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Community Action Pioneer Valley

• Anti-poverty agency, established in 
1965

• Serves more than 30,000 people 
each year

• Serves: 1737 square miles (22% of 
State's Landmass)

• Franklin County
• Hampshire County
• North Quabbin region
• Western Hampden County



Community Action Pioneer Valley

Areas of Support

• Energy Programs

• Family Support Programs

• Harmon Personnel Services

• Head Start & Early Learning 
Programs 

• Women, Infants, and Children 
(WIC)

• Youth and Workforce 
Develpment Programs

• Community Services



Money Matters (that’s us!)

The Money Matters program offers one-on-one 
financial counseling, community workshops, and runs the 
VITA free tax assistance clinics.



Stats for Tax Year 2020

Last year we helped hundreds of neighbors receive the highest 
possible refunds

Some fun stats:

• Had 31 volunteers from our community

• Served 466 individuals

• The average AGI for these households was $17,819

• These households received $1,066,266 in refunds

• The average refund was $2,288, or almost 13% of the average 

household’s annual income.



Eligibility

Service Area:
Hampshire County, Franklin County, North Quabbin towns: Athol, 
Petersham, Royalston, and Phillipston.

To request an appointment:
Call 413-376-1136 

Online www.communityaction.us/taxes



Eligibility
Taxes We Don't Prepare

• Rental income

• Business expenses such as a home office, equipment depreciation, 
inventory or payroll (mileage, supplies, insurance, etc. are ok)

• Business expenses in excess of $35,000 or that result in a loss 
(expenses exceed gross receipts)

• Sale of stocks or other investment property 

• Capital gains or losses

• Royalties

• Cancellation of debt including bankruptcy, foreclosure, settlement of 
credit card debt for less than the whole balance (1099-C)

• Out-of-state income (if you earned income while living or working in 
another state)

• Military income or benefits

Now in Scope: Health Savings Accounts (HSA)



Utilizing Refunds to Boost the Local Economy

Refunds increase household stability:

• Families use the EITC mostly to pay for necessities, repair 
homes, and maintain vehicles that are needed to commute to 
work.

• Our Taxpayers: by paying off debt or increasing their savings



What Taxpayers Say

“I was completely overwhelmed. I am 60 years old and I was behind 

on my taxes and did not have the money for an accountant. I found 

this organization online. From start to finish everyone was amazing. 

I have told anyone that will listen. The relief I have right now is worth 

trillions. Thank you.”

“I felt lost even trying to use other online tax services. I heard about 

this program through my school and it was the best decision to look 

into it. The process was so clear. The person who talked to me 

answered all my questions and made me feel like I had agency in 

the situation. I never felt like that doing taxes before. I always felt 

like I was doing it wrong. Now I know I did it right.”



2021 Tax Law Updates

Standard Deduction

Single $12,550

MFJ $25,100

HOH $18,800



2021 Tax Law Updates

Child Tax Credit

• Fully refundable

• $3,600 per child under 6

• $3,000 per child 6-17

• Half distributed as advanced payments

• No earned income requirement



2021 Tax Law Updates

Child and Dependent Care Credit

• Fully refundable

• Eligible expenses up to $8,000 for single, HOH, 
up to $16,000 for MFJ

• 50% of expenses as credit for households with 
AGI under $125,000



2021 Tax Law Updates

Earned Income Tax Credit

• Lowered minimum age to 19

• Removed age cap

• Increased amount of credit



EITC Credit Amount



EITC Lookback

• Use earned income from 2019 to determine EITC 
if 2019 earned income is higher than 2020 or 2021 
income



2021 Tax Law Updates

Recovery Rebate Credit
• Not taxable income

• EIP 3 was $1,400 per person

• EIP 1 and 2 were restricted to dependents under 17, EIP 
3 is for any dependent



