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Fleet Card Frequently Asked Questions (FAQs)
General (Fleet-specific)
1. Who do I contact if I have a fleet card question?
2. How do I order license plates?
3. What are tax refund checks?
4. What are Fleet log books?
5. Can purchase card ever be used for fleet-related transactions?
Charge Cards
1. How many days after applying for a fleet card should I expect to receive my card?
2. What happens if I don’t receive my new fleet card?
3. How do I activate my card?
4. How do I change my bank hold address?
5. What is the difference between the bank hold address and the garage address?
6. What are driver-assigned fleet cards? 
7. What criteria need to be met in order to receive a driver-assigned fleet card?
8. What is the difference between driver-assigned cards, vehicle cards, pool cards, and quasi cards?
9. How do I request a “pool” card? 
10. May I use an existing pool card in place of a lost/stolen/damaged fleet card?
11. What are “Quasi” cards?
12. How can I receive a replacement for a card that will soon expire?
Fleet Coordinators (AFPC & LFPC)

1. How can a new AFPC (Fleet) be designated?
Single Purchase Limit or Credit Limit

1. How may the Single Purchase Limit or the Credit Limit of an existing card be increased?
Lost Cards, Fraud, or Disputes

1. What if my card is lost or stolen?
2. How do I know when I am receiving a legitimate email from the U.S. Bank vs. spam email?
3. How can I dispute a fraudulent transaction on my fleet card?
Hierarchies

1. How many days does it take for a hierarchy setup or a name change to be completed?
2. Can I perform a hierarchy transfer in Access Online on vehicles that we need to transfer from one location to another or from one Agency to another?
3. When should I complete the Reporting Hierarchy Setup form vs. the POC maintenance form and whom do I submit the form to?
Training
1. What is the website for training?
Access Online (AXOL)
1. How are passwords reset?
2. What must I do when I am locked out of my U.S. Bank Access Online account?
3. Can a User ID in "removed" status in Access Online be restored?
4. Can an Access Online User ID be changed after it has been created by a cardholder?
5. What is the process for submitting the CPS Access Online Form Client Setup User ID Request – Government form for processing?
Accounting Codes, Allocations, & Reallocations
1. Can I reallocate a locked transaction?
2. What do I do if I am unable to find an accounting code in Access Online to reallocate a transaction?
General_____________________________________________________
1. Who do I contact if I have a fleet card question?
Fleet Coordinators should first check the CCSC website by accessing the following link: http://www.dm.usda.gov/procurement/ccsc/ for fleet card inquiries.  If unable to find the answer on the CCSC website, then he/she should reach out to the AFPC or send an email to the CCSC Mailbox (CCSC@dm.usda.gov) for further information. Questions concerning U.S. Bank’s Access Online system should be directed to the U.S. Bank Customer Service Center at 1-888-994-6722.
2. How do I order license plates?

USDA has adopted a process to order license plates directly from UNICOR.  Requests for access to the License Plate Store (LPS) must come from each agency’s AFPC, to the Department.  After the Department receives the request, UNICOR grants the user access to the LPS and license plates can be ordered as needed.
3. What are tax refund checks?

Tax refund checks are taxes paid on fuel purchases and collected on the back-end by a Third Party entity for U.S. Bank and sent directly to the USDA agencies.  These checks are being collected by the Department and deposited back into the account from which they came, at the Level 4 in the hierarchy of the associated fleet card that made the purchase.
4. What are Fleet log books?

Agencies are required to keep a log book documenting the fleet or equipment’s use.  At a minimum, the log must capture the following information, for a reasonable audit trail:

· Date

· Driver/Operator’s name

· Odometer reading before and after use

· Whether the vehicle was refueled (yes/no)

· Whether maintenance or repairs were performed (yes/no)
5. Can purchase card ever be used for fleet-related transactions?

Per the DR 5013-6 for Purchase, use of purchase cards for fleet-related items is strictly prohibited.   Purchase card is prohibited for Fleet related transactions (i.e. fuel, maintenance of vehicles).  All Fleet Coordinators should have at least one fleet card, pool card, or driver card for Fleet-related transactions.  If they do not have any of the three cards, one should be requested by completing and submitting the card request to the CCSC for processing.  

