen)
Loca l Coord ina to r #5

(O pen)
Loca l Coord ina to r #6

(O O A Person)
D irector, Support

Coord ina to r, Q ua lity Coord ina to r, Procurement 
Supp lies

Coord ina to r, T ra in ing  Coord ina to r, Procurement 
Compute r Hardware  & S/W

Coord ina to r, e -file  T ech
Support

Coord ina to r, Vo lun teer 
Recogn ition

Coord ina to r, Pub lic Re la tions Coord ina to r, Record  Keep ing

(O O A Person)
D irector, Site  facilities

Site  D irector

Site  D irector

Site  D irector

Site  D irector

Site  D irector

Up to  20  Sites

 
 



Chart of Functions 
Operations Detail 

 
 
 

Hazen, Ken
Local Coordinator #1

Hazen, Ken
Site Coordinator

Tax Team 1

(Open)
Site Administrator

(Open)
e-file Tax Counselor

(Open)
Tax Counselor

(Open)
e-file Tax Counselor

(Open)
Tax Counselor

(Open)
e-file Tax Counselor

(Open)
Tax Counselor

Hazen, Ken
Site Coordinator

Tax Team 2

(Open)
Site Administrator

(Open)
e-file Tax Counselor

(Open)
Tax Counselor

(Open)
e-file Tax Counselor

(Open)
Tax Counselor

(Open)
e-file Tax Counselor

(Open)
Tax Counselor

 
 



Operation Summary (Present) 
 
Tax Service currently is provided by Volunteer Counselors (approx. 74) assigned to Sites 
(approx. 18) supervised by Volunteer Local Coordinators (approx. 8).  The number of 
Counselors, hours and days of operation are determined by the anticipated volume of returns to 
be processed at each Site.  There is little attempt to balance the number of sites offering tax 
service on the various days of the week. 

 
 
 

Operation Summary (Proposed) 
A Tax Service provided by Volunteer Counselors (approx. 72) assigned to 12 Tax Teams is 
being proposed.  Each Team would be assigned to 1 or 2 Sites (approx. 18 Sites total).  
Additionally, each team would be supervised by Volunteer Local Coordinators (approx. 6) and 
would have a Tax Site Administrator.  Each Site would be open 3-4 hours at a time. The number 
of days during the tax season that each Site opens would depend on the anticipated volume of 
returns to be processed.  No more than 25% of the Tax Teams would be working on any given 
day o0f the week.  See “2002 - 2003 Comparison” on the next page 
 
 
 



Calendar 2002 - 2003 Comparison  
 

2002 2003 2004
EST EST PROPOSED EST

DAYS/YR PEOPLE HOURS/DAY RETURNS DAYS/YR PEOPLE HOURS/DAY RETURNS DAYS/YR TEAM # HOURS/DAY RETURNS
JOYCE ELLING 10 5 4 200 10 6 4 240 10 1 4 240
SEVEN TREES 10 5 4 200 10 4 4 160 10 2 4 240
YU-AI-KAI 10 5 3 150 10 7 3 210 10 3 3 180
EASTSIDE 11 6 3 198 11 6 3 198 11 4 3 198
S. SIDE Monday 10 6 3 180 10 6 3 180 11 5 3 198
S. SIDE Tuesday 10 7 3 210 10 6 3 180 10 6 3 180
ST. JAMES 10 5 4 200 10 5 3 150 9 7 3 162
SANTEE 3 2 3 18 3 1 3 9 1 7 3 18
KIRK 10 6 3 180 10 5 3 150 9 8 3 162
IOLA 1 4 4 16 2 2 3 12 1 8 3 18
CYPRESS 10 5 3 150 10 5 3 150 8 9 3 144
EVERGREEN 5 2 3 30 5 2 3 30 2 9 3 36
BERRYESSA 10 3 3 90 10 4 3 120 7 10 3 126
GARDNER 5 4 3 60 5 4 3 60 3 10 3 54
HANK 11 6 3 198 11 3 3 99 7 11 3 126
NORTHSIDE 10 2 3 60 10 2 3 60 3 11 3 54
ALMA 8 4 3 96 8 4 3 96 6 12 3 108
ALMADEN 0 11 2 3 66 4 12 3 72

NEED NEED NEED
TOTALS 144 77 2236 156 74 2170 122 72 PEOPLE 2316

(12 TEAMS OF 6)

DOES NOT INCLUDE DOES NOT INCLUDE DOES NOT INCLUDE
5 PEOPLE AT DAYBREAK 5 PEOPLE AT DAYBREAK 5 PEOPLE AT DAYBREAK

ACTUAL # ACTUAL # ACTUAL #
58 56

PROPOSALS: NO MORE THAN 25% OF THE TEAMS SHOULD BE YU-AI-KAI HAS 7 PEOPLE NOW AND SINCE
ASSIGNED TO WORK ON THE SAME DAY. THEIR TEAM IS UNIQUE THEY COULD KEEP 
IF EACH SITE COULD BE OPEN FOUR HOURS AT A THEIR 7 AND INCREASE THEIR TOTAL RETURNS 
TIME THEN 12 TEAMS OF 5 COULD DO  2400 RETURNS. TO 210. THE TOTAL OF ALL PEOPLE WOULD

