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Intuit WOMR – Turbo Tax 
Opportunity at a Glance!  

 
 

 

Independent Business 
Owner Revenue 

$9.50 per hour guaranteed / 
minimum Revenue 

Opportunity 
 

Potential Revenue 
Opportunity: 

$9.50-$13.00 

per hour 

____________________ 

Minimum Hours Required 

20 hours per week 

3 hr Weekend Requirement 
through April 20th 

3 hr requirement on 
Monday, April 16th 

3hr requirement on 
Tuesday, April 17th 

______________________ 

Seasonal Opportunity 

 

Education Schedule 

2/27/12-3/23/12     

Monday-Friday 

9am, 2pm, 7pm & 8pm EST 

______________________ 

Client Education 
Requirements 

Quizzes and Exams = 80% 
Minimum to Pass 

Quizzes throughout course; 
written assessments at 

conclusion of course. Must 
also complete Intuit’s 

Leading Edge requirements 

______________________ 

Type of Service  / Channel 

Inbound Customer Service 
and Technical Support 

______________________ 

 

 

 

 

Equipment Needed 

Windows XP & Windows 7  

(32 & 64 Bit) 

(Windows Vista, Windows 
2000 and MAC OS Not 
Currently Supported) 

______________________ 

Cost Of Client Education 

$59 

Due prior to start of course. 

______________________ 
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Click on any link to view that section 
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I. Opportunity Information 
From its inception in 1983 Intuit has offered customers solutions to important problems by creating innovative 
products such as TurboTax.  With a little over two decades in business, Intuit is recognized as America’s most-
admired software companies.  Intuit has revolutionized the way people manage their small businesses and 
personal finances. Their tax preparation product lineup assists individuals and small business owners to easily and 
accurately do their own taxes with confidence. 
 
This is a technical & functional customer support application that will provide interaction through phone with 
customers utilizing TurboTax, the leading name in tax preparation software.  The primary focus will be on 
understanding and resolving customer questions and problems with this product. This application will allow 
Independent Business Owners and/or Certified Professionals with technical backgrounds to assist Intuit customers 
with any technical & functional issues they encounter while using TurboTax. 
 
Arise is pleased to announce that they will be contracting with additional Independent Business Owners and/or 
Certified Professionals to provide service to Intuit Working On My Return for a minimum of 15 hours per week 
during non peak and 20 hours per week during peak weeks (please view page 5 for complete dates and 
requirements). 
 
Independent Business Owners and/or Certified Professionals are ineligible to participate in this client opportunity 
if they meet any of the following criteria: 
 

 Have a SOW termination on file in the past 6 months.   

 Have more than one SOW termination on file throughout your time with Arise due to performance. 

 Have previous termination on file for Intuit TurboTax 

 Did not fulfill contractual requirements last season on TurboTax 

 Have a Commitment Adherence below 90%. 

 Have dropped from enrolled status in a client opportunity less than 4 weeks before expressing interest in 
this client opportunity.   

 Are currently contracted in any Intuit application. 

 Are currently enrolled in any client opportunity 
 

II. Essential Functions and Responsibilities 
The Independent Business Owner and/or Certified Professional will be required to: 

 Strong Customer Focus with desire to solve issues not just for one customer but to improve the overall 
product and process for all. 

 Be positive representative for the Intuit Organization; take a caring and empathetic approach to customer 
interactions 

 Actively take customer support calls for customer that are in the “Working On My Return” section of the 
TurboTax software. 

 Learn how to use the Turbo Tax product to accurately and efficiently resolve customer inquiries on the first 
contact. 

 Provide superior support and service for both platform and product issues. 

 Handle problem resolutions that may require follow-up and/or escalation to a higher level of expertise. 
 

III. Independent Business Owner and/or Certified Professional Requirements 
Independent Business Owner and/or Certified Professional must meet all of the following criteria in order to be 
considered: 

 Customer service and technical support experience. Tax or accounting experience helpful. 

 Quick study with general working knowledge of Turbo Tax product preferred. 

 Have a basic understanding of computers, operating systems, browsers, the internet and how PC 
applications function. 
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 Strong troubleshooting skills required to probe/clarify or understand cause of system problems and uses 
good judgment for escalating issues requiring more focused investigation. 

 Demonstrated self-started who is willing to change quickly between roles, duties and tasks. 

 Outstanding written and verbal communication skills. 

 Strong working knowledge of how to research information from various IRS websites. 

 Commitment adherence of 90% or greater. 

