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Over-the-Phone (OPI) Interpreter

Objectives:

1. Background

2. Understand the OPI process

3. Use the OPI line

4. Complete the OPI log accurately

5. Report OPI usage weekly
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Background

The IRS is committed to servicing our multilingual customers by
offering over-the-phone interpreter (OPI) services in LEP
communities. OPI 1s a federally funded program.

OPI offers real-time interpretation services for several languages
through virtual call centers, enabling around the clock service
year-round. The OPI service 1s free and available to all
VITA/TCE partners.

All employees/partners must complete the annual OPI training
each year. Once the training is completed the OPI PIN 1s activated

for use. ;
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OPI service include all aspects of the
SPEC Business Model

OPI services include all aspects of the SPEC business model. This consists of
Income tax return preparation, educational outreach, and financial education and
asset building (FEAB) information. Examples include:

Quality site reviews

Field site visits

Return reviews

ITIN applications

FEAB services

Outreach and education

If partners want to use the OPI services for something other than return
preparation, prior written authorization is required. To obtain approval, the
request must be sent to the Relationship Manger and Area OPI/POC/SME. ,
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OPI Visual Process
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This 1s a visual of the OPI process. The site will need to have conference
call abilities in order to use the OPI service. As you can see here, the
volunteer will call the taxpayer. Once the taxpayer is connected with the
volunteer, the volunteer then calls the OPI line. You will see in a couple
of slides in detail how this will work.
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Lionbridge Interactive Voice Response easy to follow instructions for on-demand
telephonic interpretation

NS
Step #1: Volunteer calls taxpayer. \\

Step #2: With volunteer and taxpayer on the line, volunteer calls the interpreter on their toll-free
line at 888-563-1155.

Step #3: Enter your site’s assigned personal identification number (PIN).

Step #4: Press 1 for Spanish
Press 2 for Creole
Press 3 for Mandarin

Press 4 for Korean h
Press 5 for Vietnamese ﬁ
Press 6 for Somali

Press 7 for Russian

Press 8 for French
Press 9 for Arabic

For any other language needs or concerns, press 0 for operator assistance.



/7

Wage and Investment

STAKEHOLDER PARTNERSHIP EDUCATION & COMMUNICATION

OPI Available Languages — Publication 5633

Acateco

Albanian

Amharic

Arabic

Aramaic

Armenian
Armenian, Western
Aszyrian
Azerbaijani

Bengali

Bhutanese

Basnian

Bravanese
Bulgarian

Burmese
Cambodian/Khmer
Cantonese
Cebuano
Cha-Chao

Chaldean

Creole

Croatian

Czech

DarifFarsi
Dzongkha

Farsi - Afghani - Dari
Fijian Hindi
French

French Canadian
Fukienese
Geprgian
German

Gheg Albanian
Gorani

Greek

Gujarati

Hakka [Chingse)
Haryanvi

Hausa

Hebrew

Hiligaynon

Hindi

Hmong

Hmong Daw
Hunan

Hungarian

llongo

Indonesian

Iranian Farsi [ Persian
lapanese

Karen Segaw
Khmer/Cambodian
Kikuyu
Kinyarwanda
Kirundi

Kisi Southern
Korean

Krio

Kurdish

Lao

Lebanese Arabic
Lingala

Lusoga
Macedonian
Malayalam
Mandarin
Marathi
Maymay

Mien

Mixtec
Moldovan
Mangolian
Montenegrin
Nepali

Morth African Arabic
Pashto

Polish
Portuguese
Punjabi

O'anjob’al

Quechua

Quichua, Canar Highland
Quichua, Chimborazo Highland
Quichua, Salasaca Highland
Romanian

Russian

Rwanda

Serbian

Serbo-Croatian k

Shanghai
Sinhalesa
Somali

Sorani

Spanish

5ri Lankan Tamil
Swahili
Szechuan
Tagalog
Taiwanese

Tamil

Telugu

Thai
Tigrinya
Tosk Albanian
Turkish

Twi

Uighur
Ukrainian
Urdu

Uzbek
Vietnamese
Visayan
Walof
Yiddish

Yombe
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Tips For Working With Taxpayers

Please note: Contact may be in person or over the phone.

