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ERO Reference Guide Supplement 
Record Keeping, Transmi�ng, and Tracking  

of Tax Returns at a Tax Site 
 

The purpose of this supplement is to provide guidance to  
Tax-Aide Volunteers that are new to the role of  

Electronic Return Originator (ERO) at a site 

 

 

This is a supplement to the 
“TSO ERO Reference Guide”  

which covers many advanced 
topics that a site LC and ERO 

should be aware of 

For a copy of the  
“TSO ERO Reference Guide”  
go to https://bit.ly/43m8yot 

 

  

https://bit.ly/43m8yot
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Preface 
The “TSO ERO Reference Guide” that is referenced on the cover of this document 
covers many advanced topics pertaining to the set-up and administra�on of the 
TaxSlayer so�ware that site leaders, such as LCs and EROs, should be aware of.   

In some Tax-Aide Districts, many if not all of these administra�ve tasks are 
handled by the District’s Administra�ve Coordinator (AC).  However, there may be 
�mes that a Site LC or ERO needs to make adjustments or updates.   

A high-level rollup of the topics covered in the “TSO ERO Reference Guide” are: 

Login and Passwords 

Se�ng up Security Templates 

Adding Preparers 

Configuring Prin�ng 

Managing Returns 

Working with Reports 

Running Reports 

Working with Amended Returns 

Scanned Documents 

Using the Customer Portal 

Purpose of the Customer Portal 

Se�ng Up Customer Portal Access 

It is suggested that new EROs download and save to their computers/drives the 
“TSO ERO Reference Guide”.  Then when there is a litle bit of extra �me, you can 
scan through this document so that when and if the need arises to make some 
administra�ve updates, you are cognizant of where to find the per�nent guidance. 
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In addi�on to the “TSO ERO Reference Guide”, it is also recommended that new 
ERO’s watch a few of the TSO Training Videos that are available in Prac�ce Lab.  
The per�nent videos are circled in the image below: 
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Defini�ons of ERO 
• Electronic Return Organiza�on (aka the site where returns are prepared and 

transmited) – each site has unique Tax-Aide and IRS numbers: 

o SIDN  Tax-Aide Site Iden�fica�on Number 

o EFIN  IRS Electronic Filing Iden�fica�on Number 

• Electronic Returns Originator (aka the person who transmits and tracks returns 
at/for a site) 

In the remainder of this document, the term ERO will typically refer to the person who 
keeps records of all tax returns prepared at a site and transmits and tracks the E-filed 
returns and helps resolve rejected returns. 

Local Coordinator (LC) Role and ERO Role 
• LC and ERO are two dis�nct roles at a Tax-Aide site – these roles do not need to 

be filled by the same person 

• At some sites the LC also serves as the ERO 

• At other sites the ERO is appointed by the LC 

• The LC has the overall responsibility for a Site’s Opera�on, including overall record 
keeping processes and repor�ng 

• The ERO assists with record keeping and repor�ng by tracking all returns that are 
prepared at the site (both E-Filed and Paper), transmi�ng returns to be E-Filed, 
tracking the acceptance of the E-Filed returns (both Federal and State), and 
assis�ng in resolving E-Filed returns that were rejected 

ERO Qualifica�ons 
• Cer�fied as an AARP Founda�on Tax-Aide Counselor 

• Knowledge of computers, so�ware, and site procedures 

• Proficient with TaxSlayer Online (TSO) 

• Proficient with tracking data either by me�culous use of manually kept records or 
by using spreadsheets or a combina�on thereof 
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ERO Responsibili�es 
• Establish a process to ensure all returns (paper-filed and e-filed) are tracked 

• Timely transmi�ng e-signed Federal and State tax returns a�er they have been 
quality reviewed and marked ready for transmital (typically within 24 hours) 

• Receive and review return acknowledgements from Federal and State 

• Track status of all returns from crea�on to acceptance  

• Ensure all Rejected returns are promptly corrected, resubmited and accepted, or 
converted to paper returns for the taxpayer to mail 

• Report sta�s�cal accomplishments as required (typically End of Year) 

• Answer ques�ons and address anomalies that occur during return prepara�on 
and electronic filing 

• Do not retain any taxpayer data unless required by the IRS or State law 

ERO Must Meet These Timely Filing Requirements 
• IRS and State taxing agencies require all returns to be e-filed within three 

calendar days a�er the site has all necessary informa�on to e-file the return 

• Retrieve acknowledgements �mely (preferably within 48 hours of transmission) 

• Promptly work rejects that can be corrected by the IRS-cer�fied volunteer 

• Timely no�fy taxpayers (atempted within 24 hours) if rejects cannot be corrected 

