Client communication templates
2027 Tax Season Front Desk Playbook. Version 1.0, November 2026. Replace the [placeholders] with your own details. Don't promise turnaround times you can't keep, and don't ask for tax slips or ID by regular email.
Template A: Document request
Send once, with the full list, when you open the client's file for the season.
Subject: Documents for your [2026] tax return
Hi [First name],
To prepare your [2026] [personal / self-employed / corporate] return, we need:
1. [Document]
2. [Document]
3. [Document]
Please upload them to [secure portal link]. Please don't send tax slips or ID by regular email.
Once everything is in, we'll check it against this list and tell you if anything is missing. Your return joins our preparation queue after that check.
If something on the list doesn't apply to you this year, reply and tell us. That saves us asking twice.
[Your name]
[Firm name] | [Phone]
Template B: Documents received
Send the same day documents arrive. Clients who know you have them don't call to ask.
Subject: We received your documents
Hi [First name],
We received [number] document(s) from you on [date]: [list, or "see your portal"].
This confirms we have them. It doesn't yet mean your file is complete: our next step is to check them against your list. If anything is missing, we'll ask for it all in one message.
You don't need to do anything right now.
[Your name]
[Firm name]
Template C: Status update
Send when the file changes stage, so the client never has to call to find out.
Subject: Your [2026] return: [stage]
Hi [First name],
Here's where your [2026] return stands.
Stage: [Awaiting documents / In preparation / In review / Waiting for your approval / Filed]
What we need from you: [Nothing right now / the item, and how to send it securely]
Next update: [when it moves to the next stage / a date]
If anything changes on your side, such as a new slip, address or bank account, please tell us through [portal or channel], not by voicemail.
[Your name]
[Firm name]
Two habits
Use one channel for documents and updates, so clients know where to look.
Send template C every time a file changes stage, even when the news is “still waiting”.
Frontdesk AI · tryfrontdesk.ca · Version 1.0, November 2026




