DRAFT 

Citibank


DRAFT

Citibank/VOYAGER

Government Fleet Card Program

Agency / Organization Program Coordinator Guide

Welcome

Welcome to the Citibank/Voyager Fleet Card Program for the Federal Government.

Citibank provides your Agency/Organization a valuable tool for managing the operating expenses of fleet vehicles.  The Voyager Fleet Card is widely accepted at gas stations, repair shops, truck stops and maintenance locations throughout the Continental United States, Hawaii and Alaska.  The cards that you will issue either to your vehicles, to your drivers, or to individual organizational entities have the latest in authorization controls to ensure the proper use and effective reporting of  point-of-sale information.  The account management support provided by Citibank, combined with the features, customer service, and electronic access systems associated with the Voyager Fleet Card Program, provide a product that maximizes the efficiency and overall potential of the Government Card Program.

As the Agency/Organization Program Coordinator (A/OPC), you play a key role in the successful management and execution of the Fleet Program.  You will find this manual helpful as:

· A resource for training your fleet managers in the proper use of the Voyager Fleet Card

· Detailed documentation of the procedures and processes necessary for the proper functioning of a Fleet program

· A desk reference for resolving problems and issues as they arise.  


The role you, as the A/OPC , play in the your Agency/Organization Fleet Card Program is extremely important.  You will find this manual helpful in fulfilling your responsibilities.  Your satisfaction with this program is important to Citibank and Voyager; if you have any questions please contact your  Citibank Account Manager at 1-800-XXX-XXXX or Voyager Customer Service at 1-800- 987-6591. 
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Reference Page

Note:  This page should contain all pertinent information regarding key points of contact, telephone numbers, etc. for Voyager and  Citibank.

· Driver / Card User 24-hour Assistance


· Merchant Authorization 24-hour Assistance
1-800-987-6589
· Bank Account Manager


Fax


· A/OPC Voyager Assistance
1-800-987-6591
Fax


· Electronic Access Help Desk


Voyager Account Management SystemFax


FleetCommander


Fax


· Voyager Security Officer

General Overview

How to Use This Manual

The manual is designed to be a reference guide detailing the processes and procedures used in the management of the Government Fleet Card Program for Agencies / Organizations.  The manual is divided into sections that can be extracted for distribution to users, billing offices, and transaction dispute officers.  Also included are appendices with ready references containing important phone numbers, e-mail addresses, and specific procedures for electronic interface with Voyager.  Listed below are the various sections of this manual and their intended use:
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Background

Since the 1940s, the Federal government has used several methods to acquire goods and services whose total value is not high enough to justify a large bilateral contract.  These various methods of “simplified acquisition” have not been widely accepted by merchants, due partly to slow, and often late, payments on goods and services delivered to the Government. 

The Defense Fuel Supply Center (DFSC) is responsible for purchasing fuel for the Federal Government.  Prior to 1979, the DFSC contracts allowed each Agency/Organization to issue their own fleet cards to be used as payment mechanisms.
In 1979, the General Services Administration (GSA) began procuring plastic card services which included inventory management.  Each Agency/Organization was assigned specific account ranges within the overall account numbering scheme assigned by the American Petroleum Institute to the Federal Government.  The card contractor maintained a list of billing office addresses for each account (obtained when the cards were ordered).  This information was distributed to all fuel vendors under the DFSC contracts.  The fuel vendors then invoiced each account individually.  The DFSC contracted with the fuel vendors to ensure taxes were deducted and that the GSA card was accepted as a payment mechanism.  GSA contracted for the issuance and distribution of the cards.  Each Agency/Organization was responsible for payment from each fuel vendor at which the card was used.  Both the current DFSC fuel contract program and the GSA plastic card program expired in May 1997.

In October of 1996, GSA issued a solicitation for a commercial fleet card service.  Detailed fuel data from the fuel vendors was required; however, only pricing data was required for maintenance purchases. This contract was awarded on December 27, 1996 and is being replaced by the current GSA master contract and your Agency/Organization Task Order.

The Voyager Universal Fleet Card Program was introduced in May of 1995 at the National Association of Fleet Administrators (NAFA) Conference in Orlando, Florida.  Voyager issued its first card in September of 1995, with approximately 60,000 merchants participating in the acceptance of the card, all of which operated  in the retail service station and/or convenience store industry.  Since that date, Voyager acceptance has grown to  approximately 120,000 locations nationwide.  That number will continue to grow based upon the number of additional oil company brands, both national and regional, that have signed and are planning to participate in Voyager acceptance.  

Voyager’s relationship with oil industry merchants is unique in the universal fleet card industry in that Voyager will enter into a participation agreement with an oil company only if that supplier agrees to accept the card at every location carrying the oil company’s brand, with full fleet data collection.  In spite of these requirements, which are generally stricter than other competitors, Voyager has, in less than two years, enjoyed  significant growth in merchant acceptance and cooperation.   That growth has been attributed to the recognition by the oil industry of  (1) Voyager’s familiarity with the workings and the intricacies of the petroleum marketing industry (due primarily to Voyager’s inception in that industry), (2) the generally recognized unique nature of the Voyager product as a source for drawing significant additional fleet business to their locations (i..e. large fleets, not the small local businesses), and (3) Voyager's marketing plan to reasonable price its products and services to the customer and the merchant.   

Future Fleet Card Technology

The Government is increasing its reliance on card-based systems as it continues to seek new and innovative methods to streamline financial and administrative operations. The Government believes that card services and technologies currently available and under development for commercial purposes offer great potential to the Federal Government for business process improvements.  Over the last two decades, the public and private sectors have been steadily migrating from paper-based systems to card-based delivery systems in order to support financial transactions and associated business processes.  The nation's commercial infrastructure for credit and debit card services currently supports magnetic-stripe based card transactions and technologies.  However, the nation's commercial card industry has demonstrated much interest and investment in improving and expanding services through the use of the increased memory and computational capabilities of the integrated circuit card (ICC) or smart card systems. Industry has demonstrated the business case and vision for the migration to smart card systems and technologies for the future.  The Government shares this vision with the commercial sector.   As stated in The President’s Budget for Fiscal Year 1998:  “The Administration wants to adopt ‘smart card’ technology so that, ultimately, every employee will be able to use one card for a wide range of purposes, including travel, small Fleets, and building access.” 

Should your agency desire to utilize smart card technology, Citibank and Voyager can meet the needs of your agency through the use of the Visa Open Platform.  Through Visa’s Smart Card technology, over 22 million Visa smart cards have been issued and more than 70 chip-based and electronic commerce programs have been implemented in 31 countries and on the Internet.  Citibank and Voyager can bring this technology and program management leadership to your fleet program.  

The Visa Open Platform is a technology solution that will allow the government to create a single smart card with multiple applications.  The Visa Open Platform leverages Java, the programming language that is quickly becoming the industry standard for multi-application smart cards.  Using Java’s unique “Write Once, Run AnywhereTM” capability, applications are not tied to a specific chip card manufacturer or operating system.  The Visa Open Platform allows the government to use a single card for multiple purposes.  With this technology, the government has access to a complete set of other payment products including Visa Smart Credit, Visa Smart Debit, and Visa Cash.  In addition, non-payment applications can be added to customize and provide additional value to the card.  Examples include physical and logical access, as well as digital certificates, property/inventory control, and medical records.  With Visa’s Open Platform, the potential is unlimited.  For more information, please contact your Citibank Account Manager or your Voyager Customer Service Representative.  It is the mission of Citibank/Voyager /Visa to work with the Federal Government as a team member to achieve its technology goals and objectives.
Year 2000 (Y2K) Compliance:

All of the software that makes up the Voyager system was developed from its inception in 1994 to be fully compliant with year 2000 requirements as well as for leap years.  In fact, Voyager has already issued cards that expire in 2000, and there have been no problems in authorizing or processing those transactions. Voyager also requires, as part of the contract, that all oil companies which accept their card must be Y2K and leap year compliant.  Test cards with expiration dates before and after 2000 are used by the oil companies in certifying their point-of-sale updates.  Every participant in the Voyager program has tested their equipment using the year 2000 test cards, and we receive transactions daily on cards that expire in the year 2000.

Scope of the Fleet Card Program 

Voyager currently offers a program that provides for:

· Acquisition of fuel and maintenance/repairs in an economical and effective manner.

· Cards that can be assigned to an individual piece of equipment or group of items.

· Cards that can be assigned to an individual person or organizational entity (customer unit).

Product Offering

Bank and Voyager offer the Government a Fleet Card Program with three types of cards, all issued from centrally billed accounts with Government liability.

Types of Cards    

The Voyager Fleet Program includes three types of cards that can be issued from each centrally billed account.  The number embossed on each card consists of the centrally billed account number followed by a sequential card number as each card is issued from the account.  The sequential card number is tied to the type of card (Vehicle/ Driver/ Organization) in the Voyager database.

Vehicle Card 

Typically used when more than one employee uses a vehicle or piece of equipment.  The card stays with the vehicle or is issued with the keys and log book.  Currently, over 90 percent of all Voyager cards are assigned to equipment.

Driver Card

Used by employees whose primary function is vehicle operation and for those who use a number of vehicles or pieces of equipment on a regular basis.  Currently, only about 5 percent of all Voyager cards are assigned to drivers.

Agency / Organization Card

Voyager will issue cards, at the Government’s request to organizations for use without specific assignment to drivers or vehicles.  These cards may be set to prompt at the pump for any of the three identification numbers discussed below.  

Variations of Card Stock  ( Selected printing on each of these cards can be modified to reflect other languages that may be more appropriate for the location that the card is primarily being used in.)



Standard Fleet Cards

Issued on GSA approved card stock with up to four lines of Government specified embossing.  Includes the Voyager logo on the front and the toll-free Voyager Client Services phone number printed on the back.



Quasi-generic Cards

Issued on Voyager commercial card stock using the account numbering structure for the Government Fleet Card Program without any further identification as a Government card.  Includes up to four lines of Government specified embossing, Voyager logo on the front, and the toll-free Voyager Client Services phone number printed on the back.

Generic Cards

Voyager will issue cards, at the Government's request, with a designated design and an account number range that is not unique to the Federal Government.  These cards will be indistinguishable from non-government cards and will have the account name, account number, and expiration date embossed on the card. 

Types of Identification Numbers

Three types of identification numbers are associated with the program that provide the A/OPC and fleet manager with the flexibility to capture necessary management information and control use. 

Vehicle ID

Assigned when a vehicle is entered into the database.  Information on type of fuel, capacity, VIN number, etc. must be entered for each vehicle authorized to use the account. 

Driver ID

Assigned when a driver is entered into the database and authorized to use cards issued from the account.

Card PIN

Optionally assigned when each card is requested for issue.  The PIN is associated with the card, not an individual employee.  More than one driver can know the PIN for a particular card.

Electronic Access   

Two systems are provided to facilitate the management or the program.  The Voyager Fleet Account Management System provides the authorized A/OPC and Fleet Manager with real-time access to program management and transaction data.  FleetCommander provides a fleet specific reporting tool for analyzing and manipulating transaction data.

Reporting   

Voyager provides all required reports in a format that is useful and proven for fleet management, analysis and utilization.  This information is provided electronically, but can be provided in other media if needed.  Ad hoc reporting is available to users of FleetCommander and customized reporting of special extracts of information may also be requested.  Requests for customized reports are filled off-line and therefore require appropriate lead times. 