• Promptly no�fy taxpayers if any other problems with tax return processing 

Track All Returns 
• Track all TAXPAYERS, including those whose returns were: 

o Paper filed 

o Out of Scope 

o On Hold 

o Ques�on and Answer 
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• Prior year returns must be tracked separately from current year returns 

• Consider se�ng up a QR rou�ne for the ERO process to verify that every 
taxpayer’s return has been transmited and accepted by all agencies 

• It is highly recommended to use Return Tags and Notes in TSO and ensure that 
they are kept up-to-date 

• The LC is responsible for pu�ng Site Ac�vity Log procedures in place and 
ensuring all volunteers understand how to implement them  see sample 
Ac�vity Repor�ng & Quality Review Tracking Log at the Tax-Aide Portal  
LIBRARIES>TAX-AIDE: SERVICE DELIVERY MODELS>SITE ACTIVITY LOG  

 

CAUTION – Neither paper logs nor electronic logs may contain Taxpayer 
identifiable data such as SSNs, phone numbers, or any other personal information 

• How an ERO uses the Site Ac�vity Logs varies by personal preference, for 
example: 

o At the end of the day at a site, the ERO collects all the Site Ac�vity Logs 
from the Tax Counselors and Quality Reviewers, as well as the Check-In list 
compiled by the welcoming Client Facilitator (Greeter) 

o At home, the ERO compiles a master Daily Ac�vity Log of all the day’s 
ac�vi�es by copying all the data on the Check-In list and all the individual 
Ac�vity Logs onto one master Daily Ac�vity Log for the day – this can be 
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either a spreadsheet or a paper version – see Atachments 1 and 2 for 
examples of a Daily Log kept on a spreadsheet and a Daily Log kept 
manually on a paper copy of the log 

 It is HIGHLY recommended to organize the master Daily Ac�vity Log 
by Last Name and sorted alphabe�cally 

o When compiling the master Daily Ac�vity Log from all the individual logs 
received from the Tax Preparers and Quality Reviewers, make sure you 
understand which Taxpayer’s returns are ready to E-file and which are not 

o The master Daily Ac�vity Log is used to track the Transmitals, Acceptance, 
and Rejec�on of all e-filed returns 

o The master Daily Ac�vity Log can also be shared with the LC when Ac�vity 
Repor�ng needs to be done 

• It is HIGHLY recommended that new EROs get guidance from one or two 
experienced EROs to learn best practices and methods for tracking returns 

Using TSO Return Tags 
• Tags are typically defined by the District’s Administra�ve Coordinator (AC) and 

can be selected for use by the Site’s LC and/or ERO 

o If a site desires to have site-specific Tags, the LC/ERO should coordinate 
with the AC to set up such Tags 

• Tax Counselors apply (or remove) a Tag to define return’s status  

• Returns can be filtered according to the Tags applied to them  

• Examples of Tags:  Ready for Review, Hold for More Info, Amended Return, 8879 
not signed, State-only return, etc. 
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Using TSO Paperless Tracking 
• To quickly see the status of various returns at 

the Site, TSO has filters that can be used to get a 
quick picture of which returns are at certain 
stages of comple�on 

• A return’s current status is automa�cally 
changed by TSO at each stage  

• All returns of the same status can be grouped 
together  

• Filter the client list by a specific status, or click 
on the Status column to sort the client list 

How to Indicate Return is Ready to E-File a�er QR 
• Typically, this step is done by 

the QR person a�er they print 
the taxpayer’s copy of the 
return 

1. The “Mark Complete” 
must be checked 

2. The “Approved” link 
must be clicked 

3. Op�onal, but highly 
recommended is to use 
a “Ready to E-file” return 
tag 

4. Then click on the “Save 
& Exit” link – see the 
note in the illustra�on 

 

  

3 
People that have Transmit 

permission (ERO) will see the 
“Save and Transmit Return to 

IRS” link at the lower 
righthand corner -- Do Not 

click it at this time (unless you 
really want to transmit it 
right away).  For tracking 

purposes, it may be 
preferable to transmit all 

       
2 

1 

4 
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Changing Return Status Back to “In Progress” to Fix an Error in a 
Completed Return 

• There may be situa�ons when it becomes necessary to move a return from 
“Complete” back to “In Progress” in order to correct an error 

• Limit this feature only to EROs and LCs 

• It is accomplished via the security template that is assigned to them 

• Default in the security templates is set to NOT allow this change 

• The Site Admin (typically the AC) must configure security template to allow this 
change 

Edit Security Template 

• Go to the Welcome screen in TSO, then click “Select” on the Configura�on line, 
then click “Select” on the Security Templates line, then TSO displays the Security 
Templates page 

• Click Edit for the security template you want to change (i.e., Admin/ERO Only), 
then TSO displays the Edit Security Template page 

 

 

 

 

 

 

 

 