THEN INCREASE TO 73.





months before the training is to take place.  One or more people should be involved in each 
of the nine areas listed above.  Individuals should first be selected on the basis of their 
teaching skills and then their knowledge of the subject.  It is generally much easier for a good 
teacher to learn the subject than it is for an expert in the subject to learn to teach.  Only areas 
2 and 3 above are discussed in formal detail in the AARP references.  The Local 
Coordinator’s Digest 2002-2003 page 6 gives one of the responsibilities of the Tax-Aide 
instructor as “---passes the IRS certification.”  But under qualifications on that same page it 
does not require passing the test to teach.  One can teach accounting without being a CPA or 
law without passing the Bar Examination or pharmacy without being a registered pharmacist.  
You only need to show a proficiency in your subject by virtue of your training, experience or 
self-study.  It is interesting that under “--- scope of authority” in the LC Digest page 6 it 
states, “They do not supervise another AARP Tax-Aide volunteer position.” 

The nine areas listed above are pretty standard except for the possibility of items 7, 8 and 9.   

The workshops would consist of one or two 3 hr classes devoted to a step-by-step 
presentation of how to do a client's taxes from the moment they come in to the time you say 
goodbye. Then there would be a 3 hr lab where one student acts as a client and another the 
counselor.  The client student would be given a mock set of tax papers, of the type a real 
client would bring in to the site, and the other student would actually prepare the taxes just as 
it would be done a site.  There would be one hour to complete the task.  Then the instructor 
would spend a half-hour reviewing the task with the class.  Next the two students would 
reverse roles and the process would be repeated with a new set of mock tax papers.  This 
would be followed by another review.  I would also suggest a separate practical test be given 
at a different time (and maybe for all counselors) where each person would be given a set of 
mock tax papers and one hour to complete the tax return on their own in the class room.  At 
the end of the hour the tax returns would be collected and evaluated to determine where each 
student might need additional help and if they were suitable to work at a tax site. 

Job training of each volunteer on each function she or he is to perform would be done. Job 
Training can be formal or informally, on the job, by someone fully knowledgeable of the job 
e.g. by someone doing or having done the job. 

Coordinator, e-file Technical Support 

The volunteer(s) performing this function do not have to be certified to do taxes as long as 
they have a strong interest, and preferably experience and or knowledge of PC hardware and 
software support.  They should also understand computer networking and be able to work 
effectively with the PRNS IT team.  They would install and configure hardware for the tax 
teams and all tax preparation software and updates.  They would be required to become 
experts in the use of the approved tax preparation software and answer software program 
application question from the e-file tax counselors.  Ideally this group would work with IT to 
get e-filing either on the Internet or the intranet. 



Coordinator, Public Relations 

The volunteer(s) performing this function do not have to be certified to do taxes.  In addition 
to traditional forms of public relation activities, this function should, in cooperation with the 
PRNS IT team, explore expanding the uses of the Internet.  RSVP tax program’s web site 
should list tax sites locations (not in slow PDF file format), hours and electronic on-line 
appointment making.  The site could provide links to federal and state tax sites and provide a 
list of all the volunteer opportunities in the tax program with links to the function 
descriptions and qualifications.  The possibility of having the Bay Area TV stations having a 
link on their web sites to the RSVP web site could be explored. 

 

Coordinator, Procurement Supplies 

The volunteer(s) performing this function do not have to be certified to do taxes. 

 

Coordinator, Procurement Hardware and Software 

The volunteer(s) performing this function do not have to be certified to do taxes. 

 

Coordinator, Volunteer Recognition 

The volunteer(s) performing this function do not have to be certified to do taxes. 

 

Coordinator, Record Keeping 

The volunteer(s) performing this function do not have to be certified to do taxes. 

 

Concluding Thoughts 
 
 
The Tax Program should be reviewed at the end of each season and a revised operating plan and 
a new five-year long-range plan should then be prepared.  A survey, such as shown in the 
Appendix of this report or on page 59-60 of the LC Digest 2002-2003, can be useful in 
identifying those area that might need revisions. 
 
Volunteer performance reviews, similar to the one shown for Tax Counselors in the Appendix of 
this report or on page 59-60 of the LC Digest 2002-2003, can be useful in identifying areas were 
assistance need to be given to a volunteer or to identify potential leaders who should be 
developed. 
 
Exit interviews can be useful tools to help management assess how well they are meeting the 
organization’s goals and the needs of their volunteers and/or employees.  The purpose should not 
be to change the mind of the person leaving.  Although the decision has already been made to 
leave, the person will usually not want to say bad things about the organization but, might be 
willing to offer opinions as to what they felt was good and what might be improved.   Like 
employment interviews, or any other type of interview, their success depends on the questions 



asked as well as the skills of the interviewer.  People generally leave because they are not getting 
adequate job satisfaction for some reason.  Occasionally they will leave for a personal non-job 
related reason.  Regardless of the reason, the person initially should be allowed to say whatever 
they want about their leaving.  You should tell them that you value their opinions and would like 
to hear what has led them to their decision.  If you don’t understand or you disagree, ask 
questions for clarification.  Listen!  These are their opinions so do not disagree, pass judgment or 
defend the organization.  Their comments can frequently identify areas of the organization that 
need attention and or other questions that you need to ask.  All questions should be open ended 
(not yes or no or multiple choice).  After the initial questions, you can probe those areas of the 
organization that you feel might need improvement or that you are trying to evaluate.  A few 
examples of some areas that might be explored are: 

What changes could be made in the definition (description) of your job (i.e. counselor, 
site coordinator, local coordinator, teacher, computer expert etc.), and the jobs of others, 
in order to better reflect the actual duties and responsibilities of the jobs?  