A/OPC and User/Cardholder Assistance   

Voyager’s Client Service Representatives provide toll-free access 7 days a week/ 24 hours a day to assist card users, merchants, A/OPCs, DBOs, and TDOs with day-to-day difficulties.  Your Citibank Account Manager and Voyager Account Representative are available for implementation, set-up, training and management assistance upon request.

Responsibilities

The purpose of this section is to provide you with information on the duties and responsibilities of the individuals and Agency / Organizational entities involved in the managing, directing, and controlling for the Government Fleet Card Program. 
The Government Fleet Card Program has many participants, each with unique responsibilities.  Therefore, the collective actions of the Agency/ Organization Fleet Manager, the A/OPC, contracting personnel, the GSA, Citibank, and Voyager, will determine the effectiveness and efficiency of the Government Fleet Card Program.  The solicitation, Master Contract, and Agency / Organization Task Orders all define the responsibilities of the many parties operating in this unique partnership.  This guide addresses the general responsibilities of the following: 

· Voyager Fleet Card Users

· Fleet Manager

· Agency / Organization Program Coordinator (A/OPC)

· Designated Billing Office (DBO)

· Transaction Dispute Officer (TDO)

· Agency / Organization Contracting Office

· Citibank

· Voyager

Voyager Fleet Card Users

Whether you are the user of a Vehicle Card, a Driver Card, or the user of an Organizational Card, you are responsible for using the card for the purchase of goods and services as specified in the GSA Master Contract and the Agency / Organization Task Order.  It is the user’s responsibility to understand their Agency / Organization’s policies and procedures regarding the definition of authorized Fleet purchases and record keeping requirements.


Note: The Voyager Card Use Instruction Guide is provided to assist the Fleet Card user.
Fleet Manager

The Fleet Manager is typically the primary day-to-day manager for the Fleet Card Account and is responsible for ensuring that the account (and users) are managed appropriately. It is the Fleet Manager’s responsibility to understand their Agency / Organization’s specific policies and procedures regarding the use of the Fleet Card. They must also ensure, as appropriate, the timely reconciliation and payment of all invoices in accordance with Agency / Organization procedures.
The Fleet Manager  typically provides the A/OPC with information updates on drivers within their Agency / Organization who are authorized use of Fleet Cards and of all vehicles authorized to receive fuel services purchased with the Fleet Cards.

The Fleet Manager (or A/OPC) will also notify Voyager no later than XX days prior to the expiration date of any cards issued which are not to be renewed and/or reissued.

A/OPC Responsibilities 

The A/OPC is typically responsible for performing the day-to-day administration and maintenance of the Fleet Card accounts.  Some of these duties may be delegated to a Fleet Manager in some Agencies/Organizations.  There should be an A/OPC at each hierarchical level within the organization, to include a Senior A/OPC (or Agency / Organization Program Manager). 

 The responsibilities of an A/OPC include: 

· Maintaining detailed knowledge and understanding of your Agency/ Organization’s policies and procedures regarding the Fleet Card Program, as well as communicating this information to your fleet card users, Fleet Managers and other responsible officials.

· Maintaining a complete list of accounts including information on locations, names of offices and Fleet Managers, telephone numbers, and points of contact (POC) for financial matters.  A/OPCs shall verify the listings and provide Voyager with any changes which affect management, reporting, or billing using the agreed upon procedures specified by the GSA Master Contract and Agency / Organization Task Order.

· Specifying any preset authorization limits for Fleet Card accounts and individual cards.

· Activating any optional services available from core, customized, or value-added services.
Designated Billing Office (DBO)

The Designated Billing Office (DBO) or fiscal agent is responsible for paying the centrally billed Fleet Card account invoice.  Upon receipt of a proper invoice, the DBO will date stamp the official invoice (electronic or hard copy) and typically have the account reconciled by the Fleet Manager or A/OPC.  The DBO pays the invoice less any disputed amounts under the terms of the GSA Master Contract and Agency / Organization Task Order. 

The Government is expected to provide prompt payment for all charges recorded in a timely manner.  This should coincide with the due date for the normal billing cycle for charge accounts, or 30 days after the statement date.  

The DBO tracks outstanding balances including the status of disputed transactions and overdue payments.  A summary report is available from Voyager for the purpose of tracking these actions. 

The DBO is also responsible for receiving refunds / rebates and providing the name, address, and telephone number. 

Transaction Disputes Officer (TDO)

A TDO may be established to assist the Agency / Organization and Voyager in tracking and resolving disputed Fleet Card transactions.   

The TDO generally serves as the focal point for resolving disputed transactions on centrally billed invoices. This individual also serves as the liaison between the DBO, A/OPC, Fleet Manager, and Voyager.  The TDO oversees the proper processing of transaction disputes in accordance with Agency / Organization procedures and works closely with Voyager to resolve contested issues.  

Responsibilities typically include the following: reporting disputed transactions to Voyager in a timely fashion; tracking disputed transactions; analyzing and monitoring Voyager reports on transaction disputes, and providing appropriate feedback to the A/OPC on Voyager performance.


Agency / Organization Contracting Office

The Agency / Organization Contracting Office (A/OCO) has the responsibility for issuing the Task Order against the General Services Administration (GSA) contract with Voyager for Fleet Card services.  Administration of the Agency / Organization Task Order is typically the responsibility of the A/OCO and the Senior A/OPC (Agency / Organization Program Manager.).  All A/OPC questions regarding this Task Order should be directed to the Senior A/OPC or A/OCO, in accordance with Agency / Organization’s policies and procedures

Agencies / Organizations electing to utilize an existing Task Order of another Agency / Organization are responsible for the terms and conditions of that Task Order, but are not required to have an A/OCO.
VOYAGER Responsibilities

Voyager will provide the Agency / Organization and its employees with dedicated and responsive customer service representatives 24 hours a day/ 7 days a week through the Voyager Customer Service Center (CSC).  This service will enable Fleet Managers, users, A/OPCs, the DBO, and the TDO with the ability to obtain information and resolve problems associated with their Government Fleet Card Program while at work or away on official business.  

Voyager will also provide electronic access and reporting through its Electronic Access Systems (i.e. VOYAGER Fleet Account Management and FleetCommander) as required by the GSA Master Contract, as well as, the Agency / Organization Task Order.   Electronic communication not only reduces turn-around time by significantly improving the speed with which information is transmitted, but also helps to improve the timeliness and accuracy of system updates by reducing the need to re-key information.

Voyager will use its Electronic Access Systems to provide each participating A/OPC office with an electronic method to obtain reports and submit day-to-day administrative activities.   These reports will be provided upon request, in the format specified in the Agency / Organization’s respective Task Order.  For security reasons, these software packages will be password protected, and access will be limited to individuals authorized in writing by the A/OPC.

Voyager personnel will assist the Agency / Organization with establishing billing, reconciliation, and dispute processes that properly support the use of the Fleet Card Program.

Voyager has agreed to meet all security requirements as specified in the Master Contract and Agency / Organization Task Orders.  Internal security procedures will also be utilized for this contract, including those to properly protect databases and information processing system access.  We will only release information concerning account numbers or names in accordance with the terms and conditions of the Master Contract.

Credit checks will not be used as part of  the issuance procedures for Fleet Card Accounts, as well as for individual Fleet Cards issued.

We will also provide each Driver issued a Fleet Card with an information mailing which contains the following items: 

· Fleet Card

· Activation Instructions

· Fleet Card Users Guide

User Information 

Fleet Program Introduction

The purpose of this section is to provide the Fleet Card user with a general introduction to items of interest and specific procedures.  The section includes a detailed overview of the program’s features from a user prospective.

Voyager Fleet Cards are issued from a centrally billed account that is typically managed by the A/OPC or Fleet Manager.  The Fleet Card is used just like a credit card for fuel and maintenance services purchased at the merchant point-of-sale.  Each card is issued with an embossed 15-digit card identifier that consists of a nine-digit account number followed by a sequential five-digit card number and a single security digit.  The maximum number of cards that can be issued from a single account is 99,999.  Card numbers are not reused for lost, stolen, or cancelled cards.  Cards may be assigned to drivers (Driver Card), vehicles (Vehicle Card), or an organizational entity (Organization Card).   These three types of cards can be issued from a single account.

Card Identifier

Each card issued is embossed with a 15-digit number that includes the information as displayed in the example below:

8699X  XXXX  YYYYY  Z

8699

Standard prefix specified by the GSA Master Contracting Officer that identifies the card as a Government Fleet Card.  The first four digits of the account number

For agencies other than the GSA Fleet management program

X XXXX
The remaining five digits of the account number
YYYYY
The sequential five-digit card number assigned by Voyager to each card issued from an account

Z
The check digit for security purposes

For the GSA Fleet Management Program

X XX
  Regional Office
YYYYYYY   Vehicle License Plate Number

Z
  Check Digit
Identification Number

In addition to the number on the card, information on each driver and vehicle authorized to use the account for Fleet Card purchases is contained in the Voyager database and maintained by the A/OPC.  As part of the data entry process, each driver is assigned a six-digit, numerical Driver Identification number (Driver ID), which can be manually selected by the A/OPC (or automatically assigned by Voyager).   Likewise, each vehicle is assigned a six-digit, numerical Vehicle Identification number (or Vehicle ID), which can also be manually selected by the A/OPC (or automatically assigned by Voyager).   The Vehicle ID should not be confused with the vehicle manufacturer VIN (Vehicle Identification Number).  The Driver ID or Vehicle ID, but not both, can be required (prompted) for key pad entry at the point-of-sale.  

Additionally, a six-digit numerical PIN may also be assigned to a specific card issued from an account.  The card PIN is designated for a specific card (not a driver or vehicle).   Please note that the card PIN only personally identifies an employee when used with the Driver Card; a card PIN used with a Vehicle or Organization Card could be used by more than one person.

These three Identification Numbers (Driver ID, Vehicle ID, and PIN) provide the Fleet Manager and A/OPC with a key tool to capture management information and monitor the use of the cards.  The A/OPC may want to issue Vehicle Cards that require (prompt) the Driver ID at the merchant location to help keep track of which employee is using the vehicle and making purchases when a number of drivers use the vehicle.  In other cases, the A/OPC may issue Driver Cards that require (prompt) the Vehicle ID when an employee uses more than one vehicle on a regular basis.  The card PIN is generally used with Organization Cards and Driver Cards when security is a concern.  In any case, the point-of-sale prompt at the merchant location is for only one of these ID numbers which is established by the A/OPC at account set-up and can only be changed by the A/OPC in account maintenance.  

At the point-of-sale (or purchase), you may be required (prompted) to enter two items of information based on your Agency/Organization policy and instructions to Voyager at account set-up.  This information includes: 

· An Identification Number


- Vehicle Cards are typically prompted for Driver ID or can be prompted for a PIN.

- Driver Cards are prompted for a Vehicle ID if typically used for Agency/ Organization              vehicles or a PIN if used for vehicles owned by others (rentals).

- Organization Cards typically prompt for a Driver ID to aid in user identification, but can  prompt for Vehicle ID or the PIN for that specific card.

· The Odometer reading in whole miles (no tenths) or kilometers, depending on the type odometer.