If in person maintain eye contact with the taxpayer.
Observe body language.
Speak slowly and have patience with the taxpayer.

Remember your conversation 1s with the taxpayer and not the
interpreter.

Keep the taxpayer engaged.
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Tips For Working With the OPI Interpreters

@

Please note: The user must have the taxpayer on the phone line
prior to initiating the call to OPI line for interpreter assistance.

>
>
>

Please briefly explain the purpose of the call.
Please eliminate any background noise.

Please speak at a moderate rate of speech and instruct your parties
to speak one at a time.

The interpreter serves to facilitate communication; he/she will not
conduct the call itself.

Please contact your SPEC relationship manager with any questions
Or concerns.
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Using the OPI Line for Tax Preparation

A R e

Scheduling Appointments
Intake/Interview Process
Questions

Resolving Rejected Returns
Conducting Quality Review
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Weekly SPEC OPI Log

Weekly SPEC OPI Usage Log

SIDN SiteName | Volunteer Caller Name Ca Call Start Time Duration (Mi ) Language | Caller Phone No. In

Time Zone

Select time zone

where the call

OPI Tracking () [«]

10
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Enter Name Print Volunteer
no of Site Name
“S” needed X

/e

Enter SIDN

Enter Date

SIDN Site Name Volunteer Caller Name Call Date

5/

. OPI Tracking | @@

11
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Length

Time Zone Call Start Time

Enter
Language

Duration (Minutes)

Language

e

Time Zone
Select time zone
where the call
was made.

12
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Enter Caller
Phone Number
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Write
comments

Caller Phone No. Interpreter No.

Usage/Comments Com ment Examp|eSZ

[

Taxpayer did not have all

information.

Enter

Interpreter’s

Return out of scope.

ID #

Call dropped, had to call

back.

Time to connect with

interpreter was too long.

14
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Report OPI Usage

Partners will submit their OPI weekly usage log beginning the
week of January 16, 2024, to their local relationship manager.

Weekly Input
January February March April
14 - 20 28 (Jan)-3 25(Feb)-2 31 (Mar)—-6
21 - 26 4-10 3-9 7-13
11-17 10-16 14 - 20
18 - 24 17 - 23
24 — 30

Due Date 1s Every Monday by Noon.
Relationship manager will follow-up with their assigned
partners/sites weekly. 1o
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Over-the-Phone Interpreter (OPI) Services
Reminders!

v' All employees/partners (new or existing) must attend OPI training
cach year.

v OPI services will now include all aspects of the SPEC business
model (income tax preparation, financial education, and asset
building (FEAB) and educational outreach). No additional
authorization 1s required for tax return preparation.

v" Written authorization is needed to use OPI services for anything
other than tax return preparation. For example, FEAB, educational
outreach, ITIN, CAA... etc. Written authorization 1s requested
through your relationship manager.
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Over-the-Phone Interpreter (OPI) Services
Reminders!

v" For returning partners/sites. After completing OPI training your OPI
PIN will automatically reactivate within 10 days. Site coordinators
with multiple sites can activate all needed OPI PINs with their
relationship manager.

v" For new partners/sites request a OPI PIN from their relationship
managet.

v" Partners/sites are not allowed to preschedule appointments for OPI
interpreter services. However, partners/sites can call the OPI line for
assistance to schedule an appointment for a taxpayer to come in for
tax preparation services.
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Over-the-Phone Interpreter (OPI) Services
Form 137135

v" When completing the Form 13715, Volunteer Site Information
Sheet Question 7 - Languages offered write-in “Virtual Interpreter

Services”. This will show on the VITA locator under languages
offerred.