What additional final-authority and final-decision-making could have been given to you to help 
make your job easier? 

How could the volunteers’ job training and orientation be improved? 

What changes and additional support could be implemented to improve the service offered at the 
sites? 

To what extent should volunteers be held accountable for fulfilling their job responsibilities and 
how should their performance be evaluated? 

How could we better communicate to all volunteers the lines of authority?  That is which person 
is responsible and accountable for assuring that each of the support functions for the Tax 
Program are completed on a timely basis. 

Just a few of the other areas sometimes included: benefits, working conditions, compensation, 
the organization’s goals and policies, volunteer recognition, and management. 

 
Although it was not done for this report, it is suggested that an inventory be made of the various 
functions mentioned in the LC Digest 2002-2003.  Careful consideration should then be given to 
which, if any, of these functions need to be included in one or more of the RSVP Function 
Descriptions and in which description(s).  There is a sample questionnaire included in the 
appendix of this report for use in developing function descriptions. 
 
 



APPENDIX 
 

RSVP Tax Program Goals and Objectives Help Survey 

RSVP Tax Counselor Performance Review Form 

Questionnaire Interview guide for collecting job analysis information 

San Jose Office On Aging Tax Program Function Descriptions 
Function: OOA Assistant Director, Tax Program 
Function: Director, Operations 
Function: Local Coordinator #1 
Function: e-file Tax Counselor 
Function: Tax Counselor 
Function: Director, Support 
Function: Training Coordinator 
Function: Director, Site Facilities 
AARP Tax-Aide Instructor Position Description 
 
 

 



RSVP Tax Program Goals and Objectives Help Survey 
Dear RSVP Tax Program Volunteer we are developing 1,2,3,4 and 5 year goals and objectives aimed at improving 
our service for both you and your clients.  You are invited to participate in the assessment of our program to date 
and to help shape the improvements for our future. Your personal experience is invaluable - please share it. 

The two-part assessment form follows. Please fill out each part and return to (RSVP) Retired & Senior Volunteer 
Program 1190 Bascom Avenue, Suite 220, San Jose, CA 95128 

 From: 
(Your name optional)   
 
How many years have you been in the tax program? (Circle the appropriate number) 0-1 1-5 Over 5 

How many times per week do you volunteer?   
 
Part 1 Circle appropriate rating numbers 
5=completely agree   4=somewhat agree  3=neutral  2=somewhat disagree  1=completely disagree. 
 
 Disagree 

 
   Agree 

1  Program goals are clearly stated. 1 2 3 4 5 
2  I would be willing to work more days per week. 1 2 3 4 5 
3 Volunteers are well trained for each of the jobs they assume. 1 2 3 4 5 
4 Testing & certification are consistent, adequate & fair. 1 2 3 4 5 
5 IRS provides adequate support. 1 2 3 4 5 
6 Information is communicated as & when needed. 1 2 3 4 5 
7 Materials, forms & supplies are sufficient. 1 2 3 4 5 
8 Necessary equipment is available. 1 2 3 4 5 
9 Counseling sites are well managed. 1 2 3 4 5 
10 Counseling sites have enough counselors. 1 2 3 4 5 
11 All tax returns are quality reviewed. 1 2 3 4 5 
12 Reports (CARs, etc.) are submitted accurately & timely. 1 2 3 4 5 
13 Sites are monitored & helped as needed. 1 2 3 4 5 
14 Supervisors recognize volunteers’ service. 1 2 3 4 5 
15 I would willing to sever periodically as a tax volunteer June-Dec. 1 2 3 4 5 
16 Program-advisory and support committees give needed help. 1 2 3 4 5 
17 The program's organizational charts are communicated and helpful. 1 2 3 4 5 
18 The organizational chart needs to be revised and communicated. 1 2 3 4 5 
19 Recruiting resources provide adequate assistance. 1 2 3 4 5 
20 The Tax Site facilities are adequate and receive needed support. 1 2 3 4 5 
21 I would like to also be a coordinator, instructor etc 1 2 3 4 5 
22 Would you be willing to volunteer for Home Owners & Renters 1 2 3 4 5 
 
Part II  

1. What Worked well? (Describe e.g. innovations, successes, goals that were attained etc.) 

2. What didn’t work well? (Describe e.g. problems that you need help in solving, goals that were not attained etc.) 



Help Survey (Continued) 

3. What Support do you need? (e.g., training in  specify, communication, publicity, supplies, equipment, etc.) 

4. Specific ideas for program improvement: (e.g. how to reach more customers, bring in more volunteers, 
improve training etc.) 