The Voyager program provides the widest variety of options for assigning, verifying, and reporting identification numbers.  Since cards can be assigned to drivers, vehicles or organizations, this creates more options for identification numbers.  Voyager currently has customers utilizing all possible combinations of card assignment and ID numbers.  Your account manager will work with your Agency/Organization to ensure your account is properly established.

Types of Cards

Vehicle Cards

· All Agency/Organization vehicles are typically assigned a Fleet Card when the vehicle is used by one or more drivers.

· If the vehicle is assigned a Fleet Card:

- The Vehicle ID can be embossed on the card at the request of the A/OPC.

- The Identification Number prompted at the point-of-sale can be either the Driver ID or a  unique PIN assigned for that card.

· Any driver can use the vehicle; however, depending on the ID number set-up, only drivers entered in the data base with a valid Driver ID or knowledge of the card PIN can use the card for fleet purchases.

- If the ID number is prompting for a Driver ID, it is checked against the complete list of valid Driver IDs entered for the account.

- If the ID number is prompting for the card PIN, it is checked against the specific information set-up for that card. 

· All vehicles can be set-up in the database for reporting purposes, even if they are not assigned a Vehicle Card.

Driver Cards

· A Fleet Card is generally assigned to a driver when that driver uses one or more vehicles.

· If the driver is assigned a card:

- The Driver ID can be embossed on the card.

- The ID number prompted at the merchant point-of-sale can be the Vehicle ID or the unique   PIN assigned for that card.

· Any driver can use any vehicle, depending on the ID number set-up; however, the card can only be used for vehicles entered in the database with a valid Vehicle ID or by a driver with knowledge of the card PIN.

- If the ID number is prompting for a Vehicle ID, it is checked against the complete list of     valid Vehicle IDs entered for the account.

- If the ID number is prompting for the card PIN, it is checked against the specific    information set-up for that card.  

· All drivers can be set-up in the database for reporting purposes, even if they are not assigned a card.

Organization Cards

· A card may be assigned to an organizational entity for general use.

· If the organization is assigned a card:

- The organization name can be embossed on the card.

- The ID number prompted at the merchant point-of-sale can be the

  Driver ID, Vehicle ID, or the unique PIN for that card.

· Any driver can use any vehicle depending on the Identification Number set-up; however, the card can only be used by drivers entered in the data base with valid Driver IDs, for vehicles entered in the data base with a valid Vehicle ID, or by a driver with knowledge of the card PIN.

· If  the ID number is prompting for a Driver ID, it is checked against the complete list of valid Driver IDs entered for that account.

· All drivers and vehicles can be set-up in the database for reporting purposes, even if they are not assigned a card.

· Driver ID or Vehicle ID numbers entered by the driver at the point-of-sale shall appear on a report for each and every invoice to allow verification and tracking by the A/OPC or Fleet Manager.

Card Issuance and Activation

All three types of Fleet Cards (Driver, Vehicle and Organization) are ususlly issued based on a request by the Fleet Manager to the A/OPC.  The A/OPC then makes the formal request for issuance using the Fleet Account Management System or submitting the information by email, phone, or fax.  The plastic card is sent in the mail directly from Voyager to the address indicated by the A/OPC.  The Vehicle and Organization cards are received and distributed by the Fleet Manager (or A/OPC).  Driver cards are typically received by the Fleet Manager (or A/OPC) and given to the employee.   Driver cards can be mailed directly to the employee if requested by the A/OPC.

All cards issued by Voyager are inactive in order to mitigate the potential for fraud.  Fleet Managers and Drivers who receive Government Fleet Cards will be required to activate their cards through the Voyager Customer Service Center.  This can be completed through our automated system or with one of our client service representatives, 24 hours per day/ 7 days per week.  The telephone number to use is on the activation notice affixed to each Fleet Card.  Cards will not work until the activation process has been completed.
Below is an example of the process for card issuance and activation of a Driver card mailed directly to an employee.

Step 1
The driver opens the Card Issuance Mailer to verify receipt of the card, and Fleet Card User Guide.

Note:  Your Agency / Organization may elect for all cards to be issued through the A/OPC or Fleet Manager.  You will have to follow internal procedures to issue the cards to the user. 



Step 2
The driver checks the spelling of their name and signs the signature stripe on the back. 



Step 3


The user then calls the toll free number on the activation notice and enters the information requested to verify receipt.  The card is now activated and ready for use.

Note:  Some agencies and organizations may require drivers to notify the A/OPC of card receipt. 



Address Codes 

The Voyager Fleet Account Management System provides an Address ID code feature that allows you to enter up to XX mailing addresses for card issuance from each account.  You can then use these pre-entered addresses when requesting new or replacement Driver/ Vehicle/ Organization cards.  This is particularly helpful for geographically dispersed fleets.

Point-of-Sale Procedures 

The driver uses the Voyager Driver/Vehicle/Organization Card at participating retail locations.  Some companies are not yet accepting the card electronically at all locations.  These locations should accept the card manually until their electronic systems have been appropriately programmed.  The driver can identify all participating locations using the Voyager Fleet Merchant Network Guide which should be in each vehicle that is assigned a vehicle card and provided to each employee assigned a Driver Card.  The Fleet Merchant Network Guide is also located on the web at __________. 

The step-by-step procedure is as follows: 

· If the gas station has card readers located at the pump, you may use your Voyager Fleet Card at the pump.  If there are no pump card readers, see the attendant inside to process your transaction.

· Swipe your card at the pump card reader.  If the pump card reader will not accept the card, take the card inside to the attendant and have them attempt to process the transaction electronically on the transaction processing equipment in the office.  If the attendant questions the use of the card, show them your Voyager Fleet Card Use Instruction Guide brochure and ask them to follow the instructions for their station’s brand.

· If the pump terminal requires you to choose either “Credit” or “Debit”, press the “Credit” key.

· If required, the terminal may prompt for an ID or PIN number.  Enter your assigned number and press enter.

· If required, the terminal may prompt you to enter the ODOMETER reading.  Enter your odometer as a whole number.  DO NOT enter tenths of miles.

· All terminals are different and may require the information to be entered in a different order.  Simply follow the instructions on the terminal to process your transaction.

· If the card cannot be read on any of the merchant’s equipment, notify Voyager at the toll free number on your card.  Voyager will notify the oil company of a problem at one of their locations.  They often are not aware there is a problem.

· If the sale is processed manually, write your ID number  & ODOMETER reading on the sales slip.  If your card cannot be read electronically at any location, it is likely that the magnetic strip is damaged.  If this occurs, notify your Fleet Manager or Voyager to get a replacement card.

· If the attendant has any questions, provide them with the toll-free number on the back of the Voyager Fleet Card for assistance in processing the transaction.

Typical Transaction Processing

Between 80 and 85 percent of the retail sites accepting Voyager do so electronically, with full data capture.  Over 90 percent of all Voyager transactions are processed electronically.  Historically, the highest volume retail service stations and convenience store sites are also those that are the first to recognize the benefits of electronic acceptance for attracting customers and, therefore, are among the first to upgrade systems and equipment.  Accordingly, the percentage of transactions being processed electronically is greater than the percentage of sites with electronic capabilities.

Additionally, for Voyager transactions that are captured manually, over 90 percent  include complete fleet data capture.  This is typically obtained manually at the point-of-sale by the dealer or attendant from the individual driver.

Therefore, approximately 99 percent of all Voyager transactions result in complete electronic data being provided to Fleet Managers (90 percent are electronic at POS plus 90 percent of remaining 10 percent are manually entered into the electronic transaction system at POS).
The Voyager Fleet Card can be used as payment for fuel, either at the pump or the counter, repair services, and other items.  When making a purchase, the user must inform the merchant that the purchase is for Official Government purposes, and therefore not subject to state and local taxes. 

Posting Transactions

( ? Are transactions posted on Sundays and Saturdays? If so, working days usually don't mean Sat & Sun. )

Voyager posts all settled transactions received from Visa within two working days.

Transactions received before the established cut-off time are posted to the accounts the same day they are received by Voyager.  Transactions received after the established cut-off time are posted the following day.  Our cut-off time of 6:00 p.m. is established to permit a majority of transactions to be posted to the accounts as quickly as possible.

Transactions not electronically processed through Visa by the merchant take up to 48 hours to be posted after receipt of the document or information from the merchant.

Transaction Overrides

Voyager, by direction of the A/OPC, has the ability to override authorization requests for approval, or may decline requests, during normal authorization conditions.  These requests will be handled by our Voyager Customer Service Center as specified during Agency/ Organization set-up. This will allow normally restricted requests to be approved by the Voyager authorization system, if appropriate.  

Receipt Retention

Each time a purchase is made using the Fleet Card, a merchant receipt should be retained as proof of purchase.  The user should identify the specifics of the purchase on the merchant receipt. These documents should be retained in accordance with Agency / Organization policies and procedures and can be used to verify purchases shown on the monthly statement of charges.

User Assistance

Voyager Customer Service Representatives are available 24 hours per day / 7 days per week to respond to card user’s questions concerning activation and use of the card.  The Merchant Service Representatives are also available to handle point-of-sale authorization issues 24 hours per day / 7 days per week.  

Voyager will print a toll-free number on the backside of the Voyager credit card for transaction/ billing questions from merchants not on the Voyager network.  When the merchant calls, they will be provided with the appropriate designated Voyager billing office address which should facilitate completion of the transaction.  

Additional numbers will also be provided as required by the Agency/Organization being serviced.

The Help Desk for the Voyager Account Management System and FleetCommander Software is also available from 9:00 a.m. to 5:00 p.m. (central time) during the regular work week.

Card Renewal

Ninety days prior to the expiration of each account (remember all cards issued from an account have the same expiration date), a report containing all of the information necessary to renew the account/cards is sent to the A/OPC.  Cards used within the past 90 days shall automatically renew, unless directed otherwise.  Cards not used within the past 90 days shall be automatically deleted, unless directed otherwise.  Renewal cards will be sent approximately 30 days prior to the expiration date of the existing cards to the address specified in the database for each card.

Lost or Stolen Cards

Lost or stolen account numbers and cards must be immediately reported to Voyager. Our Customer Service Center is staffed 24 hours a day/7 days a week to accept calls from users reporting lost or stolen cards.  

Cards reported lost or stolen are immediately blocked from accepting additional charges. 

The user is responsible for maintaining the security of their Government Fleet Card and can be held personally liable for its misuse.  Should the card be lost or stolen, the user must immediately notify the Voyager Customer Service Center.

Replacement cards are issued within 24 hours for all domestic requirements and 48 hours for international locations.   

Emergency Card Issuance

If new cards are needed as a result of an emergency or mobilization, Voyager will accept verbal instructions for emergency account set-up.  Account specialists will be available 24 hours a day/ 7 days a week.  Domestic and International delivery will be completed within 24 hours of initial noticeThe A/OPC must provide written validation of all verbal instructions to Voyager’s Account Representative within three working days. To avoid duplication, these written instructions must be clearly marked as “Confirmation of Verbal Instructions”. 
Termination of Accounts / Cancellation of Cards

The Government can terminate use of a particular account at any time by notifying Voyager in writing.  A specific Driver/Vehicle/Organization Card can be cancelled at anytime using the Voyager Fleet Account Management Systems (i.e. Voyager Account Management System and/or FleetCommander).  Cancelled cards should be destroyed by the A/OPC in accordance with Agency/ Organization procedures.

