
How To Create A Ticket In The Hub 
 

1.​ Log into the Hub: https://www.getyourrefund.org/en/hub/sign_in. Note that the system 

will time out if you have not been active. 

2.​ Before you click the ADD CLIENT button: Go to the All Clients page, enter the client’s last 

name in the Search box, then click the Filter Results button. If there is an existing ticket 

with the client’s name, open the ticket and double-check that the SSN matches. Do not 

create a new ticket for an existing client. Instead, at the top of the ticket under the 

required certification type, click the “Add tax year” button. Select the tax year you are 

adding and choose “Intake > Ready for review” in the Status dropdown. Click Save. 

 

3.​ If you have confirmed that a new client does not have an existing ticket and needs to be 

added to The Hub to create a new ticket, go to the My Clients page and click the ADD 

CLIENT button. (You can also view this demonstration, covering all of the steps below.) 

4.​ Verify that these options have been selected: 

a.​ SERVICE TYPE: DROP OFF 

b.​ SIGNATURE METHOD: IN PERSON 

c.​ ASSIGN TO: Foundation Communities 
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https://www.getyourrefund.org/en/hub/sign_in
https://foundationcommunities.sharepoint.com/:v:/s/External-ProsperCenter/IQBjVmK7IOKPQq9tcZoOxfm8ARlJ0JqqTSUj88Uni17JTT8?nav=eyJwbGF5YmFja09wdGlvbnMiOnsic3RhcnRUaW1lSW5TZWNvbmRzIjoyNjQxLjYwMiwidGltZXN0YW1wZWRMaW5rUmVmZXJyZXJJbmZvIjp7InNjZW5hcmlvIjoiQ2hhcHRlclNoYXJlIiwiYWRkaXRpb25hbEluZm8iOnsiaXNTaGFyZWRDaGFwdGVyQXV0byI6ZmFsc2V9fX0sInJlZmVycmFsSW5mbyI6eyJyZWZlcnJhbEFwcCI6IlN0cmVhbVdlYkFwcCIsInJlZmVycmFsVmlldyI6IlNoYXJlQ2hhcHRlckxpbmsiLCJyZWZlcnJhbEFwcFBsYXRmb3JtIjoiV2ViIiwicmVmZXJyYWxNb2RlIjoidmlldyJ9fQ&e=sokNe2


 

5.​ Enter the client’s first and last name. 

6.​ For the Preferred Name field, enter just the client’s true preferred first name. The client 

will receive an automated text and/or email when the ticket is created, which will greet 

the client using this name.  

7.​ Enter the client’s cell phone number and email address. The client must provide at least 

one of these methods of contact. Be sure to click to opt in to notifications. 

8.​ Enter the rest of the client’s information. Leave Type of Navigator blank. 

9.​ Choose the appropriate certification level and the tax years that we will be preparing.  

NOTE: We cannot add a tax year prior to 2022. In these cases, use the ticket naming 

modifiers to indicate which tax years are included on the tax return, eg, TY20, TY21. 

10.​Click SEND FOR PREP and the ticket will be generated and appear onscreen. 

11.​Verify that the ticket status automatically defaults to Tax Prep: Ready for Prep. Change 

the ticket status to Intake: Ready for Review. 

12.​Verify that the client has received a text message or email from Get Your Refund/The 

Hub. This is how we will communicate with the client. 

Note: If the client DID NOT RECEIVE an email or text message, check: 

a.​ Did you enter the phone number and email address correctly? 

b.​ Did you select Opt In for Notifications in the Client Profile? 

13.​After you’ve confirmed the client received a message using just their first name, use the 

Hub Ticket Naming and Modifiers document to update the Preferred Name field. Edit 

this field to be the primary taxpayer’s first and last name in all caps, without any middle 

initials or the spouse’s name, the tax year(s), and any defining characteristics of the tax 

return or intake. 
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https://www.ctcresources.com/uploads/3/1/6/2/31622795/hub_ticket_naming_and_modifiers-082225.pdf


Examples: 

ELLE EGGPLANT TY25 

AMY AVOCADO TY23 TY24 TY25  

TINA TOMATO TY22+NY  

PETER PEPPER TY22 TY23 +ITIN  

CARL CARROT TY21+MFS TY22  

14.​Click on Save. 

15.​Click on the down arrow in the ASSIGN + field in the upper right-hand corner. 

 

a.​ For Drop Off tickets, select DO Manager from the list.​  

b.​ For FSS tickets, select Catherine Cusick from the list. 

16.​Click on the green checkmark to finalize the ticket assignment! 

 

17.​Confirm that the preferred name includes the tax year(s) and any modifiers, you have 

made the correct assignment, the certification level is correct, and that the status is 

Ready for Review. 

 

 

 

18.​Click on the Documents tab in the ticket.  
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19.​Click ADD DOCUMENT.  

20.​Indicate the document type from the drop down menu (select “Other Docs” for both 

scanned files), then name each document according to Document Order for Scanning. 

21.​Click on Save. 

22.​Click on the Notes tab in the ticket.  

23.​Enter any notes for the preparer. Notes are very helpful for Drop-Off since they do not 

have the client in front of them. Please include any information you think the preparer 

will need to know. 

24.​Place all the client’s tax documents in the Client Envelope and return to the client. 
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https://www.ctcresources.com/uploads/3/1/6/2/31622795/document_order_for_do_scans-082225.pdf

