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TMC PROGRAM OVERVIEW

TMC Defined:  A Travel Management Center (TMC) is a commercial travel agency under contract with the VA to provide reservations, ticketing and related travel services for official travelers.

Specific TMC Services

Airline and train schedule information

Airline city pair rates are quoted first, if available at the traveler’s location

Estimates of travel ticket cost, hotel rates and car rental rates

Reservations for Travel tickets, hotels and car rentals

Airplane seat assignments (if allowed by the airline)

Electronic ticket confirmation

Travel itineraries with confirmed reservations

Arrangements for travelers with disabilities

TMC Eligibility

All official VA travelers are eligible to use the TMC services.

Official VA Travelers include:  VA employees on authorized travel and authorized veterans, patients and beneficiaries.

TMC Program Background

General Services Administration (GSA) managed TMC services for VA facilities through geographically based travel contracts.

In April 1996, based on Department-wide concurrence VA assumed contracting responsibility for its own TMC services.  TMC program responsibility was delegated to the office of Financial Operations (047f).

In the summer of 1997, every VA facility established a TMC program coordinator

In September 1997, VA award the Federal governments first nationwide multiple award travel contract. 

TMC Program in FY 1998

• October ‑ December 1997 ‑ The five TMC contractors marketed their travel services through the facility Coordinators. VA facilities selected their own TMC service provider from among the five contractors receiving award. The facility executed a Delivery Order with their new TMC.

• January 1998 ‑ New TMC services began for VA facilities. On centrally billed travel accounts the TMC billed the Financial Services Center (FSC) who paid the TMC. TMCs began paying performance‑based rebates to VA.

• April 1998 ‑ New VA Travel Survey mailed out to facility TMC Coordinators.

• July 1998 ‑ All five TMCs received an ACCEPTABLE performance rating for the first rating period, October 1, 1997 through June 30, 1998.

• September 1998 ‑ VA renewed the first option year of the contract. Delivery Orders remain in effect automatically for another year. To streamline contract administration, the number of TMCs was reduced to four, since one of the TMCs was providing service to only one VA facility. The four travel firms with the contractual ability to conduct business with VA in FY 1999 are:

World Wide Travel

Carlson Wagonlit Travel 

Sato Travel

Omega World Travel

TMC Program in FY 1999

• October ‑ November 1998 ‑ The FY 1999 TMC Implementation Guide is mailed to the facility TMC Program Coordinators. The TMC contract is amended to include a 75% rebate reduction. Rebate payments are changed from monthly to quarterly.

• November ‑ December 1998 ‑ Citibank VISA travel cards replace American Express travel cards for individually billed travel. Citibank VISA centrally billed accounts replace the TMC electronic billing to the FSC. The FSC will continue to pay the centrally billed travel accounts.

• January 1999 ‑ The TMCs began sending centrally billed reports to the stations monthly. 

TMC Program Coordinator

The TMC Program Coordinator is the facility level liaison between the station, VA Central Office and the TMC contractor. The Coordinator is the primary point of contact for all communication about the TMC Program. Please contact us if your TMC Program Coordinator has changed, if your station has re​located, or if your station has integrated with another.

Program & Contracting Authority

Departmental TMC Program management has been delegated to the Office of Financial Systems (047E) in Central Office, who produced this Guide. Departmental TMC contracting administration is provided by Acquisitions and Material Management (93) in Central Office. VA travel policy is established by the Office of Financial Policy (046G).

Contract Numbers

Each of the four two agencies has a unique contract number, which refers to the departmental nationwide contract. The contract number is entered in the Delivery Order between the facility and the TMC. The contract numbers are:

• World Wide Travel:  V101(93)P-2100 

• Omega World Travel: V101(93)P-2101
Contracting Officer

The Contracting Officer is the employee authorized by VA to enter into, administer, or terminate contracts and make related determinations and findings within the limits of the authority.

•
The Departmental TMC contracts are administered through the Acquisitions and Material Management (93) in Central Office. The Departmental Contracting Officer is Priscilla Lee (93B), who can be reached by e‑mail or by calling 202‑273‑8762.

•
The local contracting officer (or other designated official) at the facility level may sign the Delivery Order in behalf of VA. The local contracting officer cannot alter the departmental contract.