Replacements for lost, stolen, or otherwise unusable cards

Cards will be replaced within 24 hours from agency request for domesticl locations and 48 hours for international locations.

A/OPC Information

Introduction

The purpose of this Section is to provide the A/OPC with a general introduction to information of interest and specific procedures associated with the Government Fleet Card Program. A/OPCs should review the material in the proceeding section, User Information, in order to ensure complete familiarity with all program features and benefits.

Electronic Access – Overview 


Voyager Fleet Account Management System

The Voyager Fleet Account Management System is an automated management tool designed to assist the A/OPC with day-to-day administrative card management tasks.  The system resides on a Voyager mainframe computer and is accessed through a third party terminal emulator. The product currently supported by Voyager is Packet / PC for Windows from Telepartner International. This product requires a connection to a modem via the PC serial port. The modem can be locally connected or in a remote modem pool; the locally connected modem is the most common and easiest to use configuration. Packet / PC will run on Windows 3.1, Windows 95 and Windows NT. 

Additional details are included in the Account Maintenance Section and the Voyager Fleet Account Management System Access Manual (which is included as an appendix).

Voyager FleetCommander

Voyager FleetCommander is an ad hoc reporting and analysis tool for Fleet Managers to use in managing fleets of vehicles.  FleetCommander comes in two versions: Desktop and on-line access via the Internet. Both are Windows 95/NT applications requiring an Intel Pentium based PC running at 166mhz or better; 32 megabytes of RAM; graphics resolution of 800x600; and 5 megabytes of disk space for the software.  FleetCommander does not allow modification of the transaction or related data. Its intended use is for Fleet Managers and is not intended for invoice reconciliation. 

Details concerning FleetCommander are included in the Reporting Section of this manual and in the Appendices.

Voyager Fleet Card

Voyager's Customer Service toll-free telephone number will appear on the backside of the card.

[Insert card graphic, front and back]

Card Embossing

Standard embossing of the Voyager Card includes the following:

1. Account Number/Card Number (15 digits)

2. Customer Agency/Organization Identification (alphanumeric)

3. Equipment Identification (alphanumeric)

4. Expiration Date (MM/YY)

5. Authorized Product Type.

Optional Embossing

Optional embossing, in addition to the requirements listed above, includes three lines of embossing that can be defined by each Agency/Organization.  Two of these lines accommodate 25 alphanumeric characters and the other line accommodates 17 alphanumeric characters.  In addition, the A/OPC can tailor this optional embossing for each card at the time of request for issue.  The optional information typically embossed is:

1. Product/Prompt Restriction Code

2. Driver Identification

3. Driver Name

4. Vehicle Description

5. License Tag Number

6. Vehicle Identification Number (VIN from vehicle the manufacturer data plate)

7. Other Embossing as required.

 Foreign language may be added to facilitate merchant and customer acceptance.

Merchant Acquisition
Voyager is fully committed to adding new merchants and merchant types, as well as to working with participating oil companies and other types of merchants as may be needed by the Government. Incentive pricing, reduced merchant fees for large dollar purchases, dedicated staff to recruit and upgrade merchants, small business outreach programs, etc., are all among the strategies used by Voyager to increase merchant coverage.

Voyager is willing to work with any vendor that has electronic point-of-sale capabilities and is willing to code their system to capture the necessary information.  All potential participants, regardless of size, are offered the same terms and conditions for participating in the Voyager program.  Participation can begin as soon as a contract is signed and the supplier can transmit the transaction data to the Voyager system.  This timeframe varies depending on the capabilities of the supplier.  Please note that all participants in the Voyager program are required to be capable of full data capture.

Voyager has also partnered with Concord EFS to provide an alternative option for independent petroleum marketers who wish to accept the Voyager Card.  In such instances, Concord EFS and the retail location work out the necessary details for acceptance.  Voyager includes these and all other new merchants in regular updates to the Voyager Merchant Network Guide.

Voyager encourages each participating oil company to implement electronic prompting and transmittal of fleet transactions, both authorization and sales.  However, due to Federal regulations governing the relationships between the oil companies and the independent operators marketing their products, the oil companies can only recommend changes to the operation of those independent businesses.  The choice of equipment, equipment manufacturer, or the upgrading of equipment, is ultimately the decision of that independent operator. 
Merchant Acceptance - Fuel

Voyager confidently asserts that its Universal Fleet Card provided to your Agency/Organization is recognized and accepted at all major, and most regional, oil company retail sites across the country.  

As of September 1998, more than XXX,XXX locations nationwide accept the Voyager Card, including more than XX percent of locations (by dollar volume).  The major suppliers currently participating in the Voyager program include:


Amoco


Exxon


Shell


Ashland

Exxon Aviation

Sunoco


BP


Getty


SuperAmerica


BP Pro Care

Marathon

Texaco


Chevron

Mobil


Texaco Aviation


Citgo


Phillips 66

Texaco Xpress Lube


Clark


Phillips 66 Aviation
Wilco


Conoco


Rich Oil

In addition to these suppliers, Coastal, Fina, Gulf, Hess, Holiday, Keystone, Kwikfill, Sheetz, Speedway, Starvin' Marvin, Total, Ultramar/Beacon, and Valvoline have all notified Voyager that they are planning to participate (bringing acceptance to more than 90 percent of the assigned locations).  Voyager is also in various stages of discussion with fifteen other oil companies and will be announcing commitments soon.  Voyager is working with Citibank and Visa to bring acceptance up to 100 percent of all domestic locations.

Merchant Acceptance – Aviation / Marine

Of the approximately XXX,XXX locations currently accepting the Voyager Fleet Card, X,XXX of these are aviation locations.  While many of the participating suppliers also provide marine locations, specific information regarding these locations is not available.  

 
Merchant Acceptance – Maintenance Services

Voyager is currently accepted at thousands of oil company branded locations that provide maintenance, repairs, and parts.  We are presently seeking to expand our coverage in this area with acceptance at locations that specialize in maintenance, repairs, and parts.  Working with Visa, Voyager has designed a comprehensive vendor recruitment program.  

Voyager is also in various stages of discussion with Crown, Quik Trip, Tesoro Alaska, PDQ Food Stores, Wesco,  Jiffy Lube, Pennzoil, Q Lube, and Diamond Shamrock regarding the acceptance of the Voyager Card at their locations.  Those discussions continue and you will be periodically notified of their progress.

Merchant Discounts

The suppliers in the Voyager program act independently, therefore we cannot set their pricing or discount policies.  However, we do provide a sophisticated system for fuel suppliers to provide discounts through direct negotiations between Fleet Managers and marketing representatives of the various suppliers.  Each supplier has confidential, on-line access to our computer system through which they can establish and maintain any discounts they wish to provide.  These discounts can be funded by an oil company, a jobber/ wholesaler, a retail location, or any combination of these entities.  This gives the customer the opportunity to negotiate discounts at the brand level, at a group of stations, and/or at a specific service station.  Suppliers do not have access to information regarding other suppliers’ discount programs.

Any discounts that suppliers provide will be documented in the statements and reports provided by the Voyager system.  Information regarding purchasing volumes (e.g. total amount spent by an agency at a specific company, total amount spent by the Government at a specific company, etc.) will assist the Government in negotiations for discounts with the merchants.  We believe that this type of arrangement will provide a more competitive environment which, when coupled with the consolidated credit card services provided by Voyager, will result in the lowest net cost for managing your fuel program.  Since many of the participating locations accept the Voyager Card at the pump, hours of employee time will be saved each month. 

Voyager's discount system tracks which merchant discounts are available to each of the Agencies/Organizations.  All (100%) of the product/service discounts offered by merchants to the Federal Government shall be passed on and reported accordingly.

Voyager's Discount Report details all discounts received by vendor and will be reflected in any guides specifically designed for your agency's use. 
Merchant Network Guide
Voyager will distribute a copy of the Voyager Merchant Network Guide and a copy of the Voyager Card Use Instruction Guide in conjunction with the issuance of each card.  These publications contain detailed information on the merchants participating in the Voyager program.  Additional copies will be available upon request.

Foreign Currency Conversion

The Voyager Fleet Program is not currently accepted for transactions in foreign currency.  When foreign currency transactions are initiated, Voyager will ensure that charges made in a foreign currency are converted into US Dollars on the invoice and related reports using a favorable conversion rate established by an interbank rate or where required by law, an official rate.  This rate will be the one in existence at the time the transaction is processed.  Voyager will work with Visa and participating banks to obtain the most favorable rate available.  

Refunds, disputes and other credits will be applied at the wholesale rate of the original charge.  Voyager will identify the conversion rate used on the statement of account, invoice, and related reports and will not charge a fee for the conversion.

Liability

The Government is liable for all authorized charges. The Government will not be liable for any unauthorized use of a Fleet Card or account if the user was not authorized to use the card and the Government did not receive the benefit from the purchase.  Unauthorized use means the use of a credit card by a person other than the authorized user.  

The Government will not be liable for charges on cards or accounts that arelost or stolen.   In addition to making a reasonable effort to notify Voyager promptly when it becomes evident that a card or account number is lost, stolen or being used by an unauthorized user, Voyager expects the Government to assist, if requested, in any investigation regarding the misuse of a Government Fleet Card.

Freedom of Information Act (FOIA) Requests
Voyager will not use names, addresses, or any other account or card information for any purpose other than that specified in this contract.  Government accounts are uniquely coded in the Voyager system and are assigned a range of account numbers that separates them from other Voyager accounts.  This will enable Voyager to block Government accounts under this contract from any release of information.  Special attention will given to any request for information on quasi-generic and generic accounts. 

Investigation Assistance

Typically, the Agency/Organization will establish procedures that designate the Senior A/OPC or contracting representative as the sole point of contact for investigative requests.

Voyager will assist any authorized investigative unit of the U.S. Government concerning alleged wrongdoing or suspected fraud, waste, or abuse by cardholders.  Our supplier contracts require all participating suppliers to cooperate as well.  Most of the oil companies have an investigative group, trained specifically for such involvement.  Voyager’s ad hoc querying and reporting capabilities can provide crucial information in a timely manner to assist in all investigations.  Voyager internal applications generate daily reports routinely reviewed to identify unusual activities or trends that may warrant immediate investigation.

Audit Assistance

Typically, the Agency/Organization will establish procedures that designate the Senior A/OPC or contracting representative as the sole point of contact for audit requests.

Voyager will also assist any authorized audit unit of the U.S. Government by providing reasonable access to all of the related card program's administrative, financial and management data.  If Government records are required to assist in the authorized audit unit’s investigation efforts, Voyager will provide any data requested within the timeframes mutually agreed upon.  Voyager’s relational database, which allows ad-hoc queries, could greatly assist in any audit by providing access to data that normally is not easily available.  Voyager recently assisted Avis auditors by providing detailed and summarized transaction data for the location under review that was current as of the day before the audit.  