5. Specific actions I will take to improve AARP Tax-Aide service in my territory or area of responsibility: 

6. Other: (let off steam or brag about someone or something) 

Thank you for your contribution! 

 



RSVP Tax Counselor Performance Review Form 
 
 

Performance Review of (name);   ID#   _ 
GENERAL   Date    
1. Rate this volunteer's performance (as excellent; good; fair; poor) with regard to: 

a. Interviewing techniques     
b. Clarity and neatness of writing     
c. Accuracy in preparing tax returns      

2. Has this volunteer: 
a. Been properly certified in accordance with the     

procedures specified in the Handbook? 
b. Worked at the assigned site as scheduled?     
c. Maintained the confidentiality of taxpayers and all     

tax-return information? 
d. Made productive use of assigned working hours?     

3. Did this volunteer: 

a. Complete and submit CAR forms by the required dates and according to instruction?     

b. Avoid conflict of interest situations and any appearance of remuneration for services?     
c. Promote and support the AARP Tax-Aide program through word of mouth, site publicity or other 
means?     
d. Properly prepare and submit an expense statement at the end of the tax season?     

ADDITIONAL EVALUATION CRITERIA (optional) 

Should this volunteer be invited to counsel next year? Yes      No    

Does this volunteer have leadership potential? Yes      No    

If Yes, in what capacity?   
COMMENTS: (Use back of the form if necessary) 

Supervising Coordinator signature       ID#    



QUESTIONNAIRE Interview guide for collecting job analysis information 
Job Title:   
Division:   Dept:   
Location:   Shift:   
Supervisor's Title:   

1.  GENERAL PURPOSE OF JOB. Briefly describe the job's primary purpose or contribution to the department or 
organization. 

2.  DUTIES AND RESPONSIBILITIES. List the job's essential or most important functions and responsibilities. 
Include all important aspects of the job —whether performed daily/ weekly, monthly, or annually; and any that 
occur at irregular intervals. (Continue this list on another sheet, if necessary.) 

3.  SUPERVISORY RESPONSIBILITIES. If this job supervises others, give the name of unit(s) or department(s) 
managed and number of employees supervised. If there are subordinate supervisors, list them also. 



4. PHYSICAL DEMANDS:  
4A.  How much on-the-job time is spent in the following physical activities?  Show the amount of time by 

checking the appropriate boxes below. 
 

- - - Amount of Time - - - 
 None up to 1/3 to 2/3 and 
  1/3 2/3 more 
     

Stand     
Walk     

Sit     
Talk or hear     

Use hands to finger, handle or feel     
Climb or balance     

Stoop, kneel, crouch or crawl     
Reach with hands and arms     

Taste or smell     
 

4B.  Does this job require that weight be lifted or force be exerted?  If so, how much and how often?  Check 
the appropriate boxes below. 

 
- - - Amount of Time - - - 

 None up to 1/3 to 2/3 and 
  1/3 2/3 more 
     

Up to 10 pounds     
Up to 25 pounds     
Up to 50 pounds     

Up to 100 pounds     
More than 100 pounds     

 
 

4C. Does this job have any special vision requirements?  Check all that apply. 
 
   Close Vision (clear vision at 20 inches or less)  
   Distance Vision (clear vision at 20 feet or more) 
   Color Vision (ability to identify and distinguish colors)  
   Peripheral Vision (ability to observe an area that can be seen up and down or to the left and right 

while eyes are fixed on a given point)  
   Depth Perception (three-dimensional vision, ability to judge distances and spatial relationships)  
   Ability to Adjust Focus (ability to adjust the eye to bring an object into sharp focus)  
   No Special Vision Requirements. 
 
4D. Make notes on the specific job duties that require the physical demands selected above. 



5. WORK ENVIRONMENT: 

5A. How much exposure to the following environmental conditions does this job require?  Show the amount of 
time by checking the appropriate boxes below. 

- - - Amount of Time - - - 
 None up to 1/3 to 2/3 and 
  1/3 2/3 more 

Wet, humid conditions (non-weather)     
Work near moving mechanical parts     

Work in high, precarious places     
Fumes or airborne particles     
Toxic or caustic chemicals     

Outdoor weather conditions     
Extreme cold (non-weather)     
Extreme heat (non-weather)     

Risk of electrical shock     
Work with explosives     

Risk of radiation     
Vibration     

 
5B. How much noise is typical for the work environment of this job? Check the appropriate level below. 
 
   Very Quiet (Examples: forest trail/ isolation booth for hearing test) 
   Quiet (Examples: library/ private office) 
   Moderate Noise (Examples: business office with typewriters and/or computer printers/ light traffic) 
   Loud Noise (Examples: metal can manufacturing department, large earth-moving equipment) 
   Very Loud Noise (Examples: jack hammer work, front row at rock concert) 
 
5C. Make notes on the specific job duties that are affected by the environmental conditions selected above. 