Contracting Officer's Technical Representative (COTR)

The COTR is the Director, Electronic Business Solutions Service (047E) within the Office of Management (004). The COTR provides technical interpretation of Government and VA employee travel procedures, as they relate to the VA TMC Program. The COTR has program responsibility for the TMC Program. The alternate COTR is Wanda Tabor (047E). All inquires in regards to the TMC program should be referred to Wanda Tabor.  See the first page of this Guide for contact information. 

VA Travel Policy


VA travel regulations are contained in MP‑1, Part II, Chapter 2. Questions

about VA travel policy should be directed to Dianne Eggert (047G) in Central

Office, by e‑mail or by calling 202‑273‑5074•

Delivery Order Defined

The Delivery Order is the written agreement between a VA facility and the travel agency Contractor, designating that travel agency as that facility's TMC. The Delivery Order provides specific station information, such as: dates, ticket delivery locations, liaison contacts, and other details in keeping with the Departmental TMC contract. The Delivery Order locally defines the application of the requirements in the VA TMC master nationwide contract. The Delivery Order cannot alter the contract requirements.

No Delivery Order Renewal Necessary for FY 2003

The initial TMC Delivery Order was in effect for one year, ending September 30, 2003. VA has exercised the first year option of the contract and all Delivery Orders at all VA facilities have automatically been extended another year, until September 30, 2004. Individual facilities do not need to replace their current Delivery Order. This lessens the paperwork burden for both the facility and the TMC.

Facilities Must Stay With the Same TMC

All TMCs were rated ACCEPTABLE on nationwide performance in 2003 by the COTR. Under the terms of the contract, a facility can switch TMC only if the TMC received an UNACCEPTABLE nationwide performance rating. 

What If a Facility Is Not Happy With Their TMC Services?

The first remedy is to improve TMC service. The first remedy is not to switch TMC. The vast majority of VA facilities are generally satisfied with the TMC services they are receiving. It is initially up to both the station TMC Program Coordinator and the TMC itself to improve TMC service at specific locations where service needs improvement. Refer to Section IX in this Guide, Improving TMC Performance.

Individual Billing Defined

When travel is individually billed, it means the travel has been charged to the employee's Citibank VISA travel card. Employees may use this card to pay for transportation tickets, hotels, rental cars, and meals. The account number may be used to hold and confirm reservations. The cardholder will receive the monthly Citibank VISA bill at the cardholder's address of record. The cardholder is responsible for paying the bill.

Individually Billed Travel Is for Employees

Only current employees have a Citibank VISA travel card. Cards are not issued to stations, former employees, veterans or beneficiaries.

Setting up an Account (Individually Billed)

 The Travel Card Coordinator at each facility is the person who will assist the employee with account set up. In all cases travel cards are individually mailed to the cardholder's address of record.

Account Payment

On a monthly basis, Citibank bills the cardholder and the cardholder pays the bill.

‑Billing Disputes

If the cardholder is billed incorrectly for an item, the cardholder has primary responsibility for contacting Citibank VISA to dispute the charge. Contact information is provided with the bill. For example: if the cardholder has requested a ticket refund and the ticket charge appears on the statement, the cardholder should call Citibank VISA to dispute the charge. The cardholder does not pay for that particular ticket, but the remaining charges remain payable. The ticket refund will appear on a future billing statement. Ticket refunds take several weeks to be credited due to processing requirements imposed by the airlines.

HR‑930 and Required Travel Card Use

The legislation in HR‑930 has cleared Congress. This bill provided a new general requirement that federal employees use official charge cards on government travel. At VA this applies to the individually billed Citibank VISA travel cards. The bill required the General Services Administration (GSA) to issue rules to mandate the use of the federally issued travel charge card for payment of all expenses related to official travel. Agencies can use discretion to exempt themselves from the bill. The GSA rules implementing the bill was published 1999. 

Central Billing Defined

When travel is centrally billed, it means the station Travel Card Coordinator has set up a special travel account number to handle the payment for multiple travel events by many travelers. Stations can have several centrally billed accounts. Both employees and non‑employees can have centrally billed travel. These accounts are used to pay for transportation tickets only and for no other item. A centrally billed account number cannot be used to hold and confirm any reservation other than a transportation ticket.