Government-Wide Shut Down

In the event of a Government Wide Shutdown (GWS) many agencies may be unable to make timely payments on Fleet Card accounts. Voyager will ensure that during the period of a GWS, accounts will not age delinquent or be suspended or canceled.  Active accounts will remain active and new accounts will be activated based on an A/OPC request.  During this time, finance charges will not be accessed and statements will continue to be generated.
Account Set-up Procedures

Hierarchy
Upon receipt of the Task Order from the Agency / Organization, your Voyager Representative will coordinate with the Senior A/OPC and other designated Agency / Organization personnel to initiate the process of account hierarchy set-up.  Processing the necessary information to set up the Agency/ Organization master file and account structure must be completed prior to processing requests to initiate accounts for vehicles, drivers, organizations, subordinate A/OPCs, DBOs, TDOs, as well as Agency / Organization reporting requirements.
The Agency / Organization internal structure, geographic location and size will determine the Fleet Card hierarchy structure.  The basic hierarchy structure contains three levels, as a minimum, which are defined below:

· Level I:

GSA (Master Contract Award)

· Level II:
Agency / Organization (Federal Agency)

· Level III:
Fleet Account

Upon receipt of a Task Order, the Voyager Representative will conduct coordination to assess the individual Agency / Organization specific requirements and define hierarchy requirements. Voyager possesses the ability to expand the hierarchy levels to include up to four additional Region/Division/Branch reporting levels subordinate to Level II (for a total of seven hierarchy levels), offering greater control for Agencies / Organizations with multiple geographic locations and large numbers of personnel.  Your A/OPC structure and information reporting requirements are based on the account hierarchy.  There should be an A/OPC assigned at each hierarchical level.

The following example depicts a three level hierarchy reporting set-up process:

Hierarchy Level



Level ID Example

I
GSA
10001-2000

II
Agency/Organization
23456-4814

III
Account-A/OPC
32345-1000

Each hierarchical level identification number is unique, and all levels of the Agency/Organization hierarchy are required on the request for card issue.  During the set-up process the Agency / Organization has the ability to designate the standard embossing on issued cards. 
Importing Data Files

One of the most common problems that Agencies/Organizations face in moving to a new Fleet Card program is gathering the required information and providing it in a format that is compatible with the requirements of the new card processor.  Voyager simplifies the process for the Government by offering a system which accepts data in your format of choice, quickly converts it to a standard format, and loads it directly into the Voyager database.

Voyager has created a set of standard software modules that can be modified in a matter of minutes to make the necessary conversions prior to loading into the database.  In addition, the software checks the data for invalid or inconsistent information and stops the process without loading the invalid data.  This process can cut the total time frame by days or even weeks.  To date, Voyager has received, converted, and loaded data in over 63 different formats.  Your Voyager Representative will assist you with this process for your account.

Authorization Controls 

The Voyager Fleet Account Management System provides the Fleet Manager and A/OPC a variety of parameters to use to maximize the control and management of each account.  These parameters are selected during account set-up for default.  There are two categories of default parameters: those that are set for all cards issued; and those that can be modified for each card issued. 

Account Defaults (cannot be modified)

Vehicle ID number assignment 
The A/OPC can assign the six-digit (no alpha characters) number for each vehicle entered in the data base, or allow the system to assign the vehicle numbers as each is entered in the data base.

Driver ID number assignment 
The A/OPC can assign the six-digit (no alpha characters) number for each driver entered in the data base, or allow the system to assign the driver numbers as each is entered in the data base.

PIN
The A/OPC can assign the six-digit (no alpha characters) PIN number for a specific card (not mandatory for each card) as the card is requested for issue, or allow the system to assign the PIN when such a card is requested for issue.

Card Defaults  (can be modified for each card at time of request for issue)

Restriction Code 
The A/OPC selects the information required at the point-of-sale from the driver for each transaction.  Also, the code specifies whether the card is to be used for only fuel, or whether it can be used for other purchases.  The most commonly used restriction codes are 30/31 for vehicle and driver cards, and 10/11 for PIN protected cards used for rental vehicles.  Remember that only one identification number can be prompted at the point-of-sale.  The table below displays the options available for restriction codes.


       Prompt (at point-of-sale)

Type of Purchase Authorized


Restriction 

Code
Identification

Number
Odometer
Fuel
Other  

Items

00
NO
NO
YES
YES

01
NO
NO
YES
NO

10
YES
NO
YES
YES

11
YES
NO
YES
NO

20
NO
YES
YES
YES

21
NO
YES
YES
NO

30
YES
YES
YES
YES

31

XX
YES

XXX
YES

XXX
YES

No
NO

Yes

Tie
This default establishes the type of card to be issued as a Driver (D), Vehicle (V), or Organization (blank) card.  The Tie can be changed for each card to be issued when requested.  Remember that all cards issued under one account do not have to be one type.

Prompt
Identifies the appropriate identification number to be prompted at the point-of-sale.  Can be either Driver ID (D), Vehicle ID (V), or PIN (P).  Used only with Restriction Codes 10/11/30/31.

Number Limit
Sets the maximum number of transactions allowed on each card issued under the account.

Hard / Soft Number Decline
Hard Decline rejects any transactions above the maximum daily limit specified, while a soft decline allows one additional transaction above the limit and notifies the user at the point-of-sale.

Dollar Limit
Sets the maximum dollar limit allowed per month per card issued under the account.

Hard / Soft Dollar Decline
Hard Decline rejects any transactions above the maximum monthly dollar limit specified, while a soft decline allows one additional transaction above the dollar limit and notifies the user at the point-of-sale.

Address IDs
The A/OPC assigns a single address for card issuance mailing.  Other Address IDs can be used at the time a card is requested.

Credit Bureaus

Voyager will not report any information on Government accounts to any credit bureau. Nor will Voyager use credit checks for the establishment of any account.

New Organizations

The account set-up process described above is also used for adding new organizational entities to your hierarchy.  The A/OPC will need to coordinate the effort of making changes to the hierarchy with the Voyager Account Representative.
Account Maintenance Procedures

Electronic Access – Voyager Fleet Account Management System

The Voyager Fleet Account Management System provides an integrated approach to account management for both the Citibank account manager and the A/OPC.  You, or the Fleet Manager, will be able to efficiently and effectively accomplish all the day-to-day operating requirements for a successful fleet program – from your desktop while logged in to the system via modem.  This proven system provides several easy to use screens selected from a main menu.  The screens are identified by two categories of codes (AM for account management, and SB for special billing) and are used for the following functions:

AM 10
Name / Address Change – Change accountholder (A/OPC or Fleet Manager) information to include phone, fax, and alternate numbers.  Each address entry is verified for a correct match of street, city and zip.

AM 12
Issue Card – Order new cards for drivers, vehicles or organizations.  Order replacements for damaged or worn cards.  Report lost or stolen cards, and order replacements.

AM 13
Card Information – Provides a summary of the cards issued on the selected account, to include those pending issue.

AM 37
Invoice Review – Allows the review of complete transaction information (merchant ID, address, type  of transaction, type of product, date/time,  for a particular card.  Allows the manager to search based on card number, month, date or amount of transaction.

AM 42
Special Embossing – Used to specify embossing on for an individual card, if different from the default embossing specified at a account set-up.

AM 61
Account Information – Provides the status of each months statement, amount billed, payments, credits, debits, and past due status.
SB 13
Product Detail – Search screen for specific billing information by month.  Provides merchant, product purchased and tax information.

SB 14
Transaction Detail - Search screen for specific billing information by month.  Provides access to information entered at the point-of-sale, to include Driver/Vehicle ID, odometer, date/time of purchase, and any flags recognized by the system.

SB 51
Vehicle Maintenance – Used for set-up and editing of each vehicle authorized in the system to include Vehicle ID, link to a card number, license plate number, initial odometer reading, type of fuel, tank capacity, expected fuel consumption, variance allowed, valid purchase dates and valid times of day.

SB 52
Driver / Vehicle Information – Displays complete information on a single card, whether it is a Driver, Vehicle or Organization Card.

SB 53
Driver Maintenance – Used for the set-up and editing of each driver authorized in the system to include Driver ID, link to a card number, hierarchy levels, valid purchase dates and valid times of day.

The use of these screens is explained in the “How To” section of the Voyager Account Management System User Manual which is included as an Appendix to this manual.

As part of account set-up, each authorized Voyager Fleet Account Management System user is given a log-on identification and a copy of the application software for loading on your PC.   You may want to coordinate with your local systems administrator if you are on a local area network.  You will follow the instructions for the initial set-up of the software and modem connection found in the User’s Manual.  Please note that your first log-on password is ABC123 and you will be prompted to enter and reenter a personal password at your first log-on.  

A variety of security features protect the confidentiality of Voyager data.  These include ACF2 security software, DB2 database security software, VTAM security, and Voyager application security.  ACF2 is a widely-used security package provided by Computer Associates.  DB2 security is provided by the IBM software built into Voyager's DB2 relational database system.  VTAM is an IBM subsystem which controls access to the on-line system.  VTAM access is required even if attempting to log-on to the system.  IBM’s CICS access control limits users access within the CICS subsystem in which the Voyager application operates.  DB2 plan security and table access controls limit specific access within the database.

Additionally, Voyager application security further controls access and functionality by specific user ID and password.  A user must have a valid log-on ID (established by the Designated Security Officer (DSO) at Voyager) as well as a valid password to gain entry to the Voyager system.  If a user attempts to access the system and fails to enter the correct password after three attempts, their log-on ID is suspended, and they must contact a Voyager DSO for assistance at 1-800-xxx-xxxx.  Voyager will provide additional security if required by individual task orders.

Voyager’s databases are backed up on a daily basis.  Backup tapes are stored off-site, as well as in secured on-site storage.  Voyager uses sophisticated backup utilities which allow the database to remain on-line and active while backups are in progress.  In the extremely unlikely event of a failure of both the primary and backup systems, transactions could still be captured manually at the retail site and transmitted to Voyager when the system is again available.  Complete details of the backup system are available upon request.
Information Updates

The A/OPC must ensure that the master file information is kept up-to-date to ensure the smooth functioning of the program.  A/OPC must maintain business information, (address, phone numbers, etc.), the hierarchy, and points of contact.  In addition, the data on drivers and vehicles must be accurately maintained.  This is done using the Voyager Fleet Account Maintenance System.

Changing Authorization Controls

On occasion, it may be necessary to change the authorization controls for an account.  The A/OPC is the only individual authorized to make changes to the limits on an account.  This is done using the Voyager Fleet Access Management System. 

Tax Exemption 

Voyager was the first universal Fleet Card company to provide tax exemption processing and remains the only universal Fleet Card provider capable of electronically processing federal, state, and local tax exemptions, with electronic billing and electronic settlement connections established with all of the respective oil companies.  The billing and reporting capability Voyager provides reduces the amount that the customer pays by providing billing net of exempted taxes, and reduces additional research and after-the-fact processing.
Voyager will bill all Government accounts for purchases made on the Voyager Fleet 

Card less any fuel tax exemptions, allowed by law, to which they are entitled.  Complete reporting of exempted taxes will be provided to the Agency/Organization and to the company which granted the exemption.  In the unlikely event any company chooses not to grant the tax exemptions, Voyager will notify the Agency/Organization accordingly, and your Voyager Representative will work with you to resolve the problem.  We have worked closely with the companies participating in the Voyager program to satisfy their respective tax department needs and to ensure that Voyager meets all legal requirements.