2021 Tax Law Updates

Schedule LEP (Form 1040), Request for Change in 
Language Preference 

• Schedule LEP is a new form that allows taxpayers to state 
a preference to receive written communications from the 
IRS in a language other than English



2021 Tax Law Updates for Self 
Employed

Credits for sick and family leave for certain self-
employed individuals

• Provides self-employed individuals affected by coronavirus 
paid sick leave and paid family leave credits equivalent to 
those that employers are required to provide their 
employees



Unemployment Insurance

For TY 2020:

Federal, first $10,200 non-taxable

State, first $10,200 non-taxable for AGIs <200% of federal 
poverty level

For TY 2021:

Federal, all unemployment is taxable

State, first $10,200 non-taxable for AGIs <200% of federal 
poverty level



Massachusetts Tax Law

Senior Circuit Breaker Credit

Available for taxpayers over 65

Taxpayers are eligible if they paid:

More than 25% of their income in rent

More than 10% of their income in property taxes

Maximum credit is $1,170



Massachusetts Tax Law

Rental Deduction

50% of rent expenses up to $3,000 ($1,500 deduction)



Massachusetts Tax Law

Health Insurance Requirement

• Residents over 18 required to have Minimum Creditable Coverage 

for entire year

• Exception for lapse of health insurance 3 months or less

• Penalty if you can afford health insurance but don’t have it

• Exemptions to penalty include:

 Financial hardships such as homelessness, utility shut-off

 Domestic violence

 Death of a family member

 Fire, flood, or natural disaster



Massachusetts Tax Law

US Government or Massachusetts pensions and 

retirement distributions are exempt from tax



Let’s look at TaxSlayer!



Customer Service

• Helpful examples



CALM Customer Service

• Clarify

• Ask

• Listen

• Move Forward



When Talking To or About Taxpayers

Be patient and respectful

Don’t make assumptions about . . .

• Family make-up

• Gender

• How much the taxpayer understands about their return

You may have to repeat yourself, or trying explaining 
something in a different way

Ask a question if you’re unsure about something

Have fun! Taxes are personal, and sometimes scary, but they 
don’t have to be boring



Starting the Call

“Hello, my name is Sarah and I’m calling from 
Community Action’s free tax program, is [taxpayer] 
available?”

“Can you confirm the last 4 digits of your social 
security number for me?”



Starting the Call

“I’m going to start by asking you a few questions to 
make sure we have all the info we need.

Once we’re done talking, I will begin preparing your 
return. If I have more questions, I may call you back 
or follow up with a text/email. 

When I’ve finished preparing your return, I’ll hand it 
off to someone else to get a second set of eyes on it. 
We want to make sure the return is accurate. That 
person will get in touch to schedule a time for you to 
review the return and sign it.

Are you ready to get started?”



Strategies for Long-Talkers and 
Chaotic Households

“Thanks for sharing that, I’m going to move on to the 
next question”

“I’m sorry to interrupt, but I want to be respectful of 
your time. Let’s move on to the next question.”

“I’ve got to let you go, but thanks so much for your 
time”

“It sounds like there’s a lot going on there. Why don’t 
I call you back in 10 minutes?”

Use the hold feature!

Other Examples



Why encourage savings at tax time?

1. 4 in 10 adults, if faced with an unexpected 
expense of $400, would either not be able to 
cover it or would cover it by selling something or 
borrowing money

2. Biggest single lump sum they will receive all year

3. Many of those same people have little to no 
savings

4. Filing a tax return provides easy and automatic 
opportunities for savings



Tax Time Savings

Supplemental Intake Form

"Would you like to save some of your refund?"

Pro-Savings Language

Baby Steps Account

Messaging will be on the Portal



Thank You

We TRULY couldn't do this without you!

Email us with any questions!

Rebecca Bannasch at rbannasch@communityaction.us

Sarah Lambert at slambert@communityaction.us

mailto:rbannasch@communityaction.us
mailto:slambert@communityaction.us