Centrally Billed Travel for Employees

Employees who do not have an individually billed Citibank VISA travel card may charge the tickets for their transportation to the station's centrally billed employee travel account. Because these account numbers are unique to every station, the travel arranger must provide the TMC with the three‑character billing station number in order to book the trip using the correct centrally billed account.

Centrally Billed Travel for Non‑Employees

Stations can have several non‑employee accounts. These accounts are used for veterans, patients and beneficiaries. The travel arranger must specify the type of non‑employee, in order to book the trip using the correct centrally billed account. Because these account numbers are unique to every station, the travel arranger must also provide the TMC with the three‑character billing station number in order to book the trip using the correct centrally billed account.

Account Numbering

Centrally billed travel account numbers are similar to credit card account numbers, only no credit card exists. Citibank VISA assigns the specific centrally billed travel account number. These account numbers are unique to every VA facility.

Account Changes and Setting up a New Account

The Citibank VISA centrally billed travel accounts were set up initially by using American Express GTA information on file. There may have been station moves and station integrations. Account changes may be needed. Also, some stations may wish to establish additional centrally billed accounts. The Office of Travel Policy (047G) managers the process for changing or setting up station level centrally billed travel accounts. The Travel Card Coordinator at each facility is the point of contact for these accounts. For further information, contact Travel Policy at 202‑273‑5380.

Account Payment

On a daily basis, Citibank electronically bills the VA Financial Services Center (FSC) in Austin, Texas. The FSC pays Citibank electronically within one business day. Individual facilities do not make the payment to Citibank VISA for centrally billed station travel accounts.

Current Temporary Process for Centrally Billed Travel for Chapter 31

For a small subset of non‑employee travel (Vocational Rehabilitation for Chapter 39).  The TMC uses the GTR number to obtain city‑pair rates and processes payment by billing the VA station. The VA station has no GTR processing to do. The VA station pays the TMC by check within five business days. This travel is not billed to Citibank VISA and is not paid by the FSC.

Future Process for Centrally Billed Travel for Chapter 31

A plan is currently being developed in which VBA will establish an account in FMS for Vocational Rehabilitation (Chapter 31). This will allow for the FMS processing of travel transactions for Chapter 31. VBA is contacting FMS services to develop an accounting string for this purpose. Once this is completed stations will be able to apply for Chapter 31 Citibank VISA centrally billed travel accounts. The Chapter 31 transactions will be processed in the same manner as the other centrally billed accounts.

Obligation Number Defined:

For travel, the obligation number is assigned to a travel event to signify that the trip is authorized and that money has been set aside from the budget to pay for that specific travel event.

Obligation Number Required:

VA requires the TMC to capture the Obligation Number for all travel, whether individually or centrally billed, before issuing tickets. This means that no trip will be ticketed unless the traveler or travel arranger provides the travel obligation number to the TMC.

How the Obligation Number Looks

• The number is always nine characters long as in 999XX9999.

• The first three characters are numeric. They comprise the three‑digit

station number: 999.

• The next two characters are alphanumeric as in T9 or 9T. The number of the government fiscal year will follow the letter "T". When stations run out of unique travel obligation numbers, the first character will be the year followed by the letter "'T". (T designates Travel.) City‑Pairs Defined:

Under the city‑pair program, the General Services Administration (GSA) annually awards contracts for air transportation for Federal employees on official government travel.

City‑Pair Rate Required:

VA's TMC contract requires that the TMC quote the city‑pair rate first when travel reservations are being made.

City‑Pair Value

City pair passengers are treated as full fare paying passengers. During special airline discount promotions, City‑pair rates may not be the lowest rate; but other values apply. For example, city‑pair tickets are fully refundable and there are no fees for itinerary changes. If the airline has authorized the TMC to reserve seats, city​pair passengers must be given a seat if one is available on that flight. There are no quotas.

Government Rate

Some airlines use the term government rate, but this is not the same as taking a city‑pair carrier contracted with GSA. The government rate may be the same dollar amount as the city‑pair rate, but the value is not identical. Some government rates may not be refundable. There may be charges for itinerary changes. The airlines sell seats on a quota basis. Even if the flight is not full, the airline often does not authorize the TMC to reserve the seat for a government rate passenger.

If No City Pairs Are Available at Your Airport

GSA always asks the airline industry to offer additional city‑pair rates. Requirements for adding new city‑pairs are 1) twenty or more trips per month; or, 2) remote locations to and from major airport hubs. 