Voyager currently provides full tax exemption handling for the States of Arizona, Iowa, Kentucky, Maryland, Michigan, North Carolina, Pennsylvania, Tennessee, Texas, Virginia, and Washington, and the list is continually growing.  Voyager also provides full tax exemption handling on the Federal level to several branches of the United States Post Office and to the U.S. Customs Service. Voyager was the first universal Fleet Card to provide this capability.

Voyager will itemize all taxes on the invoice (exempt and non-exempt).

The Voyager system is also capable of processing exemptions for Federal Diesel Tax.   The Internal Revenue Service has confirmed our understanding that none of the existing fuel cards, universal or otherwise, can legally process this exemption through their billing systems because they are not the “Ultimate Vendor”, as defined by regulation.  Given this opinion, billing customers with federal diesel taxes removed would put both the fuel card supplier and the customer on highly improper legal ground (constructive notice).

We realize that a few fuel card providers are processing federal diesel tax exemptions, but we do not believe that they meet the legal requirement to do so.  If, and when, we are satisfied that fuel card providers can legally process these exemptions, we will do so.

A/OPC Assistance

Voyager Customer Service Representatives are available 24 hours a day / 7 days a week

at 1-800-987-6591 to respond to card A/OPC’s questions concerning activation and use of the card.  The Merchant Service Representatives are also available to handle point-of-sale authorization issues 24 hours a day / 7 days a week at 1-800-987-6589.  

Additional numbers will be provided as required by the Agency/Organization being serviced.

The Help Desk for the Voyager Account Management System and FleetCommander Software is also available from 9:00 a.m. to 5:00 p.m. (central time) during the regular work week at 1-800-xxx-xxxx.

Designated Billing Office (DBO) Procedures

Invoicing

Voyager shall provide a Statement of Account to the Designated Billing Office that includes all the required data elements and the following additional data items:


a)  Merchant Type


b)  Merchant Name


c)  Merchant Location or Number


d)  Identification of purchases outside of normal parameters

Invoices will be processed and sent to the Designated Billing Office within three working days from the specified monthly closing cycle.  In addition, Voyager will provide both types of invoices; paper and electronic file.   Our billing system can also accommodate more frequent cycles if required. Voyager understands that the Government requires the ability to change cycles to meet operational needs.  

Various screen formats are available in the Voyager Fleet Account Management System to assist in transaction reviews and account reconciliation. Examples of the standard billing and invoice options (including data elements) are presented in the Appendices. 

Reconciliation

Voyager will provide dedicated support to assist agencies in reconciling any billing discrepancies.  In addition, we are staffed 24 hours a day/ 7 days a week to service accounts with billing questions or disputes.  Disputes may be initiated via telephone, facsimile, e-mail, or mail, as long as they are filed within 60 calendar days of the invoice.

Consistent with Agency / Organization procedures, the Fleet Manager or A/OPC is responsible for reviewing the statement, comparing each transaction to receipts and records, and acknowledging the validity of each transaction or providing appropriate dispute information.

Voyager provides a report reader software package, FleetCommander, which can be used by the  A/OPC and other designated persons for review of monthly activity by Vehicle, Driver, or Organization assigned card numbers.  A copy of this software can be provided with a user manual included. 
Payment

Voyager will post payments within 2 business days of receipt.  When required data elements are missing from the document, which preclude accurate posting, this time frame may be extended.

Voyager will first apply payments to principle, then to Prompt Payment Act interest.  The Agency/Organization will be notified as specified in the event of any payment discrepancy. 

There are two methods of payment that can be utilized by agencies to pay on accounts: 
· Check Payments – The disbursing office sends the payment through regular mail using a Government voucher to identify the account number for payment posting. Voyager will post payment within 2 business days of receipt of payment.  If required information is missing from the payment, posting could be delayed until the data has been obtained.


· Automated Clearing House (ACH) Electronic Payments – A disbursing office can initiate ACH electronic payments to the Fleet Card Accounts.   Electronic payments will be posted to the appropriate account within two business days of receipt of the transaction information. 

Electronic Commerce and I-FSS-599

Voyager currently has EC / EDI capability compliant with the Federal Government EC / EDI Handbook.  Voyager used the file layout of the draft dated June 1, 1994 from the Federal Government Implementation Guidelines to develop its EDI layout and added Fleet Card transaction elements. Voyager’s system can retrieve, store, transmit, and process electronic transaction sets. Voyager communicates electronically with several of its commercial customers today providing electronic billing statements and payment applications and has been certified for EDI processing with the U.S. Postal Service.  All transaction information sent through EC / EDI is secure.  Voyager can handle EDI through a direct connect transmission, offering substantial savings to the Government.  Voyager will assist agencies / organizations in implementing EC / EDI.  Additionally, Voyager is in the process of registering to become a Registered Trading Partner of the Federal Government.

Delinquency Control

Voyager will make all efforts to collect directly from the responsible Agency/ Organization.  A/OPCs can monitor the status of an account by using the Special Billing Feature of the Voyager Fleet Account Management System.

If necessary, we will request the GSA Contracting Officer’s assistance in resolving delinquent centrally billed accounts. Voyager will not use any outside agencies for collection of the Government centrally billed accounts.

Account Suspension 

Accounts may be suspended using the Voyager Fleet Account Management System or by contacting Voyager Customer Service via, phone, fax, e-mail, or mail. Suspended accounts may be reactivated using the same procedures. 

Accounts can only be suspended by the designated A/OPC or Voyager.  

Voyagerwill provide Pre-Suspension/Pre-Cancellation Reports to the A/OPC to identify undisputed amounts that are past due on Fleet Accounts.  Accounts will be considered past due if payment has not been received on the due date on the statement of account in which the charge appeared.

If payment for the undisputed principle amount is not received within 55 calendar days from the billing date, Voyager will notify the A/OPC and Designated Billing Office (electronically or in writing) that the account remains past due. Voyager will also notify A/OPC and Designated Billing Office of a Voyager point of contact for assistance in resolving the past due accounts. Suspension actions will be documented and, if requested, such documentation must be provided to the GSA Contracting Officer.  If payment for the undisputed principle amount has not been received 61 calendar days from the billing date, Voyager may suspend the account.

Items, which are in dispute, will not be considered past due.  The amount of the dispute is subtracted from the payment due on the statement of account.  Therefore, items in dispute will not result in suspension of charge privileges.  

In accordance with the requirements of this contract, the A/OPC and the GSA Contracting Officer will have the authority to suspend accounts under their purview.  Documentation of the reason for suspension is required.
Suspension procedures must be initiated within 180 calendar days of the billing cycle date in which the offending charge appeared or Voyager will waive its right to suspend the account.
Account Cancellation 

Accounts may be cancelled using the Voyager Fleet Account Management System or by contacting Voyager Customer Service via, phone, fax, e-mail, or mail. Cancelled accounts may be reactivated via the same procedures. 

Accounts can only be cancelled by the designated A/OPC or Voyager.  Cancellation of an account will occur 120 days after the due date on the statement. 

Voyager in accordance with the terms of this contract will cancel accounts only when the following requirements have been met.  The A/OPC will be provided the Pre-Suspension/Pre-Cancellation Report prior to cancellation.  

The cancellation process will only be initiated for any of the following reasons:  

· The account has been suspended two times during a 12  month period for undisputed amounts and has become past due again.  Consideration will be given to the time elapsed between the second suspension and the third occurrence for late payment.

· The account is past due for the undisputed amounts, and the requirements for suspension have been documented, and the account is 120 days past due.  

· The account is used for unauthorized purchases and cancellation is approved by the A/OPC. 
Items, which are in dispute, will not be considered past due.  The amount of the dispute is subtracted from the payment due on the statement of account.  Therefore, items in dispute will not result in cancellation of charge privileges.  

The A/OPC and the GSA Contracting Officer will have the authority to cancel accounts under their purview.  Documentation of the reason for cancellation is required.  In addition, the A/OPC and the GSA Contracting Officer will have the authority to void card numbers.
Cancellation procedures must be initiated within 180 calendar days of the billing cycle date in which the offending charge appeared or Voyager will waive its right to suspend the account.

Account Reinstatement

Voyager will review accounts for reinstatement upon payment of the principle amount and any late fees. 

Voyager maintains a suspension/cancellation file on all accounts.  A report can be created to include:

· Agency or Organization office name

· Agency or Organization identifying number

· Account number

· A/OPC and telephone number

· Invoice numbers

· Amount for each invoice

· Number of days past due for each invoice

· Date of suspension

· Date of reinstatement from suspension

· Date of cancellation

· Date of reinstatement from cancellation. 

This report will be made available upon request by the GSA Contracting Officer or by the A/OPC. 
Voyager automatically reinstates suspended accounts upon receipt of payment of the undisputed principle amount and Prompt Payment Act interest.

Transaction Disputes 

Introduction

Voyager will make every effort to assist in reducing billing discrepancies.  Because of the large number of billing offices, it has been difficult to establish a uniform method of handling billing discrepancies; however, the Master Contract provides for a Transaction Disputes Officer (TDO) to coordinate the process and facilitate timely resolution.  Because the Government has not established a standard operating procedure for all offices, it will be necessary for your Agency / Organization to establish uniform policies and procedures for each activity that uses your cards.  

Reporting a Transaction Discrepency
Transactions that are questioned should be brought to the attention of the Voyager Customer Service Representative who will investigate the validity of the purchase and provide the account an immediate credit for the amount of the purchase.  Notification of a disputed transaction may be provided by telephone, fax, e-mail, or mail to the Client Services office. 

It is our standard practice to subtract disputed charges from payments due, until the dispute is resolved.  Additionally, Voyager’s standard practice is to credit any overpayment on the subsequent invoice. 

If items purchased with the Government Fleet Card are found to be defective, or if services purchased are found to be unsatisfactory, the user has the responsibility to obtain replacement or correction of the goods or services.  If the merchant refuses to replace or correct the problem, and the user has notified Voyager through the disputes process, the purchase is considered to be in dispute and an immediate credit is issued.  If the Monthly Statement of Account reflects inaccurate charges or billing errors, this also constitutes a dispute..

Voyager will accept disputes via the Voyager Fleet Account Management System, telephone, facsimile, email, or mail.  Upon correct notification of disputed items, Voyager will provide immediate temporary credit and promptly investigate the disputed items, as well as provide sufficient transaction data to identify the charge.  When requested, Voyager will provide a copy of the charge in dispute along with copies of all Voyager correspondence regarding the disputed items.   If appropriate, Voyager will chargeback the merchant.  If a chargeback is not appropriate and it is determined that the item is a proper charge, Voyager will rebill those charges in the subsequent billing period and provide transaction data for the re-billed charges. Voyager will require the A/OPC to provide specific elements to assist in the dispute process.  The elements should include:  invoice/statement date, transaction posting date, dollar amount of charge in question, merchant name and ticket number (where appropriate).  These elements can be found on the accountholder invoice/statement.
Voyager’s Chargeback Department maintains complete records on all disputes and these disputes are reported in accordance with the Master Contract.   If requested by an agency, we  will provide copies of all documentation related to a dispute.   A dispute status report will also be provided to the A/OPC as required. 

Items, which are in dispute, will not be considered past due.  The amount of the dispute is subtracted from the payment due on the statement of account.  Therefore, items in dispute will not result in cancellation of charge privileges. The Voyager Fleet Account Management System provides on-line tracking of all disputed items. Additionally, your Citibank Account Manager and Voyager Representative are available for assistance in setting up your Agency/Organization’s dispute process.