 
 
 
 
 

6. COMMENTS: Include any other information that will aid in the preparation of an accurate description of this job. 
 
 
 
 
 
7. QUESTIONNAIRE PREPARED BY: Name:   Date:   

Title:   
Basis for knowledge of job:     hold job now;     supervise job;     other, explain    



 
San Jose Office On Aging Tax Program 

Function Description 
 

 
 
Function: OOA Assistant Director, Tax Program 
  
SHIFT: LOCATION:  
EMPLOYEE: 
REPORTS TO: Advisory Board  
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
 
SUMMARY: Supervises volunteer workers and coordinates activities in the Tax Program. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Accountable for recruiting, interviewing, and classifying applicants for volunteer work and the training and 
supervising of the volunteers in specific assignments. 
Updates All Volunteer Roster and completes personnel forms as needed. 
Confirms and evaluates existing sites, opens new sites, prepares site schedule, updates site lists & forms. 
Inform volunteers of policies, procedures, and standards of volunteer service. 
Attends meetings as scheduled by the State or District Coordinators. 
Works well with diverse populations. 
Reviews written reports and observes work activities of volunteers to evaluate work performance. 
Confers with volunteers to resolve grievances and promote cooperation and interest. 
Participates in programs of public recognition for volunteer workers. 
Supervises workers engaged in preparing and maintaining records of volunteer service programs and needs. 

SUPERVISORY RESPONSIBILITIES: 
Manages three subordinate supervisors who supervise a total of 75-100 employees in the areas of Operations, 
Support, and Tax Site Facilities. Is responsible for the overall direction, coordination, and evaluation of these units. 

Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. 
Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing work; 
appraising performance; rewarding and disciplining employees; addressing complaints and resolving problems. 

QUALIFICATION REQUIREMENTS:  
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The 
requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions. 

EDUCATION and/or EXPERIENCE: 
Fifth year college or university program certificate; or two to four years related experience and/or training; or 
equivalent combination of education and experience. 

LANGUAGE SKILLS: 
Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals.  



Function: OOA Assistant Director, Tax Program (cont.) 
 
Ability to effectively present information and respond to questions from groups of managers, clients, customers, and 
the general public. 

Ability to communicate with clients in a language other than English is desirable 

MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



San Jose Office On Aging Tax Program 
Function Description 

 
 
 
Function: Director, Operations 
  
SHIFT: LOCATION:  
EMPLOYEE: 
REPORTS TO: OOA Assistant Director, Tax Program 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
 
SUMMARY: Coordinates activities and supervises volunteer workers at the various Tax Sites. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Informs volunteers of policies, procedures, and standards of volunteer service. 
Sets goals and implements program plans for assigned geographic locality(ies). 
Recruits, appoints, supervises and evaluates Counselors, also ensuring adequate training. 
Collects Counselor Assistance Reports, prepares cover sheets, and forwards them according to procedures. 
Establishes on-site quality review measures to ensure accuracy of returns. 
Coordinates with Director of Support and Coordinator of Supplies Procurement to order site materials from IRS and 
AARP Tax-Aide national office, according to the state's procedures. 
Coordinates with OOA Assistant Director, Director of Support and Coordinator of Public Relations to implement 
local program publicity. 
Submits approved Counselor expenses to the OOA Assistant Director, Tax Program, in accordance with the state's 
procedures. 
Works well with diverse populations. 
Reviews written reports and observes work activities of volunteers to evaluate work performance. 
Confers with volunteers to resolve grievances and promote cooperation and interest. 
Participates in programs of public recognition for volunteer workers. 

SUPERVISORY RESPONSIBILITIES: 
Supervises 12 Local Coordinators who supervise a total of 50-75 volunteer Tax Counselors. Is responsible for the 
overall direction, coordination, and evaluation of these units. 

Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. 
Responsibilities include interviewing, and training volunteers; planning, assigning, and directing work; appraising 
performance; rewarding and disciplining volunteers; addressing complaints and resolving problems. 

QUALIFICATION REQUIREMENTS:  
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The 
requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions. 

EDUCATION and/or EXPERIENCE: 
Fifth year college or university program certificate; or two to four years related experience and/or training; or 
equivalent combination of education and experience. 



Function: Director, Operations (cont.) 
 

LANGUAGE SKILLS: 
Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable 

MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



San Jose Office On Aging Tax Program 
Function Description 

 

 
Function: Local Coordinator #1 
  
SHIFT: 3-4 hrs between 9 am –5 pm LOCATION: 1 to 2 Tax Sites 
EMPLOYEE: 
REPORTS TO: Director, Operations 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
SUMMARY: The Local Coordinator implements program plans in one or more assigned geographic localities by 
performing the following duties. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Sets goals and implements program plans for assigned geographic locality(ies). 
Recruits, supervises and evaluates Counselors, also ensuring adequate training. 
Updates All Volunteer Roster and completes personnel forms as needed. 
Collects Counselor Assistance Reports, prepares cover sheets, and forwards them according to procedures. 
Establishes on-site quality review measures to ensure accuracy of returns. 
Requests site material according to the procedures of the Director of Operations. 
Submits approved Counselor expenses to the Director of Operations. 
Attends meetings as scheduled by the Director of Operations. 
Works well with diverse populations. 