You can visit the GSA web site to download the database or search for selected city‑pair markets at http://pub.fss.gsa.gov/service/citypairs.

Setting Up the Obligation Vendor Code for Individually Billed Accounts

Accounting sets up the obligation in FMS using the employee's vendor code.

Setting Up the Obligation Vendor Code for Centrally Billed Accounts

Accounting sets up the obligation in FMS using one of two vendor codes, depending on the type of traveler:

• Centrally billed employee travel is coded EMPYTRVL. (Any authorized

traveler who is not a veteran, patient or beneficiary will also be coded EMPYTRVL.)

• Centrally billed beneficiary travel is coded BENETRVL. This code is used

for veterans, patients and beneficiaries.

Surveys Defined:

VA has developed a short standardized Travel Survey to rate TMC customer service performance. With every travel event, travelers and travel arrangers have the option to complete this survey. The survey documents what the TMC is doing well and what the TMC needs to improve.

Survey Distribution

TMC Program Coordinators must make copies of the survey available to travelers and travel arrangers at their station. 

Why Are Surveys Important?

Under the terms of the contract, the COTR uses the completed travel surveys to document the TMC's nationwide performance. 

Who Should Complete the Surveys?

Every traveler is entitled to complete the survey to ensure continued good TMC service. Every travel arranger is also entitled to complete the survey for the same reason.

How Often Should the Survey Be Completed?

Every time a trip is taken, the traveler has the option to complete the survey. Every time a travel arranger conducts business with a TMC, the travel arranger has the option to complete the survey. For travel arrangers who book many trips, completing the survey once each week or every few weeks is sufficient.

Why Complete the Survey So Often?

The survey is the most important tool VA has to document good performance and to request service improvement. The survey responses are keyed into a nationwide database that enables VA to document nationwide performance and any positive and negative trends.

Making Survey Completion Easier

Before photocopying and distributing the survey at the station, the TMC Program Coordinator should pre‑fill the station number and place a check by the TMC name. This reduces the amount of time in survey completion for everyone at the station and ensures that more surveys will be completed.

Why Is Contact Information Important?

Completing question 12 enables the TMC to check back with the traveler or travel arranger on TMC performance details. This ensures that good service continues and problems are resolved quickly. In order for the TMC to make changes based on a highly negative survey, the person completing the survey needs to be willing to complete question 12 and to be contacted for details. 

Send the Completed Surveys to VA

The survey may be either faxed or mailed to VA. The instructions appear at the bottom of the survey. Survey data are recorded for rating TMC nationwide performance. Each month VA batches all surveys received and sends them to the TMC named on the survey. The TMC then has the survey information to improve the quality of their service and to contact VA customers who responded to question.

Complete the VA Travel Survey

The first step to improving TMC performance is regularly completing the survey. Either the traveler or travel arranger can do this. Completing the contact information in question 12 is the quickest way to ensure the TMC has the facts so that improvement takes place. The VA Travel Survey section in this document contains important details about the value of completing the survey.

Call the TMC Directly

If a major problem occurs, the traveler or travel arranger should call the local TMC manager directly and provide the TMC manager with details surrounding the problem.

Request a TMC Meeting or Conference Call

When the same types of problems continue to occur over a period of time, the TMC Program Coordinator should call the TMC and request a meeting or conference call to resolve the issues. By the end of the discussion, the parties need to document in writing what the problems are and how they will be addressed.

If the Problems Continue

Allow a reasonable amount of time for the TMC to improve. If no change has occurred, the TMC Program Coordinator should send a Memorandum to the COTR in Central Office about the TMC problems. (See the first page of this Guide for contact information.) In order for the TMC to be able to improve service, the Memorandum needs to be as factual as possible. Describe what the continuing problems are, the frequency with which the problems occur, and details surrounding the prior meeting or conference call on these same issues.

EACH STATION COORDINATOR WILL RECEVIE A DELIVERY ORDER FROM CO.  EACH STATION SHOULD FILL THE DELIVERY ORDER OUT, RETRUN IT TO THE CHOSEN TMC FOR YOUR STATION AND FAX A COPY TO WANDA TABOR @ 202-273-9346.