Charge Cards________________________________________________

1. How many days after applying for a Fleet card should I expect to receive my card?

Fleet Coordinators should receive their fleet cards 7-12 business days after the card request has been approved and transmitted to U.S. Bank for processing and card issuance.   Please note that U.S Bank will bulk ship the card(s) to the Bank Hold address on file for that hierarchy; regardless of the address noted on the card request form.
2. What happens if I don’t receive my new Fleet card?
If the Fleet Coordinator has not received the fleet card(s) within 7-12 business days, the LFPC/AFPC should contact U.S. Bank Customer Service Center at 1-888-994-6722 to inquire on the status of the card. If the card was bulk shipped but never received by the Fleet Coordinator, he/she should confirm the Bank Hold address on file, and if not correct, then (1) request that the card(s) be closed as lost/stolen and reissue a new card and ship to the correct address, and (2) complete and fax a Fleet POC Maintenance form with the Fleet Coordinator name and address, and check the Bank Hold box for the change to be made permanent for future card shipment.
3. How do I activate my card?

Fleet cards are bulk-shipped pre-activated and therefore, no additional activation is needed upon receipt of the card(s).
4. How do I change my bank hold address?
In order to change the Bank Hold address, you must retrieve the Fleet POC Maintenance Form by accessing the following link:  http://www.dm.usda.gov/procurement/ccsc/FCard-07-2010.pdf.  
Complete the POC Maintenance Form using current information and the new bank hold address. In addition, under the “Additional Changes” section check the “Bank hold” box. Complete, sign and fax the POC maintenance form to U.S. Bank at 701-461-3466 or 1-800-457-7506.
5. What is the difference between the bank hold address and the garage address?
The Bank Hold address is the address associated with the Fleet Coordinator for that hierarchy.  The Bank Hold address is also the address that fleet cards are bulk shipped to once they are ordered. Therefore, the bank hold address must be correct in order to receive your ordered fleet cards. The “garage address” is the address where the actual vehicle is housed or located.
6. What are driver-assigned fleet cards?
Driver-assigned fleet cards are issued to drivers that are experiencing “excessive” MCC blockage issues.  These cards are similar to the Purchase cards in that they are issued in the driver’s and/or Fleet Coordinator’s name as oppose to the Tag#.
7. What criteria need to be met in order to receive a driver-assigned fleet card?

One of the following criteria must be met in order to be issued a driver-assigned fleet card:

· Ten or more overrides are performed monthly and/or the Driver uses his/her purchase card 10 or more times a month for fleet purchases. However, repetitious transactions that occur within the same timeframe (e.g., 5 swipes in 10 minutes) are considered as one transaction.

· The employee orders license plates through UNICOR for his/her agency. Note: These employees will be issued a separate Driver-Assigned Fleet Card which will only have the MCC for UNICOR (7999) opened to it.  

· Case-by-case exceptions submitted to the Department from the Agency Fleet Program Coordinator with justification.

8. What is the difference between driver-assigned cards, vehicle cards, pool cards, and quasi cards?
· Driver-assigned cards are assigned to an individual driver (e.g., Jane Doe) and mailed to that driver's office address.  Driver cards require a special hierarchy.  This gives the Fleet Coordinators increased liability, which in turn enables the bank to open additional MCCs, as needed, which are currently blocked on the other types of fleet cards.

· Vehicle cards are linked to the Tag# of the vehicle.  Vehicle cards are bulk shipped to the Bank Hold address of the Fleet Coordinator associated with that hierarchy.  Vehicle cards have limited amount of MCCs available and no additional MCCs can be opened on this type of card. 

· Pool cards are assigned a user defined number (usually beginning with a "P") and the Fleet Coordinator will distribute the Pool cards to the drivers on an "as-needed" basis.  Pool cards should only be used in Emergency situations and for Non-Hwy purchases.  Pool cards are bulk shipped to the Bank Hold address of the Fleet Coordinator associated with that hierarchy.  Pool cards have limited amount of MCCs available and no additional MCCs can be opened on this type of card. 

· Quasi cards are linked to the Tag# of undercover agents’ vehicles.  These cards require a special hierarchy.  The plastic for the quasi cards do not have any type of Government logo on them; they look like a personal credit card.  Quasi cards are bulk shipped to the Bank Hold address of the Fleet Coordinator associated with that hierarchy.  Quasi cards also have limited amount of MCCs available and no additional MCCs can be opened on this type of card.
9. How do I request a Pool Card?
To request a pool card, complete the standard fleet card request form with the following modifications to your submission.
Enter these place holders in these fields when ordering a pool card:
1. Year: 2012 (Current Year)
2. VIN# - Pool Card

3. Make - enter: Pool Card

4. Model - enter: Pool Card

5. Description - enter: NON HWY

6. SIN# - enter: NON HWY
7. Set the “Special Item” column to “Y” to indicate that the card being requested is a pool card.

Once completed send the request form to the CCSC at CCSC@dm.usda.gov 
10. May I use an existing pool card in place of a lost/stolen/damaged fleet card?