• Default se�ng which prohibits the user from 
changing the return status: 

• New se�ng to give permission to make a 
change:  

Click box to uncheck Admin/ERO Only 
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Changing Return Status back to “In Progress” 

• Example of a return from the client list that has the status of “Complete” 

 

• The user with the appropriate Security Template, will “Select” the return and 
navigate to the Submission page in the E-file sec�on of the return.  This is an 
example of what the screen will look like 

• Click Yes to change the status back to “In Progress”.  This is an example of what 
the screen will look like a�er clicking Yes:  

• Save and Exit the return 

• This is an example from the client list a�er the status has been changed 

 

• Once the status of the return has been changed back to “In Progress” the error 
needs to be corrected, and the return then con�nues the process of being 
checked and marked “Complete”  

 

  



 

ERO-Reference-Guide-Supplement TOC 12 of 23 

E-Filing Completed Returns 
• Select “Transmissions” from the TaxSlayer welcome page 

 

 

 

 

 

 

 

 

 

• At the Transmissions page (see the illustration on the following page), click on the 
heading of the “Name” column to sort alphabe�cally by last name  

o If you are keeping a spreadsheet master Daily Ac�vity Log or if you created 
a paper master Daily Ac�vity Log, it is a good idea to sort the day’s list of 
taxpayers on your Log alphabe�cally by last name, then you can compare it 
to the alphabe�zed lis�ng on the Transmissions page to ensure that all that 
need to be sent are listed in the queue of returns to be transmited 

o If you see that your Log either contains names that are not on the 
Transmission page or that the Transmission page has names that you don’t 
have on your Log, then you need to figure out the cause of the 
discrepancies before you go any further 

 If a return is missing from the list, go back into the return to be sure 
the Complete box was checked 

• Only those that have been marked "Complete" in TSO will 
appear in the Transmissions page list 

 If a return should NOT be submited, then uncheck the Complete 
box on the return E-file page 

1 



 

ERO-Reference-Guide-Supplement TOC 13 of 23 

• A�er verifying against your master Daily Ac�vity Log which returns are to be 
transmited, select each return to submit (or, “Check All”) 

 

 

 

 

 

 

 

 

• Click “Transmit selected return(s) to IRS” 

• Taxpayer’s tax return status automa�cally changes a�er transmi�ng 

 

 

 

 

E-Filing Previously Rejected Returns 
1. Select 

“Add 
Returns”  

2. Select the 
returns to 
retransmit 

3. Click 
“Transmit 
selected 
return(s) 
to IRS”   

1 
3 

2 
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A�er Transmi�ng 
• A�er transmi�ng return(s), the “Tax Return Transmissions” page shows the 

number of returns submited 

 

 

 

 

 

• A�er E-filing the day’s returns, immediately generate and save a copy** of the 
transmited returns – REPORTS>FEDERAL TRANSMISSION REPORTS>RETURNS TRANSMITTED 
– and save as an Excel / Google Sheets file 

o This must be done before IRS generates an Acknowledgment Report 

• Open the downloaded and saved report, sort the file alphabe�cally by Last Name, 
and save the file 

• Use this report to verify that all the returns that needed to be transmited were in 
fact transmited, and then later when the IRS acknowledgement report is created, 
verify that all transmited returns received an IRS Acknowledgment 

• Click “Back” to return to the Welcome page 

 

** CAUTION – If you download and save reports from TSO, keep in mind that no 
Taxpayer identification information, such as full SSN, can be saved to local computers.  
Thus, if a report has the full SSN, it cannot be downloaded and saved.  If it has only the 
last four digits of the SSN, it can be used, but it should be controlled at all times and 
deleted/destroyed once it is no longer needed. 

 

  

23 returns transmited 
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Prior Year Returns 
• A�er transmi�ng all of the current year returns (Federal and State), repeat the 

transmital processes for all prior tax years (if necessary) 

• For each of the prior tax years, you will also need to repeat the following steps for 
Acknowledgments, Valida�on, and Rejects 

Acknowledgements 
• Acknowledgements from the IRS typically take a couple of hours 

• Acknowledgements from the State typically take overnight 

• Because of the different �meline for these acknowledgements, you may want to 
wait 24 hours or so a�er transmi�ng to check the status of acknowledgements 

• TSO automa�cally changes return’s status as it is accepted or rejected 

• Acknowledgement Reports also shows the status of returns 

• Review reports for Rejected returns to be corrected and resubmited 

• Save IRS Acknowledgement report ** to and Excel / Google Sheets file 

• Sort alphabe�cally by Last Name 

• Compare with Transmital Report to verify that all returns transmited received an 
acknowledgement 

 