SUPERVISORY RESPONSIBILITIES: 
Manages three subordinate supervisors who supervise a total of 75-100 employees in the areas of Operations, 
Support, and Tax Site Facilities. Is responsible for the overall direction, coordination, and evaluation of these units. 

Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. 
Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing work; 
appraising performance; rewarding and disciplining employees; addressing complaints and resolving problems. 

QUALIFICATION REQUIREMENTS:  

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The 
requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions.  The LC 
must have the ability to implement program policy and provide direct oversight of the program and its volunteers in 
a geographic locality. The LC is appointed for a one-year term, contingent upon satisfactory annual review, and 
may be re-appointed for subsequent one-year terms. 

EDUCATION and/or EXPERIENCE: 
Bachelor's degree (B. A.) from four-year college or university; or one to two years of related experience and/or 
training; or equivalent combination of education and experience.  Internet experience and at least two years 
experience doing income taxes using a pc computer 



Function: Local Coordinator #1 (cont.) 
LANGUAGE SKILLS: 

Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable. 

CERTIFICATES, LICENSES, REGISTRATIONS: 
Certification must be done annually by receiving a passing grade on the open-book test developed by the IRS.  The 
Basic segment, the Wage Earner segment and the Pension Earner segment must be passed. 

 MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



San Jose Office On Aging Tax Program 
Function Description 

 

 

Function: e-file Tax Counselor 
  

SHIFT: 3-4 hrs between 9 am –5 pm LOCATION: 1 to 2 Tax Sites 
EMPLOYEE: 
REPORTS TO: Local Coordinator #1 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  

SUMMARY: As a member of Tax Team #1, you will prepares federal and or state tax returns for individuals by 
performing the following duties. 

ESSENTIAL DUTIES AND RESPONSIBILITIES: include the following. Other duties may be assigned. 

Examines accounts and records and computes taxes owed according to prescribed rates, laws, and regulations 
using hardware and software provided by the Office On Aging. 
Answers questions at assigned counseling sites.   
Adheres to site schedules and guidelines, and accepts no money or other gratuity for services. 
Maintains the strict confidentiality of all taxpayer information and records and wears an AARP Tax-Aide name 
badge while serving at a site.  
Submits timely Counselor Assistance Reports (CAR). 
Works well with diverse populations. 

QUALIFICATION REQUIREMENTS: To perform this job successfully, an individual must be able to perform 
each essential duty satisfactorily.   

Adheres to site schedules and guidelines, and accepts no money or other 
gratuity for services. 
The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions. 
Counselors must volunteer an average of four hours a week from 2/1 to 4/15 plus 3-5 days of training in January.  
Counselors must acquire tax knowledge through attendance at counselor class or self-study (if allowed). 
Counselors must also be trained in the program's administrative reporting responsibilities.  
Counselors travel locally to training and AARP Tax-Aide sites. 
If Counselors cannot fulfill their assignments, it is essential that they arrange for certified substitutes or contact their 
supervisor in advance.  Special assignments for shut-in visits, foreign languages, and other events may occur. 

EDUCATION and/or EXPERIENCE: 
Bachelor's degree (B. A.) from four-year college or university; or one to two years of related experience and/or 
training; or equivalent combination of education and experience.  Internet experience and at least two years 
experience doing income taxes using a pc computer 

LANGUAGE SKILLS: 
Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable. 



Function: e-file Tax Counselor (Cont.) 
CERTIFICATES, LICENSES, REGISTRATIONS: 
Counselor certification is critical to program credibility.  Certification must be done annually by receiving a passing 
grade on the open-book test developed by the IRS.  First year/inexperienced volunteers may certify by passing the 
Basic segment plus either the Wage Earner segment or the Pension Earner segment. . Failure to pass the first time 
does not result in disqualification — a retest can be taken to gain certification.  No Coordinator may require 
new/inexperienced Counselors to pass all three parts. State Coordinators may exempt from testing enrolled agents 
holding IRS Active Status and CPA's with current qualifications.  
 

Qualified Counselors (those passing the exam) are certified for the tax season, 2/1 to 4/15, and may be re-certified 
for subsequent seasons with annual review.   

MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



San Jose Office On Aging Tax Program 
Function Description 

 
 
 
Function: Tax Counselor 
  
SHIFT: 3-4 hrs between 9 am –5 pm LOCATION: 1 to 2 Tax Sites 
EMPLOYEE: 
REPORTS TO: Local Coordinator #1 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
SUMMARY: As a member of Tax Team #1, you will prepares federal and or state tax returns for individuals by 
performing the following duties. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Examines accounts and records and computes taxes owed according to prescribed rates, laws. 
Answers questions at assigned counseling sites.   
Adheres to site schedules and guidelines, and accepts no money or other gratuity for services. 
Maintains the strict confidentiality of all taxpayer information and records and wears an AARP Tax-Aide name 
badge while serving at a site.  
Submits timely Counselor Assistance Reports (CAR). 
Works well with diverse populations. 
 
QUALIFICATION REQUIREMENTS: To perform this job successfully, an individual must be able to perform 
each essential duty satisfactorily.   