Form 1 371 5 Department of the Treasury - Internal Revenue Service OMB Number
(October 2021) Volunteer Site Information Sheet 1545-2222

Purpose: The IRS toll-free assistance line and the VITA Site Locator Tool on irs.gov use the information you provide on this form to help
taxpayers locate the nearest volunteer tax preparation site. Fill-in the information below carefully and ensure it is accurate and complete.
Return the completed form to your local IRS contact. If the site information changes after submitting this form, please provide your local
IRS contact with the updated information immediately.

7. Languages Virtual Interpreter Services
offered


https://www.irs.gov/pub/irs-pdf/f13715.pdf
https://www.irs.gov/pub/irs-pdf/f13715.pdf
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Over-the-Phone Interpreter (OPI) Services
Resources!

e Publication 5547 OPI Job Aid

Job Aid

IRS Over-the-Phone

Interpreter (OPI) Service
for SPEC Partners, Site Coordinators, & Employees

e Publication 5633 OPI Available Languages

m OVER-THE-PHONE (OPI) LANGUAGES

IRS Languages Represented



https://www.irs.gov/pub/irs-pdf/p5547.pdf
https://www.irs.gov/pub/irs-pdf/p5633.pdf

m Wage and Investment
IRS STAKEHOLDER PARTNERSHIP EDUCATION & COMMUNICATION

A

Over-the-Phone Interpreter (OPI) Services
Resources!

e Form 15373 — OPI Poster

VITA/TCE Free Tax Preparation Using

Over-the-Phone Interpreter (OPIl) Services
We can help you in your language

 Pocket Guide

(‘(,

Easy-to-follow instructions for on-dermand
telephonic interpretation.

Step #1: Call our toll-free phone number:
1 B88 5631155

Step #2: Enteryour PIN number
(FEICIIC— HOHCICHCRN

Step #3:
Press 1 for Spanish
Press = for Crecle
Press 3 for Mandarin
Press for Korean



https://www.irs.gov/pub/irs-pdf/f15373.pdf
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Over-the-Phone Interpreter

(OPI) Services
Resources!

* Publication 5285 —
IRS Interpreter
Services Do You
Speak (Language)
(Tabletop Poster)

{IRS

Interpreter Services

rrransl.-'utian of the text below:
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Roles for Log Retrieval

A oluntesr
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Area POC’s:

Area 1:
Burnell Stepter
Burnell.Stepter@irs.gov

Area 2:
Joe Hayek
Joseph.P.Hayek@irs.gov

Area 3:
Sandra Cobos
Sandra.D.Cobos@irs.gov

17
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= Publication 5547 — SPEC OPI Job Aid
= Publication 5633 — OPI Available Languaqges
= Form 15373 — OPI Poster

= Publication 4269 — Welcome! Do You require
service in any lanquage other than English?

IRS STAKEHOLDER PARTNERSHIP EDUCATION & COMMUNICATION

Additional References

= Publication 5285 — IRS Interpreter Services
(DeskTop)

= LionBridge Pocket Guide
= SPEC OPI Weekly Log
= Link and Learn Taxes

17


https://www.irs.gov/pub/irs-pdf/p5547.pdf
https://www.irs.gov/pub/irs-pdf/p5633.pdf
https://www.irs.gov/pub/irs-pdf/f15373.pdf
https://www.irs.gov/pub/irs-pdf/p4269.pdf
https://www.irs.gov/pub/irs-pdf/p4269.pdf

m Wage and Investment

IRS STAKEHOLDER PARTNERSHIP EDUCATION & COMMUNICATION

ThankYou

. for attend'mg ‘coday.’

A
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Over-the-Phone (OPI) Interpreter

Objectives:



Background



Understand the OPI process



Use the OPI line



Complete the OPI log accurately



Report OPI usage weekly

2







2








		Wage and Investment 

		Stakeholder Partnership Education & Communication



Background

3

The IRS is committed to servicing our multilingual customers by offering over-the-phone interpreter (OPI) services in LEP communities. OPI is a federally funded program.

 

OPI offers real-time interpretation services for several languages through virtual call centers, enabling around the clock service year-round. The OPI service is free and available to all  VITA/TCE partners.