** CAUTION – If you download and save reports from TSO, keep in mind that no 
Taxpayer identification information, such as full SSN, can be saved to local computers.  
Thus, if a report has the full SSN, it cannot be downloaded and saved.  If it has only the 
last four digits of the SSN, it can be used, but it should be controlled at all times and 
deleted/destroyed once it is no longer needed. 
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Acknowledgement Reports 

• Select “Reports”  

• View:  

o IRS Acknowledgements 

o State Acknowledgements 
 (on a separate report screen) 

o Rejected Returns 

o Valida�on Errors  

 

 

 

 

 

IRS Acknowledgements 

• Review each 
acknowledged 
return 

o If accepted – 
Accepted and 
Date shown 
in Status 
Column 

o If rejected – 
Rejected and 
Date shown 
in Status 
column and reason shown in Reject Code column 

• Print PDF for more informa�on 

• Export to Excel to build a Tax Year log 

All acknowledged 
returns are listed 

with status 

Ac
ce

pt
ed

 

Rejected 

Descrip�on of Reject 
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State Acknowledgements  

• Follow the same procedures as outlined above for the IRS Returns for reviewing 
State Return Acknowledgements and Rejec�ons 

 

Valida�on Issues 
• A Valida�on issue is where the return is rejected by TSO for some reason – it has 

not even made it to the IRS yet – it got stopped at TSO due to some type of error 

o To search for returns rejected by TSO, click select on Valida�on Errors line 
for list 

o Review each return rejected from the TSO Processing Center. 

 If the TSO Processing Center rejected the return, a reason for the 
valida�on error will be displayed in the Help column. 

o To print your Valida�on Errors report, click “Print PDF”. 

 

 

 

 

 

 

 

 

 

 

• If a valida�on issue only affects a State Return, once the issue is resolved then 
only the State Return should be retransmited 

 

Example of a valida�on code 
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Reject Issues 
• A Reject issue is where the return was rejected by either the IRS or the State for a 

reason – ALL reject issues MUST be resolved by the site leadership (LC / ERO) 

• Iden�fy error and correct it 

• New Form 8879 signatures if:  

o SSN or name changed, or 

o >$50 change in total income or AGI, or 

o >$14 change in total tax, federal tax withheld, refund or amount due  

• Advise taxpayer of changes and provide a corrected copy  

• If it cannot be E-filed, convert to paper – the taxpayer must then mail the return 

• Provide feedback to Counselor/QR (Note: TSO Messaging is secure) 

• If a reject issue only affects a State Return, once the issue is resolved then only 
the State Return should be retransmited 

State Returns – Unlinking from IRS Returns for Transmital 
• There are �mes when only the 

State return needs to be 
transmited, such as a�er 
correc�ng a valida�on/reject issue 
or when transmi�ng a Property 
Tax Refund Return a�er the 
Federal and State returns have 
already been E-Filed 

• To do this, the State return needs 
to be “unlinked” from the IRS 
return 

• On the last E-file screen, check the 
box to “Only transmit the state return” 

 

IRS matches the first four leters 
of the last name with the SSN as 

stored in the IRS database – if 
there is a disparity in the E-Filed 

return, the return will be rejected 
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TSO Messaging 
• To send a secure message to a Counselor, QR or LC click on “Message Center” on 

the Welcome screen 

 

 

 

 

 

 

 

 

 

 

 

What’s Next? 
• In some Districts or Sites, the ERO person has addi�onal responsibili�es in 

TaxSlayer to administer the following: 

o Crea�ng Return Tags 

o Managing Security Templates 

o Assigning volunteers to certain Security Templates 

• The ERO person should not assume that they have permission to administer these 
aspects without receiving explicit direc�on and training from the District’s AC 

• At some point – for situa�onal awareness - you may want to review the 
“TSO ERO Reference Guide” that is referenced on the front page of this 
document, it covers the advanced tasks that need to be performed by District AC 
or by a knowledgeable site ERO 

Bob/Mary 
Please check Smithson return for SSN error.  Thanks 

Click on Create Message 

Click on Select recipients 

Compose a message 

Click on Send 
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End of Season 
• Tax Counselors and Quality Reviewers will be deac�vated at the end of the Tax 

Season to prevent access to TSO 

• Excep�ons: 

o District Administra�ve Coordinator (AC) 

o Local Coordinator 

o Depending upon District policy, the ERO could remain ac�vated 
throughout the off-season to assist with resolving return issues that may 
arise 

LC Responsibili�es 
• Everything! 

• Answer ques�ons and address anomalies that occur during return prepara�on 
and electronic filing 

• Report sta�s�cal accomplishments as required 

• Be sure no taxpayer data has been retained unless required by the IRS or State 
law 

• Verify that all returns started in TSO are accounted for monthly and at the end of 
the season 

Remember  Security of taxpayer data is everyone’s responsibility 
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