Adheres to site schedules and guidelines, and accepts no money or other 
gratuity for services. 
The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions. 
Counselors must volunteer an average of four hours a week from 2/1 to 4/15 plus 3-5 days of training in January.  
Counselors must acquire tax knowledge through attendance at counselor class or self-study (if allowed). 
Counselors must also be trained in the program's administrative reporting responsibilities.  
Counselors travel locally to training and AARP Tax-Aide sites. 
If Counselors cannot fulfill their assignments, it is essential that they arrange for certified substitutes or contact their 
supervisor in advance.  Special assignments for shut-in visits, foreign languages, and other events may occur. 

EDUCATION and/or EXPERIENCE: 
Bachelor's degree (B. A.) from four-year college or university; or one to two years of related experience and/or 
training; or equivalent combination of education and experience. 

LANGUAGE SKILLS: 
Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable 



Function: Tax Counselor 
CERTIFICATES, LICENSES, REGISTRATIONS: 
Counselor certification is critical to program credibility.  Certification must be done annually by receiving a passing 
grade on the open-book test developed by the IRS.  First year/inexperienced volunteers may certify by passing the 
Basic segment plus either the Wage Earner segment or the Pension Earner segment. . Failure to pass the first time 
does not result in disqualification — a retest can be taken to gain certification.  No Coordinator may require 
new/inexperienced Counselors to pass all three parts. State Coordinators may exempt from testing enrolled agents 
holding IRS Active Status and CPA's with current qualifications.  
 
Qualified Counselors (those passing the exam) are certified for the tax season, 2/1 to 4/15, and may be re-certified 
for subsequent seasons with annual review.   
 
MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



San Jose Office On Aging Tax Program 
Function Description 

 
 
 
Function: Director, Support 
  
SHIFT: LOCATION:  
EMPLOYEE: 
REPORTS TO: OOA Assistant Director, Tax Program 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
 
SUMMARY: Coordinates activities and supervises volunteer workers providing support to the various Tax Teams 
and Local Coordinators. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Informs volunteers of policies, procedures, and standards of volunteer service. 
Sets goals and implements program plans for assigned geographic locality(ies). 
Recruits, appoints, supervises and evaluates Counselors, also ensuring adequate training. 
Collects Counselor Assistance Reports, prepares cover sheets, and forwards them according to procedures. 
Establishes on-site quality review measures to ensure accuracy of returns. 
Coordinates with Director of Support and Coordinator of Supplies Procurement to order site materials from IRS and 
AARP Tax-Aide national office, according to the state's procedures. 
Coordinates with OOA Assistant Director, Director of Support and Coordinator of Public Relations to implement 
local program publicity. 
Submits approved Counselor expenses to the OOA Assistant Director, Tax Program, in accordance with the state's 
procedures. 
Works well with diverse populations. 
Reviews written reports and observes work activities of volunteers to evaluate work performance. 
Confers with volunteers to resolve grievances and promote cooperation and interest. 
Participates in programs of public recognition for volunteer workers. 

 
To be written.  This is a 

place holder 

SUPERVISORY RESPONSIBILITIES: 
Supervises 8 Support Coordinators who supervise a total of 4-16 volunteer Support Aids. Is responsible for the 
overall direction, coordination, and evaluation of these units. 

Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. 
Responsibilities include interviewing, and training volunteers in the support area; planning, assigning, and directing 
work; appraising performance; rewarding and disciplining volunteers; addressing complaints and resolving 
problems. 

QUALIFICATION REQUIREMENTS:  
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The 
requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions. 

EDUCATION and/or EXPERIENCE: 
Fifth year college or university program certificate; or two to four years related experience and/or training; or 
equivalent combination of education and experience. 



Function: Director, Support (cont.) 
 

LANGUAGE SKILLS: 
Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable 

MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



 

San Jose Office On Aging Tax Program 
Function Description 

 

 
Function: Training Coordinator 
  
SHIFT: 3-4 hrs between 9 am –5 pm LOCATION: 1 to 2 Tax Sites 
EMPLOYEE: 
REPORTS TO: Director, Support 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
SUMMARY: The Training Coordinator implements program plans for training Tax Counselors, Local Coordinators 
and Instructors by performing the following duties. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Conducts Instructor workshop and must passes the test for IRS certification. 
Schedules Counselor training classes. 
Ensures that instruction is provided on income tax information, tax return preparation and on administrative 
procedures. 
Grades and returns IRS test to Counselors. 
Reviews test results with Counselors, and provides guidance for identified weak areas. 
Submits a list of Counselors who successfully pass the IRS test to the Director of Support 

SUPERVISORY RESPONSIBILITIES: 
May manage 3-6 people in the instructional areas of income tax information, tax return preparation, and 
administrative procedures.. Is responsible for the overall direction, coordination, and evaluation of these units. 

Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. 
Responsibilities include interviewing, hiring, and training volunteers; planning, assigning, and directing work; 
appraising performance; rewarding and disciplining volunteers; addressing complaints and resolving problems. 

QUALIFICATION REQUIREMENTS:  

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The 
requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions.  The LC 
must have the ability to implement program policy and provide direct oversight of the program and its volunteers in 
a geographic locality. The LC is appointed for a one-year term, contingent upon satisfactory annual review, and 
may be re-appointed for subsequent one-year terms. 

