Solving TurboTax Download Problems Standard Operating Procedure

Problem: 

Client reports that they receive an error message something to the effect of "Merrill Lynch is currently unavailable..."

Solution:

1) Verify account is still active (Closed accounts will not download)

2) Verify account is NOT a 401K or Stock Options account

3) Verify that their Tax Reporting Statement is available on MLOL

  a) Log into MLOL with Master ID

  b) Click 'Accounts'

  c) Enter client's account number, click 'Submit'

  d) Click 'History'

  e) Click 'Statements'

  f) From the Period drop down box, click 'Prior Year'

  g) If it is available, you should see 12/31/2005  12X-34X56  Tax Reporting Stmt

4) Verify that client has proper MLOL Login ID and Password and is successfully able to log into www.mlol.ml.com (Yes, verify they have the right website)

5) Ask which version of TurboTax they are using (Deluxe 2005, Premier 2005 or Basic 2005)

6) Update client's software (Yes, even if they claim the CD is new or already installed updates)

  a) Have client open TurboTax desktop software

  b) Instruct them to click from the toolbar 'Online' and 'One-Click Updates'

  c) Inform client to check for updates  

  d) Have client clicks download all and clicks install

  e) Updates should now be downloading and installing, may take up to 5 minutes

  f) Software should show confirmation and prompt client to reboot program.  If it says otherwise or just stops, have client manually close program and re-open

7) Have client try the download again

** The above steps will solve the problem 8 out of 10 times.  If it still gives the same error...

8) Verify if client has a firewall or anti-virus software running.  If so, ask client to disable them and retry the download

** If client still has the same error message, we go to The Last Resort.
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9) Ask the client for permission to temporarily change their password and attempt to log in from one of our TurboTax computers to verify our system is working and ensure them that at the end of their call, you will help them change their  password back to their original one

  a) Go to AYQ7

  b) Reset password

  c) Log into MLOL with client's login ID and temp password (last 6 digits of login ID)

  d) Change password to a generic password (123456 works for me)

  e) Go to a TurboTax computer and open the same TurboTax program that client is using (from step 5)

  f) Click 'Start Return' button

  g) Click 'File', 'Import', 'From Financial Partner'

  h) Select 'Merrill Lynch' from list and click 'Continue' 

  i) Login with the client's login ID and newly created password

** If the download is successful for you, it means that the client has some type of connection problem.  The causes for this problem range from different security settings to being on a wireless network.  BUT... there is a way to bypass this problem and still do an import from TurboTax online!  * Note: Using this option will require Client to re-enter all personal info into TurboTax again, just like they are starting a new Tax Return from scratch

10) To obtain the import file using TurboTax online, have client:

  a) Close all applications on their computer

  b) Open a new Internet Explorer window and go to this address: www.turbotax.com
  c) Click the 'Get Started' button located under either Deluxe or Premier depending on which software they are using  (step 5)

  d) Click the dot next to 'No, I am a new user'

  e) Click the dot next to 'Work on your return now and create a user ID later'

  f) Place a check under the 'Accept the License Agreement' and click 'Continue'

  g) Click the 'Federal Taxes' tab

  h) Click the 'Go' button next to Income

  i) Click the 'Add' (or possibly 'Edit') button next to Interest, Dividends & Investments

  j) Click 'Continue'

    * It now may ask 'Need extra Guidance?'… click 'Continue without Upgrading'   

  k) Remove the check next to 'Enter it myself' and add a check next to 'Retrieve my information over the Internet' then click ‘Continue’

  l) Select 'Merrill Lynch' from the list and click 'Retrieve Income'

  m) Have client enter their login ID and newly changed password and click 'Continue'

    * It will download statement and NOT get the usual error they have been receiving

  n) Leave everything checked and click 'Import Now'

  o) Retrieve Successful - click 'No'

  p) Scroll down page, click 'Done with Investments'

  r) On left side of the page, under My Return, click on ‘Other Options’, ‘Download My Tax File’

  s) Click Download My Tax Data

  t) A pop-up dialog box will appear, put a dot next to 'Save this file to disk' and click 'OK'

  u) In the 'Save in' dropdown box, click and choose 'Desktop'

** The client has just saved their import file to their desktop!
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11) To import the file into their TurboTax program, have the client:

  a) Close all applications on their computer

  b) Open their TurboTax program

  c) Click 'File', Click 'Open Tax Return', click in the ‘Look-in’ drop-down box and click on 'Desktop' then click on the ‘tax2005.tax' file and click 'OK'

  d) Click 'Continue without Transferring'

** It is done!  The Client can now enter in Personal Info and Federal Tax information using the tabs at the top of the TurboTax and continue with their return.  Don’t forget to change their password back!

12) To help client change password back to the original one, have client:

  a) Open a new Internet Explorer window and go to the MLOL website: www.mlol.ml.com
  b) Click the ‘Login’ button on the main page
  c) Enter login ID and the changed password and click ‘Log in’
  d) On the ‘Welcome to Merrill Lynch’ page, have them click ‘Password’ on the grey bar, to the right

  e) They will enter the current password, then type in the password they want, then confirm it, then click ‘Submit’

** Password is changed.