No.  You may not use pool cards as a replacement for lost/stolen/damaged fleet cards.  If a fleet card is lost/stolen/damaged, the Driver or Coordinator must immediately contact U.S. Bank Customer Service at 1-888-994-6722 and report the card as lost/stolen/damaged.  The Bank will close the old account number in the system, issue a new account number and ship the new replacement card to the Bank Hold address.

11. What are “Quasi” cards?
Quasi cards are issued to operators whose association to the government should be hidden, based on their line of work.  The quasi cards operate the same way as the normal fleet charge cards, but look like a normal personal credit card.
12. How can I receive a replacement for a card that will soon expire?

Replacement card is shipped by U.S. Bank within two (2) weeks from the expiration date of the original card to the cardholder's office address.  If the cardholder has not received the new card and the original card has expired, then he/she must notify the LAPC immediately.  The LAPC should contact U.S. Bank Customer Service at 1-888-994-6722 and provide the Representative with the account number.  The Customer Service Representative will ship a new card overnight.
Fleet Coordinators (AFPC & LFPC)______________________________

1. How can a new AFPC (Fleet) be designated?

Each agency must designate a new AFPC.  Once the agency makes the new designation, a POC Maintenance form must be submitted to make the formal change.  Also, the newly selected AFPC must complete the Web-Based Training in Access Online, and upon completion, submit a copy of the WBT certificate to the CCSC, so that CCSC can set him/her up in Access Online as the new AFPC.

Single Purchase Limit or Credit Limit____________________________

1. How may the Single Purchase Limit or the Credit Limit of an existing card be increased?

Either increase must be approved by the Fleet Coordinator (Fleet).  The amount to be increased on the Single Purchase Limit (SPL) cannot be above the micro purchase limit ($3,000) for Fleet transactions.  

Once approved, the Fleet Coordinator will perform the increase in Access Online by clicking on the Account Administration link --> Maintain Cardholder Account --> enter the cardholder's name (Fleet Driver cards) or enter the tag#/pool card# in the Last Name field (Fleet Vehicle/Pool/Quasi cards) --> click on the Authorizations Limits link, and change the appropriate limit(s).

Lost Cards, Fraud, or Disputes_________________________________
1. What if my card is lost or stolen?

Fleet Coordinators should immediately notify U.S. Bank Government Services at 1-888-994-6722 if their fleet card is lost, stolen, or compromised in any way. Outside the U.S., call collect 1-701-461-2232. U.S. Bank Government Services will ask Fleet Coordinators for their complete name and the agency they represent. Fleet Coordinators will also be asked to answer security questions, which may include verification of their hierarchy, Managing Account (i.e., level 5) name, or the date, amount or merchant of their last transaction. The new card will be sent regular mail (i.e., 5 business days). If the replacement card is needed in a rush, the LFPC/AFPC may request for the card to be sent overnight.

U.S. Bank immediately places a real-time block on the activity of the lost/stolen account.  Trailing balances generated prior to the date of the lost/stolen notification will be transferred to a new account number, with the exception of potentially fraudulent transactions, which are systematically held by U.S. Bank for manual review and investigation.

If the Fleet Coordinators still sees fraudulent transaction(s) on the new account number in Access Online, the Fleet Coordinators should notify the bank immediately.  If the bank has not acted upon the notification within 30 days, the Fleet Coordinators should dispute the transaction using normal dispute procedures.  For these disputed transactions, U.S. Bank executes standard procedures for investigation and resolution of the disputed item.

If the Fleet Coordinators finds the card after having reported it lost or stolen, the Fleet Coordinators should immediately hand the card over to his/her LFPC. The LFPC should then follow the process for destroying cards as stipulated in the Coordinators Guide.  

.  

2. How do I know when I am receiving a legitimate email from the U.S. Bank vs. spam email?

As a general rule, the Bank will not send any communication that requires for the user to provide sensitive information, such as their Social Security Number (SSN) number or account information by email or by telephone.  If you receive correspondence that you are unsure about, please forward the email to U.S. Bank Fraud mailbox at Fraud_help@usbank.com or you may send an email to the CCSC mailbox at CCSC@dm.usda.gov for confirmation on whether or not to respond.
3. How can I dispute a fraudulent transaction on my fleet card?

The following steps must be followed, when you identify potential fraudulent charges on your Fleet card:

Fraud cases should be initiated over the phone by contacting U.S. Bank Government Services at 1-888-994-6722 immediately. 

· Customer will be asked to close the account. A replacement account will be reissued. 

· Customer will be transferred to the U.S. Bank Fraud Department (1-800-523-9078), who will review the current activity with the cardholder. 

· Fraud analyst will initiate a fraud case by identifying the authorizations and/or transactions that have posted to the account that are believed to be fraudulent transactions. It is at this point, a "Statement of Fraud Form Item" form will be sent out for the cardholder to mail, fax, or email back.  The cardholder should ask for where they may be able to scan and email back so that they have a copy of submitting the form for their records.  