Information Reporting

Introduction

The Voyager  Fleet Card Program contains three categories of reports for each Agency / Organization; Standard, Customized, and Ad Hoc.  Basic standard reports are available in hard copy to all A/OPCs.  Customized reports are prepared based upon receipt of special request forms from designated A/OPCs.  Ad Hoc reporting is only available to those A/OPCs with access to the Voyager FleetCommander System.
Card Specific Information
Voyager's database will maintain the following information:

1. Customer identification (to be embossed on card if requested)

2. Equipment type -- vehicle type if requested

3. Equipment identification

4. Equipment fuel type (e.g., gasoline, CNG, ethanol) for up to two tanks

Voyager's database can also maintain the following additional information:

1. Organization levels for a piece of equipment

2. Organization levels for a driver

3. License plate number and state of issue

4. Equipment year, make, and model

5. Vehicle identification number (VIN)

6. Odometer reading

7. Tank capacity (for up to two tanks)

8. Units per gallon

9. Units per gallon percent variance allowed

10. Unit of measure (i.e., miles driven, hours used)

11. Valid purchase times (for equipment and drivers)

12. Valid purchase days (for equipment and drivers)

13.  Equipment status (i.e., active, terminated)

14. Driver status (i.e., active, terminated)

15. Driver's first name, middle initial, and last name

Electronic Program Access and Transaction Data

Voyager provides GSA and all Agencies/Organizations with electronic access to both program and transaction information through the Voyager Fleet Account Management System and FleetCommander.   An interactive communication link is provided to allow Agencies/Organizations with the ability to maintain account, vehicle, and driver information. 
For  those Agencies/Organizations not currently able to utilize the Voyager Fleet Account Management System, Voyager  will accept fax and/or hard copy completed forms for account maintenance activities.
Master File

The master file maintained by Voyager will support all of the data elements required by each card/account, the A/OPC, the DBO and the TDO.  The master file will also maintain information required to facilitate report distribution.

The master file will include the following data elements: 

· Account number

· Name, with Agency/Organization name and address

· Address (with four lines of 30 alphanumeric digits per line)

· Phone number and fax numbers, with area codes

· Electronic address, when available

· Authorization controls

· Account status

· Master accounting code
Electronic Access - FleetCommander

FleetCommander is intended to be an ad-hoc reporting and analysis tool for use by Fleet Managers.  It was developed in response to Fleet Manager requests for more information regarding their fuel purchases, as well as the drivers and vehicles involved in those purchases.  FleetCommander comes in two versions;  FleetCommander Desktop and FleetCommander Internet. 

FleetCommander stores transaction data locally in Microsoft Access; the data is accessed with Visual Basic and Microsoft Data Access Objects (DAO).  FleetCommander Internet uses Visual Basic and Microsoft SQL Server.  The data stored in FleetCommander Desktop’s Microsoft Access( Database is intended for single user access, whereas FleetCommander Internet stores the transaction data on a database server, using Microsoft SQL server, allowing multiple access to the data. 

Microsoft Access was chosen as the database management system because it is the easiest product to use with other Microsoft Office applications.  This enables Fleet Managers and other FleetCommander Desktop users to easily and quickly use the Voyager transaction data in most Windows applications including but not limited to Microsoft Word ( and Microsoft Excel.(  FleetCommander database updates will cumulatively apply all transaction data since the last update, and all transaction data remains in the database until archived (removed).  The FleetCommander Server used by FleetCommander Internet will store historical data as long as necessary, this is expected to be as long as a driver or vehicle is active. 

The following is a list and brief description of the Commercial type reports that are provided using FleetCommander :

· Vehicle Report: This report provides information regarding cost per mile and cost per unit.  Allows identification of inefficient vehicles, questionable fuel and non-fuel expenses, and multiple product purchases. It also itemizes non-fuel purchases such as repairs and parts.

· Driver Report: This report provides information on cost per unit and expenses incurred by the driver.  Provides information on fuel and non-fuel purchases and multiple product purchases.  Also allows identification of questionable fuel and non-fuel expenses. 

· Exception Report: This report identifies and describes exceptions in accordance with defined specifications.   Detailed information on date and time of purchase, location of vendor or dealer, and the specific product related to the exception.

· Service Station Activity Report: This report provides a summary of fuel purchases by supplier, the retail dealer locations, the number of purchases per location, the number of drivers and vehicles that purchased at a location, and non-fuel purchases. 

· Product Purchase Summary: This report provides information on all product purchases, and identifies unnecessary and unauthorized items being purchased.  It provides the manager with information to manage expenditures by product type. 

· Tax Exemption Report: This report provides information regarding tax exemptions at federal, state, and local levels.  The report provides a breakdown by business unit levels of your choosing.  It identifies gallons purchased and dollar amounts to calculate tax and shows applicable tax rates by jurisdiction. 

· Expense Summary by Business Unit: This report provides summary information regarding purchases made in customer-defined business unit levels.

· Expense Summary by Month/Year: This report provides summary information regarding purchases made by month and year to date.  Purchases are shown for fuel and non-fuel items.

· Discount Report: This report provides information on discounts based on percent of dollars or in cents per unit purchased.  Unit purchases and dollar sales are shown only when they affect discount amounts and the discounts can be tied to specific products or groups of products. 

· Invoice Report/Additional Report Options: This report provides information by credit card ID, date and time of purchase.  Also provides the total exempted taxes for each sale transaction to assist financial bookkeeping.  

Standard Reports

There are eight standard reports available that meet the government’s reporting requirements for the Government Fleet Card Program. Each report is defined in the following report table.

Reports are designated as either temporal or user-requested.  Temporal refers to those that are generated at a specific point in time on a regular basis.  These reports present data for calendar periods.  For example, a monthly report presents data from the first day of the month through and including the last day of the month.

Reports that are user-requested are only generated when a user specifically asks for the report.  The user-requested report presents data as of the date the report is requested.

All dates in these reports are year 2000 (Y2K) compliant.

· Invoice: Provided on a daily, weekly or monthly basis, both electronically and in hard copy and sent to the DBO.  The frequency interval can be modified as requested by the agency. (Same name as last one in previous section)
· Invoice Status Report: This report details the aging of each outstanding invoice, with its transaction data, so charges can be referenced.  A data field has been added to calculate the interest penalty. The Voyager Fleet Account Management System screen AM 61- Account Information, is used to generate this information.
· Transaction Dispute Report: This report is a compilation of all outstanding and resolved disputed transactions within an Agency/Organization.  The report is generated on any designated cycle basis and may be electronically delivered through the banks’ VAN or Internet access, or in hard copy.

· Pre-Suspension/Pre-Cancellation: This report identifies accounts eligible to be suspended or canceled.  This report is provided on an as needed basis.
· Suspension/Cancellation Report: This report modifies the Pre-Suspension/Pre-Cancellation Report to include the actual date the accounts were suspended or canceled.  This report is provided on an as needed basis.
· Renewal Report: This report identifies accounts/cards that are 90 days from their expiration date. Other information as required will be provided.

· Delinquency Report: This report provides a detailed aging analysis for all accounts in the time frames of 30, 60, 90, 120 days and over. Voyager Fleet Account Management Systems screen AM 61- Account Information, is used to generate this information.

· Detailed Electronic Transaction File: This report captures complete data for each transaction.  Voyager Fleet Account Management Systems screens SB 13 & 14- Transaction Data, are used to generate this information.
· Other Agency/Organization Reports: A complete suite of commercial reports is available to assist the A/OPC with program management.  The Agency/Organization requirements for these reports will be determined during account set-up.
Ad Hoc Reporting
Ad  Hoc  reporting is performed using FleetCommander.  The ad hoc reporting allows the user to view, filter and sort data, as well as print reports.  For those Agencies/Organizations not technically able to take advantage of electronic reporting, Voyager will provide a copy of the transaction data as a single hard copy or as part of a single flat file/EDI transmission.

Customized Reports 

Consultation for Customized Reporting is available to A/OPCs upon request.  A/OPCs  should contact the Voyager Client Services Representative for additional information and assistance.

Training

Comprehensive training for A/OPCs, DBOs, and TDOs is available directly through Voyager.
Training for the User will consist of:

· A Voyager Card Use Instruction Guide which is similar in scope to this training guide.

· Anytime a user/cardholder needs assistance with a particular problem or has a question about “how to” do something with the Government Fleet Card Program, all they need to do is call  Voyager Customer Service at 1-800-987-6591.

· All training materials and the quarterly newsletters will be posted on Citibank's WEB site at www.BANK.com. 

Training for A/OPCs will consist of:

· A day of training in a classroom environment which will focus on A/OPC responsibilities, processes, and available assistance using the Voyager’s Electronic Access Systems environment, and where appropriate, the manual processes needed to function in a non-Electronic Access Systems environment.

· A video which will detail A/OPC responsibilities, processes, and available assistance for both Voyager’s Electronic Access Systems and manual procedures.

· Anytime an A/OPC needs assistance with a particular problem or has a question about how to do something related to reporting, or account establishment/ maintenance, a call to the Voyager Customer Service Representative at 1-800-987-6591 will resolve the problem.  
· All training materials and the quarterly newsletter will be posted on the Citibank's Web site at www.BANK.com. 
· Citibank will also include a Voyager overview as part of its training where appropriate
· Voyager will provide training where 25 or more agency personel are assembled for this purpose.
Frequently Asked Questions

Note: This section should contain a listing of frequently asked question 

(with answers) that pertain to all aspects of the Voyager Fleet Card Program.
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Glossary

Account Number: The nine-digit internal methodology for identifying a specific customer unit.  The first four-digits are the GSA prefix (8699) and the next five are assigned by the system to uniquely identify each Government account.  This identification is embossed on each card issued from the account, along with a five-digit card number and security check digit to complete the card identifier.  The account number appears on invoices and reports, and is required to properly post payments received.

Accountholder:  The individual responsible for the operation and use of the account.  May also be an A/OPC or the Fleet Manager.

Account Setup Information: Specific information required for each account so that an active account can be established.  This information is supplied by the Agency / Organization to Citibank.

Address ID: A five-digit code in the Voyager Fleet Account Management System that allows the A/OPC to designate the mailing address for a new or replacement card.  Used for accounts that serve multiple field locations.

Ad Hoc Reporting: Uses other than standard formats and searches.  Supported by Voyager FleetCommander.

Agency/Organization Accounts: A card/account issued in the Agency/Organization name.

Agency / Organization Card: Use is the same as the Vehicle and Driver Cards; however, the card is issued to a responsible person, typically the Fleet Manager, for use by assigned personnel in accordance with local policy.  Usually PIN protected.

Agency/Organization Identifying Number: Provided in Federal Information Processing Standards (FIPS), Publication 95-1, these are codes for the identification of Federal and Federally-Assisted Organizations.  This standard provides a four-character identifier for each organization.  The set of identifiers defines a standard data element.  The two leftmost characters form a component data element which is identical with the two-digit numerical code used in the Federal budgetary process to identify major Federal organizations. 

Agency/Organization Level: Any hierarchy level established by the Agency / Organization.
Agency/Organization Program Coordinator (A/OPC): An individual that may be designated by the Agency/Organization to perform task order contract administration within the limits of delegated authority and to manage the card program for the Agency/Organization.  This individual shall have overall responsibility for the card program(s) within their Agency/Organization, and may determine who participates in the card program(s). Multiple levels of program coordinators are anticipated within different hierarchies or at different hierarchical levels within each Agency/Organization.