Sample Delivery Order

1. Parties executing this Delivery Order: This Delivery Order is being executed between the Department of Veterans Affairs (VA) at the following VA facilities:

(List here the complete name and address for each VA facility for which this Delivery Order applies.)

and, functioning as the Travel Management Center (TMC) for these facilities:

(List here the complete local name and address

for the TMC Contractor serving the above VA facilities)

2. Contract Reference: This Delivery Order incorporates and adheres to all contract provisions, terms, and content contained in contract number 999999999. The purpose of this Delivery Order is to furnish additional details about VA facilities and the TMC in the performance of contract requirements at the local level. Below is a summary of important contract requirements needed emphasis or further description: 2.1 The TMC shall provide all travel services in accordance with 41 CFR 301‑304. Federal Travel Regulations, and MP 1, Part II, Chapter 2, VA Travel Regulations. 2.2 The TMC shall provide fare quotes by routing the traveler to the nearest point and then utilizing city‑pair contract fares for each leg of the trip. 2.3 The contract requires that the TMC adhere to the city‑pair contracts. If a waiver is requested by the traveler, the waiver must be stated on the authorized/signed travel authority. 2.4 TMC staff will, when making reservations, ask the employee if he/she would like to have the transportation charges applied to the traveler's individual Government travel card. Should the employee decline to have transportation charges applied to the individual card, the transportation charges will be placed against the appropriate facility Government Travel Account (GTA) or VA corporate account. 2.5 Travelers are required to use TMC services when charging transportation to a GTA or VA corporate account. Only charges for transportation may be placed against these accounts. 2.6 Travelers will be encouraged to make appropriate reservations as soon as possible. The TMC shall not release tickets until a copy of the approved/signed travel authority has been received at the TMC and the itinerary verified with the ticket. 2.7 Totally unused tickets returned by VA to the TMC during the billing cycle will be canceled without charge. 2.8 Totally unused tickets returned by VA to the TMC after the 

billing cycle will be returned to the TMC to be processed for a refund. 2.9 Partially unused tickets will be returned to the TMC to be processed for a refund.

3. Start‑up/End Date: TMC services will be provided by the Contractor during the base year beginning ​​​​​​.  June 1, 2003 through September 30, 2003.

4. Option Year One: If the level of TMC services provided during the base year of the contract has been at the ACCEPTABLE rating level as determined by the COTR, a new Delivery Order may be executed between the parties for the subsequent year to cover the first option year: October 2003 through September 30, 2004

5. Tickets & Travel Document Delivery: The TMC will routinely deliver tickets and travel documents (travel documents include: travel itineraries, traveler surveys, and applicable tax exempt forms) to VA in the manner, time, and location listed below: VA will return unused or partially used tickets to the TMC by way of these same delivery locations.

 

For each facility delivery location, list the name of the facility & fully describe:
Manner of delivery, e.g.: Federal Express

Hours of delivery, for example: "Once each business day between the hours of 1:00 and 3:00 PM. "

Location of delivery: Sped the street address, room number, and any other building access information.

 6. TMC Information Packages: The TMC will provide information packages about TMC services for VA travelers. The packages will include TMC brochures and traveler profile forms. VA will handle internal delivery of the packages to travelers, and provide the completed traveler profiles to the TMC. The TMC will deliver the information packages to VA in the quantity, manner, date, and location listed below:

 

For each facility delivery location, list the name of the facility & fully describe:
Quantity of TMC information packages to be delivered (The quantity should equal the estimated number of travelers ‑ rounded up ‑for that facility.)

Manner of delivery, such as: United States Postal Service.

Date of delivery, for example: "Before October 1,2003.

Location of delivery: Speck the street address, room number, any other building access information or the proper address for mailing.

 

7. Key Local TMC Staff for VA to Call:

 

Identify the name and phone number of the TMC Site Manager.
If the TMC has a special customer service number for problems, identify this as weld

 

8. Key Local VA Staff' for the TMC to Call:

 

   


Identify the name and phone number of VA staff who can respond to TMC questions


about: travel authorizations, payment information, billing problems, etc.

 
9. TMC Training:

 

If administrative or traveler training has been agreed to, provide known details on times, dates, locations, and a brief summary of the training content.
 

10. Other Items:

 


Explain any other special local items Add additional numbered separate sections for each item, giving each section its own subtitle.

 

 