All employees/partners must complete the annual OPI training each year. Once the training is completed the OPI PIN is activated for use.
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OPI service include all aspects of the 

SPEC Business Model

4

OPI services include all aspects of the SPEC business model. This consists of income tax return preparation, educational outreach, and financial education and asset building (FEAB) information. Examples include:
	Quality site reviews
	Field site visits
	Return reviews
	ITIN applications
	FEAB services 
	Outreach and education  
      
If partners want to use the OPI services for something other than return preparation, prior written authorization is required. To obtain approval, the request must be sent to the Relationship Manger and Area OPI/POC/SME. 






– such as Child Tax Credit, Earned    
            Income Tax Credit, education credits, identity theft, refund I
            inquiries, questions about IRS correspondence and so on. 

4
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OPI Visual Process 









6

This is a visual of the OPI process. The site will need to have conference call abilities in order to use the OPI service. As you can see here, the volunteer will call the taxpayer. Once the taxpayer is connected with the volunteer, the volunteer then calls the OPI line. You will see in a couple of slides in detail how this will work.







5





VITA/TCE Volunteer





 Taxpayer





OPI Line
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Lionbridge Interactive Voice Response easy to follow instructions for on-demand telephonic interpretation



Step #1:  Volunteer calls taxpayer.



Step #2:  With volunteer and taxpayer on the line, volunteer calls the interpreter on their toll-free  

                line at 888-563-1155.



Step #3:  Enter your site’s assigned personal identification number (PIN).

 	    

Step #4: Press 1 for Spanish

	Press 2 for Creole

 	Press 3 for Mandarin

	Press 4 for Korean

	Press 5 for Vietnamese

	Press 6 for Somali

	Press 7 for Russian

	Press 8 for French

	Press 9 for Arabic



For any other language needs or concerns, press 0 for operator assistance.
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7

9

OPI Available Languages – Publication 5633
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Please note: Contact may be in person or over the phone.



If in person maintain eye contact with the taxpayer.

Observe body language.

Speak slowly and have patience with the taxpayer.

Remember your conversation is with the taxpayer and not the interpreter.  

Keep the taxpayer engaged.



Tips For Working With Taxpayers 



5
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Please note: The user must have the taxpayer on the phone line prior to initiating the call to OPI line for interpreter assistance.



Please briefly explain the purpose of the call.

Please eliminate any background noise.

Please speak at a moderate rate of speech and instruct your parties to speak one at a time.

The interpreter serves to facilitate communication; he/she will not conduct the call itself.

Please contact your SPEC relationship manager with any questions or concerns.



Tips For Working With the OPI Interpreters 



5
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Using the OPI Line for Tax Preparation 

Scheduling Appointments

Intake/Interview Process

Questions

Resolving Rejected Returns

Conducting Quality Review



8
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Weekly SPEC OPI Log

10
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Enter SIDN

 no

“S” needed

Enter Name of Site

Print Volunteer Name

11



Enter Date
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Enter Language

Enter Time

12

Enter Call Length

Time Zone
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Write comments

14

Comment Examples: 



Taxpayer did not have all information.



Return out of scope.



Call dropped, had to call back.



Time to connect with interpreter was too long.



Enter Caller Phone Number

Enter Interpreter’s 

ID #
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Partners will submit their OPI weekly usage log beginning the week of January 16, 2024, to their local relationship manager.
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Report OPI Usage

Due Date is Every Monday by Noon.

Relationship manager will follow-up with their assigned

 partners/sites weekly. 

15

		Weekly Input								

		January		February				March		April

		14 - 20		28 (Jan) - 3				25 (Feb) – 2		31 (Mar) – 6

		21 - 26		4 - 10				3 – 9		7 - 13

				11 – 17				10 – 16		14 - 20

				18 - 24				17 - 23		

								24 – 30		
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Over-the-Phone Interpreter (OPI) Services 
Reminders!

 

All employees/partners (new or existing) must attend OPI training each year.