Agency:  The highest level of responsibility for an entity authorized to use the card/account.  This may be an Administration, Agency, Board, Commission, Corporation, Department, Foundation, Institute, etc.  The agency is then further broken down to include sub-elements of the agency (e.g., bureau, service, activity, component, division, office, etc.).

Authorization:  The process of verifying that a purchase being made is within appropriate authorization controls at the point of sale.

Automated Clearing House (ACH): A type of electronic funds transfer.  The ACH is a central distribution point for transferring funds electronically for participating depository financial institutions.  Rather than each payment being sent separately, ACH transactions are accumulated and sorted by destination for transmission during a predetermined period.  It includes small dollar payments in large transaction volume.

Billing Cycle: A specific recurring time period between the time statements of account or invoices are processed.  Typically one month.

Billing Cycle Date: The billing cycle date is the cut-off date for which charges are processed for the billing cycle.  This cut-off date is assigned by Citibank to the account.  Also referred to as the closing date.

Billing Date: The billing date is the date the invoice is received by the Agency/Organization Designated Billing Office (DBO) in accordance with the Prompt Payment Act.

Business Day: Monday through Friday except Federal holidays.

Card Number: A five-digit number sequentially issued for each card on an account.

Card Account Number: GSA term for an external means of identifying a specific customer unit or specific card.  This is embossed on the card itself.  Also known as Card Number.

Card Identifier: GSA term for the unique identification for each piece of plastic (card) issued to an account in the name of a Customer Unit.   This fifteen digit number is embossed on each card that consists of four parts: the four-digit GSA prefix (8699), a five-digit account number, a five-digit, sequential card number for each card issued from the account, and a single security check digit.
Cardholder:  See User.

Cardholder Agreement: A written agreement between Citibank and a Federal employee issued a Driver Card stating both the employee's and Citibank’s responsibilities.  

Card User: See User.

Centrally Billed Accounts: A card/account established by Citibank at the request of the Agency/ Organization.  Payments are made directly to Citibank by the Agency/Organization.  All fleet accounts are centrally billed cards/accounts. 

Client: (1) A user of a Voyager Fleet Card; or (2) Any representative of the Customer Unit/ Service/ Department/ Agency/ Organization to which the card has been issued.

Closing Date: The closing date is the cut-off date for which charges are processed for the billing cycle.  This cut-off date is assigned by Citibank to the account.  Also referred to as the billing cycle date.

Commercial Travel Office (CTO): This office provides a full range of travel services for the traveler.  The CTO may be staffed with DOD personnel or may be a commercial travel agency.

Customer: See Client.

Customer Account: A Contractor’s internal means of identifying a specific customer unit.  See Account Number.

Customer Unit: The smallest unit for management, reporting, and invoicing.  Each Customer Unit is a distinct Voyager account.  More than one card may be assigned to each account.

Customized:  The standard commercial practice of creating reports, invoices, and services to meet unique needs of a specific customer at a mutually agreeable fee, when applicable.

Declined Transactions: Those transactions where authorization has been refused by Citibank’s transaction authorization system.

Designated Billing Office (DBO): The office or third-party entity that may be designated by the ordering Agency/Organization to receive the official invoice and, in some instances, make payments against the official invoice. 

Domestic:  All 50 states, the District of Columbia and US Territories and Possessions.

Driver Card: Voyager Fleet Card issued from an account to a driver for use by only that individual.  At point of sale, the driver can be prompted for an identification number, either the Vehicle ID for the equipment being fueled, Driver ID for the user, or a PIN.

Driver ID: Five-digit identification number assigned to each authorized user of cards issued from an account.  Each driver must be entered in the database.

Electronic Funds Transfer (EFT): A term which identifies delivery systems used to transfer payments of funds electronically.  These systems transfer funds faster and more securely than transfers authorized by paper check.

Electronic:  A method of communication whereby information is disseminated by floppy disk, optically stored media, magnetic tape, computer disks, microfiche, microfilm, computer-to-computer communications via modem, Networks (value added), facsimile, or other electronic method of dissemination.  It includes file transmissions through PC-based, CPU-to-CPU, or other communications protocol.  

Fedwire:  One of the major wire transfer systems directly connected to the Federal Reserve Bank.  Wire transfers of funds are executed through the Fedwire network, which is tied to all Federal Reserve branches, depository financial institutions, the Financial Management Service and other government Agencies/Organizations.  It is a method of electronic funds transfer.  These payments usually involve large dollar amounts associated with small transaction volume.

Fiscal Year: October 1 through September 30.

Format(s):  Arrangement of information for a particular purpose.  

Government Travel Regulations: Rules governing the travel and relocation allowances and entitlement of Federal employees performing official travel or relocating for the Government.  For Federal civilian employees, see the Federal Travel Regulation (FTR) (41 CFR Chapters 301-304).  For members of the Uniformed Services, see volume 1 of the Joint Federal Travel Regulations (JFTR).  The FTR and the JFTR are available from the Superintendent of Documents, Government Printing Office, Washington, DC 20402.  For members of the Foreign Service of the United States, see Chapter 100 of Volume 6 of the Foreign Affairs Manual (6 FAM 100).  6 FAM 100 is available from the Department of State, Publishing Services, Washington, DC 20520-0854. 

Hierarchy:  The organizational structure for management and reporting necessary to effectively operate the fleet program.  An internal set of codes that link the lowest customer unit up to and including the Agency / Organization to the Master Contract in a seven level structure.

Identification Number: A five-digit number which can be required at the point-of-sale to indicate which vehicle is being fueled/serviced (Vehicle ID), which driver is using the card (Driver ID), or a PIN that protects the card.  Only one Identification Number can be prompted at the point-of-sale.

International:  Locations that are not considered domestic.  

Internet:  An electronic public forum for information and commerce.

Intranet:  An electronic private forum for information and commerce.

Master File: This file is maintained by Citibank.  It contains all essential account information for management of the program.

Media:  A broad spectrum of methods used to provide a permanent record of communications (e.g., paper, EDI, electronic, floppy disk, optically stored media, computer disks, microfiche, microfilm, computer to computer communications via modem, Networks [value added], facsimile, or any other acceptable methods of available communication). 

Merchant Category Code: A Citibank assigned categorization of the type of business the merchant is engaged in and the kinds of goods and services provided. These codes are used as an authorized transaction type code on a card/account to identify those types of businesses who are authorized to provide goods and/or services.

Official Invoice: A proper invoice, containing the data required by and formatted in accordance with contract specifications, requesting payment be made to Citibank.

Official Notification: Written or electronic notification to Citibank by either the GSA or Agency / Organization Contracting Officer regarding contractual issues, or by an Agency/Organization or cardholder regarding their cards/accounts or reports, as appropriate.

Official Purchase: Supplies or services procured at the direction of an agency/organization under official purchase authorization.

Official Travel: Travel performed at the direction of a Federal agency under an official travel authorization.

On-Line:  Direct access to computer-based data files and operations systems via computer terminals.

Organization:  Individuals or entities authorized to use GSA sources of supply as specified by the GSA Contracting Officer.

Organization Card: See Agency / Organization Card.

Personal Identification Number (PIN): Optional code assigned at time of issue to a Fleet Card for use in verification of identity when using a card at the point-of-sale.

Point-of-Sale: The merchant or vendor providing the fuel or maintenance services.  May be at an automated pump, or inside at the counter.  Based on account set-up, the driver may be required (or prompted) to enter an identification number, such as the Vehicle ID, Driver ID, or a PIN.   The odometer reading may also be required by the Agency / Organization.

Quarterly:  The Federal fiscal year divided into quarters is as follows: First quarter, October 1 through December 31; second quarter, January 1 through March 31; third quarter, April 1 through June 30; and fourth quarter, July 1 through September 30.

Roll-Up Section: Aggregated reporting/access to program and transaction data at the hierarchy level specified by the Agency/Organization.  

Signature:  Discrete, verifiable symbol of an individual affixed to a document, with the knowledge and consent of the individual.

Suspension:  The process in which an account/individual is prohibited from making purchases with the account/card due to delinquency or multiple pre-suspension actions.

Task Order Ombudsman: The GSA individual that reviews Citibank complaints and ensures that all complaints receive a fair opportunity to be considered, consistent with the contract procedures (as required under Section 303J(e) of the Federal Property and Administrative Services Act of 1949, as amended).

Task Order: A document established between the Agency / Organization and Citibank that specifies and authorizes products and services required and the negotiated price at which they will be provided.

Taxpayer Identification Number (TIN): A TIN is the number required by the Internal Revenue Service (IRS) to be used in reporting income tax and on other returns.  This may be either a Social Security Number (SSN) or Employer Identification Number (EIN).

Transaction Disputes Officer (TDO): The officer that may be designated by the ordering Agency/ Organization that assists the Agency/Organization and Citibank in tracking and resolving disputed purchases or transactions. 

Transaction Dispute: A disagreement between the cardholder or account holder and the merchant with respect to a transaction.

User:   Any individual, vehicle/equipment or agency/organization designated by the agency/organization to be issued a card.  Most cards will be issued to a piece or group of motor equipment rather than to a person.  More than one person may be authorized to use a card assigned to equipment.  The card may bear the equipment identification (e.g. license plate), individual's name, or Agency’s/Organization’s name and can be used to pay for official purchases in compliance with the Federal Acquisition Regulations and Agency/Organization internal procedures.

User Friendly: Ease of use geared towards those with a rudimentary or limited knowledge of computer systems and operations.  The typical knowledge base includes how to log-on and off the system, simple menu-based functions in a Windows-like environment (e.g. point and click functions such as file, open, close, etc.), simple one-step commands (e.g. search, print, save, etc.).

Vehicle Card: Voyager Fleet Card issued from an account for a specific vehicle or item of equipment for fueling and servicing.  At point-of-sale, the driver can be prompted for an identification number, typically the Driver ID.
Vehicle ID: A five-digit identification number assigned to each vehicle or item of equipment authorized to receive fuel or services charged to cards issued from an account.  Each vehicle or item of equipment must be entered in the database.

VIN (or Vehicle Identification Number): The number assigned by the manufacturer to a vehicle or item of equipment for commercial identification and registration purposes.  Typically found on the data plate or dash board (for autos.)  Recorded in the database for reference purposes only.

Voyager Fleet Account Management System

Voyager FleetCommander

Sample Monthly Statement

Voyager Fleet System


Electronic Access for 


Account Management and Reporting





The A/OPC is provided with two automated tools designed to efficiently and effectively conduct the day-to-day activities inherent in the operation of the Voyager Fleet Card Program.





	Voyager Account Management System is a desktop application with automatic dial-up modem capability that allows the A/OPC to conduct all day-to-day program management functions.  The A/OPC can request new cards, update addresses, change authorization limits, review bills and research the data base as needed.





	FleetCommander is a desktop application that allows the A/OPC to receive electronic transaction data on diskette.  The software also facilitates standard and ad hoc reporting.















































Voyager Fleet Manual Version 1.0  10/13/98

Page 4
Voyager Fleet Manual Version 1.0 
 


Page
 3