 Only PCs with Windows XP, Windows XP Professional, Windows XP Home or Windows 7 (32 and 64 bit) 
with the latest service pack installed are permitted for Independent Business Owners and/or Certified 
Professionals in certification and servicing.  Windows Vista, Windows 2000 and Mac OS is not allowed for 
certification or servicing. The Independent Business Owners and/or Certified Professionals must meet the 
Arise technical specifications to attend and certify for this opportunity, Click on the link below for Arise 
requirements: 

 
https://portal.arise.com/Localization/en-US/Workstation_Requirements_v6.pdf 

 

IV. Application Details 

Arise reserves the right, at its sole discretion, prior to contracting to revise the 
posting requirement, service fees and individual service level metrics. 
A. Average Handle Time 

i. Average call length expected by client varies by month; ranges from 12-19 minutes. 

B. Independent Business Owner Revenue 
Independent Business Owners and/or Certified Professionals will receive the greater of: 

i. $0.24 per talk minute OR 
ii. $9.50 per hour alternate base rate.  

iii. Potential Opportunity Revenue of $9.50-$13.50 per hour.  
iv. Certification Service Bonuses in the amount of $500 to each Independent Business Owners 

and/or Certified Professionals who successfully certifies on the application, services 
minimum number of hours under the SOW, and meets all Service Level requirements: 

a. In order to be eligible for the Certification Service Bonus, the Independent Business 
Owners and/or Certified Professionals must be present for the duration of the 
opportunity, up to and including certification.  

b. The first Certification Service Bonus of $350.00 will be disbursed on May 6th 
provided the IBO provides services through April 20th and meets all Priority 
Commitment and Commitment Adherence requirements during that time. 

c. $150 End of Season Enhancement Bonus - End of season enhancement bonus paid 
on 5/6 if all Intuit Leading Edge certifications (up to 4 hours/month) are completed 
in required timeframes and PC and CA are met. 

d. Independent Business Owners and/or Certified Professionals who previously 
participated in the Intuit Wave 1 or Wave 2 opportunity but dropped prior to 
certification or failed to certify during previous opportunity are not eligible for 
service fees if they choose to reattempt certification by enrolling in a second 
opportunity. 

e. Independent Business Owners and/or Certified Professionals must meet all Service 
Level requirements during the overall servicing period.  Failure to do so will forfeit 
eligibility for the certification bonus.  

 
 

 

C. Service Hours (hours of operation might vary slightly to adjust to Client/Market requirements) 

https://portal.arise.com/Localization/en-US/Workstation_Requirements_v6.pdf
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i. Peak Season:   

a. Sunday – Saturday: 8:00 AM EST – Midnight EST 

D. SOW Information 

i. Non Peak: The Independent Business Owners and/or Certified Professionals will be required to 
select a minimum of 20 hours per week with no weekend requirement. 

a. Peak Days: April 16
th 

and April 17
th

  – Independent Business Owners and/or Certified 
Professionals must service minimum of 3 hrs 

ii. Service hours must be posted in 2 hr intervals  

E. Quick Post Schedule 

i. Dates time vary depending on preselect category 

F. Service Level Requirements 

i. Independent Business Owners and/or Certified Professionals will be expected to adhere to the 
following Service level requirements: 

a.  

Release Ratio  

(Release Ratio) 

> = 5% Meets/Exceeds 

< 5 Not Meeting 

   

Service Level Requirements* 

Commitment Adherence (Schedule Release Ratio) > = 95% 

Priority Commitment (minimum hours serviced per week) 100% 

 
Average Handle Time (AHT) 

Ranges by month from 14-18 minutes.  
Goals will be communicated in advance 
of each month 

Ring No Answer Calls (RONA) – Assigned ACP must answer 
calls on first ring. 

>1% of total calls per week 

Leading Edge Certification 100% completion of modules by client 
indicated dates 

Case Completion Rate >=93% 

Survey Return Rate >=10% 

First Contact Resolution (FCR) > = 70% 

Contact Resolution Requirements – Phone > = 85%  (Assigned CPs that miss goal for 
two consecutive weeks will be removed 
from program) 

–Net Promoter Score (NPS) Currently  > = 50 
Goal is set monthly by client 

G. *Metrics are expected to change as Intuit plans for the upcoming tax season.  All changes will be 
communicated to the Independent Business Owners and/or Certified Professionals. 

