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About us
Catherine Cusick, EA — Drop Off Manager

Andy Liebler — Drop Off Manager



Benefits of Drop Off

• Dedicated space at the back of 
Prosper South, where preparers can 
research and prepare complex returns

• Frees up resources at physical locations, 
increasing program efficiency and 
impact — volunteers save time 
concentrating on common scenarios

• Our program has been established for 
15 years, with Andy for 13 of them, so 
client retention year after year is high

• Texas residents don't often deal with 
state returns — state return expertise 
helps clients who do travel or relocate

• Drop Off Preparers and Quality 
Reviewers have access to 
institutional expertise, advanced 
certifications, and bilingual support 

• Virtual prep allows us to expand 
services to nonresidents — our very 
small Foreign Student team can 
collaborate remotely

• We store all the snacks in the same 
room :)



Pathways to Drop Off

Intake & Follow-Up 
Requests

•Complete intake 
in person and 
staff creates 
ticket, OR

•Use dedicated 
URLs for all-virtual 
intake, follow-up 
requests via 
text/email

Preparation & 
Quality Review

•One volunteer 
prepares onsite 
at Prosper South 
during business 
hours Monday 
through Friday, 
another 
volunteer QRs, 
often during 
different shifts

Client Review & 
Pickup

• Sign in person, 
OR

•Review tax return 
over the phone 
and sign 
electronically 
(spouses must 
supply separate 
emails)

We offer both the 100% virtual and hybrid processes



Drop Off Scenarios

Required

• Returns requiring Military, 
International, or Foreign 
Student certification

• Returns claiming education 
credits with no Form 1098-T 
(e.g. UTSA)

• State returns

Recommended

• Lengthy Forms 1099-B (or forms 
with adjustment to basis)

• Form 1099-S for sale of home

• Amendments that would take 
significant time (e.g. recreating 
original prepared elsewhere)

• Technical issues on site (e.g. 
TaxSlayer outage)

• Client preference



Drop Off Staffing

Full-Time and Seasonal Staff

• Drop Off Managers (2)

• Bilingual Ticket Coordinator (1)

Volunteers

• Several years of VITA experience

• Mix of advanced certifications: 

Military, International, Puerto Rico, 

Foreign Student

2026 SEASON BY THE NUMBERS

Full-Time Staff 3

Volunteers 9

Volunteer Hours 548

Number of Returns 700



Drop Off Timeline

Receive access to The Hub from 
GetYourRefund

Mon-Fri volunteer shifts begin

Last week in January

Complete Intake

Prepare tax returns

QR, then review with clients

Request e-signatures

February–March

Dedicated team completes Foreign 
Student returns (1040-NRs) once 
nonresidents receive their required 
Forms 1042-S by March 15

March

Last chance to create a new ticket or 
upload documents

Early April

Move all tickets into Accepted, Filed 
by Mail, or Not Filing statuses

Mid-April



Drop Off Checklist

• Designed in BlockSurvey (annual 

subscription)

• Dynamic checklist that confirms 

scope and asks required follow-up 

questions for returns that must come 
to Drop Off

• Reminds Client Liaisons to request or 

provide additional documentation 

as needed (e.g. Amendment Intake 

Checklist, Education Intake 
Checklist, FSS Questionnaire)

• Gathers state-specific information 

for clients who lived or worked in 

two or more states 



Demo Video



Drop Off Challenges

• Volunteer pipeline.

• Steep learning curve for hybrid 
intake process.

• Retention — newcomers can 
only absorb so much training 
without repetition and context.

• Buy-in of the staff at the sites. 

• How long the Checklist takes. 

• Lack of modifier uniformity 
leading to late discovery of a 
necessary certification.

• Lack of familiarity with scanners.

• Late discovery of scope issues.

• User error with dedicated URLs.

• Playing phone and text tag.

• Reducing the load for staff at 
the in-person sites by taking on 
as many pick-ups as we can.

• Capacity — Drop Off used to 
do 1000 returns/season, down 
to 700 with added complexity.



Thank you
Catherine Cusick

catherine.cusick@foundcom.org

www.ProsperTaxHelp.org

Q&A
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