EDUCATION and/or EXPERIENCE: 
Bachelor's degree (B. A.) from four-year college or university; or one to two years of related experience and/or 
training; or equivalent combination of education and experience.  Internet experience and at least two years 
experience doing income taxes using a pc computer 



Function: Training Coordinator (cont.) 
LANGUAGE SKILLS: 

Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable. 

CERTIFICATES, LICENSES, REGISTRATIONS: 
Certification must be done annually by receiving a passing grade on the open-book test developed by the IRS.  The 
Basic segment, the Wage Earner segment and the Pension Earner segment must be passed. 

 MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 

OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job 
include close vision and distance vision. 



San Jose Office On Aging Tax Program 
Function Description 

 
 
 
Function: Director, Site Facilities 
  
SHIFT: LOCATION:  
EMPLOYEE: 
REPORTS TO: OOA Assistant Director, Tax Program 
 
PREPARED BY: R. Phares DATE: 25 Feb 03    
  
 
SUMMARY: Coordinates activities and supervises volunteer workers at the various Tax Sites. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned. 

Informs volunteers of policies, procedures, and standards of volunteer service. 
Sets goals and implements program plans for assigned geographic locality(ies). 
Recruits, appoints, supervises and evaluates Counselors, also ensuring adequate training. 
Collects Counselor Assistance Reports, prepares cover sh ets, and forwards them according to procedures. e

, according to the state's procedures. 
nt Director, Director of Support and Coordinator of Public
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To be written.  This is a 

place holder 

Establishes on-site quality review measures to ensure accuracy of returns. 
Coordinates with Director of Support and Coordinator of Supplies Procurement to order site materials from IRS and 
AARP Tax-Aide national office
Coordinates with OOA Assista  Relations to implement 
local program publicity. 
Submits approved Counselor expenses to t x Program, in accordance with the state's 
procedures. 
Works well with diverse populations. 
Reviews written reports and observes work activities of volunteers to evaluate work performance. 
Confers with volunteers to resolve grievances and promote cooperation and interest. 
Participates in programs of public recognition for volunteer workers. 

QUALIFICATION REQUIREMENTS:  
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The 
requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions. 

EDUCATION and/or EXPERIENCE: 
Fifth year college or university program certificate; or two to four years related experience and/or training; or 
equivalent combination of education and experience. 

LANGUAGE SKILLS: 
Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or 
governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to 
effectively present information and respond to questions from groups of managers, clients, customers, and the 
general public. 

Ability to communicate with clients in a language other than English is desirable 

MATHEMATICAL SKILLS: 
Ability to work with mathematical concepts such as probability and statistical inference, and fundamentals of plane 
and solid geometry and trigonometry. Ability to apply concepts such as fractions, percentages, ratios, and 
proportions to practical situations. 

Function: Director, Site Facilities (cont.) 
REASONING ABILITY: 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited 
standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule 
form. 



OTHER SKILLS and ABILITIES: 
Use the Internet and office and Tax computer-software.  Have and operate an automobile 

PHYSICAL DEMANDS: The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is regularly required to talk or hear. The employee is 
occasionally required to stand; walk; sit; reach with hands and arms; and stoop, kneel, crouch, or crawl. 

The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by 
this job include close vision and distance vision. 



 
AARP Tax-Aide Instructor Position Description 

AARP Tax-Aide provides free personal income tax counseling and tax form preparation assistance to 
middle and low income taxpayers, with special attention to those 60 and older. The Instructor is 
responsible for counselor training as determined by the State Coordinator. 

* Attends Instructor workshop and passes the test for IRS certification. 
* Schedules Counselor training classes if required. 
* Provides instruction on income tax information and tax return preparation, and ensures that instruction 

is provided to Counselors on administrative procedures. 
* Grades and returns IRS test to Counselors. 
* Reviews test results with Counselors, and provides guidance for identified weak areas. 
* Submits a list of Counselors who successfully pass the IRS test to the Training Specialist, or in 

accordance with the state's procedures. 
The Instructor must have the ability and knowledge to train volunteers in a geographic sub-district, and 
must work effectively with diverse populations. The Instructor is appointed for a one-year term, 
contingent upon satisfactory annual review and certification, and may be reappointed for additional one-
year terms. Instructors are eligible for other AARP or AARP Foundation volunteer positions. 

Instructors are expected to provide 20 hours of work per week during tax training season. Instructors must 
acquire a tax proficiency sufficient to train others, as well as a basic orientation to AARP. The Instructor 
must attend sub-district meetings and training sessions as necessary for performance of duties. 

Instructors are appointed by the State Coordinator or District Coordinator.  Instructors report directly to 
the State Coordinator, or, at the State Coordinator's discretion, to a District Coordinator. Instructors train 
Counselors to assist in the preparation of tax returns for the target population. They do not supervise 
another AARP Tax-Aide volunteer position. 

Instructors work closely with the Training Specialist, AARP State Training Coordinator, other AARP 
volunteers as required, and the IRS. Instructor performance is monitored on an on-going basis, and 
reviewed annually by the designated supervisor. 
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