 

H. *Failure to meet one or more of the Service Level Requirements by any Independent Business Owners 
and/or Certified Professionals shall be deemed to be a failure to perform and may subject this SOW to 
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immediate termination by the Company and/or the revocation or suspension of such Assigned 
Independent Business Owners and/or Certified Professionals certifications by the Company.  The 
Service Level Requirements may be modified by the Company from time to time upon notice to the 
Independent Business Owners and/or Certified Professionals 

 

V. Education Details: 
 

A. Education Schedule: 
i. Cost of Course:  $59 

ii. Pre-Enrollment:  $59 to be paid by credit card via the Arise portal shopping cart within 24 
hours of the Independent Business Owners and/or Certified Professionals being client 
qualified. Participation in opportunity is not guaranteed until this initial credit card payment 
has been received. 

B. Course Schedule: 

i. Daily Webcast Sessions:  2/27/12 thru 3/23/12 

ii. Saturday Sessions:   None 

iii. Total Length of Course:  20 days 

iv. Course Times Available:  20 days 

v. Pre Work:  None 

vi. Self Pace Work  32 hours (Must be completed each night) 
 

C. Client Education Requirements: 
To be eligible for certification in this application the Independent Business Owners and/or Certified 
Professionals will need to:  

i. Independent Business Owners and/or Certified Professionals will be required to pass interim 
assessments during class and a written assessment at end of class with a score of 80% or better. 

ii. They are also required to complete all leading edge modules prior to certification 
 

D. Education Attendance Policy: 
No certification course absences will be permitted. If a Independent Business Owners and/or Certified 
Professionals misses a day of the certification course, then they will be required to re-take the entire course 
again in order to obtain certification. No credit or refund shall be issued to any Independent Business Owners 
and/or Certified Professionals must retake the course. The Independent Business Owners and/or Certified 
Professionals will be responsible for payment of the second certification course.  
  
If the Independent Business Owners and/or Certified Professionals is more than 15 minutes late to a scheduled 
course meeting they will be marked as tardy. Being tardy twice will equal one absence and the sponsored 
Certified Professional shall be removed from the course. The tardy Independent Business Owners and/or 
Certified Professionals may re-take the entire course again in order to obtain certification. No credit or refund 
shall be issued to any Independent Business Owners and/or Certified Professionals must retake the course. The 
IBO will be responsible for payment of the second certification course. 

 
 

 

E. Refund Policy: 
The following schedule applies for all cancellations: 

 

 No refund requests will be honored after the Independent Business Owners and/or Certified 
Professional has "ENROLLED" in a certification course. Once enrolled, fees paid cannot be 
transferred between opportunities or to other Certified Professional of the same 
Independent Business Owners. All Independent Business Owners and/or Certified 
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Professional should be aware and conscious of their obligations before deciding to ENROLL 
in an application Certification.  
 
Enrolling should not be taken lightly and Independent Business Owners and/or Certified 
Professional should plan accordingly before enrolling. 

 No refunds will be given if the Independent Business Owners and/or Certified Professional 
are not able to complete certification or are not certified. 
 

F. Cancellation Policy: 
Arise reserves the right to cancel any certification course for any reason at any time. For courses cancelled 
for insufficient enrollment, all certification fees shall be refunded to the Independent Business Owners 
and/or Certified Professional. In the event of weather emergencies, or other corresponding emergencies, 
every effort will be made to re-schedule the course meeting. 
 
H. Misrepresentation Policy:  
There is an expectation that Independent Business Owners and/or Certified Professional enrolled in a Client 
Certification Course will attend as scheduled, perform their own work on all assignments and take exams 
with honor, integrity and professionalism. Arise has a "zero tolerance" for misrepresentation and unethical 
behavior. Misrepresentation includes but is not limited to (1) someone other than the Independent Business 
Owners and/or Certified Professional attending a Certification Course on behalf of the Independent Business 
Owners and/or Certified Professional, (2) publishing in any manner, whether written or oral, course work, 
assignments, projects, exam questions or results, and (3) the performance or submission of assignments or 
exams that is not the work of the Independent Business Owners and/or Certified Professional. The decision 
as to whether an Independent Business Owners and/or Certified Professional has engaged in 
misrepresentation is at the sole discretion of Arise. Upon a determination of misrepresentation, Arise shall 
immediately expel the Independent Business Owners and/or Certified Professional from the Client 
Certification Course and terminate any and all SOWs that the Independent Business Owners and/or Certified 
Professional is assigned to provide services under for all Arise Clients. Any Independent Business Owners 
and/or Certified Professional caught acting in misrepresentation will be permanently removed from the 
Arise network and not qualify for any future Arise Client Opportunities.  

 

 
 

 
 
 

 