 

OPI services will now include all aspects of the SPEC business model (income tax preparation, financial education, and asset building (FEAB) and educational outreach). No additional authorization is required for tax return preparation. 

 

Written authorization is needed to use OPI services for anything other than tax return preparation. For example, FEAB, educational outreach, ITIN, CAA…  etc. Written authorization is requested through your relationship manager. 
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Over-the-Phone Interpreter (OPI) Services 
Reminders!

 

For returning partners/sites. After completing OPI training your OPI PIN will automatically reactivate within 10 days. Site coordinators with multiple sites can activate all needed OPI PINs with their relationship manager. 



For new partners/sites request a OPI PIN from their relationship manager. 

 

Partners/sites are not allowed to preschedule appointments for OPI interpreter services. However, partners/sites can call the OPI line for assistance to schedule an appointment for a taxpayer to come in for tax preparation services.
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Over-the-Phone Interpreter (OPI) Services 
Form 13715

 

When completing the Form 13715, Volunteer Site Information Sheet Question 7 - Languages offered write-in “Virtual Interpreter Services”. This will show on the VITA locator under languages offerred.
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Over-the-Phone Interpreter (OPI) Services 
Resources!

Publication 5547 OPI Job Aid









Publication 5633 OPI Available Languages
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Over-the-Phone Interpreter (OPI) Services 
Resources!

Pocket Guide









Form 15373 – OPI Poster
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Over-the-Phone Interpreter (OPI) Services 
Resources!

Publication 5285 – IRS Interpreter Services Do You Speak (Language) (Tabletop Poster)
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Roles for Log Retrieval
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Area POC’s:

Area 1:

Burnell Stepter

Burnell.Stepter@irs.gov



Area 2:

Joe Hayek

Joseph.P.Hayek@irs.gov

Area 3:

Sandra Cobos

Sandra.D.Cobos@irs.gov

17
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Additional References

17






Publication 5547 – SPEC OPI Job Aid

Publication 5633 – OPI Available Languages

Form 15373 – OPI Poster

Publication 4269 – Welcome! Do You require service in any language other than English?

Publication 5285 – IRS Interpreter Services (DeskTop)

LionBridge Pocket Guide

SPEC OPI Weekly Log

Link and Learn Taxes
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...for attending today!
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Form 1 371 5 Department of the Treasury - Internal Revenue Service ‘OMB Number
(October 2021) Volunteer Site Information Sheet

Purpose: The IRS toll-free assistance line and the VITA Site Locator Tool on irs.gov use the information you provide on this form to help

taxpayers locate the nearest volunteer tax preparation site. Fill-in the information below carefully and ensure it is accurate and complete

Retum the completed form to your local IRS contact. If the site information changes after submitting this form, please provide your local
IRS contact with the updated information immediately.
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Step #1: Gallo
1-888-563-115¢

Step #2: Enter
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Step#3:
Press 1 for Spanish
Press 2 for Creole

Press 3 for Mandarin







image23.png

@IRS

Jransiation of the text below:

o

0k e gt e
s

Ccotonse R

R AN R, BEWER

o

S orerer s verdong Doce Savea st

P
LTI DT AETORRELEY. &
ey
o 201

S4E B2uR B sme s umyen
53 5o8 Sacy suin N
E2RA0E o e 7t

g
rasHmgaranureases oI,
e

-
e
s

e e s i mareen

eyt
e s tratei

T

Interpreter Services

*D0 you spask [languagel? We will provide an nfarpratar for
‘you ovar ha phona. Therd is no charge fo s sarvice.

o

SRS

o s
Earbesmatgige
il

o e
PPy e

"sz g

Syt gt e cng
DRSS,
RN







image24.png

“SresFnt a1 Conct POC)
o provit ombrmaion ofsenics et 1071

s s msngshagomtlon.

e e
,_‘_|—mmn-
T [osms |
P m—
T e o St —
ScCoR







image25.png

ThankGou,








wr/// R

SPEC Over-the-Phone Interpreter (OPI)
‘Services Training.