 
Questions on existing fraud cases: 

· Contact the U.S. Bank Fraud & Disputes Solutions Service (FDSS) at 1-800-815-1405, available 24/7. 

· If a case is assigned to a case processor, the cardholder may contact them directly at their extension. 

· Contact Government Services at 888-994-6722, available 24/7.
Hierarchies__________________________________________________
1. How many days does it take for hierarchy setup or name change to be completed?

A hierarchy setup or name change will take 3-5 business days to complete.

2. Can I perform a hierarchy transfer in Access Online on vehicles that we need to transfer from one location to another or from one agency to another?
You cannot perform hierarchy transfer in the U.S. Bank Access Online system for Fleet.  If a vehicle transfer is required, a new card request should be submitted to the CCSC in the new hierarchy for that vehicle.  When the new card is received, the Fleet Coordinator should go into Access Online and Terminate (T-9) the old card account in Access Online.
3. When should I complete the Reporting Hierarchy Setup form vs. the POC maintenance form and whom do I submit the form to?
The Reporting Hierarchy Setup form should be completed and submitted to the CCSC when requesting a new hierarchy level.  If the hierarchy level already exist and maintenance is needed (e.g. name change), then the POC maintenance form should be completed and submitted to the CCSC or the form can be faxed to the U.S. Bank at 701-461-3466 or 866-457-7506. 

For Bank Hold address changes, the POC maintenance form should be completed and faxed to the U.S. Bank at 701-461-3466 or 866-457-7506.  (Note: when POC Maintenance forms are faxed directly to U.S. Bank, there is no response to the request. The Bank’s Data Entry department is not equipped to handle the volume of requests faxed in. Therefore, there is no way to validate if the request was processed or rejected, either. If the request is sent to the CCSC, the CCSC will send a confirmation of receipt, along with any errors that require correction and resubmission. The CCSC will also send you a second confirmation indicating that the change has been completed.)   
Training_____________________________________________________
1. What is the website for training?
Please refer to the CCSC website for all training requirements, http://www.dm.usda.gov/procurement/ccsc/pc_training.htm.  The Access Online training can be found at https://wbt.access.usbank.com/.  New WBT training passwords are assigned every 60 days and are email to the AFPCs to distribute to their Fleet Coordinators.  

Access Online (AXOL)_________________________________________
1. How are passwords reset? 
If a user forgets their password, they may reset online by clicking on the “Forgot Your Password?” link.  After 3 attempts the system will lock your password and you will be required to contact U.S. Bank’s Customer Service Center at 1-888-994-6722 to have your password reset.
2. What must I do when I am locked out of my U.S. Bank Access Online account?

You need to contact U.S. Bank Customer Service to unlock/reset your User ID.

3. Can a User ID in "removed" status in Access Online be restored?

Only User IDs that have been set to "inactive" status can be reactivated.  User IDs in "removed" status cannot be restored.  A new User ID will need to be setup for that user.

4. Can an Access Online User ID be changed after it has been created by a cardholder?

Once the cardholder creates an Access Online User ID, it cannot be changed until the card attached to the User ID is purged from Access Online.

5. What is the process for submitting the CPS Access Online Form Client Setup User ID Request – Government form for processing?

Purchase/Fleet Agency Coordinators are to complete and submit the "CPS Access Online Form Client Setup User ID Request – Government form" and email to the U.S. Bank Account Coordinator, Anna Vandrovec (anna.vandrovec@usbank.com), whenever User ID new setups/changes/deletions are required in System Administration.  This process will take up to three (3) business days to be completed.   This form must be used whenever the System Administration functionality in Access Online is unavailable.

Accounting Codes, Allocations, & Reallocations___________________
1. Can I reallocate a locked transaction? 
It depends on whether or not the transaction has been permanently locked. To determine if the transaction is permanently locked, first log into Access Online and click on the Transaction Management link.  Then, click on the Transaction List link and enter the tag number.  Next, select the transaction desired and click on the Summary tab to review the General Ledger Extract date.  
If the General Ledger Extract field contains a date, then the transaction is permanently locked.  You must contact your agency’s Financial Point of Contact to manually reallocate the transaction in FFIS/FMMI.  If the General Ledger Extract field does not contain a date, then the Fleet Coordinator can reallocate the transaction to another valid accounting value.
2. What do I do if I am unable to find an accounting code in Access Online to reallocate a transaction?

If you are unable to find an accounting code in Access Online to use to reallocate a transaction, then notify your LAPC so that he/she can contact your agency’s Financial Point of Contact to request that the code be uploaded in Access Online.
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